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Who Am I?
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Who Am I?
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– Don’t harm us

– Do all you can to heal us

– Treat us equitably with empathy, 

compassion and respect 

…in this order

= An Exceptional Patient 
Experience 

Why is this So Important to Us?
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“Performance as intended consistently over time”

What is High Reliability?

Safety as a core value

• Safety focus to expose system dysfunction and build engagement

Getting things right in processes and people

• Leveraging the science of safety and human performance

Leaders think and act differently

• Message Zero Harm as part of the overall patient experience

• Find problems and fix system causes

➢ Anticipate to avoid events

➢ Lead Learning

• Build Engagement and reinforce Accountability
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The Virtuous Cycle
Leverage the connection between Safety and Engagement

http://www.pressganey.com/home/zero-harm-how-to-achieve-patient-and-workforce-safety-in-healthcare
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Employee Perceptions of Safety Improves Engagement

3.98 
[42nd]

4.53 
[98th]

3.43 
[3rd]

50.4% had a 
high score on 

Safety Culture – 
Overall 

All Employees

(n = 652,829)

Engagement 49.6% had a low 
score on Safety 

Culture – Overall 

• When employees report high perceptions of 
safety, their average Engagement score is 
4.53 (98th percentile)

• However, when employees do not report 
optimal perceptions of safety, their 
Engagement mean score decreases to 3.43 
(3rd percentile)

Data from EV Projects, 2022-07-01 – 2023-06-30. 
Employees are included if they respond to all 

Engagement items and the Safety Culture items 
in the module of interest 
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Patient Perceptions of Safety Improves LTR

68.9 
[50th]

84.9 
[92nd]

34.0  
[1st]

68.5% reported 
an optimal (top-

box) score on 
the Safety item

All Patients

(n = 195,442)

LTR Top-box Score
31.5% did not 

report an optimal 
(top-box) score on 

the Safety item

- Inpatient HCAHPS & Integrated surveys received from June 2022 – May 2023.
- n = 195,442
- Respondents must have answered both safety and LTR items.

• When patients report optimal 
experiences of safety, their LTR 
top-box score is 84.9

• However, when patients do 
not report optimal experiences 
of safety, their LTR top-box 
score decreases to 34.0
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Five Principles of HROs

“Stay out of trouble”

 Preoccupation with Failure

 Sensitivity to Operations

 Reluctance to Simplify interpretations

From Vogus & Sutcliffe, The Safety Organizing 

Scale, Medical Care, 45/1, Jan 2007, p. 46-54.
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“Get out of trouble”

 Commitment to Resilience

 Deference to Expertise
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Preoccupation with Failure

file:///C:/Users/kreiss/Videos/1 Videos/Aircraft Carrier Day Landing - Short Version.wmv
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Preoccupied with Patient Harm

11

Serious Safety Event
•Moderate to severe harm or death

Precursor Safety Event
•Minimal or no detectable harm

Near Miss Safety Event
• Error is caught by a detection 

  barrier or by chance

Precursor
Safety
Events

Serious
Safety
Events

Near Miss 
Safety Event
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Preoccupied with Failure in Med Communication
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A Preoccupation with Failure Leads to Success
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HRO’s operate with a chronic wariness of unexpected events that may jeopardize performance 

by engaging in proactive and preemptive oversight, analysis and discussion.  They look at little 

things that go wrong as a sign or symptom of a bigger problem latent in the system.

Getting the Little Things Right

Smile and say “Hello” Take don’t tell
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Sensitivity to Operations – FOD Walkdown

15
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“Walking the Deck” in Healthcare

Leaders Rounding on Patients

– To understand their perceptions their care

– To address dissatisfiers

– To create relationships

Leaders Rounding on Staff and Physicians

– Purposeful and structured

– Creates trust in leadership

– Reinforces practice habits while identifying specific barriers

Good things happen when we are with our people and patients
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Structures to Build Sensitivity to Operations in Healthcare

We build awareness of performance and a deep understanding of behaviors 

of our people on the front line through our HRO structures like:

• Daily Leadership Huddles

• Unit Level Huddles

• Rounding to Influence 

• Data management, visualization, and accountability for improvement

Coupling these HRO leadership structures with a with a Preoccupation with 
Failure, we mine our data to gain insight and make adjustments to improve 

patient experience, safety performance or to respond to process issues like 

wait times, ED boarding or length of stay issues.
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Building Sensitivity to Operations – Nursing Expectations
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Using CAHPS Data to Build Sensitivity to Operations
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Understanding the Key Drivers of Performance
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Reluctance to Simplify Interpretations

21

Taking deliberate steps – regardless of rank – to 

question assumptions and received wisdom 

to create a 

more complete and nuanced picture 

of ongoing operations
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22
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23

Create an 

environment 

where people can 

speak up, have a 

Questioning 

Attitude and voice 

concerns.

