Session Code: ISQUA2023-SES-1458

SingHealth Duke

Institute for
Patient Safety & Quality

Promoting Speaking Up For Patient Safety In Your

Healthcare Organization

Prof Kok Hian TAN

Group Director & Senior Associate Dean,
SingHealth Duke-NUS Institute for Patient Safety & Quality (IPSQ) , Singapore

Ms Nguk Lan PANG
Deputy Group Director, SingHealth Duke-NUS Institute for Patient Safety & Quality (IPSQ), Singapore

Ms Zann Foo
Deputy Director (Admin)
SingHealth Duke-NUS Institute for Patient Safety & Quality (IPSQ) , Singapore

Ms Tang Joo Ying

Manager
SingHealth Duke-NUS Institute for Patient Safety & Quality (IPSQ) , Singapore

ISQua 2023



TARGE

EROHARM  Scope

} 01 Introduction

/& 03 Spread & Sustain a STRONG Speak Up
Program

S
_

04 Impact

4 05 Summary



http://infopedia/SingHealth/Groups/TargetZeroHarm/Pages/Default.aspx

Singapore Public Healthcare Clusters
SingHealth
O #) ¥ il (O [©

F NATIONAL SKIN CENTRE

T Tan Tock Seng @ b
a“jml‘?ﬁmn @EE}E" ((\b Qb [j\"—l"':

L~ frr — 3
s FoLrermes i % L\ ' DukeNUS
Modical Schaol

[‘..

Lee Kong Chian School of Medici

\f ommunity Hospital Wi‘,‘;g" X i

Mational Healicars Grous
Natisnad Healthears Group

nal U erslt
H | hSys

A S ~.'- Qlf:;?;’{a
+ Jurong National University SingHealth
R e We are the Largest Public Cluster

In Singapore



SingHealth Duke-NUS Institute for Patient Safety & Quality (IPSQ)

