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UNMINDFUL 
Who cares as long as we’re not caught 

Chronically Complacent 

REACTIVE 
Safety is important.  We do a lot every 

time we have an accident 

SYSTEMATIC 
We have systems in place to manage all 

hazards 

PROACTIVE 
Anticipating and preventing problems 

before they occur;  Comfort speaking up 

GENERATIVE 
Safety is how we do business around here 

Constantly Vigilant and Transparent 
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TIPPING POINT 

Cultural Maturity Model 

Attribution for prior work: Ron Westrum, James Reason, Mark Fleming, Patrick Hudson and others 
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High Reliability in Medicine 

Effective Leadership 

Culture of Safety 

Effective Teamwork & Communication 

Reliable Processes  

Learning System - Continuous Learning & 

Improvement 



Why is Culture Important? 

Culture reflects the behaviors and beliefs 

within an organization. 

There are behaviors that create value; 

behaviors that create unacceptable risk. 

Culture is the social glue 

Work as Imagined v. Work as Done 
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Months between  

Wrong Sites Surgeries or 

Retained Foreign Bodies 
6 12 40 

OR culture survey data for a 12-hospital system  

Where Would You Rather Have An Operation? 

©SRH 2017 



Teamwork Domain – SCORE Survey  

Percentage who agreed slightly or agreed strongly with each question. 

Disagreements in this work setting are appropriately 

resolved (i.e., not who is right but what is best for the 

patient). 

Communication breakdowns 

are NOT 

common in this work setting. 

It is easy for personnel here to ask 

questions when there is something that 

they do not understand.  

In this work setting, it is NOT 

difficult to speak up if I 

perceive a problem with patient 

care.  

The people here from different disciplines 

backgrounds work together as a well 

coordinated team.  

Dealing with difficult colleagues 

is NOT consistently a challenging 

part of my job.  

Communication breakdowns are NOT 

common when this work setting 

interacts with other work 

settings.  



Measuring Culture  

Integrated Survey 

High Response rate, unit level, caregiver level 

Follow up with appreciative inquiry to capture the 

narrative 

Feedback and visible action is essential 



Safety Attitude Scores by Engagement Tier Level 
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 Leadership 

 

 

Leaders create high degrees of 
psych safety and accountability.  

Leaders model the desired 
behaviors to drive culture of safety 

Training and support exists  for 
building clinical leadership  

Episodic, completely dependent 
on the individual clinician 

Absent for the most part 

GENERATIVE 
Organization wired for safety  

PROACTIVE 
Playing offense – anticipating 

SYSTEMATIC 
Systems in place  

REACTIVE 
Playing defense – reacting to events 

UNMINDFUL 
No awareness of safety culture 



Effective Leadership 

Set a positive active tone 

Think out loud to share the plan 

– common mental model 

Continuously invite people into 

the conversation for their 

expertise and concern 

Use their names 



UNIT LEVEL DATA 

600 BED 

HOSPITAL 





Effective Leaders 

Create Psychological Safety 

Build trust through reliably providing feedback 

Guardians of the Learning Systems 

Model and reinforce the behaviors that define a 

culture of safety 



GENERATIVE 
HRO -  wired for safety and  

PROACTIVE 
Playing offense - anticipating,  

SYSTEMATIC 
Systems in place to manage hazards 

REACTIVE 
Playing defense – reacting to events 

UNMINDFUL 
No awareness of safety culture 

Psychological Safety 
• Primary responsibility of 

leaders, continuously modeled 
everywhere.  

• Leaders model and expect the 
behaviors that promote 
psychological safety 

• In some units it feels safe to 
speak up and voice a concern 

• Personality dependent – it 
depends who I’m working with 

• Fear based – keep your head 
down and stay out of trouble 



Unit level data 

600 bed hospital 



Google 
Laszlo Bock 

Culture is imminently measurable 

Julia Rozovsky 
Two attributes of great teams: 

1. Everyone speaks up in equal 
amounts 

2. Team members are attuned to 
how others on the team feel and 
respond with “emotional 
intelligence”.  

 



Effective Teamwork 

 
 

• Teamwork and continuous 
learning deeply embedded and 
central to our culture 

• Teamwork methodically taught 
and modeled across the 
organization 

• Training and tools available, 
partial implementation 

• Focus on teamwork awareness / 
training in response to adverse 
events 

• If people would just do their jobs 
we’d have no problems 

GENERATIVE 
Organization wired for safety and 

improvement 
PROACTIVE 

Playing offense - thinking ahead, 
anticipating, solving problems 

SYSTEMATIC 
Systems in place to manage hazards 

REACTIVE 
Playing defense – reacting to events 

UNMINDFUL 
No awareness of safety culture 
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Teams 

• WHAT TEAMS DO: 

 Plan Forward  

Reflect Back  

Brief (huddle, pause, timeout, check-in) 

Debrief 

Communicate Clearly  
Structured Communication SBAR  

and Repeat-Back 

Manage Conflict  Critical Language 

The associated behaviors: 



Teamwork Item 

”A fair amount of the 

doctors are bullys. 

There are no sort of 

reprimands for them if 

they demean or act 

cruelly to the staff. In 

my 60 day orientation I 

watched a video about 

work place bullying that 

describes their actions 

perfectly.“ 

We work very hard on working 

with each other and being a 

family. We pride ourselves 

every time someone comes in 

and says "wow everyone is so 

happy here".  



Influencing Factors in Burnout / Resilience 

• Do I feel valued by the organization? 

• Do I have a voice? 

• Do I feel supported in the work I do? 

• Do I have the tools and resources to do my job? 



600 Bed Hospital  
Unit Level 



Learning Systems   

Build organization trust through identifying and resolving 

defects 

Make learning visible – feedback is key 

This requires ownership and infrastructure 

We always want to move toward higher order problem 

solving 





Learning boards capture ideas and 
issues from everyone 

DIGITAL: available everywhere on any device. ANALOG: proven results 



In Summary 
We need to train effective leaders 

Culture data is quite valuable when used effectively 

Anchor teamwork around clear processes to begin with 

Teamwork and team behaviors can be measured, 

observed and graded 

Make the learning visible – feedback the data – build the 

capacity for greater improvement  



Thank You 

Michael@safeandreliablecare.com 

303-807-9789 
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