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Improve
Patient Lives

SingHealth DUKEBENUS

Our Mission ACADEMIC MEDICAL CENTRE

Care to Heal
* We aim to deliver consistently high quality care that is appropriate and accessible to patients
* Working in multidisciplinary teams, we promise to put "Patients at the Heart of All We Do"

A strong focus on patient safety, continual improvements and best clinical
outcomes

* We seek to be a trusted healthcare leader and give peace of mind to our patients

Educate to Empower

¢ We are committed to nurturing generations of healthcare professionals and empower them to shape the future of healthcare

¢ As we pursue Academic Medicine, we need to harness the skills, knowledge & talent of our people and build strong partnerships

e With a talent pool of trailblazers across the various professions, SingHealth is a place that you are able to learn from the best and realise your full
potential

Innovate to Advance

* We aim to pursue innovations that transform and advance care for our patients

* Armed with a spirit of inquiry, scientific curiosity and the passion and perseverance to improve care, we aim to translate research
discoveries into advances that directly benefit our patients

* Research is not just about breakthroughs, but giving our patients better lives

SingHealth



OUR VISION | Defining Tomorrow’s Medicine
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gt Generativeness of AM-EPIC Learning Framework

Institute for
Patient Safety & Quality

* Consolidating learning
Staff Professional

Competency Programs

programmes under the
AM-EPIC Learning

Framework

Learning Framework

AM |
epic \

« Expanding programme

4b. Programme Convenor

Train the fa. Contributing Convenor offerings under identified

Trainers/Masters 3e. Lead Programme Faculty domains
3d. Senior Programme Faculty .
Programmes * Making programmes

3c. Programme Facuity

available to Cluster-wide

" Skills & Training :
\ Programmes e Gt Facdle participants
* Recognition of Faculty and

3b. Senior Contrbuting Faculty

\  Foundation 2a. Asst Facilitato professional development

\
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Tan KH SingHealth 2017 Level 4 initiate, create, develop or review curriculum or content

SingHealth

Defining Tomorrow’s Medicine




R@AH ARM SingHealth DukeNUS
ACADEMIC MEDICAL CENTRE

SingHealth DukeNUS

ACADEMIC MEDICAL CENTRE

Institute for
Patient Safety & Quality

Patient Safety is our top priority,
IPSQ accelerates our efforts towards
Target Zero Harm

Defining Tomorrow’s Medicine
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Research

Association between organisational and
workplace cultures, and patient
outcomes: systematic review

Jeffrey Braithwaite, Jessica Herkes, Kristiana Ludlow, Luke Testa, Gina Lamprell

ABSTRACT

Design and objectives Every organisafion has a unique
culture. There is a widely held view that a positive
organisational culture is related to positive patient
outcomes. Following the Preferred Reporting Items for
Systematic Review and Meta-Analyses statement, we
systematically reviewed and synthesised the evidence on
the extent to which organisational and workplace culfures
are associated with patient outcomes.

Setting A variety of healthcare facilities, including

hospitals, general practices, pharmacies, military hospitals,

aged care facilities, mental health and other healthcare
contexts.

Participants The articles included were heterogeneous
in terms of participants. This was expected as we allowed
scope for wide-ranging health contexts to be included in
the review.

Primary and secondary outcome measures Patient
outcomes, inclusive of specific outcomes such as pain
level, as well as broader outcomes such as patient
experience.

Strengths and limitations of this study

» This review found a consistent association between
organisational and workplace cuture, and patient

WMM!IMM
sectional studies conducted in hospitals.

» The high volume of included studies provides a solid
foundation for readers to enhance their knowledge
of organisational culture in healthcare.

» Most articles included in the final synthesis
were rated as high quality, based on the Quality
Assessment Tool.

» The broad scope of the review, including a wide-
ranging search sirategy, provided an overarching
account of the research fopic.

