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NOTICE:
This presentation material was developed based on the following:

. The material used for ‘train the trainer’ program by Doug Wojcieszak @
SorryWorks! Coalition for Hoh Kim in October 2007

. Public material from Sorry Works Coalition ( )

. The special columns ‘Art of Apology’ co-authored by Hoh Kim and Dr.
Jaeseung Jeong of KAIST in the ‘Economist’ by Joongang magazine in Korea


http://www.sorryworks.net/
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“Doctors learn to say T'm sorry.” (WSJ, 2007. 1. 24.)
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‘apology’ + ‘apologize’ (NYT,
Washington Post; by Aaron Lazar)
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Digital tech > Transparency

Power shift to individual = low
loyalty

» Increased importance of social
responsibilities
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We try harder.

{(When _!_.'1_I|]-rt" not the hi.ggl:nil..
you have to.)

We just can’t afford dirty ash-
trays. Or hall-empty gas tanks. Or
- worn wipers. Or unwashed cars.
‘ == Or low tires, I"Jr.1n_-'|. th il1g less than
seat-adjusters that adjust. Heaters that heat. Defrost-

e thing we try hardest for is just to be
ut right with a new car, like a lively,
u._-l-{,\rd, and a r_ll{'.'lh.l.l‘\l smile. To know, say, %
where you get a good pastrami sandwich in Duluth. }\
Why?

Becau ve can't afford to take you for gt‘-ll'lh'.d- %/‘ g)/

The line at our counter is shorter.

X =MGA
http://news.chosun.com/site/data/html_dir/2009/06/02/2009060201586.html?srchCol=news&srchUrl=news2
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Apology:
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#1: Initial "We are sorry this happened We  Approach, NOT avoid
Disclosure & feel bad as we are sure you do Customer service framework
Apology too.” "We are going to do a Empathy only at this stage
thorough investigation...as we Communicate what you know (what, when,
learn things, so will you.” where vs. why, how, who)
Contact information
Help with phone calls, food,

lodging, clergy, etc.

#2: Thorough Involve outside experts...don't Open, NOT closed-approach
& Transparent  want to look like you're grading Doctors or lawyers from patient’s side
Investigation your own papers!; Move quickly —

UI Medical Center in 72 hours or

less; Stay in close contact with

patient/family

#3: Resolution-  Apologize, Admit Fault,
Error Compensate

#3: Resolution- Empathize, Answer Questions,
No error Open Records, Prove Innocence,
Never Settle

*Adapted from SorryWorks!
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« Compensate quickly and fairly when inappropriate medical care
causes injury

« Defend medically appropriate care vigorously.

* Reduce patient injuries (and therefore claims) by learning from
mistakes.

- source: Univ. of Michigan Disclosure Program
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Lexington VA hospital/all VA hospitals
University of Michigan
University of Illinois Medical Center

Stanford University and Harvard Teaching
Hospitals

Kaiser hospitals (28 hospitals)
Minneapolis Children’s

Catholic Healthcare West (40 hospitals)
COPIC

Catholic Health Initiatives
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Leadership buy-in

- Hel ZEE0| o= AL ot AL MZ22 mi2{CHe =)0 Cfer 205t O
X[7F LO{0F &

Staffs buy-in

« Disclosure T2 1Z00f| Cjot LIF H2|HS Soff 24 R, SMAY/AEA R

Committee & Guide development

e Disclosure =212 =25 2|5t ZHO|E| £ (BAES0

e Disclosure TZ 24 7}0|E(20094 ot st=2m =71 0| — HEHO|AN AL

- HO[E| EZO]E

Listen(Research)

- K

Start small & Analysis

« XNB0ls HE A2z =Y (oh=o R o4 18)

- At HZ At 24 S BE
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