
MICHIGAN MEDICINE SAFETY PROMISE

We are open and transparent about errors,

We are accountable for our actions.
We learn from our errors without blame.
We do not tolerate reckless or disrespectful
behavior. 

Our promise to patients, families, and employees: 
Your safety is our most important priority.

     and will stand up for those who speak up.

We understand that times are different. 
Personal life and work is forever changed.

Yet, our dedication, passion and our promise
to patients, families and employees remains
the same: Safety is our most important
priority. 

OUR PROMISE



OUR PROMISE:
TALKING POINTS

Safety is our top priority.
You are valued. 
Everyone at Michigan Medicine can help keep
patients, families and colleagues safe.

Share HRO related stories during team/staff
meetings and huddles. 
Speak up if you see conditions that may lead to
harm. 

Print off the handouts and hang in your office/unit.
Pay attention to your colleagues and help them to
prevent harm.
Look for opportunities to reinforce the safety
promise. (huddles, team meetings, newsletters)

Think

Do

Say



MANAGER
TALKING POINTS

How can I create a culture that routinely uses
relationship skills to create a Highly Reliable
Organization? 
What are ways that I can model the behaviors of
Smiling & Greeting others and Introducing and
Explaining Roles?

Remember we have 3-7 seconds to make a judgment
about a person. A genuine smile triggers our
unconscious mind indicating the situation is safe. 
Majority, up to 80%, of problems in organizations of
any size stem from poor relationships. 

I will and expect others will:
Smile within 10 feet of another person
Greet others within 4 feet of each other
Introduce and explain roles    

Watch:  Please See Me-Creating that safe space and
providing a phrase that helps improve communication and
understanding in every healthcare environment leading to
better outcomes. https://youtu.be/380MiMDoddI 
Watch: How to Properly Introduce Yourself
Give a smile, a wave, a head nod, an elbow tap or a thumbs
up.

Think

Do

Say

https://www.youtube.com/watch?v=380MiMDoddI&feature=youtu.be
https://www.youtube.com/watch?v=380MiMDoddI&feature=youtu.be
https://www.linkedin.com/learning-login/share?forceAccount=false&redirect=https%3A%2F%2Fwww.linkedin.com%2Flearning%2Fwhat-to-do-when-you-re-new-blinkist-summary%3Ftrk%3Dshare_ent_url&account=42573940


HIGH RELIABILITY
RELATIONSHIP

SKILLS

SMILE, GREET OTHERS & 
SAY HELLO

Smile and say "hello" when you meet

team members, patients/families. You

can also alternate greetings such as

"Good morning" or  "How are you

today?" INTRODUCE USING PREFERRED
NAMES & EXPLAIN ROLES

Refer to others by their preferred—usually

their first—name. Explaining Roles—to both

team members & patients/families—helps

everyone to learn names & makes sure all

the right team members are there

if working on a non-familiar team. 
LISTEN WITH EMPATHY & AN

INTENT TO UNDERSTAND
Listening with empathy is giving of

yourself. Turn and face the other person.

This is speaking heart to heart. Listening

with an intent to understand is assuming

real value in the message. Repeat short

phrases to indicate understanding. . 
COMMUNICATE THE GOOD
INTENTIONS OF YOUR ACTIONS
Explain to team members, patients/families

what you are doing before you do it and

how your action will benefit them and

contribute to attaining shared goals.

PROVIDE OPPORTUNITY FOR
OTHERS TO ASK QUESTIONS

Provide opportunity for others to ask

questions by pausing & making eye

contact. Also, think about ways to help

patients ask questions that they may not

feel comfortable articulating during the

appointment.



This skill is about acknowledging each

other as people and creating a

welcoming atmosphere where people

feel seen and included. Saying "Hello" or

a similar greeting can spark a

connection with another person. And

people are more likely to speak up for

safety when they feel connected. 

Lead with your heart. When you face

another person and stick out your heart —

your arms open slightly creating more open

body language. (You also stand-up

straighter.)

Sit down and listen. Studies with patients

and family show that providers who sit at the

bedside make a more caring impression.

Patients/families over-estimate the duration

of the communication — they think you were

there longer.

Empathy is identifying with another
person’s feelings. Short verbal affirmations

are best — such as “yes” and “I see.” Do not tell

others you know how they feel.

 

HIGH RELIABILITY
RELATIONSHIP SKILLS #1

HOW TO SMILE WITH A MASK: 
WAVE

GIVE A HEAD NOD

ELBOW TAP

THUMBS UP

WHAT MORE CAN YOU DO TO BE YOUR BEST?

SMILE AND GREET OTHERS, SAY HELLO

Smile and say "hello" when you meet

team members, patients/families. You

can also alternate greetings such as

"Good morning" or  "How are you today?" 

Tip: Staying two emotional notches
higher than the other person can be
uplifting for them and for you. 



For first introductions - Use title and full
name. Explain their role, and then give the

preferred name. For example, “this is Doctor

Ashby, he prefers to go by his middle name,

John.”

