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PSYCHOLOGICAL SAFETY
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WORKING TOGETHER FOR PATIENT
SAFETY
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innovation, and Growth

Amy C. Edmondson

Psychological Safety

Amy Edmondson

Psychological safety: o sense of confidence that the
team will not embarrass, reject or punish someone for

speaking up

Questions that demonstrate psychological safety:

- Can | ask questions without looking stupid?

- Can | be respectfully critical without looking negative?
- Can | seek feedback without seeming incompetent?

- Can | be Innovative without looking disruptive?
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If: Psychological Safety

Four stages of psychological safety
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* Errors and adverse events are an unfortunate constant in

medical practice

* They should be seen as opportunities to enhance patient care and our
own clinical practice and to prevent further harm

* Open, non-judgmental communication and reflection are vital
components of this process

 We must help guide colleagues along this process
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If Know your Team

* Build trust and understanding
* Value them as people, not just as players

* You don’t have to like each-other, but you should respect

each other and everyones contribution and role within the
team

 End goal is to be able to know that any criticism is to better
each other and ultimately the team




If: Psychological Safety

“In most cultures, speaking up
to a person of higher status is
taboo.

Leaders must learn the art of
humble inquiry and do the fm}
step in creating a culture of
openness”




If:’ Psychological Safety

There comes a point where we need to
stop just pulling people out of the river
Some of us need to go upstream and
find out why thoy are ftallin g1n

Desmond
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PATIENT SAFETY INCIDENTS

NATIONAL OPEN DISCLOSURE
PROGRAMME
“ASSIST ME”
A Model of Staff Support following
Patient Safety Incidents in Healthcare



1

®  NATIONAL _ -
(® ) OPEN DISCLOSURE Acknowledgement
PROGRAMME

10. Continuity of care . 2'. Trl.lthfl.lll'lESE:,
timeliness and clarity of
NATIONAL OPEN DISCLOSURE PROGRAMME communication

“ASSIST ME”

A Mode! of Staff Support following Patient Safety
Incidents in Healthcare . . .

9. Confidentiality
3. Apology [/ expression

of regret

Principles of
Open Disclosure l

8. Clinical
governance
4. Recognising patient
and carer expectations

7. Multidisciplinary

responsibility

5. Staff support

6. Risk management and
systems improvement
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“ASSIST ME”

A Mode! of Statt Support foflowing Patient Safety

[,

Developed by Open Disclosure Programme in the HSE in consultation with

HSE support services.

Published in November 2013 — updated in January 2021

Based on an extension of the MPS ASSIST Model of communication

Developed to provide practical information and guidance for health and
social care managers and staff in relation to:

(a) Understanding the potential impact of patient safety incidents on staff
(b) Recognising and managing the associated signs and symptoms
(c) Supporting staff following patient safety incidents and

(d) Providing information on the support services available to staff
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NATIONAL OPEN DISCLOSURE PROGRAMME

“ASSIST ME”

A Mode! of Statt Support foflowing Patient Safety

The resource provides information and practical guidance on:

* The recognised staff responses to a patient safety incident
» Stages of staff reaction after a patient safety incident

* The “ASSIST ME” model of staff support

» How to cope with the impact of a patient safety incident

* The Critical Incident Stress Management (CISM) Response
* When to seek medical assistance

* Resources that are available for Staff
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If: The ASSIST ME approach

° NATIONAL A.Eﬂm Euwle
(® % OPEN DISCLOSURE
7 rRocRume A | Acknowledge with empathy “l covme to see you as s00n os | heord what
s SR SO the incident that has occurred | hoppened. This must be wery difficult for you™
p - and the impact on the
A3515T ME member of stafi
A Model of Statf Support faflowing Patient Safety
Assess the impact of the "How are you daing*

incident on the member of
staff and on their ability to “How are you coping?”
continue normal work .

“How are you feeling right now™
“Are you ok to be here ?”

S | Sorry - express regret for their | *f am so sorry that this has happened.

Experience Sometimes despite our best efforts things con go

wrong”

Hf= | s “l am 50 soury that you have had this experience
e and for the distress this is cousing you”
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If! The ASSIST ME approach

(e

NATIONAL
) OPEN DISCLOSURE
PROGRAMME

NATIONAL OPEN DISCLOSURE PROGRAMME

“ASSIST ME”

A Mode! of Staft Support folowing Patient Safety

esonsl Gualty Irpecwarert Taan

Story — allow time and space
for the member of staff to talk
about what happened and
how they are feeling - using
active listening skills.

