
APPENDIX 2 

1 

 

Mangomoment Model 

 

Preconditions for patient /family  

 Being open to 

others/timing 
 “ Both the patient and the nurse need to be open to it. I easily connect with patients. But it has to come from both sides. If the patient connects 

easily as well, it will work better. Some patients keep their distance from health care professionals though.” (health care professional 325) 

 “If they notice that you’re open to it, you’ll be involved with the examination, you’ll get an explanation. If you show yourself as a human, they 

will also approach you as a human, I think.”( patient 145) 

Do not expect the 

impossible 

 

 “Sometimes you need to say, oh this is where it stops. Some patients ask everything from you. Then I need to scream stop! They ask: could you 

please check on my television? They ask for repairs. But they also have their family. I try to give them insights and they would understand 

eventually.” (health care professional 369)  

 “You’re in a dimension that ain’t medical anymore. I don’t push it. Some people tend to push it very far and then I think, this is not my role, 

and then I canalise it. And I take distance. But I’ll always stay courteous, polite and friendly.” (health care professional 635) 

Respect professional 

boundary 
 “I think that’s really important, that people get the message: ‘I will treat you in a professional way, I won’t take over you’re suffering, because 
I need to keep that distance, but I do see that you become human and yes, that you have needs and I actually do want to help you” (patient 
147)  

 “He was always honest and shared the results. He named me by my first name. I could address him with his first name as well but when there 

are other professionals around, I would say Professor as a matter of respect.” (patient 437) 

Catalyst 

 Personality patient "I can imagine that this is not the same for everyone, hey, for me it was, in my character, knowing that I am someone who always tries to stand 

up and keep going." (patient 147) 

 “And the more extrovert the patient, the better you can get to know him and the better you can respond to his needs. If he doesn't tell much 

or shows what he likes or doesn't like, it’s more difficult. One patient lends itself to that and the other just wants you to do what needs to be 

done. ” (healthcare provider 639) 

Preconditions for healthcare professional 

 First do no harm “A professional needs to know his profession in the first place, but the human part is equally important. But the bottom line is that health care 

professionals first need to know what they are doing.” (patient 381) 

“You can aim for as much Mangomoments as you want, if patients feel medically maltreated during their care, that won’t work.” (health care 
professional 363) 
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 Professionalism  “If I would look for a new contact person, than I would choose someone with whom I can sit down and have a chat but who also can maintain 

a professional attitude next to the social aspect.” (patient 381) 

“You may connect more easily with one patient than with another. Despite that you must have a professional attitude. If I call patients to check 

their recovery, there’s no triages. II don't just call those patients whom I had a good connection with (health care professional 271) 

 Customized care  “During treatments that take a bit longer and that are really technical, I will ask which TV channel they put on at home and then I turn on that 

channel. I try to remember which one it was, and I will turn it on during later treatments as well” (health care professional 635) 

 “We had an elderly person with an Arabic background. Some of the basic words we use daily were written down phonetically in Arabic. There 

was a nurse present and we got to the idea together at that moment.” (family 520) 

 Personal leadership “It also relates to the team. It won’t work with every team or with every colleague. I also used to work in a large team and that wasn’t easy. 
With some colleagues you have a connection, you think ‘I will cover this for you’ so that he can spend some more time on that. But your 

colleague needs to sense that as well and you don’t have that within every team. (...) it should be negotiable in a team and you need to know 

as a team if it’s feasible and what the pros and cons are and how it can be organized” (health care professional 247)  

“You’ll run into problems if you promise things that you can’t live up to. And it’s not because one nurse, we work in a big care team, promises 

something to a patient, that the other ones need to fulfil that promise. I think that’s tricky and also if we work within teams, there can’t be a 
feeling of competition between your nurses, like ‘I created a better Mangomoment, or look at everything I’m doing here’.” (health care 

professional 367)  

 “What matters to you” 
principle  

 “At the start of the treatment I asked what she still wished for. The answer was: ‘I would really love to be in a play again, I know it will be very 
hard but I loved it so much.’ I thought she was such a passionate woman and that’s why we worked around plays and recitals in all her 
treatments.” (health care professional 340) 

 “You always need to look further to what the patient needs. What is important, what are they thinking about? And as a professional care taker 

you can focus on that and offer something extra.” (health care professional 365) 

 What is your 

communication style 
“Body language is a universal thing and goes beyond cultures. If I notice something that has to do with fear or pain, I always try to draw my 

assistants’ attention to it and I also encourage body language from them.” (health care professional 635)   

