“... shows how to enlist our mistakes as

engines of learning, growth, and progress.”

Daniel H. Pink, author of #1 New York Times
Bestsellers DRIVE, WHEN, and The Power of Regret

or Menti.com
Code 8704 882]
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Safety Reports (U.S. Hospital)

— Safety STOP Outcomes Measures - System
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Nov 2018: All critical
access and clinics are live

July 2018: All acute
care hospitals are live
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Jan 2018: First two settings
go live with Safety STOP
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Safety STOPs, RCAs and Serious Safety Events
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Serious Safety Events (Same Hospital)

Systemwide

Rate: Events per 10,000 Patient Days

Jan 2018: First two settings
go live with Safety STOP
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What is Psychological Safety?

* “Psychological safety 1s a that

one will not be punished or humiliated 0% =
* for speaking up with

— 1deas

— questions

— CONncerns or

—_— miStake S., ? Amy Edmondson

Harvard Business School

The Fearless Organization
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Two Types of Mistakes
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Our Response to Mistakes...




gg% What's Required for Tiered Huddles?
(%‘i% PSYCHOLOGICAL SAFETY

@ PROBLEM SOLVING
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What's Required for Catch Ball?
o

PSYCHOLOGICAL SAFETY

2
PROBLEM SOLVING
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PSYCHOLOGICAL SAFETY

PROBLEM SOLVING
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Dawd Mayer MD
Anesthesmloglst




Reflecting on a Mistake

hat decision did I make?

hat did I expect to happen?

hat actually happened?

25 £ 8§ £ F

hat do I learn from the gap?
hat would I do ditfterently?

hat would I expect to happen?




t Aristotle
* What makes teams there most successful?
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Healthcare Studies

“...psychologically safe teams made
fewer errors and spoke up about
them more often.”

Edmondson, Amy C.. The Fearless Organization: Creating Psychological Safety in the Workplace for Learning,
Innovation, and Growth . Wiley. Kindle Edition.



Healthcare Studies

“...cancer teams with low psychological
safety relied more on workarounds, while
teams with high psychological satety
focused more on diagnosing the problem
and improving the process that caused it.”

4

Edmondson, Amy C.. The Fearless Organization: Creating Psychological Safety in the Workplace for Learning, Innovation, and Growth . Wiley.
Kindle Edition.



For a World-Class “Lean” Culture

“IToyota believes] people must ... TOYOTA

teel psychologically and CULTURE

THE HEART AND SOUL OF THE
physically safe ... they must P —

L)) WAY
have will be taken very seriously” |REIIRaIIE

believe that any concerns they

MICH 2 ll H ( !
THE CENTER FOR |

TY PEOPLE AND ORGANIZATIONS



World Class Performance
Culture of Improvement

Culture of Learning from Mistakes
Culture of Psychological Safety




Toyota Production System

“We define TPS as an
organizational culture of
highly engaged people
solving problems or
innovating to drive
performance.”

Jamie Bonini

Toyota / TSSC



c‘highly engaged PeOple”
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Speaking up 1sn’t a matter
of character or courage. ..



Speaking up 1sn’t a matter
of character or courage. ..
it’s a function of






What is Psychological Safety?

“A culture of
rewarded
vulnerability™

Timothy R. Clark
TeaderFactor

The 4 Stages of Psychological Safety




What is Vulnerability?
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What is Candor?
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What is Psychological Safety?

“A culture of
rewarded

2
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Examples of Candor That Might Be Punished?

* Speaking up to answer that question 1s onel

* s this less vulnerable?

Menti.com code 8704 88271




Do | Feel Psychologically Safe?




Does a Team Have Psychological Safety?




Mark’s Ladders — 2 Different Settings

Company A
0 Accepting more responsibility

0 Sharing something personal

0 Receiving feedback

0 Pointing out a mistake
0 Admitting you don’t know

0 Making a mistake

Company B
0 Expressing your emotions

0 Offering a different point of view

G Challenging the way things are done

0 Clarifying expectations

0 Asking for help

0 Admitting you don't know
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Cultivating Psychological Safety?
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You Gan Improve Psychological Safety
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“I want to hear the

bad news. I want
to hear 1t fast.”

| Larry Culp, CEO of General Electric
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N ““T'he moment of truth:

Do you shoot the

messenger, or do you

listen even if you are

e

; Larry Culp, CEO of General Electric
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o There were times when | allow

o | didn’t communicate well ¢
KaiNexu




“You can’t have a
culture of
continuous
improvement
without learning
from mistakes.”

Greg Jacobson
CEO and co-founder, KaiNexus
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Stephanie Hill, MPH, MBB (She/Her) - 1st
Sr. Lean Strategist at KaiNexus -/- Owner of Light Bulb Mom...

| THOUGHT | had a pretty significant “failure” yesterday at
work. And | told everyone who might want to know. Instead of
pointing fingers at me, my leader, a VP, and an executive all
rallied around me to help “right the ship.” At no time did they
imply | had done wrong. All they said was, “WE learned." In
fact, all complimented me about how | handled the situation. It
encouraged me to continue trusting them with my mistakes.

Celebrate - CE® 4 | Reply




When We Only Have One...
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A Powerful Comb
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Can We Be Candid Experimentalists?




it Safe to Say?
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You Can Measure Psychological Safety

Possible scoring range 1s -100 to +100

80t percentile



Teams Progress Through 4 Stages

Safety: Can |
2. Learner Safety: Can |

Safety: Can
4. Challenger Safety:  Can

be my authentic self?

learn and grow?

I contribute and create value?

I be candid about change?

... all without fear of being embarrassed,
marginalized, or punished in some way.



What Stage 4 Challenger Safety Looks Like

Cultural Flatness

Creative Abrasion @ Constructive Dissent

Tolerance for Candor



You Can Measure the 4 Stages

Possible scoring range 1s -100 to +100

tttttttttttttttttt
InclusionSafety = ~ LearnerSafety @ ContributorSafety @ Challenger Safety
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You Gan Improve Psychological Safety
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&A Time

Slides & More:

http:/ /www.markgraban.com/INTEGRIS24 »

Email: Mark(@MarkGraban.com
Podcast: MistakesPodcast.com

Book: MistakesBook.com




