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Area Key findings
Medical lawsuits Although empirical evidence is limited, disclosure of patient safety incidents reduced the rate of medical lawsuits and related costs [44,45]
and punishment Disclosure of patient safety incidents did not increase the likelihood of legal action from the general public [35,43,46-49]

Disclosure of patient safety incidents decreased the intention of the general public to punish medical professionals [50]
Disclosure of patient safety incidents increased the intention of the general public to forgive medical professionals [42]
Patients Disclosure of patient safety incidents helped to build a better physician-patient relationship, improved patient satisfaction, and generally
increased the credibility of medical professionals [18,35,38]
Disclosure of patient safety incidents increased patients’ intention to revisit and recommend the physicians or hospitals [54,50]
Disclosure of patient safety incidents could improve patients’ evaluation of the quality of care [54,56]
Medical professionals Disclosure of patient safety incidents reduced medical professionals’ feelings of quilt [17,20,29]

Others Disclosure of patient safety incidents would decrease the risks of similar medical errors [52]
Physicians who disclose patient safety incidents can be role models for medical students [57]
Disclosure could affect relationships among medical professionals in a positive way [20]

1) Ock M, et al. Frequency, expected Effects, obstacles, and facilitators of disclosure of patient safety incidents: A systematic review. J Prev Med Public
Health 2017:50(2):68-82.
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“Ask” Diagnose
clinician’s need;

| o 7’ “Tell,” tailored

to clinician’s
Assess
need
preparedness
1. Open the disclosure coaching meeting
2. Establish facts about the event
3. Discuss empathy and apology
| 4, Anticipate patient/family needs, questions |\
. 5. Explore future error prevention ‘
6. Rehearse conversation
“Tell,” tailored 7. Confirm disclosure meeting logistics
to clinician’s 8. Discuss provider concerns /emotions  Rehearse:
needs; Suggest 9. Review d‘\sc.losure principles and Practice the
alternative common pitfalls conversation
approaches

, _ "Ask” Confirm
‘ approach or
negotiate a new
one; Invite

Questions
FIGURE 1. The Ask-Tell-Ask coaching model.

1) Shapiro J, et al. Disclosure Coaching: An Ask-Tell-Ask Model to Support Clinicians in Disclosure Conversations. J Patient Saf. 2018 May 16. doi:

10.1097/PTS.0000000000000491.
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Patient safety law matrix

a N i N
* Where: medical institutions
Preventing > *Who: health care provider
* What: medicines & medical devices
. 0 J - J
( ( )
: * Discovery: complaints, patient safety reporting system, open
Knowing .| disclosure
about * Inquiry: coroner, legal inquiry mechanism (court and regulatory
agencies
. T J
(" ™
« Individual: tort law
Responding * Systematic: no fault compensation system, alternative dispute
. J

resolution, open disclosure, apology law
. /

Figure 1. Patient safety law matrix. Modified from Downie J, et al. Pa-
tient Safety Law: from silos to systems. Ottawa: Health Policy Re-
search Program, Health Canada; 2006 [11].
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Related Concepts:

Terminology Primary Focus Typical Typical Silence or Voice MNotable Definitions/Descriptions
Voice/Silence Direction Level of in Response to:
Aralysis
Hirschman (19700 defined emploves wvoice as “any
Crganizational Change Voice Upwarard Individual Idea, Meed/Improvement atternpt at all to change rather than escape from an
ohjectionable state of affairs™ (p.30).
Procedural justice 15 focused on the justice of the
Organizational Justice _ o _ processes that lead to Fien:isin:un OutCoMmes andi_s_
WVolce Upwrard Individual Fairness concern fostered through granting of voice during decision
(Procedural) . . O
making or by adherence to fair process criteria
{Leventhal, 1980; Thibaut & Walker, 1975
Learning in organizab ons occurs at three different
Upwrard Individual Meed forinformation and lewels, the individual, the team or group, and the
Organizational Learning Voice Lateral Group knowledge sharing among orgarization. Fundamental to OL is the need for
Dowrnweard Cirgani zation employees information and knowledge sharing among
emplovees (Argyris, 1977
Drisclosure by orgamzational memhbers of percetved
Whistle-Blowing Voice External Individual Witnessed wrongdoing orgam zational wrongdoing to anthonties who can
talce action (Mear & Miceli, 1985
“effort by individual 2 in the worltplace to protest
Principled Voi Upwrard Individual Perception of moral wrongs and/or to change the orgatizational statis gquo
Crganizational Dissent nIce External nErGT i the workplace because of their conscientious objection to current
policy or practice” {Graham, 1986, p. 2)
_ Atternpt to influence “Issue selling refers to indivi duals’ hehavi_nrs that
Issue Selling to Top Vaice Upward I dividual organi zational are directed toward affecting others' attention to and
Management - ) understanding ofizsues”™ (Dutton & Ashford, 1993,
decision making p 398).
Upward “expressions of dissatsfaction, whether subjectively
Complaining Vaolce Lateral Individual Cissatisfaction EXpEﬂEIlEEd or r_mt,_fnr_the ] ofventing "
Drownwrard emotions or achiewing intrap sychic goals, or both
(Kowalski, 1996, p. 175
CDCB - Voice Focus Upwarard “promotive hehawor that emphasizes expression of
l[e_.g., al_trl.lism _ Voice Lateral In dividual Fxtra-role improvement constructive challenge intended to improve rather
dimnenson, see Stmith, Dowirward

