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Learning Objectives

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

1. Define resilience for individuals and systems
2. Orient to past resilience efforts that have focused on individual resilience

3. Understand the value of shifting resilience focus to the system and stressors
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Individual/Personal Resilience

Efforts are Not the Solution to
Burn-out and Safety-Drift
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Pre-COVID-19 Health Care
Workforce State

Key Source of Burnout: Diversity in Unity !

Perspectives from Psychology and Behavioral Sciences

Workload — overload when a job condition

Control — lack of control and high levels of stress
Reward — devaluation from lack of recognition or reward
Community — lack of support, unresolved conflict
Fairness — inequity of treatment feels disrespectful

o gk~ b

Values — perceived gap between individual and 3
organizational values demotivates | R 8

Adapted from Maslach, C, 2017

Institute for
H o<W Brought to you by: Hamad Healthcare Quality Institute



COVID-19 Exacerbation of Workforce Resilience

One Doctor’s Burnout Story

INVI\E

Why one doctor’s burnout story shows that systemic changes
matter

JUL 5, 2022

Tanya Albert Henry

Contributing News Writer
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Moral Injury

B. Litz: “Perpetrating, failing to
prevent, or bearing witness to
an act that transgresses deeply
held moral beliefs”

Conflict with “First, do no harm,”
care for all”

M«

“duty to save,

COVID-19 Exacerbation of Moral Injury Among
the Health Care Workforce
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J. Shay: “Betrayal by a legitimate
authority in a high-stakes
situation”

Conflict with perceptions of health care
system responsibilities and design

Why Developing Individual “Resilience” Isn’t Enough to Heal Moral Injury, W. Dean, IHI
Blog, May 4, 2022. https://www.ihi.org/communities/blogs/why-developing-individual-
resilience-isnt-enough-to-heal-moral-injury
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Thinking Fast and Slow

System 1

Fast
Subconscious

Automatic

Everyday Decisions ﬁ

o O

Error Prone

Thinking, Fast and Slow. D. Kahneman. Farrar, Straus
and Giroux, 2011.
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Healthy

Unsustainable

Load

Load

Cognitive Load Theory

Cognitive capacity -
o 'd
Extraneous I ! A

I
Intrinsic Germane © I
. . _ Cognitive Load: | Mental
Cognitive Load: Cognitive Load: | Reserves |1
| 1!
b = m = : Demand exceeds
| available resources;
\ \ AN [
/ / V4 II
. Errors increase greatly
I
I
Intrinsic Germane Extraneous |
Cognitive Load: Cognitive Load: Cognitive Load: |
I
I
I
Privitera, M. HRSA Workforce Change Collaborative, 2023
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System 1

Fast
Subconscious

Automatic

Everyday Decisions ﬁ

Error Prone

o 0

]

System 2

Slow
Conscious
Effortful

Complex Decisions | [=]

Reliable

S
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Healthy
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System Design Impact on Cognitive Load

Cognitive capacity

[

Y4 i
Intrinsic Germane Extraneous . \
iti . Menta
Cognitive Load: Cognitive Load: Cognitive Load: e
AN

Demand exceeds

i available resources;
| > > i
! Errors increase greatly
N/ [
Intrinsic Germane Extraneous : -
[Cugnitive Load: Cognitive Load: ][ Cognitive Load: : -
AN :
System 1 Context (resistive to System 2) Unintended

Outcome
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Health System Design Vulnerabilities

| Cognitive Deterioration, Quality of Care and Mitigable Factors

o e e e e e e = 1
I Mitigable Megative | -————l1-FF—————-—~——~—~>~~~~—~ — |- — - -
I Environmental Facters | : ' I
e e e e e = = = = = = Lack of Untested |
! | Thwarted High - : :
Cognitive Threats to | Care Worklnad® Cognitive Metrics and
Wallbeing | Restoration Requirements :
e IR I
= Megative Outcomes ~—
due to Poor Wellbeing
Moments of — —— High Cognitive Load Poor Medical
i R Acute Stress — Igh Cognitive Loa oor Medica
Protection from Error Far Clinicians Device Design

Reduced Cognitive
Chronic Stress —

Capacity
N —
| oeFensE |{ BARRIERS
Cognitive Deterioration Medical Good Catches
’ Errors & Near Misses