» Definitions and measurements of culture,
environment and patient outcomes were highly
variable across studies, which placed limits on the
comparisons that could be drawn.
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Patient Safety and Quality Ecosystem and its Constituent Cultures vs. Counter Cultures

Refs: 1. Tan KH. Speaking Up and Reducing Risks in Healthcare. SingHealth Enterprise Risk Management Congress, 2017.
2. Tan KH, Pang NL, Siau C, Foo Z, Fong KY. Building an Organization Culture of Patient Safety. Journal of Patient Safety and Risk Management, 2019
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Speak up
for patient safety!

No one should be harmed
in health care

o World
(7R World Health -
Vﬁ y Organization N Patient Safety

Day 17 september 2019



Pat_lent S_afetv Adv_ocate P_Iedqe SreHealth DukeNUS
Recite during International Patient ACADEMIC MEDICAL CENTRE
Safety Day 17 September 2019

Institute for
Patient Safety & Quality

| pledge to be a Patient Safety Advocate by:

Speaking up for patient safety  pagients. At the heart
Acting in the best interests of our patients of all we do.

Fostering teamwork for patient safety 2=

/Patient
i Safety

%, Starfs with _

Ensuring accountability for patient safety

TARGET .

Z E R @ H A RM SingHealth
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PERFORMANCE

TeamSTEPPS

Team Strategies & Tools to Enhance
Performance & Patient Safety

KNOWLEDGE

ATTITUDES

TeamSPEAKE® is a program adapted from TeamSTEPPS
with an emphasis on mutual support to speak up for safety

SingHealth
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Institute for

Patient Safety & Quality TeamSTEPPS And TeamSPEAK®

PERFORMANCE

TeamSTEPPS

HFB\REEFI TR,
RiEERESEER:

Team Strategies & Tools to Enhance
Performance & Patient Safety

TeamSPEAK® 2 H TeamSTEPPS 2% M AL EI—MEIRFE,
BIEEHEEZ BN ERYHEUREENRZEAR

TeamSPEAK® is a program adapted from TeamSTEPPS
with an emphasis on mutual support to speak up for safety

KNOWLEDGE

ATTITUDES

. SingHealth
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Recognize the importance of speaking up for safety

T #% TeamSPEAK © JRE& LRI E] S 2 BIRY B B3 HF
Understand TeamSPEAK® strategies to facilitate mutual support

AT FAAR [2]

Describe ways to respond positively when spoken up to

MM ABENRELRE.

Practice speaking up

< ZEROHARM

Defining Tomorrow’s Medicine
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Institute for CUS Words
Patient Safety & Quality

I am Concerned!

@ (BEE)

CUSiRl=fi&in], BENTSIERZ/IEE, RAEENGE
A RERNRE & &

CUS words are trigger words which help to trigger the attention of your colleague that potential harm
may be about to occur.

SingHealth

17 Defining Tomorrow’s Medicine
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Institute for
Patient Safety & Quality

Learning objectives and outcome

Recognize the importance of speaking up for safety

Be aware of TeamSPEAK® strategies to facilitate
mutual support

Describe ways to respond positively when spoken up to

Practice speaking up

. TARGET

ZERO HARM

Defining Tomorrow’s Medicine
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e Speak Up For Patient Safety

To ‘Speak up’ is to communicate concerns to
colleagues that unintended patient harm may be
about to occur.

Speaking up will only work before
harm has been done onto the
patient.

SingHealth
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=T Who Are My Colleagues

Patient Safety & Quality

Defining Tomorrow’s Medicine
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ST Who Should | Speak Up To
Patient Safety & Quality

If speaking up is to communicate concerns to
colleagues, who can | speak up to regarding safety?

Defining Tomorrow’s Medicine
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e Speaking Up Can Prevent Harm

Many documented incidents and personal experiences reflect how harm
have been prevented when someone immediately shared critical
information.

“Joint Commission predicted that 80 % of the serious safety events occur due to
miscommunications among healthcare professionals.