IPSQ is established to integrate cluster-wide efforts in

, patient safety, quality improvement in clinical services,
SingHealth DukeNUS . .
~~~~~~~~~~~~~~~~ research and education. It aims to develop both
healthcare professionals and patients to become
advocates for and leaders in patient safety and quality
improvement to enhance capacity in improving patient
safety.

Focus on eliminating preventable harm and improving
patient outcomes by:

e Cultivating a strong patient safety culture throughout
the Cluster

* Adopting an integrated approach in patient safety and
guality management

* Providing strategic leadership across multiple
platforms and domains in this area

* Encouraging interdisciplinary collaboration and
coordination among our stakeholders and partners



A Collaboration between IPSQ & WHO Patient
Safety Flagship Unit

An online and public platform to facilitate
systematic collection and sharing of patient
safety knowledge by different stakeholders in
different geographic regions, economics and
cultural settings.

As a global community of learning, GKPS aims
to support and enhance knowledge sharing
and strengthen the global network to improve
patient safety and quality of care and in driving
the Global Patient Safety Action Plan (GPSAP)
2021-2030

Please scan the QR code to share patient safety
Improvements, Experiences and Practices with

the Global Community.

Launch in middle of September 2023

X

Global Knowledge Sharing
Platform for Patient Safety




Definition of Psychological Safety for the
Healthcare System

The belief that anyone can express their thoughts, ideas,
and concerns without fear of negative consequences,
such as embarrassment, punishment, or rejection.

SingHealth
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Why the Need for Speak up Program ?

To Build Psychological Safety & Speak Up Culture For Your Healthcare System

Many documented incidents and personal experiences reflect how harm have been
prevented when someone immediately shared critical information.

“Joint Commission predicted that 80 % of the serious safety events occur due to

miscommunications among healthcare professionals. Speaking up is one of the
critical behaviours of patient safety and is an important role for improving quality
and patient safety in healthcare.”

Nacioglu, A. (2016). As a critical behavior to improve quality and patient safety in health care: speaking up!. Safety in Health,
2(1), 10.

SingHealth
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Why the Need for Speak up Program ?

To Build Psychological Safety & Speak Up Culture For Your Healthcare System

BAL PATIENT SAFETY ACTION PLAN 2021-2030

| Strategic objective 2:
7 haminheaithcare gl Build high-reliability health systems and health
organizations that protect patients daily from harm

Actions for health care facilities & services

: . V' Reduce hierarchical structures, attitudes and
behaviour throughout the organization, promoting
a speak-up culture.

° @} World Health
Patient g % Organization

SingHealth
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Why Speak up Program at SingHealth?

To Build Psychological Safety & Speak Up Culture For Your Healthcare System

TODAY Singapore MENU v~  Q

Timeline: Actions taken as SGH 2015 Incident

e Sunrhres s ged Failure to speak up and to
escalate issue when weakness

were observed by staff in the

| , infection prevention & control

Aomssionsa wios [ system

Pendaftaran &Wad ARRERARS i

Singapore General Hospital. TODAY file photo

Patient Safety. No Room for Complacency for Psychological Safety

SingHealth




Human Fallibility — Build Psychological Safety for Team Support
to Speak Up

To Err Is Human

Slips Mental lapses _

} To Drift Is Human

Growing acceptance of a risky behaviour as justifiable

Eg: failed to check 2 patient identifiers as in a rush

Need to have Team Support to look out for each other
by speaking up when there are safety concerns




Are Our Staff Speaking Up?

The SingHealth Employee Engagement Survey in 2016 showed
a low proportion of staff who felt it was safe to speak up.

PG
56.0%

“Most of the time it is safe to speak up
(e.g., voice opinions, problems) in this organization”

Yes to Question on Speak Up : 11,656 (56.0%)

Survey Response Rate : 93.6% ( N=20,814 of 22,239) SingHealth




/hé;lth DukeNUS . .
N Some Barriers To Speaking Up

Not related to my duties
Working relationship strained
Fear of repercussion

Not sure how to say it

What if I'm wrong?

I’'m just a junior

Create more work for myself
Do not feel psychologically safe

SingHealth