1983

than merely criticize” (Van Dvne & LePine, 1998,
p.1033 10




Related Concepts(continued):

Terminology Primary Focus Typical Typical Silence or Voice MNotable Definitions/Descriptions
Vioice/Silence Direction Level of in Response to;
Aralysis
Employes Voice & broad term potentially encompassing all of the

17 fortms of woice related behaviors rewiewed., Thesze

pwrard . X ;
_ Later=l o Intentional employee warl ous fn:ui_*ms qfempln_:ujfee spealdang-up behawiors

Woice Individual . . are primmarily di fferentiated by the nature of the

Downward expressive behawors . . . .

Faterral stirnulus oneis spealang-up in response to, or the
underlying intent of the communicati on, but all are
ostenzibly forms of emploves woice

Upwratd The condition in which neatly all members ofa

o . Lateral Individual . . group privately reject group norms yvet believe that
Fluralistic Iznorance silence Drownrwrard Sroup Conformity to social noms tnost of the other group members accept them
External (Aallport, 19240
_ _ Upwwrard o Perceived dimin shed Tl_le mere perception tl_mt other people are also
Duffusion of a1 Lateral Individual ilite t t wh witnessing an event will markedly decrease the
Fesponsihility Lente Drowenwrard Croup Tesp D?nSllai’ 1tey :DEC SW = likelihood that an indiwidual wall intervene (Latane
Estternal 2F group & Darley, 1968).
Hirschiman {19700 suggested that loval employees
tmay stay and suffer in silence; confident that things
Resnonse to ioh wrill get better. Farrell (19837 building on the worls
Lovalty and Meglect Silence Upwwrard Individual disIs]at:i sfactijcnn of Hirschman, identified a fourth response to job
dizzat sfaction which he labeled neglect which iz
characterized by apathy, passive disengagement, and
silence.

Upwratd Desire to conform to & form !:nf_th.nught exh1h1ted by group memhbers who

- - Lateral - . try to mimimize conflict and reach consensus
Croupthinle Silence Sroup perceived thinking of the g o . X .
Drowenwrard - without critically analvzing, evaluating, and testing
External SHOUp ideas (Janis, 19720
Individuals” general reluctance to convey negative
The MUM Effect Silence Upwwrard Individual Megative information information hecanse ofthe discomfort azsociated
with delivering bad news (Conlee & Tesser, 19737,
Upwrard . Provides insight into how silence may manifest and
Indivridual . . . . ) o
Snirals of Silence Silence Lateral Crou Disagreement W_'ith pl_lbhu: perpetuate in the c:nt_lfnrmance to puhblic opinion,
B Drowenwratd or a.nizelljt:iun opitdonSavoid 1s0l &b on often due to fear ofisolation or self-doubt (Moell e-

Estternal 2 MNeumann, 1374).

_ _ Upwrard Individual Desire to conform perceived Situation where people commmunicate agreement
Ahilene Paradox Silence Lateral Ciron wishes of the orow because they want to conform to the perceived
Downward P Sroup wishes or desires of the group (Harvey, 1974)




Concept: Organizational Silence (continued)

