BUILDING A GRATITUDE CULTURE
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builds self-worth and self-efficacy as well as
trust between coworkers. That’s powerful.
Building a culture of gratitude is critical to
achieve our goals in health care philanthropy.
Without gratitude, our philanthropic partners
would not be interested in giving back to the
organizations that healed them. To create an
environment that fosters gratitude in patients,
we now know it is important to create an
environment for caregivers that allows them
to give and receive gratitude. How can this be
accomplished?
Ed Tori, DO, Director of the Influence Center
at MedStar Health in Columbia, MD, offers
some insight. “Where attention goes, energy
flows,” Ed says referencing his guiding
principle. “Draw attention to gratitude, and
we will see more of it,” he adds. “In this age
of ‘hyper-metrics’ it is important that health
systems keep data in its proper place. Data
tells us where to go and, sometimes, how to
get there. Data is not very good, however, at
moving us there. Emotion does that. There
is nothing irrational about using emotional
appeal. It is a must. It’s what moves us.”
Ed’s team conducted a research project in
nursing units focusing on patients and staff
experiencing and expressing gratitude. They
implemented Mindfulness Mondays, providing
three opportunities a day for staff to learn
how to manage their state. Social profile
assessments matched staff interests with
patients who self-identified similar interests to
ensure ideal chemistry between patient and
caregiver. Thank you cards were provided to
patients to express gratitude. After four short
months, three units had a total of 596 thank
you cards given by patients, resulting in one of
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these units having significant increase in staff
satisfaction scores and two units with significant
increases in patient experience scores.
Health care systems and organizations that
successfully build a culture of gratitude
demonstrate key characteristics noted by the
Greater Good Science Center in partnership
with Dignity Health, Kaiser Permanente, Sharp
Best Health, Scripps Health and Sutter Health.
The gratitude culture is always supported
by and started with the executives and
filtered to the entire staff. Gratitude must
be seen as more than just a soft skill that
is nice to have, but rather as a necessary
skill for all staff to practice. Individual
practice contributes to systemic change that
is hardwired into the culture. Simple initiatives,
such as thank you notes, allow staff and
patients to express their gratitude. Identifying
important life milestones through notes
and celebrations brings recognition to staff
members. Gratitude must be voluntary and
authentic. Something said in a disingenuous
spirit or that feels forced won’t elevate the
culture. Make it real. And make it year-round.
To be authentic, gratitude must be practiced
consistently.
Those in health philanthropy must actively
support the executives and remain diligent
in demonstrating how a culture of gratitude
produces grateful patients, ultimately
contributing to our missions. When gratitude
is measured in terms of revenue, it becomes a
game-changer in patient experience, employee
satisfaction and the bottom line.
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