
CLINICAL INCIDENT
MANAGEMENT 
PROGRAMME

Target Audience
Experienced senior clinicians with 
excellent communication skills 
who are willing to support their 
colleagues in adverse outcome 
discussions with patients.

Participants
As required by the 
institution. Training 
occurs in groups of 
4 clinicians.

Duration
Initial programme: 2 days
A follow-up 1 day review is also 
offered, to be scheduled a minimum 
of 6 months after the initial training.

RADIX: 5945_v2.0

A comprehensive programme for 
organisations to ensure a prompt and 
effective response to serious adverse 
outcomes in their institutions.

Extensive international research 
shows that early engagement and 
support of patients after an adverse 
event can significantly decrease 
exposure to litigation and complaints.

LEARNING OUTCOMES
Understand the systemic requirements and cultural 
conditions essential to successful organisational 
implementation of open disclosure

Introduce procedures for serious adverse outcomes 
that ensure a comprehensive and consistent 
response to the needs of patients and their carers

Provide high level, expert communication skills 
training to senior clinicians to enable them to support 
colleagues conducting difficult conversations



FORMAT
The 2 day programme consists of short 
lectures, reflective exercises, small group 
facilitated discussions, group activities, 
private preparation and rehearsal of skills 
with actors. Brief didactic presentations will 
provide the focus for small group sessions 
in which participants are able to share 
experience and pool knowledge, enabling 
critical comparison of their skills with 
their peers and peer learning. Video case 
studies will be used to enable participants 
to analyse and reflect upon their own skills. 
The format has been carefully structured to 
enable a mix of lectures, discussion, critical 
reflection and preparation.

The 1 day follow-up programme provides an 
opportunity for CIM consultants to reflect 
on their experiences so far, successes and 
difficulties and for further rehearsal of 
communication skills with an actor.

BENEFITS
The CIM programme provides the basis of a 
comprehensive and consistent response by 
the hospital to serious adverse outcomes.

Skilled communication with patients 
facilitates an in-depth understanding of 
patients’ needs following an adverse event. 
This enables the organisation to more 
adequately support patients and meet their 
medical, psychological and social needs 
throughout the difficult recovery after an 
adverse outcome.

The CIM consultant can ameliorate any 
challenges/deficiencies the treating clinician 
may have in effectively conducting the 
conversation with the patient and support 
the clinician throughout the process.

This approach can reduce exposure to 
litigation and complaints for the hospital and 
the treating clinician.

PRESENTER
All presenters of Cognitive Institute 
workshops are healthcare professionals 
who have attained accreditation after 
undertaking intensive formal communication 
skills training.

OVERVIEW
The CIM programme provides healthcare organisations with a 
systematic, comprehensive and quality assured process that can 
form the basis of the response to a serious adverse outcome. It 
centres around the following two key components:
• procedures and documents required for the administrative 

aspect of the response
• senior clinicians (CIM consultants) highly trained in open 

disclosure communication who assist the treating clinician in 
the difficult post adverse outcome communications with the 
patient and/or carers.

The CIM programme therefore provides a model for an effective 
administrative response; the documents required and advanced 
communication skills training for senior clinicians.

The intensive 2 day programme addresses:
• the psychological and emotional state of patients suffering an 

adverse outcome
• the emotional needs of clinicians and the barriers they may 

encounter to effectively communicate with patients
• the needs of the treating clinician and how best to support them
• documentation to support the programme
• a step by step administrative process that is triggered by a 

significant adverse outcome
• rehearsal of difficult adverse outcome conversations 

using actors
• issues around supporting a colleague.

HOW DOES CIM WORK?
CIM follows a clear process that ensures a rapid and 
effective response.

The Cognitive Institute’s programme provides training of 
the CIM consultants, as well as complete systems, process 
planners, checklists and worksheets.

STEP 1   Screening of reported incidents to identify those 
appropriate for the CIM process

STEP 2  Conducting the CIM team meeting to ascertain full 
information about the incident and other important 
considerations prior to the discussion with the patient

STEP 3  Meeting between treating clinician and CIM consultant 
to determine roles and strategies for conducting the 
patient meeting

STEP 4  Conducting the meeting with the patient and/or carers
STEP 5  Follow-up of agreed actions and decisions followed by 

written confirmation to patient
STEP 6  Reporting to CIM team on outcome of patient discussion



THE ROLE OF THE 
CIM CONSULTANT
The CIM consultant is a senior clinician 
identified by the hospital as having the 
clinical experience, skills and motivation to 
undertake this challenging role.

The role of the CIM consultant is to ensure 
the challenging discussion with the patient 
and/or carers about an adverse outcome is 
undertaken effectively by:
• ensuring the psychological needs of the 

patient and clinician are attended to
• ensuring safety and quality issues arising 

from the incident are communicated 
with the patient, and patient concerns 
are addressed

• representing the hospital’s and the 
clinician(s)’ agreed response to the patient

• assisting colleague(s) in undertaking 
the discussion with the patient.

Introducing the CIM consultant 
acknowledges and addresses the 
difficulty many treating clinicians have in 
conducting conversations with patients 
about adverse outcomes, such as:
• limited experience and skill
• guilt and distress over the patient’s pain 

and distress
• fear of patient anger and grief
• pressure to prematurely speculate on 

causes and admit liability
• uncertainty about the hospital’s 

investigative and reporting process.

THE CIM PROCESS AND WHO IS INVOLVED
The CIM programme brings together hospital experts to:
• ascertain as complete a picture of the adverse event as possible 

at the time
• determine the hospital’s responsibilities
• plan wording for an expression of regret or apology to patient
• decide on the hospital’s actions to look after the patient
• address responses to likely patient questions and demands
• determine responsibilities for talking with the patient  

and/or carers.

These parties are recommended to be part of the CIM 
Response Team:
• CIM leader to co-ordinate the system and resources
• highly trained CIM consultant to assist the treating clinician
• treating clinician
• hospital’s solicitor/legal counsel
• quality and safety manager
• senior clinicians/managers able to contribute to the discussion.

RELATED READING 
The following articles may assist in providing 
background information:

• Should we disclose harmful errors to patients, and if so how? 
Gallagher and Lucas, Volume 12, No 5, May 2005, Journal of 
Communication

• COPIC 3 R’s Report

• ‘Sorry’ Reduces Malpractice Cases 
www.npr.org/templates/story/story.php?storyId=4234901

IMPORTANT INFORMATION
Clinical Incident Management is part of the Cognitive Institute 
Open Disclosure Series. 

Cognitive Institute is the trading name of Cognitive Consulting Group Pty Ltd (“CCG”) ABN 47 070 825 188. CCG is a wholly owned subsidiary of 
The Medical Protection Society Limited (“MPS”), a company limited by guarantee registered in England with company number 36142 at Level 19, 
The Shard, 32 London Bridge Street, London, SE1 9SG. MPS is not an insurance company. All the benefits of membership of MPS are discretionary as 
set out in the Memorandum and Articles of Association.

LEARN MORE
For more information on this or any other Cognitive Institute course or programme, 
visit cognitiveinstitute.org or contact enquiries@cognitiveinstitute.org

Accountability and Professionalism 
Clinical Leadership
Communication in Challenging Situations 

Safety and Reliability Culture
Clinician Wellbeing and Resilience
Individual Performance

Our KnowHow