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A Virtuous Patient Safety & Quality Ecosystem

The safety culture must intertwine with the overall organizational
philosophy and culture

Counter Cultures

 Promote desired cultures _— 'if:;':“

ullur/ / @nim sa:teu?e system \Culture
+ Mitigate counter cultures \"‘.."5 e = >
el Leamlng

. . \ " Culture
- Hierarchical culture Support _ Patient Safety
Cult | ‘
o ulture and Quality Ecosystem Quamy
nt
re

- Paternalistic culture me

Improve
Resllience p,u,_. ’Qunu
. .- Culture atient
- Liability fear culture sachiis § / z,m,e Awareness 2.‘:.':1’2:
Cultur Fae
- Blame culture

Tan KH, Pang NL, Siau C, Foo Z, Fong KY. Building an organizational culture of patient safety. Journal of
Patient Safety and Risk Management. 2019:24(6);253-261.

SingHealth
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How TeamSPEAKT™ Started

Introduced in 2018, TeamSPEAK™ is a program designed to introduce
Speaking Up for Safety and promoting Psychological Safety

* A core pool of multi-disciplinary staff was
recommended to be certified trainers of
TeamSTEPPS (program in teamwork and team
communications) by completing the
Train-the-trainer TeamSTEPPS.

* Appropriate concepts and tools were thus adopted
and adapted with localized and contextualized
scenarios in developing TeamSPEAK™.




Design & Roll-out Elements

PRIORITY 1

Build Harness
Contextualized Effective

Set Strong TR Gather

Organizational Objectives & Passionate
Priority Outcomes Faculty

Resources Strategies

SingHealth
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1. Set Psychological Safety as a Strong Organizational
Priority

* |dentify strengthening psychological safety as a

Building a Safety Culture

key priority to focus during Leadership Retreat

A Safety Culture

* Cross-institutional and cross-disciplines

1 2 A 3 é Y hd
WOI"kg I"OU p WaS ESta bIIShed tO fOrm U Iate Developing Recognition Strengthen Engage Developing a Building
Competency for Staff in Psychological Patients & Just Culture Resilience &
in Healthcare Quality & Safety Caregivers as Preventing
1 Quality Safety Key Partners Burnout
St rategles Improvement
& Safety

* Regular review of strategies at Leadership

Meeting (i.e. CEOCMB meeting)

SingHealth

Defining Tomorrow’s Medicine




2. Communicate Clear Objectives

To improve psychological safety and the culture of speaking-
up through

* alocally developed &

* tailored programme in our Academic Health System

SingHealth
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2. Communicate Clear Expected Outcomes

‘‘‘‘‘

Shared mental model
through the use of
critical trigger words

Empowering
staff to support
each other

Communicate
concerns to colleagues
when unintended
safety issues may be
about to occur

Responding
positively when
being spoken to

SingHealth

Defining Tomorrow’s Medicine




3. Gather Passionate Faculty

e Strong advocate for patient safety

* With commitment to conduct training during
the implementation

* |dentify faculty from cross-disciplines
(i.e., Medical , Nursing , Allied Health and
Administration)

* Recognized as TeamSPEAK™ Faculty
(Appointment letter with Term of Reference)

SingHealth




4. Builld Contextualised Resources

Get buy in and enable staff to relate and facilitate realistic work scenario

Clinical and non-clinical settings

s No Staff Should Feel Less Empowered
The 7 settings are: E

“We work as teams and it is each team member’s
responsibility to ensure patient safety. No staff should

¢ Hand Hygiene at Patient Bedside ¢
L4 Wrong Prescription Ol’der Leader’s instances of power imbalance. If you are facing difficulty

¢ Cleaning of Bed area LOCB“SEC‘ _ Pestate.towitetoyour inctiuton Pads o ryself.We
° HR Pre_EmpIOyment Medical Examination Message on are committed to cultivating the right attitude and mind-

set when it comes to raising the alarm. No issue is too

e Office Safety Hazard videos Spea klng UP am— keepmgouw
¢ Trolley along Narrow Corridor

Jan 2016 singHealth
¢ Poor Workplace Behaviour NEW

fe Npowere eak up against lax practices or
highlight potential harm. We cannot tolerate any

nnnnnnn

“I would like to commend Ward 44 nurses
especially Sister Jocelyn Chng and Ms
Nurhidayah Abdul Aziz who stayed
vigilant on a patient in Ward 44...

They "spoke up" and identified the red flags for a possible stroke
i The i was the entire night; the nursing

team monitored closely and escalated the case by calling the MO which

they felt was hing more pli d for a HO to manage. They Speak Up In-House
suggested a CT Brain which confirmed a stroke. This patient nearly
roceeded for a hysteroscopy D&C if not for the vigilant actions of the D e s i g n M a s co t