Terminology Primary Focus Typical Typical Silence or Voice Motable Definitions/Descriptions
Voice/Silence Direction Level of in Response to:
Analysis
OCE - Silence Focus Upward Withholding of work related 1deas, information, or
(E_:.g., spnrt.smanship Sl eroe Lateral Individual Prosocid matives Opininns With the goal nfheneﬁt_ing Dtherpenpln_e ot
ditnension, Crgan, Drowtwrard the orgami zation - based on atrustm or cooperave
1988) External motiwes (Van Dyne et al |, 2003, p. 1368).
Orgamzationa falures to Functions as an orgam zational norm that
Deaf Ear Syndrome Silence Upward Indiwidual respond in a positive way to dizcourages employees” open and direct expression
employees’ complaints of their diszatisfaction (Peirce et al, 1998)
. The act of being excluded or 1gnored, commonl
Socia Ostracism Silence Lateral Individual Exclusionary intent referred to as thge “silent treatﬂint” (Williams, ’
Drowetrwrard Group 2001)
Belief that speaking-up 1z futile, thus compelling the
Job Withdrawal silence Upward Individual Feelings of hopelessness employee into further states of disengagement and
withdrawal ‘see Pinder & Harlns 20013
Collective-level phenomenon of emplovees
Organizationd Silence Silence Upward Orgai zation Drggiﬁzatinnal-m de Withhnllding information, opinions, Of CONCEns
silence nonms regarding work-related problems or 1s:ues (zee
Worrison & MMilliken, 2000, pp. 706-707).
“The withholding of any fortn of genwne expression
about the indiwdual’s behaw oral, cognitive andior
Employee Silence Silence Upward Individual Based on fear, apathy, or affective evaluations of s or her orgamzational

prosocial motives

circutnstance to persons who are perceived to he
capable of effecting change or redress™ (Pinder &
Harlos, 2001, p. 334).

Source: Brinsfield(2009)
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xEHS 9%
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SR A (L2 AH'EA 2= (Acquiescent Silence)
=& HL 43 A7 | Bz (F22) 204 2= (Defensive Silence)
O|EfA! (B =) 2IAt2| A 215 (Prosocial Silence)
*Z=N: N &&= (2014)
AEA =9 off) "Hol|EofF A =0| 20| 2ff Zol{oF sHA[? L &2F OfAf
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Z AR FO| M L Cl(empirical studies)

T M0l =X
HelH Ed 84, 44, X2 X9, 4 £ F Milliken et al.(2003)
HE =<1 Vakola & Bouradas(2005)
SHE HOE Huang et al.(2005)
ZE/EY SLA, A X9 AN, BXH S84d  Tangirala & Ramajunam(2008)
2|4 58 (Leadership Style) Liu et al.(2009); Z = 2|(2014)
d & ’d (Authenticity) Knoll & Dick(2013)
xlchyxxI™M EM HEHE|(Power distance), & T2,
=C/ERH 5SS i ( b e Rhee et al.(2014)
X (Punishment)
=2373%t 231, flA4HQl X,
Eriguc et al.(2014
A8 2917 9 (£014)
SUE A} OJAIAE O] 7|2 Dedahanov et al.(2015)
1% L B = 2| (ostracism) Gkorezis et al.(2016)
ZE|Z K| X|ZH(POP) Khalid & Ahmed(2016), O] H<(2016)




FIGURE 1

Dynamics Giving Rise to Orgonizational Silence
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(ZX: Morrison & Milliken, 2000)
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Individual Charactenistics
m Lack of experience

m  Low position

Organizational Characteristics
®  Hierarchical structure
m  Unsupportive culture

Anticipated Negative Outcomes:

¢ Being Labelled or Viewed Negatively

¢ Damaged Relationships
¢ Retalhation or Punishment

e Negative Impact on Others

Likelihood of Remaining
Silent About an Issue or

Concern

Relationship with Supervisor
m  Unsupportive style
m  [Lack of closeness

Not Make a Difference

Belief that Speaking Up Will

Figure 1. A model of the choice to remain silent

(ZX: Milliken et al., 2003)
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FIGURE 2

Effects of Organizational Silence
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4)

5)

o o XAB2TLo| EXA|
H /1t RAF210| EA
=HA0|1 JjHAOI CHQ| O|AlASHIAINL 23} - JEH HHQOICH ‘FR=E T2 =22 ‘S 714’ 0]

ZM (like Quilt).

