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Disclaimers 

• The opinions, materials, and statements presented are those of 
the presenters. They are not endorsed by or necessarily 
represent the views of CSHRM, MSHRM, NNESHRM, ASHRM 
or its members.

• These materials were created for the 2024 New England 
Regional Healthcare Risk Management Conference. 
Republication or reuse of the materials without the permission 
of the primary speaker is prohibited. 
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Agenda

• Introduction to CRICO & Candello

• Statements on Professional Conduct

• Reporting & Barriers to Reporting

• A Rise in Employment Liability Claims

• Best Practices for Mitigating Risks

• Next Steps

• Resources
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Candello
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Statements on Professional Conduct

• For years, the healthcare industry has discussed the significant 
impact professional behavior has on an organizations overall 
culture of safety. 

• The Joint Commission
● Centers for Medicare and Medicaid

● Institute for HealthCare Improvement 
● Institute for Safe Medication Practices
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The Joint 

Commission - 2008
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The Joint Commission’s Standard 
LD.03.01.01, EP4

“Leaders and staff need to address intimidating or unprofessional 
behaviors withing the hospital, so as not to inhibit others from 
reporting safety concerns.  

Leaders should both educate staff and hold them accountable for 
professional behavior. 

This includes the adoption and promotion of a code of conduct 
that defines acceptable behavior as well as behaviors that 
undermine a culture of safety.”
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Centers for Medicare & Medicaid 
Services (CMS)

• Policy Statement on the Prevention of Harassing, Offensive 
and Inappropriate Conduct

• “It is the policy of CMS to maintain a model workplace free 
from harassment and other forms of unlawful discrimination 
based on race, color, religion, national origin, sex (including 
pregnancy, sexual orientation, and gender identity), age (40 or 
older), disability, genetic information, and retaliation.”

Policy Statement on the Prevention of Harassing, Offensive and Inappropriate 
Conduct. (2023a). https://www.cms.gov/about-cms/agency-
information/oeocrinfo/downloads/workplaceharassmentpolicy.pdf

https://www.cms.gov/about-cms/agency-information/oeocrinfo/downloads/workplaceharassmentpolicy.pdf
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Institute for Healthcare 

Improvement (IHI)

The IHI National Action Plan to Advance Patient 
Safety states, “one of the four foundational and 
interdependent areas the National Steering 
Committee deemed essential for effective 
stakeholder collaboration is to create total 
systems safety and safer care across the 
continuum includes workforce safety.”
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Institute for Healthcare Improvement

The IHI National 
Action Plan to Advance 
Patient Safety states, 

“one of the four 
foundational and 
interdependent areas 
the National Steering 
Committee deemed 
essential for effective 
stakeholder 
collaboration is to 
create total systems 
safety and safer care 
across the continuum 
includes workforce 
safety.”

Recommendations:

Commit to workforce physical, psychological, 
and emotional safety and wellness, and full 
and equitable support of workers.

• Implement a system approach to workforce 
safety

• Assume accountability for physical and 
psychological safety and a healthy work 
environment that fosters the joy of the 
health care workforce

• Develop, resource, and execute on priority 
programs that promote workforce safety

National Action Plan to Advance Patient Safety | Institute for Healthcare 
Improvement. (n.d.). Www.ihi.org. https://www.ihi.org/initiatives/national-
steering-committee-patient-safety/national-action-plan-advance-patient-safety

https://www.ihi.org/initiatives/national-steering-committee-patient-safety/national-action-plan-advance-patient-safety
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Institute for Safe Medication Practices

Recent Survey Suggests 
Disrespectful Behaviors 
Continue in Healthcare

“Unfortunately, time alone 
does nothing to stop 
disrespectful behaviors—
ignoring them emboldens 
offenders, condones the 
disrespectful behaviors, 
normalizes them, and allows 
the offenders to continue to 
dominate with cruelty. “

Addressing Disrespectful Behaviors and Creating a Respectful, Healthy 

Workplace–Part II | Institute For Safe Medication Practices. (2022, March 

9). Www.ismp.org. https://www.ismp.org/resources/addressing-

disrespectful-behaviors-and-creating-respectful-healthy-workplace-part-ii

https://www.ismp.org/resources/addressing-disrespectful-behaviors-and-creating-respectful-healthy-workplace-part-ii
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ISMP Survey 
on 
Disrespectful 
Behavior in 
Healthcare

Source: https://www.ismp.org/resources/addressing-disrespectful-behaviors-and-creating-respectful-healthy-

workplace-part-
ii#:~:text=In%20late%202021%2C%20ISMP%20conducted,the%20definition%20of%20disrespectful%20behavior
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Reporting & Barriers to Reporting

