Communication & Resolution Programs
What Patients and Families Need

When harm occurs, we
want a principled,
comprehensive,
systematic approach.
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Tell us what happened.

e

Leaming &

Improving I

Reconciliation

Be honest and transparent.

Apologize.!
Be accountable.

Tell us how you are going to
fix the problem. WA
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Initial &
Ongoing
Support

Recognize and respond to
our short- and long-term
needs.

We are part of the solution
Involve patients and families throughout the process

Developed by the Patient and Family Advocate Committee
The Collaborative for Accountability and Improvement
www.communicationandresolution.org
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