« ‘Al 22| &’ (Henriksen & Dayton, 2006)0| £[0] A+5A 0] 1 ZHA[(Edmondson, 2006)

25 UYstA| o= Eoh 220 a5 V|9| & 3, ZUA 2 = A0 A| QHXMSHA| Xot =HE
A& 7sd (Edmondson, 2004)

=2t ‘2H5tal H|HS= 29F — FRi=.

rr

=283 (Under-reporting) 22 ‘2Lt AS=
Al2| A orAZ2to| 28 (Edmondson, 1999)

| 22k ZA AAN0| 27et Tl el 20| oAt fHe| ‘E5 & HIt

-

|O

OlA &
Ml (Canam, 2008). LAt EH LH 3| Al 2 L] &9,

2Tt i ot .= (Oppressive Group Behavior) — ‘22 7t3 At(good nurse)’ 7HE0f| 24817
o AARE AR, PO’} ‘Bt O|2t= M. ZHS ALO|A} O (doubly oppressive)



Edmondson(1999; 2003 2011)2 A ok59| ZHAEN| A HR0| AT 22 H
St otA| 26t YUSE A| A
o RAO| B E BEHZG0| A|AID HAME ol MO E HIT 4 UT| QeA= JHE

AN L|0| ‘Alg|A Of7<._17*(psychological safety)’O| 2tH k|00 2,

HRAN A LIEILIE 2214 2152 214} 9t (patient safety) O] ZTAH A Q1 2I®0|
=2 %%(Henrlksen & Dayton, 2006).
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Empirical Studies:

Mediating Role of Orgsilence on Patient Safety

Organizational
silence
‘443.0 ;
= 2724 @
Organizational
-049 __.-- communication
Internalized | .--- = satisfaction
dominant values [~ === == cccsccmnna e i
001 e Patient safety
=07
447 073
Horzontal V¥
violence
é Path B SE B p
Internalized dominant values—Organizational silence— Patient -067 .031 -058 .016
safety

* p<.05, *** p<.00]

Total indirect effect

Internalized dominant values—Organizational silence—
Organizational communication satisfaction— Patient safety

Internalized dominant values—Horizontal violence—
Organizational communication satisfaction— Patient safety

=029 .012 -025 .001

-015 .009 -.013 .021

-.111 028 -096 .002

* source: Doo & Kim, 2019
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AUSTRALIAN COMMISSION

4 4 1a ] At N
PP The Joint Commission ACCRE| ° SAFETYano QUALITY W HEALTH CARE BRACCCERE &

CANADA
Better Quality.
Accreditatio Ce - National Standards and Accreditation ~ National Priorities ~ Supporting Quality Praclice ~ Publications
m Top Performer on Key Quality Measures
- Aiigund 5. 208 About Us Become accred
Accreditation and the NSQHS > Safety and Qualty > Qur Work > Open Disclosure Search Q

Swandards

ol encbsaky Ealeis ana Open Disclosure
SHIFT to Safety -olonoscopy Safety and

Quality Open disciosure Is the open discussion of Incidents that resuft in harm to a
HOSPITAL EXECUTIVE patient wiile raceiving health core with the patient !m-n_fm_uny cerers and other
BRIEFINGS Clinical Care Standards > supporn persons. The essential elements of open disciosure are outiined in the
: natienal Australian Open Disclosure Framework
SEPTEMBER 20 — LOS ANGELE Cana_dian Patient S . .
SEPTEMBER 27 — CHICAGO new information so Clinical Communications > The Commission's Open DIsclosure Program
LEARN MORE Cognitive Impairment > + maintains the Australian Open Disclosure Framework

* develops resources 10 supporn health services iImplemant and conduct open
Cradentalling for Health > SNciotLre D
Profassional - partucipates in, and coordinates natio 1 AisC 15 and Popular publications
ofessionais

resesrch

Find an Accredited He

» Austraiian Open Disclosure

End-of-Life Care > i

Accreditation and Open Disclosure Framework

‘When you need health care,
Falls Prevention >

check ACCREDIMAP to find a

Health service oOrganisations are required 1o iImplement open disclosure as par of » Open Disciosure Standard
provider accredited by General Practice the N nal Safety and Quality Heaith ce Standards (Standard 1 Review Repon
Accreditation Canada. accreditation Governance for Safety and Quality In H care Organisations).
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» Canadian disclosure guidelines

Diagram D: THE DISCLOSURE PROCESS

POST-ANALYSIS DISCLOSURE
Provide further fa nd any actions taken
Apologize /say sorry as appropriate
Document

|
| PREPARING FOR INITIAL DISCLOSURE
| ‘Who will be present?
| Meetimmediate i W.]ﬁ“.' ZEnS
and mlgning en \\'ll 1N Ticlisde famik
| patient care needs Where will di orsupport
I person wi
tient’s
| Report event Ppam'gm'on
according to
| policy begin
snslysis
1 * support those providers involved in the incidentand
| . . * coordinate the disclosure process,
Provide ongoing
emotional and
I practical support
1 to patient and
staff members Use clear,
i atra T
‘words and terms
| Be
I Avoid speculatio ad :igf:m
Express
| Outline expec Be“'lml‘:"v
| Arrange follow-up
Identify contact Clarify
| Review and document what wa Tl
| Provide time
for questions
q
|
| CONCLUSIONS FROM
I COMPLETED ANALYSIS
|
|
|
|
|
|
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The Joint Commission
Journal on Quality and Patient Safety