nurses who picked up that the behaviour of the patient was not the

"norm". Patient is now safely in NNI for further treatment. Sto ri e s

19 Jan 2018, Dr Suzanna Sulaiman, Head, Inpatient Service, Department of 0&G, KKH -

SingHealth

Defining Tomorrow’s Medicine




5. Harness Effective Strategies
TeamSPEAK™

Two-Challenge Rule

CUS Words

Respond Positively

SingHealth

Defining Tomorrow’s Medicine
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S— Two-Challenge Rule
Patient Safety & Quality

It is your responsibility to assertively voice your concern at least two
times respectfully to ensure that it has been heard.

Ensure that whoever being spoken to acknowledge your message.

SingHealth

Defining Tomorrow’s Medicine



SingHealth DukeNUS
_ Institute for _ C U S WO rd S
Patient Safety & Quality

I am Concerned!

CUS words are trigger words which help to
trigger the attention of your colleague that
potential harm may be about to occur.

SingHealth

Defining Tomorrow’s Medicine



ﬁlth DukeNUS
e B “"C"” For Concerned
I am Concerned! Use CUS words to help trigger attention to
potential harm.

Raise your concern by using words like

Concerned
Check

“I am concerned, is this dosage for this patient too high?”

“Is it OK if you check if your hands are clean first?”

“I am concerned, is this the correct patient?”

SingHealth

Defining Tomorrow’s Medicine




ﬁalth DukeNUS
"U” For Uncomfortable

If you do not see the intended response,
continue raising your concern using the word

Uncomfortable

State why you are uncomfortable by sharing
what you think or know.

“I am uncomfortable with the dosage as it’s much higher
than what I've seen before. We should recheck the dosage

again.”

“I am uncomfortable that the patient is not improving. Let’s
get someone else in to review the chest tube.” SingHealth



f’{tﬁ“ﬂ Duken\s we s
| Institute for | S F O r S a fe ty
Patient Safety & Quality

If there is still no positive response, you should
escalate the conversation by using the words

Safety
Stop

Propose bringing in a Senior or Supervisor into
the discussion.

“This is a safety issue. We should ask our supervisor to see if this is OK.”

“We need to stop before we risk hurting this patient. Let’s consult a senior

before proceeding.”
SingHealth




SingHealth DukeNUS

CCCCCCCCCCCCCCCCCCCCC

Institute for
Patient Safety & Quality

You Can Respond Positively

Encourage your colleagues to inform you of any
concerns they may have.

Ask your colleague how he or she prefers to be
informed should you spot a potential harm.

Listen to their concerns and engage in a constructive
discussion. Do what’s best for the patient.

Thank anyone who speaks up to you, especially when
they are wrong!

SingHealth



Spread & Sustain a Strong Speak Up Program

Strong Leadership Commitment

Recognize Staff for
Speaking Up

Sustain Faculty Pool through
Train-the-Trainer Model

Building
Psychological
Safety Culture

Strengthen Awareness
of Speaking Up

Actively Promote & Enable
Psychological Safety

SingHealth

' Defining Tomorrow’s Medicine




1. Strong Leadership Commitment

TeamSPEAK™ s first introduced to the

Institution Leaders before roll out to
institution’s staff.

Leaders as role models.

Attend and promote the workshop.

Leadership Commitment

SingHealth
Defining Tomorrow’s Medicine




2. Sustain Faculty Pool through Train-the-Trainer Model

The Train-the Trainer model was set up to help institutions build their
core pool of trainers who are equipped to conduct TeamSPEAK™,

Allow institutions to kickstart their journey at their own pace as each
institution has different set of priorities.

Attend Sharing Session Fmafl a§lstess.ment by Recognized by IPSQ as
TeamSPEAK™ with Master acl 'tat'Zi fM affiliated TeamSPEAK™
as a Learners Trainers TeamSPE

Faculty and Institution

teaching session TeamSPEAK™ Faculty

SingHealth




2. Sustain Faculty Pool through Train-the-Trainer Model

12 multi-disciplinary
pioneer trainers

2 1 2 TeamSPEAK™

appointed Faculty and
affiliated Faculty across
SingHealth
(Data as of July 2023) > 2 5 ' 000 staff
trained in
TeamSPEAK™

SingHealth

Defining Tomorrow’s Medicine



3. Actively Promote & Enable Psychological Safety

TeamSPEAK™ s included as one of the indicators in SingHealth
Patient Safety Engagement Report (PASER). Support cluster-wide

sharing & learning + Indicator : Psychological Safety
% Staff trained in TeamSPEAK™
PASER aims to strengthen commitment & or an equivalent Speak Up Programme

SingHealth (teamsPEAK status)

accountability for patient safety, patient
yf p f y’p % of Staff Trained in TeamSPEAK™

