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Informal intervention

VANDERBILT CENTER FOR PATIENT AND PROFESSIONAL ADVOCACY

Professional Accountability

1. No�fy in advance what the mee�ng will be about:
  Make a personal phone call to set the mee�ng
2. Schedule the conversa�on - allow plenty of �me to talk
3. Have a clear set of goals before the conversa�on

4. Review and be familiar with the data:
      Behavior or performance events
      Failures to follow quality/safety protocol
     

1. Review the data you have
2. Seek (subordinate) colleague’s view (an�cipate poten�al responses)
3. Invite (subordinate) colleague to take �me to iden�fy poten�al ways to address issues
4. Express apprecia�on and (if possible) acknowledge contribu�ons to organiza�on; however...
5. Explain that you’ll follow up and document the conversa�on.

  1. “Thanks for mee�ng...I want to confirm you understand why we’re talking today.”
  2. “I need to review a number of observa�ons...”
  3. “I respect you as a team member and I want to hear your view about these events/situa�ons/data...”
  4. “I hope you will take �me to reflect and iden�fy poten�al ways to address these concerns.”
  5. “I want you to know that I appreciate your contribu�ons to our team...”
  6. “However, as a high reliability organiza�on, we have safety goals and standards of performance
        and conduct that we ascribe to...”
  7. “Follow up will be provided (explain by whom, how, what and when)...”
  8. “According to the policy, If more observa�ons come in they will be looked into...”
  9. Document the conversa�on

Set the Stage for Success

How to Have the Conversa�on

Awareness
Conversa�ons
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Principles for the Conversa�on
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Awareness intervention

VANDERBILT CENTER FOR PATIENT AND PROFESSIONAL ADVOCACY

Common Pushbacks/Responses

    It’s not a big deal.
    I’m surprised...is this really a problem?  I don’t get that many complaints...
POTENTIAL RESPONSES:
    I know your commitment to (team; pa�ents; quality.)  These (data/reports)
    just seem to suggest a pa�ern...wanted to make you aware...
    I think you are a caring professional... 
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Surprised/Dismissive

Pa�erns

    This area is not well managed.
    I do more ___ than anyone else in this group.  It gets hec�c because I don’t have enough support. 
POTENTIAL RESPONSES:
    You appear to stand out in a group who share the same circumstances...

It’s The System:

    The problem is other staff who make these reports to cover their own failures.  
POTENTIAL RESPONSES:

    ...if there are threats to the culture,  I trust you to make me aware of a specific concern.
    ...you might be right.  It just seems others work within the same systems/policies (etc.), 
    and your data appear to stand out...

Blame Others:

    I see failures (non-compliance) to ___ and worse all over this place.
    You’re taking this way too seriously...I can’t believe we’re spending �me on this.
POTENTIAL RESPONSES:
    You might be right about others...but I’m here to focus on your data...you appear to stand out...
    in ways that are not consistent with...

Defensive:
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Authority intervention
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Leader’s Checklist
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Deciding Whether/When to Conduct
an Authority Intervention

____    1. Do you continue with the ‘awareness’ model?

____    2. Do you escalate the level of intervention to an Authority Intervention?

____    3. Do you have the “right” to have an Authority Intervention conversation?

____    4. Does this person report to you? Are you really sure?

____    5. What right do you have to direct behavior? (i.e., based on employment,
                 privileges, employee status, independent contractor?)

____    6. Even if you have the “right,” is there anything that might raise a claim of conflict
                 of interest, or pre-existing bad blood or an assertion of discrimination?

____    7. Have you reviewed the institutional processes and regulations that may govern
                 these interventions?

____    8. Who else, if anyone, needs to be aware that you intend to have an Authority
                 Intervention conversation?

____    9. How, when and to whom do you plan to document the conversation?

____  10. Other issues?