FULL LENGTH ARTICLE | VOLUME 35, ISSUE 1, P5-12, JANUARY 01, 2009

Disclosing Errors to Patients: Perspectives of
Registered Nurses

Sarah E. Shannon, Ph.D., RN 2 Mary Beth Foglia, Ph.D., MN., MA_, RN. « Mary Hardy, MAA_, R.N.
Thomas H. Gallagher, M.D.

Disclosure of medical errors has been conceptualized as

occurring primarily in the physician-patient dyad. Yet, health Disclosure=

care is delivered by interprofessional teams, in which nurses =2 O|AIQ} EX|e}o| AE0 2
share in the culpability for errors, and hence, in responsibility for a3t £jof 9

disclosure. This study explored nurses’ perspectives on

disclosure of errors to patients and the organizational factors

that influence disclosure.

Nurses conceived of the disclosure process as a team event
occurring in the context of a complex health care system rather
than as a physician-patient conversation. Nurses felt excluded
from these discussions, resulting in their use of ethically
questionable communication strategies. The findings underscore
the need for organizations to adopt a team disclosure process.
Health care organizations that integrate the entire health care

olgElozo| AEL
team into the disclosure process will likely improve the quality of
i o| XIS SEAL Al ;
DlSCIOsure—I =2E=2 OO0 AI [=1 error d|sc|ﬂsure_
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3.3.2. Healthcare Provider

Nurses’ roles, their attitudes and knowledge of the significance and history of practice errors,
and proclivity towards reporting were discussed. Nurses often had previous history of minor and
major errors and near misses and believed in the need to report them [49-52]. Holding a Bachelor's
degree plus previous history of disclosing and reporting serious practice errors were associated with
error disclosure to both institutions” administrators and colleagues with the aim of improving patient
safety [49,52].

Nurses felt responsible for practice errors [52]. They emphasized the importance of data collection
on errors for future prevention initiatives [49,51,52]. The main barriers to reporting and disclosing
errors were: lack of knowledge of the process; lack of confidence in the current digital systems for
reporting; workload and lack of time; lack of a unified and standard definition regarding the seriousness
of errors and their eligibility for reporting and disclosing; and a need for appropriate communication
skills when reporting and disclosing errors to administrators, older people, and their families [49,50,52].

Mojtaba Vaismoradi et al (2020). Disclosing and Reporting Practice Errors by Nurses in Residential Long-Term Care Settings: A Systematic
Review. Sustainability 2020, 12, 2630; doi:10.3390/su12072630
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Figure. Nurses’ responses to level of error disclo-
sure. Abbreviations: DON, director of nursing; RN,
registered nurse; RPN, registered practical nurse.

Wagner LM, Harkness K, Hébert PC, Gallagher TH (2012). Nurses' Perceptions of Error Reporting and Disclosure in
Nursing Homes. J Nurs Care Qual, 27(1) 63-69
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Area Key findings
Medical lawsuits Although empirical evidence is limited, disclosure of patient safety incidents reduced the rate of medical lawsuits and related costs [44,45]

and punishment Disclosure of patient safety incidents did not increase the likelihood of legal action from the general public [35,43,46-49]
Disclosure of patient safety incidents decreased the intention of the general public to punish medical professionals [50]
Disclosure of patient safety incidents increased the intention of the general public to forgive medical professionals [42]
Patients Disclosure of patient safety incidents helped to build a better physician-patient relationship, improved patient satisfaction, and generally
increased the credibility of medical professionals [18,35,38]
Disclosure of patient safety incidents increased patients’ intention to revisit and recommend the physicians or hospitals [54,50]
Disclosure of patient safety incidents could improve patients’ evaluation of the quality of care [54,56]

Medical professionals Disclosure of patient safety incidents reduced medical professionals’ feelings of guilt [17,20,29]

Others Disclosure of patient safety incidents would decrease the risks of similar medical errors [5Z]
Physicians who disclose patient safety incidents can be role models for medical students [57]
Disclosure could affect relationships among medical professionals in a positive way [20]

Ock M, et al. Frequency, expected Effects, obstacles, and facilitators of disclosure of patient safety incidents: A systematic review. J
Prev Med Public Health 2017;50(2):68-82.
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