For patients/families — Use titles and full
names more often than when working in
teams. This helps patients/families learn full

names and understand roles. Then use

preferred names in passing preferences. For

example, “Mr. Smith, this is Doctor Ashby,

your doctor. John, do we have the results of

the CT scan of the head?”

Respond to those who use your title and full

name out of respect with a sincere response

such as “please call me John.”

 

Introduce team members as they

arrive and explain their roles.

Using first names creates

familiarity which increases

frequency of communication. 

Introducing team members —

especially to patients and family —

helps them to learn our names

and invites them into our team

Tips on how to use this skill in daily

interactions: 

This skill is moving beyond

acknowledgment and into engaging

with others. By introducing others, a

common ground is created and

everyone involved in the interaction

knows who is present. Introducing

yourself and others invites everyone to

be on the same team and helps foster

inclusion and familiarity. 

HIGH RELIABILITY
RELATIONSHIP SKILLS #2

WHAT MORE CAN YOU DO TO BE YOUR BEST?

INTRODUCE USING PREFERRED NAMES AND EXPLAIN ROLES

%

of organizational problems are
due to poor relationships

This is Rick.
He is the

unit leader
for 11W. 



Turn and face the other person.

This is speaking 'heart to heart'

Nod occasionally to indicate you

understand and are following the

message.

Listening with an intent to

understand is assuming real value

in the message. Repeat short

phrases to indicate

understanding. 

Tips on how to use this skill in daily

interactions: 

Lead with your heart. When you face

another person and stick out your heart —

your arms open slightly creating more open

body language. (You also stand-up

straighter.)

Sit down and listen. Studies with patients

and family show that providers who sit at the

bedside make a more caring impression.

Patients/families over-estimate the duration

of the communication — they think you were

there longer.

Empathy is identifying with another
person’s feelings. Short verbal affirmations

are best — such as “yes” and “I see.” Do not tell

others you know how they feel.

 

This skill is about identifying with

another person's feelings. When this

happens, an opportunity for the other

person to share without a fear of being

judged is established. Empathetic

listening is actively listening so others

have been heard and validated. 

HIGH RELIABILITY
RELATIONSHIP SKILLS #3

LISTEN WITH EMPATHY AND AN INTENT TO UNDERSTAND

WHAT MORE CAN YOU DO TO BE YOUR BEST?

Leaders who communicate

effectively have

less turnover among their team



Explain to team members,

patients and families what you are

doing before you do it.

Explain how your action will

benefit them and contribute to

attaining shared goals.

Use inclusive words such as us

and we instead of you, I or me,

and they or them. 

Tips on how to use this skill in daily

interactions: 

Explain the good intentions of
your action before applying tools —

especially when asking clarifying

questions. Asking a question can

sometimes appear to question

credibility. Explain that the questions

is to help us understand.

Assume good intentions in your

team members’ actions.

 

This skill is about communicating good

intentions to allow us to clear up

assumptions others may have about our

actions. Explain exactly what you are

doing before you do it and why you are

doing it.  For example: "The information

we need is on the computer. Let's look it

up now so we can discuss it."

HIGH RELIABILITY
RELATIONSHIP SKILLS #4

COMMUNICATE THE GOOD INTENTIONS OF YOUR ACTIONS

WHAT MORE CAN YOU DO TO BE YOUR BEST?

Explain why we check name and birth several

times during a patient visit and why we

perform visitor health screenings

Patients often do not understand
how we do things — let alone why.
Explain for them. For example — “I

am stepping out of your room now —

but I will return in a moment with

your blanket (or medications or

answers, etc.)”



This skill is about reducing the risk of

misunderstanding that could lead to

unintended harm. It is critical that we

create an environment that encourages

questions - after all communication is a

two-way street. 

Provide opportunity for others to ask

questions by pausing. People naturally fill

gaps in the dialogue. 

If you ask for questions — ask what questions

can you answer for them instead of asking if

they have any questions.

Answer questions honestly and earnestly

using a neutral voice. If you don’t have an

immediate answer, say so, but always get

back to the person. 

Listen with empathy and intent to

understand — another Universal Relationship

Skill — before answering the question(s).

Tips on how to use this skill in daily interactions: 

Encourage the asking of questions.
Here are some tips from Critical Thinking

Promoting Behaviors and Comments,

Rubenfeld & Scheffer, 2006: 

State - there is no such thing as a bad

question

Reply - that is an interesting question

Ask - what do you think?

Listen for signs of hint and hope. Team
members, patients/families are not always

assertive when voicing concerns.

 

HIGH RELIABILITY
RELATIONSHIP SKILLS #5

Listen for the Safety Phrase — “concern” —

as in “I have a concern” or even “I have a

Safety concern”. This is our tool for Speak-

Up for Safety and indicates a Team

member is trying their best to help us

prevent patient harm.

PROVIDE OPPORTUNITIES FOR OTHERS TO ASK QUESTIONS

WHAT MORE CAN YOU DO TO BE YOUR BEST?

When you invite others to ask questions, be

prepared to respond transparently. Open the

discussion for questions and pause.


