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Learning Objectives

At the end of this session, participants will be able to:

1. Discuss how values are exhibited by the behaviors of leaders
at every level of an organization

|dentify the behaviors that are necessary to impact culture

3. Develop a plan to address gaps identified in the self-
assessment of an organization
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Leader

A person or thing that leads

A guiding or directing head

« A person who rules, guides, or inspires others.
* One whom others follow

You are all LEADERS in some capacity or situation
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Leadership | .w(/<

* Leadership is the accomplishment of a goal through the direction

of human assistants
* A great leader’s unique achievement is a human and social one

which stems from his understanding her/his fellow workers
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Framework for Safe, Reliable, and Effective Care
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Observations About “Lack Of Trust” |

Lack of trust

Among staff leads to workarounds that further erode trust
Among leaders and board members leads to poor decision
making

Leads to staff not engaging with aims/goals of the organization
Leads to poor relationships among staff and with patients
Means that people will not feel safe to speak up- lack of
psychological safety
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Trust

* |s earned gradually

* |s built in small
moments, not grand
gestures

* |s destroyed easily
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What can you do to build trust?

Reflect on a person that you
trust.

What are the behaviors that this
person has used to build that
feeling of trust?

_Takes years to-build,
~seconds to'break and
forever to repair.
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Building Trust

* Recognize your vulnerability and accept the risk

* Personal integrity:
* Do you make and keep commitments to yourself?
* Do you stand for something?
* Are you open and transparent?

* Intent
* |s your motive genuine concern for people, purpose and society?

* |s your agenda based on your personal motives or the goals of the
organization?

* Does your behavior exhibit your motive and agenda?
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Building Trust

e Act with empathy, walk in the shoes of others
* Talk straight and with respect
* Engage in dialogue rather than transmission of information

* Results
* Do you take responsibilities for results?

* Do you give the encouraging message that you expect to be successful in
getting results?

* Do you finish strong?
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Ask for Help

* Professionally, do you think less of yourself for needing help?

* When was the last time you asked for help as a leader or from a
leader?

* Are you brave enough to ask for help?
* Do you have an opportunity to ask for help more often

* Asking for help demonstrates vulnerability.
* Must have a psychologically safe environment
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Now that you know how to build trust,
what is next?
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Framework for Safe, Reliable, and Effective Care

Provide Direction Culture
H Psychological T
Clear expectations VSafetj Accountability

Model Behaviors

Leadership

Staff Engagement
and
Engagement of Patients
Transparency & Family Equitable Care

Negotiation
Equitable Care

Reliability Continuous
Improvement Learning

Learning System
Measurement

N ; - leleﬁ G_lll.lug-( tl_{[lm&althcare Improvement and Safe & Reliable Healthcare
a ical Corporation . o
TSRS o u fee: Frafikeravararatien C, Federico F, Lenoci-Edwards J. A Framework for Safe&@b@mg@ffy@% ab[e. Wﬁ@ﬁﬁirﬂﬁ%‘&@, MA: ty Institute

Institute for Healthcare Improvement and Safe & Reliable Healthcare; 2017. (Available at ihi.org)



Role of Leadership

Leadership in defining organizational culture is to:

« Foster a strong mission

« Communicate a clear vision

* Model core values that put patients and staff over finances

By defining culture, leaders unite employees with a shared sense
of purpose that motivates them and gives meaning to their work.
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Competencies

Curiosity

Be Humble

Understand the journey

Communication

Reflection

Provide constructive
feedback
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Leaders’ Role

Opportunities

Round/Huddle/Ad hoc
huddle/ brief

Daily meetings
Encounters with staff

Time to Recognize/
celebrate

Harvest ideas for
improvement

Personal Actions

Model the behaviors you
expect

Create accountability

Seek feedback

Provide constructive
feedback

Use appreciative inquiry

Encourage people
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Framework for Safe, Reliable, and Effective Care
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“The belief that one will not be
punished or humiliated for

~the

speaking up with ideas, fearless
questions, concerns or organiiation
mis takes ooo,, Creating Psychological Safety in the

Workplace for Learning,

inavation, and Growth

“Speaking up takes courage.”

AMY EDMONDSON

Amy C. Edmondson
{SERVYARD BUSIHNESES SCHODL

WILEY

Institute for
H ool Brought to you by: Hamad Healthcare Quality Institute



Psychological Safety

People feel safe to:
* Speak up when they see a defect or
something that is wrong
. . . Comfortable
. Ask questions without feeling ot
Incompetent mistakes.
e Ask for help when needed Bitter innowation ,
and decision Learning
* “Stop the line” before someone is making. from failure.
harmed i
veryone
e Contributes ideas to improve OponY shares
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Competencies

Curiosity

Emotional
intelligence

Careful with word
choice

Reflection
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Cultivating Psychological Safety

Opportunities

e Round/Huddle/Ad hoc °
huddle/ brief °

e Recognize/ celebrate °

e Harvest ideas for ®
improvement

e Set clear expectations *

Personal Actions

)
>

Be humble
Ask questions

Seek feedback

Remain open to
improvement

Create accountability

Use appreciative
inquiry

Encourage people
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Determine Presence of Psychological Sa

If you make a mistake on this team, it is often held against you.

