
APPENDIX 1 

Dimensions of patient-centred care 

Respect for values, preferences and 

needs 
 “The logistics team came to clean my room and to make up the 

bed. They started normal conversations with me. About the 

gossips in the magazines, new shoes in the advertising papers, 

troubles with their children. For once, not only the medical things, 

I was really fed up with all of that and I love fashion. (patient 184) 

 “The nurse entered my room to change an IV drip but it wasn’t 
just a repetitive action. She came in with a smile, in a very friendly 

way and a quick eye contact to check on how I was feeling. That 

just gives you a warm feeling, that is what differentiates health 

care providers.  And it doesn’t cost any money or time but it brings 
a different health care experience. That is what I needed at that 

moment.” (patient 373) 

 

Emotional support  
 “During the quarantine after the stem cell transplantation, the 

nurse sat down on my bed when she saw that I was having an 

emotionally difficult moment and she let me talk to her and 

listened. The promise that she would always be there to listen to 

me and that she was always reachable, gave me a lot of 

confidence.” (patient 190) 

 “My patient was really sad and she could not cope well with being 

admitted to a nursing home. While sitting next to her and looking 

at pictures with her, it was easier for her to express herself and 

she felt a lot more comfortable. The lady had a right hemiplegia 

and an aphasia. It was very difficult and confronting for her to 

have a conversation but by looking at the pictures together, she 

took on a positive attitude and she tried to explain things.” (health 

care professional 411) 

 

Involvement by family and friends “That day I was not the patient that talks about blood values 

without the corresponding laughs or tears. That day I was the 

mom that enjoyed intensely a movie afternoon with my daughter. 

Curtains closed by the nurses, even though it was 2 PM, a 

comfortable chair, some chips and coca cola for my daughter. And 

the movie. We couldn’t remember if it was the 3rd, the 4rd or 

maybe even the 5th time that we watched it together, we just 

enjoyed it once more. It was a great afternoon. During those 2 

hours I wasn’t the patient, I wasn’t in the hospital. I was just a 
mom watching a movie with her daughter.” (patient 211) 

 

 “Some months ago, a man was hospitalized because of migraine 
attacks. After several tests it appeared that the man had a 

stomach/intestine tumor. The new hit the patient and family 

hard. The wife said that she would have loved to take her husband 

with her that night to have a family weekend. We could not agree 

on that however because there were some important 

examinations planned in the weekend. We met with the nurses on 

the ward and decided to block the 2 person room where the 

patient was for the rest of the weekend. That way, his wife could 

stay over and his children could come over and do their school 

work in the hospital room. Sometimes they were laying together 

on the bed, sometimes crying, but mostly teasing each other. The 
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family still talks about that specific weekend and they were so 

thankful that we arranged it for them.” (health care professional 

628) 

 

Physical comfort 
 “After a heat wave in august, I got hospitalized. I didn’t want to 
complain or bother anyone. Everyone was already being so good 

to me. However, in the afternoon a nurse entered and she asked 

if I wanted an ice-cream. I was euphoric. I did not complain or 

bothered anyone or talked about the weather but then suddenly 

she came with something that really made my day. It felt like 

supreme happiness. I still get tears in my eyes when I think back 

on that moment.” (patient 185)  

 “The moment that one of the nurses asked me if she could wash 

my hair and actually did it. That was so special and such a lovely 

moment that I will never forget.” (patient 192) 

 

Coordination of care activities 
 “During my hospitalization, there was such a sweet nurse that 

had already been taking care of me for a while but who had a few 

days off. I was already fearing the next morning but the new nurse 

already knew about my fears as she was informed by my favourite 

nurse. So I did not had the feeling that I needed to explain the 

same things again. This gave me trust and a warm feeling.” 

(patient 221) 

“My patient was in follow up. She needed 2 appointments with 

two different specialists. She did not give any further 

specifications but I tried to have the 2 consultations together in 

the planning. By the time that I managed to put the 2 

appointments on the same day, she was really surprised that I 

made the extra effort so she didn’t have to take 2 days off to come 

to the hospital. It did not feel like an extra effort to me, but just as 

an essential part of my job. I didn’t realize how important it was 

for that patient and her family.” (health care professional 307)  

 

Care from volunteers  “One day there were volunteers helping out at the nursing ward. 

They offered us some distraction. It was great to have a 

conversation with them about normal things and they could 

distract us during some hours. Sometimes days are very long 

here.” (patient)“During the stay on the oncology ward, experts by 

experience come to visit our patients. In collaboration with us they 

help patients for example with choosing their wig. This is an 

intense moment and it is nice that someone is there who really 

understands them.” (health care professional 239) 

Information, communication and 

teaching 

“Most patients really like the soft and long conversations, but 

what I really liked was that doctor who just told me what I 

needed to know. Yes, also strict and formal communication can 

be heartwarming, it depends on who you are;” (patient 149) 

“During communication with patients and family I always make 

sure I have eye-contact with them. I really look them in the eyes 

when I ask “how are you”. And yes, I can wait for a few seconds 

or even more, when an answer does not follow immediately. 
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Silence and eye-contact are also part of honest communication.” 

(health care professional 98). 
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