safety culture, improvement efforts, & . . 80.2
identify opportunities for cluster-wide
sharing & learning.
5 Categories | 13 Indicators
1. Patient Safety Walk-Round (LPSW) *ii *Based on 2022 Annual Report staff strength of 32,219 for 11 institutions
2. Serious Reportable Events & Near Misses § ° Indicator : Institution Safetv Index
3. Audits & Assessments From the AHRQ Patient Safety
4. Training Programmes ,%,. Culture Survey
(5ejg.9°ta|tll|'een: SEa::g 33::51 i'a.:iteit Safety Index, Clinical Excellence @

Indices , Patient Safety Sharing)

SingHealth




4. Strengthen Awareness of Speaking Up

Materials were developed to create awareness and internalization of
the concepts and tools on speakingup | o -—

CUS words are Two-Challenge Rule
trigger words to 1 :Be Respectful =
get the attention of Ll ‘;"""" SN
your colleague that ¥t oo reicis @ I am Concerned!
potential harm may unresolved, consider
be about to occur. Escalating it to v
. TlVI a Supervisor
.
eam ocKe ar SETRE U an ncomsortasie

remember to
Respond Positively
and Thank the person
who speaks up to you

S This isavw

If you are the recipient, to Listen and y
Thank the person who speaks up to you.
‘Watch Video & TM
oy TeamSPEAK™ Screen Saver

e TeamSPEAK™ Screensaver

TeamSPEAK™ Pocket Card

Spotted s safety concem? Spesk up for your patients
4 Jun 2019/ Teesorrow's Medicine

TeamSPEAKTM WaII Mural at Smgapore General Hospltal

e Bulletins on Speaking UP "5"“" o]

_ﬁ&

s PATIENT SAFETY AND QUALITY BULLETIN

Have a hunch that something is not quit & 75%% 2. ARGET

promptly can make a big difference to Vi osumuee for Speck Up for Patient Safety ZERO HARM
Patient Safety & Quality

Senior Patient Care Assztant [SPCA] 53700 St Aisherr's |

Check. Atnough the patient wes rezponzve, she Coue | No One Should be Harmed in Healthcare.

caring for farmily members who Pave hed 8 sroke, SPCA And yet...
20 request for 8 GOCtor £ Check on the petient. Doctors 1 134 million 3 4 out of 10 '

Date: 0 Neraber 2071, wmsdoy j S
Tie: 2206 - L50pn SGAPORE $ HE HEDRT OF ALL WE DO e i
NE via Zaom Webnar ARLVSS &

e Speaking Up Webinars el

= portance of Speaking Up iz

o patinet Porn the ward for gos-cperative chacks whan she rtiend that e

e
,mmwmmurgnawm-a

HOW TO GET JUNIORS TO SPEAK UP FOR SAFETY -
OUR 20 YEAI LEARNING JOURNEY

THE SESSION WILL COVER THE FOLLOWING:

patient st rizk of Dieeding a3 the anticosgulsnt mey inhil

Soesking up i
spest poin
intimicsting, However, your 8ction or inaction can make

exper e e
Pt your patients interest first

55N Joy shered, “Besr in your ming sndin your hesrt. 2
Ao, howeer et ey e G ke 3 bg St

Your Role in Enhancing Patient Safety.

‘Trest mistakes 8z learning points

A 1 you are « healthcare worber B 1 you are a potient or caregivens
cuture “Nobody who works in 8 hozoitsl wants to mate o) Wk Wb e gatient 10 Geste a0 3pen sodtarepenre [
Out of concem for the patient, 8c for you 00. F've mad
everyone learms from them, 2aid SSN Joy, whose ward
Bene vigient mekes the environment zafer, not juzt for

oy 03N v e
mticrn 13 be wnars sbouk your

£ 1y s spocking up importan?
v 2.Wht otler in terms of traps and dofenscs?

does -
e rtemaror 3.0 d 4 lit all
e v ey SingHealth

5. How hos aviation SOPs evolved with the gereraticns of pilots in the indusiry?

Wiird patient So

Defining Tomorrow’s Medicine



5. Recognize Staff for Speaking Up

Awards roll-out by Cluster and Institutions to recognize staff who spoke up
and listened up

LOOKING
FOR OUR

SingHealth DukeNUS

CCCCCCCCCCCCCCCCCCCCC

Institute for
Patient Safety & Quality

SingHealth Family IF YOU KNOW A STAFF WHQ PR"a ISE , "

SAFE CARE IN SGH THROUGH: /=

Target Zero Harm Awards 2021 .

m Spot and report near-misses

m Educate and imppove YOUR
NOMINATION

| - ’SingHealth TARGET NOMINATE HIM/HER COULD LEAD
..« FZND  ZIERGHARM S Sartr
Nominations STAR!

OR CALL HOTLINE
6326 5566.

% M’t‘."&;:l[ne (Ar¢  PATIENTS. AT THE HE"DRT OF ALL WE DO." IZAEGRETO‘ H A R M m&?‘mp\w
Soghean

[P —

SingHealth
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Recognize Staff for Speaking Up

Stories are shared across the cluster for learning through webinars and

bulletins

Target Zero Harm Awardees
e Presentation Part 2
o 20 April 2021, Tuesday
12.30pm - 1.30pm
X5 it Ot ) In this webinar, three teams awarded the Target Zero Harm Award 2020
Bt et s will be presenting on their projects.
[P p—

b e
oty

Speakers

rE(liminate)LOAD: To eliminate

KKH Children's Emergency
/ Waiting Time Project loading errors of drugs without
7 KK Women's and Children's Hospital drug package codes into the
TOGETHER WE MAKE [T SAFE — puient Pharmecy Mcoma
