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In 2015/2016, SingHealth embarked on Target Zero Harm to eliminate preventable harm to patients. Numerous patient safety TARGET
projects were initiated at the wards and clinics at KK Women’s and Children’s Hospital (KKH). A key undertaking was to empower ZE R@A H AR M

staff to Speak Up for Safety — led by the Quality, Safety and Risk Management (QSRM) Department.

There was a need for concise and coordinated key messages about Target Zero Harm and Speak Up for Safety. QSRM, the Marketing Communications Department
(MCD) and Corporate Communications Department (CCD) collaborated to align patient safety messaging and develop collaterals for hospital-wide use.

Methodology
Communications Plan Aligning Patient Safety Messaqging

In 2017, CCD presented a Communications Plan to KKH Senior Leadership
(Fig 1). KKH Senior Leadership supported the proposal to align Divisions and
Departments to a central set of patient safety thrusts — all brought under the
umbrella of Target Zero Harm.
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1.Staff Communications Kit (may be customised for Division/Dept) * KKH is committed to Target Zero Harm; to achieve by 2022. — . e e
* Reinforce Target Zero Harm — achieve by 2022, It is possible and everyone has a part to play.

Key Messages, Priorities for the year, progress and updates.

* Our patient safety, quality improvement, staff education and

2.Video — How Should | Respond when Staff Speak Up? safety culture initiatives are tied to Target Zero Harm efforts.

* How staff should respond to colleagues speaking up,
especially if the alert was shown to be incorrect.

* Priorities for 2017:
» Speaking Up for Patient Safety
3.0ther Collaterals » 100% Hand Hygiene Compliance
» Zero Harm messaging will also be carried in posters, » JClI Standards in Daily Practice
corporate screensaver and staff eblasts.

Summary

* Seek mandate from Divisions and Departments:
» Endorsement of Key Messages

Key Point: Alignment with the SingHealth ZEROHARM logo.

L : . » Alignment with SingHealth’s Target Zero Harm logos
Use of existing logos to avoid confusion.

» HODs to Employ Staff Communication Kit as
Key Communication Tool to brief staff O e,

KK Women's and
‘_'1 Childrenfs Hospital
SingHealth

Fig 1: Communications Plan outlining value of consistent patient safety messaging to aid staff understanding and the communications platforms to be used for
integrated messaging.

Agency for Healthcare Research and Quality (AHRQ) Patient Safety Culture Survey

The AHRQ Patient Safety Culture Survey provided QSRM data on the
prevailing safety culture and receptiveness to Speak Up for Safety in KKH.
QSRM and CCD collaborated on a series of email blasts (Fig 2) explaining the
significance of the survey and rallying staff participation.

From: KKH Patient Sa fety (KKH)
SHINC Sent: Friday, 31 March, 2017 11:56 AM
Take the 2017 AHRQ Subject: Let your VOICE be HEARD: Participate in the 2017 AHRQ Patient Safety Culture Survey today!
We want Patient Safety Tell us where Hporiancesiagh
your feedback Culture Survey we are Dear Colleagues,

The Agency for Healthcare Research and Quality (AHRQ) Patient Safety Culture Survey will be closing soon.

YYYYYY : Ay 1 e We would like to report that, as of 30 March 2017, pariicipation rate has climbed up to 85%

ZEROHARM P = L2 PR <REEIR 4 %

Itis said that “one voice can make a difference”, so make yours count. There is sfill time to take the survey if you haven’t done it, so hurry and complete the survey todayl

Letus ALL do our part. Choose to be the VOICE of safety!

Participate in the AHRQ Patient Safety Culture Survey. Let your voice be heard.

+ Click the link here to take the survey NOW or scan this QR code (the login
for the survey is: HPST).
» Aunigue PIN will be generated after the instructions page. Copy the PIN.
+ Try to complete the survey in one session. It takes just 10-15 minutes!
+ |f unable to complete in one session, use the PIN to continue where you left off.