Speaking up is one of the critical behaviours of patient safety and
is an important role for improving quality and patient safety in
healthcare”

Nacioglu, A. (2016). As a critical behavior to improve quality and patient safety in health care: speaking up!. Safety in Health, 2(1), 10.
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Speaking Up Is Difficult

Aggregated SingHealth Hospitals-2017 / AHRQ-2016:

Communication Openness

Staff will freely speak up if they see z?f?Health

something that may negatively affect

patient care. AHRQ 2016

Staff feel free to question the i:gjf?l"“lth

decisions or actions of those with

more authority. AHRQ 2016
SingHealth

Staff are afraid to ask questions 2017

when something does not feel right. AHRQ 2016

Defining Tomorrow’s Medicine
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T P Why Are We Not Speaking Up

In your groups:
* Watch this video
* |dentify any emotions in the video

) . Discuss the barriers you face which
hinders you from speaking up

SingHealth
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e Some Barriers To Speaking Up

Not related to my duties
Working relationship strained
Fear of repercussion

Not sure how to say it

What if I’'m wrong?

I’'m just a junior

Create more work for myself
Do not feel psychologically safe

SingHealth
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e Importance Of Psychological Safety

In psychologically safe teams, members feel accepted
and respected, and are able to contribute
professionally without fear of negative consequences.

Is psychological safety important in a
culture of speaking up?

Do you want to work in a safe and
supported team?

SingHealth

Defining Tomorrow’s Medicine
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Can Help
Patient Safety & Quality

TeamSPEAK® introduces
,,,,,, 5 S strategies to help raise
concerns respectfully, and
promote a safe and
supportive working
environment.
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llllll ‘e

€ SPOKE
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TeamSPEAK® Strategies

Two-Challenge Rule

CUS Words

Respond Positively

SingHealth

Defining Tomorrow’s Medicine



-
by Moo
i Two-Challenge Rule
Patient Safety & Quality

It is your responsibility to assertively voice your concern at least
two times respectfully to ensure that it has been heard.

Ensure that whoever being spoken to acknowledge your
message.

SingHealth

30
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Institute for

First Challenge: Be Respectful

Asking sounds more respectful than tasking.

By asking, you are inquiring or clarifying.

/(C /\' % “Shall we check if we have cleaned our hands first?”
o Ensure that your colleague acknowledges.

If you task, you are telling or instructing your
colleague. Try doing that to a senior!

“You should clean your hands before touching the patient.”

SingHealth

Defining Tomorrow’s Medicine
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Second Challenge: Be Assertive

Institute for
Patient Safety & Quality

State your concern. Share what you
know, and why it matters.

Avoid using “I think”, “maybe”, or
“perhaps” as they sound passive and
unassertive.

“It is easy to forget. We need to clean our hands first
before touching the patient.”

“I saw a different name just now. Let’s verify this is the
correct patient before proceeding.”

Ensure that your colleague acknowledges. sﬁ.th
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Unable To Resolve Potential Harm

Institute for
Patient Safety & Quality

Most people would respond with the second challenge.
In rare occasions, you may consider escalating or roping
in a senior/supervisor into the discussion.

SingHealth
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T am Concerned!

CUS words are trigger words which help to
trigger the attention of your colleague that
potential harm may be about to occur.

SingHealth
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Patient Safety & Quality

T am Concerned! Use CUS words to help trigger attention to
potential harm.

Raise your concern by using words like

Concerned
Check

“I am concerned, is this dosage for this patient too
high?”

“Is it OK if you check if your hands are clean first?”

“I am concerned, is this the correct patient?”
SingHealth

35 Defining Tomorrow’s Medicine
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e U” For Uncomfortable
Patient Safety & Quality

If you do not see the intended response,
continue raising your concern using the word

Uncomfortable

State why you are uncomfortable by sharing
what you think or know.

“I am uncomfortable with the dosage as it’s much higher than
what I've seen before. We should recheck the dosage again.”

SingHealth
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Patient Safety & Quality

If there is still no positive response, you should
escalate the conversation by using the words

Safety
Stop

Propose bringing in a Senior or Supervisor into
the discussion.

