Communication and Resolution Programs (CRPs)
Also known as, Early Disclosure, Disclosure Apology and Offer or Communication and
Optimal Resolution (CANDOR) programs, CRPs focus on responding to an adverse medical
outcome through prompt and ongoing communications (transparency), correction of systemic
errors (patient safety improvement), and recognition of all parties’ needs following the event
(doing no further harm).
Process 1
• The patient/family is notified promptly following an adverse outcome and efforts are
made to meet the resulting medical and psycho-social needs
• An investigation into the cause of the outcome is initiated and the patient/family
receives updates throughout
• In cases of avoidable injury, a sincere apology is made
• The health professional is provided support
• Patient/family is informed of their right to have counsel and timely and fair
compensation is offered when appropriate
Short Term Benefits
• Patient safety is improved as more patient safety events are reported and addressed
• The patient/family is acknowledged, helping to establish a cooperative (rather than
antagonistic) atmosphere in the resolution process 2
• The patient/family is provided with answers, helping to avoid litigation
• Health professional(s) involved receive support
Long Term Benefits
• Patient safety is improved via systemic changes
• Costs of resolving adverse outcomes are lowered 3,4
• Morale among health professionals is increased 5
• Defensive medicine is reduced, thus lowering healthcare costs 6
• Institutional reputation is enhanced
• Trust in the healthcare system as a whole is increased
There is no “one size fits all” solution for creating a CRP. They can be individually designed
to meet stakeholders needs, however, some basic procedural guidelines should always be
followed. In addition, while no special tools are needed to initiate a CRP, facilitating
legislation in several states has encouraged implementation of these programs. 7 Among the
government policies that can be helpful are the following:
• Apology protections
• Maintenance of confidentiality of discussions
• Pre-litigation negotiating periods
An adverse outcome can be devastating for patients, their families, and health professionals.
Implementing CRPs can help meet the needs of all stakeholders, improve the overall quality
of health care, and reduce unnecessary litigation.
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