Decreased
Patient Care
Quality

*Workload: physical, cognitive,
and emational

Privitera M, MacNamee K. 9
Phiysician Leadership lournal Mayflune 20210 39-45
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Humans Cannot Be Expected

to Outperform Highly z
Complex Systems El/ﬂ
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Table Exercise:

Discuss Examples of Cognitive
Overload at Your Workplace
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Human-Centered Design and Human
Factors Engineering Reduce
Inefficiency, Toil and Distress
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Human Factors Application in Healthcare
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Human-Centered Design in Health Care

International Journal for Quality in Heaith Care, 2021, 33(S1), 3744
doi:10.1093/intghc/mzaal2?
Advance Access Publication Date: 17 October 2020

=
%: ISOua Research Article

Research Article

. . DISCOVER DEFINE ? DESIGN VALIDATE
Innovating health care: key characteristics of . t f
human-centered design /A\

MARIJKE MELLES, ARMAGAN ALBAYRAK and RICHARD GOOSSENS ACTUAL

PROBLEM

Department of Human-Centered Design, Faculty of Industrial Design Engineering, Delft University of Technology,
Landbergstraat 15, 2628 CE Delft, The Netherlands

Address reprint requests to: Marijke Melles, Email: m.melles@tudelft.nl

Recaived 13 June 2020; Editorial Dacision 17 Septembar 2020; Ravised 13 Saptamber 2020; Accepted 14 October 2020
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Science of System Resilience (Resilience Engineering

Boundary of
functionally
acceptable
performance

Boundary to
Economic
Failure

Gradient toward
Least Effort

Experiments to improve
performance creates
‘Brownian movements’

Counter gradient
= from campaigns
for ‘safety culture’

Boundary to

Unacceptable
Management Work Load
Pressure toward

Resulting
perceived
boundary of
acceptable

performance

Efficiency

Space of Possibilities: Degrees of
Freedom to be Resolved According
To Subjective Preferences

Dynamic Safety Model. Risk management in a dynamic society: a
modelling problem, J. Rasmussen, 1997
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https://doi.org/10.1016/S0925-7535(97)00052-0
https://doi.org/10.1016/S0925-7535(97)00052-0

Robustness vs Resilience

Robustness
systems that are designed
to effectively handle known
failure modes

Resilience

systems that can handle
troubles that were not
foreseeable by the designer
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Resilience
(Unknown Unknowns)

Robustness

(Known Unknowns)

D. Woods, Four Concepts for Resilience and the Implications for the Future of
Resilience Engineering, Reliability Engineering & System Safety, April 2015

https://www.resilience-engineering-association.org/resources/where-do-i-start/
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https://www.resilience-engineering-association.org/resources/where-do-i-start/
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Safety-l and Safety-Il Thinking

Safety-I

CIassiZaI engineering Work as imagined * Work as performed
design and management

of hazards to reduce risk Safety'l

Safety-II Work as imagined === Work as performed
New approach to learning

from successes Safety-Il

Safety-l == Safety-ll == Safe Care




Restoring Individual Well-being Through
Human-Centered Design in Health Care

Viewpoint [ONLINE FIRST] [FREE]

February 23, 2023

Improving Clinician Well-being and Patient Safety
Through Human-Centered Design

Lauren E. Benishel, PhDu; Allen Kachalia, MD, JD1'3; Lee Daugherty Biddison, MD, MPF

N | | Good safety interventions make
¥ Author Affiliations | Article Information .
JAMA. Published online February 23, 2023. doi:10.1001/jama.2023.2157 health care safer for the patlent;
great interventions do so while making it
safer and easier for clinicians too.
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UNICEF’s
Approach
to Human-
Centered
Design

0| auhll 3 on duw 0 Institute for
s‘ amad Medical Corporation H Healthcare
ismad Improvement

200

Son at home is
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immediate care
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A

Sister needs help
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» Cell phone has
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this month
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Choosing Wisely to Preserve the Clinician Workforce

JAMA Health Forum. &

Viewpoint
Enhancing the Value of Clinical Work—Choosing Wisely to Preserve

the Clinician Workforce .. . .
Eve A. Kerr, MD, MPH; Christopher R. Friese, PhD, RN, AOCN; Joanne M. Conray DEfI n | n g th E p r I n l: I p | E 5