For staff who are more comifortable doing the survey in Mandarin, Bahasa Melayu and
Tamil, please print out the attached form/s and complete the survey in the preferred
language. Place the form in a sealed envelope and internal mail fo “KKH Patient Safety
Team, QSRM’, before 21 March 2017

Warm C;R_g:té,
tient Safety Team

Fig 2: The AHRQ survey ran from February to March 2017. CCD and QSRM'’s email blasts called for staff to take part in the survey.

Speak Up for Safety Videos

Two videos (Fig 3) were produced by MCD and CCD, in consultation with
QSRM. The first video expressed KKH Senior Leadership’s commitment to
support Speak Up for Safety, and the second video focused on Heads of
Departments’/Heads of Services’ promise to respond positively to staff who
speak up, even If it turns out that the staff's concerns may not be correct.

This addressed the aspect of psychological safety to encourage speaking up.
Speak Up for Safety (Dec 201§ | Make it Safe to Speak Up (Nov 2017)
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Fig 3: Both videos demonstrate KKH’s commitment to Speak Up for Safety, in so encouraging staff to speak up.

Results and Conclusion

 Collaboration on the staff email blasts saw participation for the AHRQ
Patient Safety Culture Survey reach 94%.

« Uptake In adoption of Leaders’ Communication Decks by Heads of
Departments/Heads of Services to educate and update their staff on key
patient safety efforts in the hospital. Feedback from Clinical Heads indicate
that they find the Leaders’ Communication Decks a useful tool for staff
communication.

With exemplary leadership by example, KKH's CEO, CMB and COO
personally presented the slides in the Leaders’ Communication Decks to
Division and Department Heads during their respective meetings.

| eaders’ Communication Decks

Since July 2017, CCD and QSRM have collaborated on the Leaders’
Communication Decks (Fig 4). Updated every three to four months, the deck
of slides updates staff on key Target Zero Harm priorities, such as 100% Hand
Hygiene Compliance, Speak Up for Safety, and Near-Miss Reporting.

The contents are endorsed by KKH Senior Leadership, then disseminated to
Division and Department Heads who then go through these slides with their
staff during division/department meetings. The consistent and enduring
message to staff Is that every one has an important part to play towards Target
Zero Harm, and that patient safety is an ongoing hospital priority.
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*|t is our way of life; to keep patients and staff
safe from harm.

We all have to play our part.
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Speak Up for Safety (SUFS) ZJERG'HARM Bl Near-Miss Reporting — Heading off a Hazard...

[ Speak Up
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When our colleagues speak up:

* We must listen, respond and thank them for looking out for the
patient and the team.

* By doing this, we learn, improve our systems and become safer.

* This will strengthen our culture of speaking up for safety.

......
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Fig 4: Key highlights from QSRM’s Roadmap to Zero Harm are extracted and translated into the Leaders’ Communication Decks for ease of presentation
and understanding.

Internal Communications Channels

After Speak Up for Safety was launched in 2016, CCD worked with QSRM to
distil the key messages from the launch event and ran a two-page spread In
the KKH Connect staff e-newsletter, to extend awareness and dissemination of
key points beyond the launch itself.

Patient safety messages in the Leaders’ Communication Decks are repeated
at the monthly CEO-CMB Forums, KKH Connect staff e-newsletter and
corporate screensaver for reinforcement to staff (Fig 5).
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JCI Reaccreditation
- Another Milestone in Our Journey to High Reliabi

Report a Near-Miss or Good Catch
it can prevent potential HARM

Fig 5. Messages are repeated in other communication channels for reinforcement.

* Both Speak Up for Safety videos are played at Speak Up for Safety training
sessions run by QSRM, at monthly CEO-CMB Forums and at Employee
Orientation sessions. The videos have been downloaded/played back/
viewed more than 4,890 times.

* Alignment and integration of messaging and leveraging the expertise of
CCD and MCD, In collaboration with QSRM, has contributed to a better
understanding by staff of the hospital’'s patient safety priorities and the part
they play towards the SingHealth cluster effort of Target Zero Harm.
Contributing to patient safety beyond Singapore, the Integrated
communications materials and videos have been requested by and
shared with Great Ormond Street Hospital in the UK, for reference and
use in their journey towards high reliabllity.
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