Senlor Consultant, Emergency Medicine System (IPAS)
Ms Huang Weill, Singapore General Hospital
Nurse Clinician, Children's Emergency
Ms Tan Jiayin Sasha,

TO SPEAK UP, AND KEEP PATIENTS SAFE.
umccmon ERROR.

S I oosenuerors 3 & peben woe 83 b g emy onviontion which de wos ol mg 4 £t con M hawe Peppeant

A Prevention of Intra-dialysis Hypotension for

Swubbing the 1V pect befoer injecting medication isenimporlant steg in infection untsel & new IV
poed system wie inlraduced. aleng with @ piteced fo swub the microdave cesector of Lhis new IV park. 1Trel ot brare e st 1y it el ok i
" " i VI Sipercied wdielion Sessr Pharmacy Frbscan Ve o ah @ Ao Bal s nofiond (ot B0e pat el U wis alsting wis potiind o
M_mlng that doctars may nel mm:!mf' {he new !-oln:.oL Sthiee blt" 1 Murse 8y Yu Chan made ito e ot b w1 She W gty i 1 O Sovpand Pasr wlclwidcerrd e Plarmcey Wasage » - Haemodialysis Patients in a Tertiary Hospital
halit £ pre-swal he ports bifeee sisting doclees i theie raunds. This e effective when Yu Chon D Harwe e i) e ear arémabood {hal the chug allongy prargd o I SUM parcriang stdbs ot wa A e m oy how ekt bes Singapore General Hospital
wus iy war ) veunits wi i O Skaw Yew Hum eoe dung, whean: be Gl L swal e IV pus | belu e Aot ook Cor (e ise S chenbid b Cliwi Direchon Ox Agras Koy
adminstering medicatian. Ya Chan tock the intlathee to speak up to lr Sow. reminding him of the i~ ; s e 3 : i R < s wmmmmrmum
? I e I G Yal for 1 g el Ticanpbem fiaa 3 0re 8 | Do o Dy qunoeers Dn D St Fadp s CSMP) Flm fromd hsind Sty ior Resident, Department of hcine
rew prolocl for e """""::‘l"‘m hulfor """“"""['5‘"';"‘”“"' U Chon for helping (EME) Commnibise Mo fisSne Uy ca B oo Weon Fein e the TP ENR Comrmabioe ben skt Uhe NI hrrm ey L5004 R
ensare patienls ofe alwogs kept safe dproscr b mariager stwann, whih escalalin e e 0 1S aqbctih b ctien (s Ol Boskn Yourm §€CT) Coorme e
Thues gt flom ws oslind ernton 11 scbsio s mpleswried brieduieh,
The el seqaence of cvonds from deleclion of Lhe preser biny erior L (e sk fic hegpesed we i | e same fey. imvesiiga o shoeed Ll Scan the QR code or click
o the sgilem flaw cfekod fruga e § Cwos i sormioer medanes and U0 17 solckim Felped sappan! patienl safely soress Ssghielin the link to reglster now!
ST Dudon'i1 15
v " e 1

e . 2

—

P 453 dom. Q=

e, Do ... S

e, 2. #on.

AME) Geldar Ap3le Awards 3023 | Fage 50054
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Grow Appreciation of Speaking Up

Increase in number of Patient Safety Awards rolled out by
Institution to encourage and recognize individuals and teams in
speaking up

e Good Catch Award

_;

e Star of the Month in Good Catches

e Safety Star Award

'\‘v}‘ ? i, “W.m»"-numwui

£ P h

SingHealth



Consistent Messaging Across Programmes
to attain Staff Commitment

E.g. Just Culture Training in Building a Culture of Safe Choices Together
1. | will always make safe choices

2. | will be accountable for the choices | make

3. | will avoid unsafe choices and Speak Up when | notice at-risk
behaviours or reckless behaviours

4. | will commit to learning and be part of continuous improvement

SingHealth




Impact of TeamSPEAK™

Testimonials from
Institutions Leadership

TeamSPEAK™ is 1 of the key onboarding
programme that we put our hires in SCH through. It
has allowed our new staff to be aware that each of
them are welcomed to speak up and to our current
staff, it re-emphasized the need for active listening
and positive response so as to encourage a
psychologically safe culture and environment. This
has allowed SCH to have a good employment
engagement experience and to upkeep a positive
work culture.

Ever since the roll-out of TeamSPEAK, | can feel that
staff in SingHealth and various institutions are
more willing to speak up without fear.

Adj Asst. Prof Luke Low Sher Guan
Director (Medical),
Sengkang Community Hospital

TeamSPEAK™ was a significant call out to organization from
Nursing Employee Engagement Survey (2019 results versus
2021 showed an improvement of 6%).

Key summary from the verbatim from Nurses who have
attended the program:

*  Most felt useful and more confident when speaking up

* Created the awareness on speaking up

* Felt empowered to speak up

« Staff are able to speak the same language in terms of
speaking up

The near miss reporting has also improved as staff are
speaking up. Generally, staff felt that the training provided
are good at preventing errors from happening. Nursing
Employee Engagement Survey 2019 results versus 2021
showed an improvement of 10%.

Dr Loh Huey Peng
Chief Nurse
Singapore National Eye Centre

The training provides a safe space for staff to