T

By adapting Choosing Wisely principles, clinicians and health care leaders can identify low-value

management practices that: (1) create unnecessary burdens on the clinician workforce; (2) do not

have a sufficient evidence base to improve clinical quality, organizational outcomes (eg, efficency,
ﬂnan_CIaI perfarmanceyl or e vk 2N A mmd sddrmce modmarmse meblambe maen shorads smd lee FAY srem

duplicative or waste time. Prioritizing What to Stop

T Once a system identifies problematic practices and reviews the evidence, the next important step is
to prioritize what to stop. These efforts require partnerships between clinicians, health care
executives, and clinical specialty organizations. Several strategies are available, both locally and
nationally. For example, clinicians within a health care system could rank order clinical management
practices based on prespecified criteria, or a specialty society could enlist their membership to
similarly rank low-value practices. For practices driven by regulations or where strong evidence is
unavailable, specialty societies could convene Delphi panels with stakeholders to assess priorities for
regulatory reform or identify practices that require additional evidence to guide decisions.



All In — Well-being First for Healthcare

U These are non-normal times; adjust expectations
O Get Rid of Stupid Stuff

O Get radical to shore up staffing

U Designate a well-being executive

0 EAP (Employee Assistance Program)
IS not Enough! Do more

https://www.allinforhealthcare.org/pages/2022-healthcare-workforce-rescue-package


https://www.allinforhealthcare.org/pages/2022-healthcare-workforce-rescue-package

System Resilience is
Enhanced by Human
Factors and

Human-Centered Design
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Table Exercise:

Discuss How You Could Use Human

Factors or Human-Centered Design In
Your Workplace

" Institute for
- Healthcare . .
] ey Improvement Brought to you by: Hamad Healthcare Quality Institute



E

High Reliability Organizing
Principles Inform System Design
Through a Human Factors Lens

Recommendations for Next Steps %
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Viewpoint

June 6, 2017

Breaking the Rules for Better Care

Donald M. Berwick, MD, MF‘F‘1; Saranya Loehrer, MD, MPH1; Christina Gunther-Murphy, MBA!

“Break the Rules”

& Author Affiliations | Article Information

JAMA. 2017;317(21):2161-2162. doi:10.1001/jama.2017.4703
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BECKER'S
Clinical Leadership & Infection Control

For better care, break the rules: 5 tips to get
started

Mackenzie Bean (Twitter) - Monday, January 8th, 2018

f{Yvinpb T EM

Save Post Tweet Share Listen Text Size Print Email

Patient safety experts from around the globe discussed the importance of breaking rules to
improve clinical and administrative processes during a Dec. 13 session at the Institute for
Healthcare Improvement's National Forum on Quality Improvement in Health Care in Orlando,
Fla.
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Nothing About Me Without Me

Sharing Experiences to Find Better Ways to Improve
Person-Centered Care

By IHI Team | Tuesday. May 4, 2021
T AUGUST 12, 2016

Can we app|y this thinking Nothing About Me Without Me

by Gary Puckrein

Puilenl‘ Hesearch About Us BlOg Resources Forum
Exchange

to t h e H eal t h Car e Whereas in the past, patients were only regarded as
study "subjects”, nowadays they are playing an
WO r kfo rC e’? increasingly important role in healthcare and clinical

research.
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Psychology
of Change
Framework
for Human-
Centered
Redesign of
Health Care

In Collaboration with

Institute for
Healthcare
Improvement
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Unleash Intrinsic Motivation

Tapping into sources of intrinsic motivation
galvanizes people’s individual and
collective commitment to act.

Co-Design People-
Driven Change
Those most affected by
change have the greatest
. interest in designing it in
Activate ways that are meaningful

People’s and workable to them.
Agency
Distribute Power Co-Produce in
People can contribute Authentic Relationship
their unique assets to Change is co-produced when
bring about change people inquire, listen, see, and

when power is shared. commit to one another.

Adapt in Action

Acting can be a
motivational experience
for people to learn and
iterate to be effective.

https://www.ihi.org/Topics/Psychology-of-Change/Pages/default.aspx
Brought to you by: Hamad Healthcare Quality Institute


https://www.ihi.org/Topics/Psychology-of-Change/Pages/default.aspx

Provocations

1. Ensure the presence of a Human Factors Engineer
+/- Human-Centered Designer in your organization

2. Adopt a mindset of Human-Centered Design as a
solution to problems...not a problem to be solved

3. Design System Resilience for quality and safety, and
for workforce well-being
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Table Exercise:

What Could You Start to Do Differently
Next Week?

3§

Brought to you by: Hamad Healthcare Quality Institute



We Can Make Resilience
a System Attribute

Instead of a Personal
Attribute
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