Demonstrate your
understanding of thelr story
through the feedback process

share personal expernence, as
appropriate

“¥ou may find it helpfwl to tafk ahowt how you are
feeling right now™

"Would you like go for o cup of coffee and we con
hove o chot about what hagpened

“What 'm hearing from you &.. s thot correct ?
is there amything ekse you want to t= me or tolk
abowut **

“Can | tall pou about an expenence of my own, how
| felt and what I found helped me af that fime?”

Inguire — encourage questions
Information — provide
answers/Inforrmation

“What questions do you have that | can perhaps
help you with

“Is there anythimg I can help you with af this ime
"Would it help If I told you what happens mext

and what you can expect in refotion fo the
mamagement of this incident **
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F The ASSIST ME approach

e

NATIONAL
) OPEN DISCLOSURE
PROGRAMME

NATIONAL OPEN DISCLOSURE PROGRAMME

“ASSIST ME”

A Model of Staff Support fallowing Patient Safety
Incidents in Healthcare

SuUEEDOrt=s
Solutbhimoams

lal Informal ermeoiloseal Saa Pt :

T oo ds o o poae . §osedi e checkoineg i
WA oy regoiheny fo ses o oo arre diodreg G
ot s ok et paoer i bfae rmesoue e §F s
Ol et s e i odeoaet ffads o dESs e s s el
I e e asE COVTIE G S ENE STTES O G S e
o Cadl. ST § g e O SaOarTa i B it
o FIroEET ek &

ib) Forrmal ermmotdomal Supgeort:

Acoass any imemeediate eesds, discuss witks
e meemiber of stafT and arrange, with
the=ir Enowledge and cons=ant, a8 referral to
e relewvant sSupport servieces, as requbkred -
Prowide informatiom omn thse supgesrts
proswhded by thie HSE Ermploynes A scisio e
FProgramme [EAF] which can be accessaed
by mMmanasgers and staff =g, counssiling.
crisis imtervention amnd Critcal imckedent
Stress Mamasgsrment [(CISh] resporss.
Disowss the benefits of SIS amnd organise,
wiith the ooncsent of thee staff meemidber. oime
o one oo bearm ClSE respeomse 3s SO as
i= practhcal. Click beere to acooess further
infor rmatioonm ore TSR,

Concsider referral o the HSE Oocupational
Health Department for additional
SUPESDrT, 35 requbred.

Prowide staff suppaort informatiom leafletss
bro-chwre-s, and Signpgost oo the HSE
wuworkplace Health amed Wellb-=ing Limit
webhsite hers. Contact thve EAP natiomal
phome nuemiber on ELRE IFT 327 o speak
o =oameeon e wino camn haelp. This serviece
indudss aoress T inteErnal EAPF serwvices
amnd extermcal 2407 ounselling sugepoet.
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f: The ASSIST ME approach

Supports [c) Practcal Supporit:
2 NATIONAL Solutions = Prowide an opgortunity for thie memiiser
%9 ?para_?‘l?cc:osunc of staff to taks Hmee out Fron ghedr
ROGRAMME normal work, if regquired. Staff shoubd he

inwoblead inm and hawve Input o any deciskon
made regarding the same. Many staff

NATIONAL OPEN DISCLOSURE PAOGRAMME !
2 fired it rmore helpful to renmgim at waork.
“ASSIST ME” Allocation to different duties may benefit
| imdtially if it Is practcal to do so.
A Model of Statf Support faflowing Patient Safety i
" : . =  Provide practical support and nformation
d | in relation to the incident review process

and how the staff member might assistd
contribute to this process. e.g encourage
the member of staff Do write up their
recollection of the incident as soom as
poscible for theair own recond. Emsurse that
they are k=pt uypdated and inwolved in the
inchdent review/open disClosure process.
=  Prowide imfornmation and support
m relation o oormimumidcating witk
the patient/service user following
the incident and preparing for open
discloswre discuss mns.
= Ensurne that they arse encoursged to
prowide their inskeht into the steps
being taken to try to redwce the risk of o

’{_ St o | Bulksng recurrence of the incident.
o s . | Juvee: = Establish the learndng froon the incident,
DR ot s at individwal and organisational lewel and

prowide on-going supgeort.
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If: The ASSIST ME approach

—— T Travel — providing continued It am here fo sugport pow.”
° NA’ NA
(®.*) openDiscLosuRE support and reassurance

PROGRAMME

going forward and throughout | “F Wil assist pow i onp oy T oon ™
the incident reviewfopean
NATIONAL OPEN DISCLOSURE PROGRAMME disclosure process.