Celebrate these 

behaviors 

because they 

save lives!
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Geert Hofstede’s Power Distance
• Extent to which the less powerful expect and accept that 

power is distributed unequally

United States
• Moderate to low Power Distance 

(38th of 50 countries)

In Healthcare
• High between certain professional groups:

Why don’t People Speak Up or Question the Status Quo?

HRO’s seek to flatten hierarchy while creating a culture of psychological safety
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Cultivate a Culture of Psychological Safety

25

To create the conditions for culture to grow

Message 
Safety as 
a Core 
Value

1
Make 

Zero Harm 
the goal

2
Provide tools 

to 
respectfully 

escalate 
concerns 

3
Message the 
importance 

of preventing 
human error

4
Thank and 

Protect 
those who 
speak up

5
Implement 
and sustain 
a Fair and 

Just Culture

6
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A key Safety Habit to develop a reluctance to simplify across the nursing staff

Questioning Attitude

We encourage nurses to critically think, ask questions, speak up with concerns, and 

not be simply task oriented.  

We learned this lesson the hard way a few years ago when one of our nurses gave 

the a triple HIV-drug cocktail to a 90-yr old patient without having a questioning 

attitude around “why would a physician order a medication like this for a 90-year 

old, 100-lb patient who has a different health condition?”
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Reluctance to Accept “Simple" Explanations to Problems
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Five Principles of HROs

“Stay out of trouble”

 Preoccupation with Failure

 Sensitivity to Operations

 Reluctance to Simplify interpretations

From Vogus & Sutcliffe, The Safety Organizing 

Scale, Medical Care, 45/1, Jan 2007, p. 46-54.
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“Get out of trouble”

 Commitment to Resilience

 Deference to Expertise
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From James Reason, Managing the Risks of Organizational Accidents, 1997

Active Errors

by individuals result 

in initiating action(s)

EVENTS of

HARM

Multiple Barriers - technology, processes, 

and people - designed to stop active 

errors (our “defense in depth”)

Latent Weaknesses in barriers

Systems Resilience – Reason’s Swiss Cheese Model

29

Prevent the Errors

Detect & Correct the System 

Weaknesses



©2024 Press Ganey. All rights reserved. a PG Forsta company. 30

The crew of US Airways Flight 1549 receiving ALPA’s first-ever 
Distinguished Safety Award in August of 2009

I am very happy to know that, unlike at 
other appearances we’ve made, I don’t 
have to explain here what ‘crew’ means.”
– Captain Chesley “Sulley” Sullenberger, in 

remarks after an emotional, 2-minute standing 

ovation at the ALPA 55th Air Safety Forum Awards 

Banquet in Washington, DC

Deference to Expertise = Teamwork
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Forced Fun to building relationships and shared experiences

Engaging your Teams and Bringing Fun Back to Work!

– Easter egg hunts

– Olympic games

– Bowling at Christmas
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Celebrate Success!
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Back to the 80’s!
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Never Under-Estimate the Power of Team Building
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• Recognition when mentioned by name in PX survey 
comments

• Weekly WOWs

• Handwritten thank-you notes by executive leaders to 
those who have gone above and beyond

• Clinical Excellence Awards

• Patient Choice Award

What Gets Recognized Gets Repeated
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Formalize a Rewards and Recognition Plan
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Reliability Culture as a Chassis

40

Use Safety to build a High Reliability Operating System to improve everything else you do

RELIABILITY

CULTURE

“Failure Prevention”

Quality & Best Practices +
performed as intended 

consistently over time
= Clinical Excellence

Compassionate Care +
performed as intended 

consistently over time
= Top Box Patient Experience

Production & Efficiency +
performed as intended 

consistently over time
= Financial Performance

Safety First +
performed as intended 
consistently over time

= Zero Harm

Engaged Staff, Physicians

 and Leaders
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What you do as 

healthcare leaders 

and professionals 

makes a 

difference in 

people’s lives 

every day.

Thank you!



Contact info:
Steve - steven.kreiser@pressganey.com
Jennifer - jxkreise@sentara.com

mailto:steven.kreiser@pressganey.com
mailto:jxkreise@sentara.com
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