“This is a safety issue. We should ask our supervisor to see if this is OK.”

“We need to stop before we risk hurting this patient. Let’s consult a senior
before proceeding.”

SingHealth
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TwO-CHALLENGE RULE START WITH CUS WORDS EXAMPLE SPEAK-UP MESSAGES

First Challenge: | am concerned, can we check if this

Respectful Cfor Concerned s the correct side for surgery?

| am uncomfortable as | might have
Second Challenge: U for seen a different side noted in the
records. We need to verify this is

Assertive Uncomfortable ! _
the correct side before starting.
This is a safety issue. We should get
our senior in to clarify this situation
Escalate S for Safety / Stop Y

before we proceed.
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Patient Safety & Quality

_In your groups:

* |dentify a safety scenario your group can relate to

e Craft your own speak-up messages using
the Two-Challenge Rules and CUS Words

e Take turns to read your messages to one another

b

EXERCISE

Discuss how it made you feel,
and whether the messages W
can be improved

o

SingHealth
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ol Speak Up Culture Is Fragile

How many negative experiences does it take before
you stop speaking up to that colleague again?

SingHealth
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>
| Ml Establish Psychologically Safe Environment

Institute for

The attitude of people can have a strong impact on speaking up
behavior whether negative or positive can influence our working
environment.

Anyone can make mistakes and cause
harm, even yourself.

By responding positively, your team
members will feel safe and empowered
to speak up, and will watch out for you!

You become a role model in promoting a
psychologically safe working environment |



Defining Tomorrow’s Medicine




SingHealth DukeNUS

CCCCCCCCCCCCCCCCCCCCC

You Can Respond Positively

Institute for
Patient Safety & Quality

Encourage your colleagues to inform you of any
concerns they may have.

Ask your colleague how he or she prefers to be
informed should you spot a potential harm.

Listen to their concerns and engage in a constructive
discussion. Do what’s best for the patient.

Thank anyone who speaks up to you, especially when
they are wrong!

SingHealth
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Institute for

Patient Safety & Quality

Let’s Make It Safe to Speak Up

Speak Up

/

Learn, Improve,
Become safer

\

Listen, Respond,
Thank

Responding Positively Benefits Everyone

Anyone can make mistakes and cause
harm, even yourself.

By responding positively, your team
members will feel safe and empowered to
speak up, and will watch out for you!

You become a role model in promoting a
psychologically safe working environment.

SingHealth
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M No Staff Should Feel Less Empowered

“We work as teams and it is each team member’s
responsibility to ensure patient safety. No staff should
feel less empowered to speak up against lax practices or
highlight potential harm. We cannot tolerate any
instances of power imbalance. If you are facing difficulty

raising such issues to your superiors, please do not
hesitate to write to your institution heads or myself. We
are committed to cultivating the right attitude and mind-
set when it comes to raising the alarm. No issue is too
small when it comes to keeping our patients safe!”

Prof vy Ng, GCEO
Jan 2016  SingHealth
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Speaking Up Is A Skill
Patient Safety & Quality

Practice makes perfect!

Speaking Up Can Save Lives

SingHealth
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SingHealth DukeNUS

CCCCCCCCCCCCCCCCCCCCC

Don’t Be Afraid To Speak Up Now

Institute for
Patient Safety & Quality

Speaking up will only work before harm has
been done onto the patient.

Don’t wait! Speak up now! _
SingHealth
Detiing omorow's e
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Patient Safety & Quality

TeamSPEAK® helps to facilitate speaking up before unintended
patient harm about occur, via respectful and assertive
communication strategies.

Speaking up is not undermining your effectiveness in the work you
do.

It is about working as a team and ensuring each of us is doing the
right thing.

We should always respond positively when someone speaks up
to you.

Everyone must help everyone else be as safe as possible TfE(ﬁEb‘HARM
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TARGET

Academic Medicine ZERO HARM

improving patients’ lives

THANK YOU !

DetningTomorrow's edicine




