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Objectives

Apply active listening strategies

Utilize 2 communication tools

Cultivate curiosity & psychological safety
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1999

To Err is Human 

1 jumbo jet per day 
44,000 - 98,000 deaths 
per year in the US due 
to medical error 

=



What causes communication errors? 

Tre n th a m , B. e t  a l. (20 10 ). SBAR: A sh a re d  st ru c tu re  fo r e ffe c t ive  
t e a m  com m u n ica t ion . An  im p le m e n ta t ion  t oo lkit .

Interpersonal dynamics

Hierarchical structures 

Human errors

Differences in: Culture, Gender, Disciplines

Team functioning & clinical environment 



Communication in Healthcare

Coordination across disciplines

Patient safety & quality care

Staff morale & retention

Continuous learning & improvement





HUDDLES
• Brief! 
• Consistent (timing & location)
• All relevant team members

• What’s happening today?
• What do we need to know?
• What’s our back-up plan?
• Who needs support?
• What are our actions? How & who?

Team Tool



Team Huddles Guide

 Communication

 Coordination



Impromptu hallway huddle?

Consider using SBAR!



SBAR

Situation
Background
Assessment
Recommendation

Team Tool



When to use SBAR

Trentham, B. et al. (2010). SBAR: A shared structure for effective 
team communication. An implementation toolkit.

Critical or time-sensitive situations

During phone calls to physicians or other 
team members

During transitions of care

During hand-offs

When you need clarity



CUS ToolTeam Tool

I am Concerned
 I am Uncomfortable
This is a Safety issue
    (Stop!)

TeamSTEPPS, Agency for Healthcare Research and Quality



Act ivit y: SBAR

Instructions
• Read the scenario on your worksheet.

In your table group, discuss: 
• How could the SBAR tool be used by the surgical 

department manager to more concisely escalate the 
issues to the hospital manager?

• Optional: Incorporate the CUS(S) tool



Highlights?

‘Aha’s?

Musings?
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Use of 
Media





Clear subject line (Response, Info, Action, etc)

Brief, personal greeting
What is needed, by when

Details (SBAR?, bullets, highlights)

Build connection & community



Karen

That’s fine

Okay?



That’s fine.

What do you 
‘hear’?



When words and non-verbal messages 
are conflicting, people tend to believe the 

non-verbal.
~Albert Mehrubian, PhD



The Mehrabian Communication Formula



Deep Listening



Pairs Coaching Activity

Instructions
• Think of something that is a challenge for you personally - 

something you’d like to change but haven’t 
• Importance level of <7 out of 10
• Use a ‘real issue’ (but maintain comfort level)
• Ensure that the conversations are kept completely confidential 



Act ivit y: Pairs Coaching

Instructions
• Take turns being the Coach
• Ask ONLY the questions listed, in the order listed
• Do not give any advice or feedback – no matter how tempted 

you may be!
• Try to paraphrase back at least once
• Summarize the conversation at the end



Highlights?

‘Aha’s?

Musings?
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Team culture is everyone’s responsibility.



Where there’s a team, there’s a culture.



Team Culture



Psychological Safety

“The belief that one will not be punished or humiliated 
for speaking up with ideas, questions, concerns, or 
mistakes, and the team is safe for interpersonal risk 
taking.”

  

Amy Edmondson, PhD
Harvard Business School



Amy Edmondson, PhD
Harvard Business School



HOW to foster psychological safety

Make it okay 
to speak up

Practice 
active inquiry

Establish 
norms

Learn from 
failure
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Make it okay to speak up

2 Steps:

1. Model the behaviour

2. Reward speaking up



Beware the HiPPO Effect

Highest Paid Person’s Opinion
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Value of Asking Questions

Culture of Curiosity!



Practice active inquiry

What am I 
missing?

What concerns do 
you have about 
this approach?

What questions 
do you have?



Positive reinforcement

Thanks for sharing 
your thoughts.

I hadn’t thought of 
that – great point!

I appreciate your 
input.



HOW to foster psychological safety

Make it okay 
to speak up

Practice 
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Establish 
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Learn from 
failure



Team Agreement

TIPS

• Co-creation
• Regular review and updates
• Training and education
• Leadership role











HOW to foster psychological safety

Make it okay 
to speak up

Practice 
active inquiry

Establish 
norms

Learn from 
failure



Learn from failure

‘Just Culture’

Is it:
- Human error?
- At-risk behaviour?
- Reckless conduct?



RESOURCE:
Canadian Medical 

Protective 
Association (CMPA) 

Psychological 
Safety Checklist



Act ivit y: Psychological Safety

Instructions
• Review the checklist questions on the worksheet.

In your table group, discuss: 
• Did you answer ‘No’ to any of the questions?
• What could you or your team do differently to 

increase psychological safety?



Highlights?

‘Aha’s?

Musings?



Key Takeaways

Apply Active Listening Strategies

63

Utilize 2 Communication Tools

Cultivate Curiosity & Psychological Safety



Thank you for 
joining us! 
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