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So why does care fall short?

ÅPreventable care associated harm

ÅAn inability to deliver what we know works

ÅVariation in practice

ÅLimited access due to waste & ŷ costs

ÅCulture

ÅTeamwork and Communication
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The Swiss Cheese Model



©2010 Institute for Healthcare Improvement

6

System Threats

Organisation    Environment    Task    Patient

Human Errors

Technical Non-Technical

Minor Problem

Major Problem

Adverse Event

Teamwork Skills

AVOID

TRAP

MITIGATE
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What makes a good team?
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What is effective 

communication?

ÅThe transmitter and receiver have 

the same understanding of 

relayed information
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Communication Breakdowns

ÅCan you think of some examples 

when things went wrong or a 

patient was harmed because of 

poor communication?
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Why Communication ?

ÅThe overwhelming majority of untoward 

events involve communication failure

ÅAll too often someone in the room/team 

knows thereôs a problem

ÅThe clinical environment has evolved 

beyond the limitations of individual human 

performance
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The Need for Teamwork 

ÅClinical medicine is an extremely complex 

environment with:

- Surprises

- Uncertainty

- Incomplete information

- Interruptions and multitasking

ÅWhat are the surprises in your world?
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Why do we have failures? 

ÅSystem failures ïinformation, tests, 

diagnoses

ÅCommunication ïespecially hand-

overs

ÅFailure of planning

ÅFailure of recognition

ÅFailure to rescue
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Inherent Human Limitations

ÅLimited memory capacity ï5-7 pieces of 
information in short term memory

ÅStress can have a negative effect

ƄRevert to ñtunnel visionò

ÅHuman factors play a negative effect

ÅTrying to multitask when we have limited 
abilities to do so
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Effective Communication & 

Teamwork Requires

ÅHaving a common language

ÅStructured communication ïSBAR

ÅAssertion/ Critical Language ïkey words, 
the ability to speak up and stop the show 

ÅSituational awareness

ÅPsychological safety ïan environment of 
respect

ÅBriefings and debriefings

ÅEffective leadership ïflat hierarchy
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