Members of this team are able to bring up problems and tough issues.

People on this team sometimes reject others for being different.

It is safe to take a risk on this team.

It is difficult to ask other members of this team for help.

No one on this team would deliberately act in a way that undermines my efforts.

Working with members of this team, my unique skills and talents are valued and utilized

Source Amy Edmondson
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Psychological Safety For Patients and Families’

Patients feel safe to: Examples: - { y

* Speak up when they see a defect or *° Ask for clarification or share “
something that is wrong uncertainty about an activity

« Ask questions without feeling * Ask questions about their condition
incompetent or treatment without feeling

e Ask for help when needed ridiculec

* Ask for help from clinical staff when
needed

* "What Matters to You"
e Contributes ideas to improve

* Discuss treatments
* Contributes ideas to improve
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Accountability
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Building Accountability
RC

Work-As-Prescribed
Tl lizati ecification

e * Know your work

@ et e Betrained to do your work
' * Have the tools to do your work

* Do your work- unless it will harm a
patient, or you know a better way
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Figure. Facets of the Work Process

Work as imagined

Work as
abstracted

Work as
claimed

Work as
documented

Work as
simulated

Work as observed



Fair and Just Culture 5

» Determine the existing culture

* Focus on the system flaws

» Use as a learning opportunity

* Provide support for patients/families

* Provide support for staff (Second Victim)
 Judge not on outcomes but on process failures
» Hold people accountable for behaviors not flaws
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Guade to the Just Culture Algonthm
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Teamwork and Communication
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Team Building

* Group of people with common goal

Teams Share:
e Attitudes

* Hold each other
accountable

« Share values
* Support each other
« Have common goals

 Team members respect and trust each
other

* Teams resolve conflicts in the interest of
common goals and mission

* Teams plan and reflect

* Teams work to achieve goals and common ways
* Teams know their strengths and of working
weaknesses
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Teamwork and Teaming 3 ' ‘

» Teamwork involves a group of people who stay together for .—«I/‘
awhile and get to PRACTICE

* Teaming is “teamwork on the fly”: people come together
quickly (and often temporarily) to solve new, urgent or unusual
problems (curiosity, passion, and empathy)
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Competencies

Curiosity

Emotional
intelligence

Careful with word
choice

Reflection
Problem solving

Analysis
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Building Teamwork

Opportunities

Meetings
Huddles
Briefings

Debriefings

Conversations
Phone/Video Calls

Emails

-,

Personal Actions

Be open to feedback |
and respond
positively

Ask questions

Remain open to
improving current
processes

Encourage people

Clear expectations
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Team Communication Tools | ‘

« SBAR/ISBAR/SBARR

* Huddles

* Handover

» Critical language

» Standard Operating Procedures
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Negotiations/Alighment b

Conflict Resolution

Discussion aimed at reaching an agreement
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4 \S\

Dominating/Competing Problem Sol\n'ng /Follaboratlon L
(Win-lose) (win-win)

P

Compromising

u

Avoiding Accommodating/Yielding
(lose-lose) (lose-win)

Degree of Assertiveness

Degree of cooperation High
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What is the difference?

“We will do this my way because | am in charge.”
“I will win this negotiations”
(Position)

“| realize that we are in conflict, how can we resolve this conflict
in the best interest of the patient and staff?

“We both want what is best for the patient, what will be agree to
do?”

(Interests)
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Leaders Behaviors to Support Collaborativ}sl
Conflict Resolution v «

* Build psychological safety

* Model the behavior that leads to optimum resolution
* Encourage the use of the tools and methods

» Resolve in the best interest of patients and staff
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H

Developing the Desired Culture
Begins with YOU

» Start by examining your own behaviors

 Ask a trusted colleague to give you feedback

» Hold yourself and each other accountable for your behaviors
 Treat each other with RESPECT

glstitilltefor
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Leadership Actions Summary

Set the Expectation and Environment for Speaking Up p

° ° e "‘7
Model the desired behavior- the culture you have is the culture you(/1
tolerate

Create Relationships and trust

Deal with Difficult Colleagues- accountability

Create a Fair and Just Culture- do NOT hold people accountable for
system flaws

Create Collaborative Moments and Rituals- celebrate and recognize
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What will you take away from this session
that you will begin to work on tomorrow?
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Thank You ) 8
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