                     “I could talk about everything with her. She’s also been very honest towards me all the time. She told me right away I had cancer and didn’t   

  keep something behind. Receiving bad news is never pleasant but it’s important to know everything from the start onwards. I had blind faith in her.” 
(patient 252) 

 Is your radar on & 

inspiration 
“The prototype of a good nurse is a nurse that you don’t have to ask everything all the time. She just feels it. Someone that doesn’t leave before 
everything is done. Someone who sees things.” (patient 480) 

 “A small gesture can ease your mind, without that it’s time consuming. But the timing of such an act is very crucial.  And you won’t be able to 
implement it as a standard.” (health care professional 635) 
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 Respect you own 

boundaries 
 “I am very naive, I only see the positive things. I need to work a lot and hard but I try to listen and encourage people. I wrote a blog on 

compassion once. The boundary is small. I think I feel a lot of compassion (...) I can define that. I think I learned that. I dare to point something 

out.” (health care professional 637) 

 “You need to show some courage to let the patient come a bit closer, you need some empathy, if you want to understand what the extra things 

are that you can do for the patient. If you would, to protect yourself, stick too much to professionalism, and don’t search for the interaction, if 
you don’t show an attitude of ‘I’m just a human as well’, then you won’t find it. Then you won’t find the connection to do it. ... Without losing 

yourself too much in the care for your patient.” (health care professional 639) 

 

 Have you got space in 

heart & mind 
“Some health care professionals are in a certain phase of their lives: a busy moment at home, little children, ... and at that moment it might 

not always be possible to do a lot of extra things at work” (health care professional 527) 

There needs to be recognition between patient and caretaker, there needs to be time and space for it. Being honest in your feeling, in your 

experience, being sincere. A patient can sense that strongly, if you’re here with space in your heart or with your head.” (interview health care 

professional 563) 

Catalyst 

 Authenticity “I try to keep my own authenticity, my own personality. But, sometimes,  I describe myself as a chameleon, because I  adapt to the environment 

and so change colour. But in the meanwhile I stay close to my own personality” (healthcare professional interview 238) 

  “I went there maybe thirty or fifty times, just to talk to her. It concerns a nurse who gives positive attention in such a natural and sincere way. 

Not only to patients, but also to colleagues, administrative staff and students.” (patient 210) 

Preconditions for organization /leadership 

 Management support  “I think health care professionals need to find the time to provide those beautiful moments for patients. Of course, too many protocols and 

procedures are not helpful for that.” (patient 252) 

”Our staff knows they can talk to the residents and spend additional time with them, we give them the space for that. (manager 411) 

 Training & education  “I think there should be more attention for education. Also training, making people aware. That it’s sometimes more important than all the 

technical things. For a person, it’s important that that there’s attention to the psychosocial part.” (health care professional 369) 

 “What might be important for organizations is that they sit together every 6 months or every other year, to talk about what’s really important 

for the patient and their treatment. I found it really pleasant to feel that the entire team was so focussed on the patient.” (family 155) 

 Integration in daily 

practice 
 “I think you should search for it, and we should handle it with more awareness, also with the ones that are less approachable and open. And 

that we still don’t integrate it enough into the care. And that now, it comes too much with coincidence (…) (health care professional 639) 

“It’s about making an arrangement at a certain point with your colleagues, so that you create time for your patient, for the indicated needs. 

You need to be flexible within the organization and need to be able to step out of the daily routine.” (health care professional 252) 
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 Share & measure 

experience 
 “I think they sometimes forget how important that is. I know there’s a limitation on the number of nurses per patient or resident. But if they 

calculate the amount of care that is needed, they mostly forget to take those moments into account. And you won’t find those in statistics or 
whatever, even in satisfaction surveys there’s no attention for those specific moments. The overall experience is in a questionnaire. Is the food 

good? Is there enough space in the waiting room? And Mangomoments have an impact on that! I’m sure that it influences the overall 
experience. The first contact, that is what matters. More than the taste of the coffee. (patient 179). 

 “That’s something that we are missing, the feedback from the patient. As a supervisor, I read complaint letters, also positive ones but that’s a 
minority. Sometimes you will see patients back on during the recovery, but mostly you will miss out on the moments that were so important to 

them, for example, the time that you refreshed their mouth and that that felt so good.” (health care professional 639) 

Catalyst  

 Organizational culture “I think that when a team has a culture of person-centred care, it is easier. If a team doesn't have that culture, you have to be strong to be first. 