" ” 5 - -
ASS'ST ME Nl | Maintain osntact Ensure that thers is continued oontact with the
A Model of Statf Support following Patient Safety stafif member to prevent feelings of Isolation.

Continually monitor and assess the staff
memiber's response ta the inckddent and their
responss to any intersentions.

Monitor progress

Movwing fornward Provide guldance and support on thelr retwrm to
o all work.
E End — reaching a stage of Establish wihen the staff member has reached
Closure from the event. a stage of closure from the incident as it =

important at this stage not to keep re-opening
the imcident with theam.

Leawe your door apen to them if they showid
require any further assistamcea.

Ewvaluate Feview the support provided with the stafi
If et Sikicee | Bildnga member inmnadved.

Meonel Cusly hrpsosariad Yo Conskder feedback and establish any learming
wrhich may benefit other staff-
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The ASSIST ME approach: Practical Guidance on how to

cope with the impact of a patient safety incident — The Do’s

Following a patient safety incident DO

1. Talk to a friend/ colleague/line manager about your
experience and your feelings.
“ASSIST ME” 2. Participate in Critical Incident Stress Management (CISM)

A Mode! of Statt Support foflowing Patient Safety

Response - available via EAP.

3. Ensure that you are involved in and kept informed in relation
to the incident review/ open disclosure process.

Take time to relax.

Get enough sleep.

Get some exercise

SCTENCTIE

Maintain a good diet.
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The ASSIST ME approach: Practical Guidance on how to

cope with the impact of a patient safety incident — The Do’s

| Following a patient safety incident DO

8. Follow a structured schedule.

9. Spend time with family and friends.
“ASSIST ME” _ _ o

ol o Sl S el Pt sy 10. Take time for leisure activities.

11. Recognise that healthcare is complex and mistakes/incidents
happen.

12. Expect the incident to bother you.

13. Realise that others around you may be under stress also.

14. Learn about post traumatic stress.

15. Contact your GP/EAP/OH department if you are concerned
- that your response to the event is too intense or lasting too
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The ASSIST ME approach: Practical Guidance on

If: assisting your response to the incident — The Don’ts

by S 1. Do not drink alcohol excessively
NATIONAL OFEN DISCLOSURE PROGRAMME 2_. Dono.t. Stw a_w.w "mwm m.necesm'y
“ASSIST ME” 3. Do not withdraw from significant others

A Mode! of Staft Support folowing Patient Safety

4. Donot use legal or lllegal substances to numb consequences
5. Do not have unrealistic expectations for recovery

6. Do not reduce the amount of lelsure activities
7. Do not look for easy answers

8. Do not be hard on yourself or others
BE 9. Do not make any major life changes or decisions at this time

esonsl Gualty Irpecwarert Taan
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-~ The ASSIST ME approach: Seeking Medical

~ Assistance

-

You should seek medical advice and assistance if:
ROGRAMNE (a) you are experiencing difficulty with sleeping for more than 1 week.

MATIONAL OPEN DISCLOSURE PROGRAMIE (b) your response to the event is too intense or lasting too long.
“ASSIST ME”

A Mode! of Statt Support foflowing Patient Safety

(c) you are experiencing intense physical reactions to reminders of the
event e.g.pounding heart, rapid breathing, nausea, muscle tension,
sweating.

(d) you are experiencing suicidal feelings or symptoms associated with
depression/despair.

(e) you feel unable to return to work because of the event.

(f) your response to the event is impacting on your private life outside work
and your ability to cope generally with normal day to day activities.
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The ASSIST ME approach: Seeking Medical

H- Also included in the ASSIST Me resource
THE ASSIST ME MODEL -

SUPPDRYTING STAFF FOLLOWING
PATIENT SAFETY INCIDENTS

* Information on Critical Incident Stress Management

Links to staff support resources available at the time of print.

“ASSIST ME” Booklet available on
https://www.hse.ie/eng/about/who/ngpsd/gps-incident-management/open-
disclosure/assist-me-a-model-of-staff-support-following-patient-safety-
incidents-in-healthcare-january-2021-.pdf

“ASSIST ME” Poster available on

ST LS ST : https://www.hse.ie/eng/about/who/ngpsd/gps-incident-management/open-
OALL 0014 327327 . » disclosure/assist-me-staff-support-poster-june-2021-.pdf
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https://www.hse.ie/eng/about/who/nqpsd/qps-incident-management/open-disclosure/assist-me-a-model-of-staff-support-following-patient-safety-incidents-in-healthcare-january-2021-.pdf
https://www.hse.ie/eng/about/who/nqpsd/qps-incident-management/open-disclosure/assist-me-staff-support-poster-june-2021-.pdf
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