practice speaking up in a non-threatening
environment and empowers staff to feel safe
raising concerns using a common “language”.
Implementing this common “language” has
removed the apprehension and given staff the
reassurance that they will be heard when they
speak up.

TeamSPEAK™ strategies are simple for all levels of
staff to understand and apply in their respective
areas of work. In particular, CUS words are easy
to remember, especially useful in an urgent
situation, and a helpful framework for those who
find speaking up difficult.

Cl A/Prof Ken Tan
Director, Clinical Governance and Quality Management
National Dental Centre Singapore

TeamSPEAK™ is one of the best program
that I have attended. It is straight-
forward, the message on CUS is simple,
very focused and not much philosophy
stuff that helps me to remember the
salient points.

The local context teaching videos are
well-done and is effective to illustrate the
concept. It helps to engage the learners
as well.

A/Prof Phua Ghee Chee
Group Director, Staff Wellness
SingHealth

SingHealth

Defining Tomorrow’s Medicine



Impact of TeamSPEAK™
- Interest from external stakeholders -

Express of interest for TeamSPEAK™ partnership from :

~ Other Singapore Public Healthcare Cluster

v~ Preschool Management Division

¢¢

After learning about KKH's Speak Up for Safety Campaign, we find it strongly resonates
with what we advocate. Your focus on encouraging individuals to voice concerns,
promoting open communication, and fostering a culture of safety is what we are
looking for. We would very much like to learn how your organisation empowers your
staff to express their concerns and develop their awareness of safety. We strongly

believe it would greatly enhance our preschool’s safety education efforts, benefiting our
children and the preschool community.

By Preschool Management Division SingHealth

Defining Tomorrow’s Medicine
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Impact of TeamSPEAK™
-Support & Feedback from Staff-

* More than more than 25,000 (80.2%) out of a total of 32,219 SingHealth staff
have attended TeamSPEAK™ as of March 2023. There was much publicity on

speaking up.

* The biennial SingHealth Employee Engagement Survey results from 2016, 2019
and 2021 were evaluated to determine if staff feels safe to speak up

SingHealth Employee
Engagement Survey
Year & No of Staff

2016

Survey Response Rate:
93.6%

N = 20,814 of 22,239

2019
Survey Response
Rate: 93.3%
N = 25,781 of 27,620

2021

Survey Response Rate:
98.2%

N = 30,158 of 30,724

Yes to Question on Speak Up:
Most of the time it is safe to
speak up (e.g., voice opinions,
problems) in this organization

11,656 (56.0%)

17,789 (69.0%)*

21,412 (71.0%)"

*2016 vs 2019 (p<0.00001);

#2019 vs 2021 (p<0.00001)

Significantly
success in
encouraging
speaking up
behaviour !

SingHealth




Impact of TeamSPEAK™
-Cost Avoidance-

USD $436,490 Est. external Vendor Cost

(if training outsource) for
the last 3 years

USD $186, 137 Est. License fees for 3 years @g%%

For all SingHealth institutions participated in our in-house developed contextualised Speak Up
Psychological Training as compared to offered by external vendor

USD 622 627 Total Cost Avoidance for 3 years

The inhouse staff faculty trained in the Train-the-Trainer model gain from acquiring teaching skill
sets, career satisfaction, personal accomplishment and staff camaraderie

SingHealth
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Winner of the AMEI Golden Apple Awards 2023 —
Programme Excellence Award (Interprofession) category

el

Acodomee Modcrw
DS PSS
~

- areieawaros 2023

RECOGNISING EXCELLENCE IN HEALTHCARE EDUCATION




Tan KH, Pang NL, Siau C, Foo Z, Fong KY. Building an Organizational Culture of Patient Safety.
Journal of Patient Safety and Risk Management. 24(6): 253-261. 2019 (Adapted)
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Summary

1. Organizational priority, clear objectives & outcomes of program, passionate faculty,
contextualized resources and effective strategies are important elements in setting up
program to build psychological safety for your healthcare system

2. Leadership commitment, a train-the-trainer model, active promotion & enablement
of psychological safety, strengthened awareness of speaking up and an ongoing
recognition of staff for speaking up, ensure sustainability of a strong speak up culture.

3. Our TeamSPEAK™ training program initiative will improve psychological safety within
our healthcare system

4. The healthy Speak Up Culture strengthens our patient safety and quality ecosystem.
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