But where it is common, it will occur a lot. So there must be a culture, or a culture must be facilitated. With a specific moment at each team 

meeting to discuss Mangomoments. ” (healthcare professional interview 639) 

“But perhaps it is necessary for organizations to say to healthcare providers: we want you to think “out of the box”. And I see the Mangomoment 
idea succeed. Actually, that is a major sensitization, when you, as a company say, “We want you to do this'. In our culture we can do that and 

inspire each other (...).”(health care professional 432) 

Impact on patient/family 

 Experience & 

satisfaction 
“I mentioned to my gynaecologist how much it all meant to me. These people should be rewarded for that. They sometimes don’t know how 

much impact such a small gesture can have.” (patient 373)  

 “That small act of kindness created a difference for me, in how I now remember my time at intensive care” (interview family 281) 

 Adherence/compliance 

to therapy 
 “That trust was present from the start with that specific person. It also made that I was very adherent to her therapy. We worked together on 

my illness, on the whole process.” (patient 381) 

 “More than a year later, the patient sent me an audio fragment to show me the progress she made/ She continued to practice, also after the 

recovery sessions.” (health care professional 364)  

 Positive perception 

healing process 
 “I gained such a confidence in the medical world at that point and it helped me tremendously to experience and overcome my illness. I said at 

that point, I will put my life in your hands and you will make sure that I will heal. And I believe that helped me in my healing process.” (patient 

252) 

 “You need to take into account that that affects your recovery. If you are more relaxed and less stressful, that will positively influence the 

healing process.” (health care professional 35) 

Impact on positive resonance 
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 Relationship of trust 

healthcare users & 

professionals 

 “I just went for a pre-surgical consult with an anaesthetist and there was a connection right away. It was also caused by the way that person 

interacted with me. He wasn’t cold or strictly business oriented or so. He had an attitude that said: ‘I listen to you and I take it very serious what 

you are saying.’” (patient 81)  

 “What starts as a very professional relationship, you notice as well that you get very close to each other during that counselling. You feel a 

connection. It becomes stronger by the time you get to know each other for a longer period of time. But you do realize very well: there’s a very 
special connection with this patient. Those are unique relations. You can only be grateful to have the opportunity to do something like that.” 
(health care professional 269) 

 Higher tolerance 

during more negative 

experiences 

 “I must say that I find it hard to see that there are persons who are not very patient oriented. And people that would do anything, they deserve 

a lot of credits.” (patient 480) 

 “It also helps to put negative  things into perspective. The positive elements always show themselves more. If you experience something bad 

or less pleasant, you will move that to the background, you put it aside.” (patient 179) 

 More open 

communication & safer 

climate 

 “It creates trust and enables open communication. It prevents possible barriers that can arise between patients and doctors.” (interview patient 

383) 

 “By taking the time when you’re with someone, you can create mutual respect and more comprehension. You build trust but people will also 

interact in a more human way, not criticizing things in an offensive way. They will look for a dialogue.” (patient 336) 

Impact on healthcare professionals 

 Personal 

accomplishment & 

anti-burn out 

 “Creating those moments for patients, that’s why I chose this job. It gives me energy and even wings.” (health care professional 410) 

 “I really love to come to work, also when it’s busy. Every day it feels like something new. There’s always someone that you can help, even if it’s 
something small. Every day there’s a moment for something small and special. And you can tell by their reaction how happy they are. (health 

care professional 638) 

 Joy in work  “It counts for everything that makes a difference for the patient. You can feel it deep inside and you also notice it when you look at the patient 

or their family. That’s not the only reason why you do it, but joy in work is important. It’s very important that you also get a good feeling about 

your job. (health care professional 636) 

 “It gives an incredible feeling of joy that you can mean so much for someone in the last days of his life. (health care professional 269) 

 Team atmosphere  “It is during the moments that you get appreciation that you realise it. That’s why I say people that they need to ask ‘What was important to 

you today?’ Giving feedback to the team is very important. As a team, you might not think about it during the day but if they get the feedback, 

they will realize. That stimulates and brings a positive atmosphere.”(health care professional  352)  

                 ”As a head nurse you will reflect if you’re open to it or not. You can stimulate this. If colleagues do something positive and you say ‘wow, great     
that you’re doing this’. It will boost them. (health care professional 71) 
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Loyality  

 “For our family it did change the whole experience (...) I would choose the same organization in the future because of the attention they were 

paying to that.” (family 384)  

 “Everyone learned a lot from it. There was a lot of talking about it in the team. It enthused the entire ward. It contributes to job satisfaction. 

This is the organization I want to work for.” (health care professional 365) 
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