Reporting
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REDUCE 

BURNOUT

IMPROVE 

TEAMWORK

IDENTIFY 

TRENDS

REDUCE 

ADVERSE 

EVENTS

PROVIDE 

EDUCATION

/OUTREACH/

SUPPORT
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Barriers to Reporting

• Unclear on what to report

• Lack of follow up/intervention

• Fear of retaliation/intimidation

• Time constraints
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Employment Liability Claims
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Allegations

Healthcare Risk Professionals Impact, Influence, Innovate
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Case Count by Allegation Category

Healthcare Risk Professionals Impact, Influence, Innovate
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Top 3 Allegations: 
Disability, Race/Color, and Age

Healthcare Risk Professionals Impact, Influence, Innovate
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Discrimination Subcategory

Healthcare Risk Professionals Impact, Influence, Innovate
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Causation Factors

Healthcare Risk Professionals Impact, Influence, Innovate
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Claimant Department

Healthcare Risk Professionals Impact, Influence, Innovate



27
Healthcare Risk Professionals Impact, Influence, Innovate

Costs related to EPL

• Reputation

• Hiring and Retention

• Financial
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Financial Costs

424
Cases

$93.5M
Total Indemnity Paid
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Best Practices for Mitigating Risks
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Recommendations

Develop a code of conduct policy and define the process

Establish an escalation policy to manage conflicts

Manage and document the complaint and the response

Share findings
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Recommendations

Enforce the code of conduct policy for all

Provide education and training at onboarding and annually

Consider 360 reviews

Leaders need to model professional behavior
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Rapid PULSE 360 Pilot Program

CRICO-directed Grant Program
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Two Components
Evaluate Coach
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The Evaluation
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Coaching

Topic Description Impact

Debrief
Each individual 

receives a debrief 

from a PULSE 

coach

Coaching Individuals 

identified as yellow 

or red 

Offered coaching

Assisted in developing a plan of 

action 

Re-surveyed 6–9 months after 

initial survey and post-coaching
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Coaching is Effective at Changing Behavior

Study of 300 individual:

● 15 with coaching (3-6 
hours)

● 150 without coaching

After re-evaluating:

● Those with coaching had a 
meaningful improvement 
in their scores

● Those without coaching 
scored the same or worse
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525 Individuals Evaluated
May-September 2023 
Participants reflect a broad variety of settings and roles.

2 Academic Medical 

Centers

3 Specialty Hospitals

2 Community Hospitals

Physicians

Nurse Practitioners

Physician Assistants

Clinical Leaders

20+

Service lines /areas
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60% of participants classified “green”
Results through September 30, 2023

60%

23%

17%

N= 525
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Less than half of coaching-eligible 
participants utilizing coaching

40% 

are eligible 

for coaching

47% of those 

eligible are 

currently 

participating
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Behavioral Themes

Working too much 

Mismanaging time

Being rigid

Stop-doing

N=3,949

Start-doing

N=4,742

Keep-doing

N=6,026

~ 15,000 Responses

Being a great clinician and teammate

Being calm/collegial

Positivity
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Observations

Both subjects and 

raters are engaged

Feedback is appreciated 

and motivating for those 

being rated

Raters provide 

meaningful comments

Behaviors in the yellow and red 

groups highlight concerns 

regarding:

Individuals’ well being (burnout, lack of 

focus, absent-mindedness

Mentoring, training, delegation of and 

communication with staff

Patient satisfaction (e.g. patient 

complaints, interactions with patients

Level of respect/patience with others

Thematic insights

May help inform 

organizational priorities 

around improving culture 

and employee satisfaction
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• Culture and EPL risk go hand-in-

hand

• Feedback tools/coaching support 

individuals and can help them be 

more effective in working and 

communicating with others

• Addressing worrisome behaviors early 

can avert crisis

Broader Lessons
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43

Education and Training

Provide ongoing education—

the what, where, & why to report

Develop a mechanism to strengthen feedback & 

close the loop on reported safety events
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Education and Training

Create a  Diversity Awareness Program 

Initiate Unconscious Bias Training 

(including generational gaps)

Provide peer training/coaching on difficult 

conversations with other team members
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Education and Training

• e.g. CUS (I am concerned, I am uncomfortable, 

this is a safety issue)

TEAMSTEPPS

• Extend simulation exercises to include topics 

such as conflict resolution and speaking up

• Include debriefs

Cultivate teamwork with simulation programs 
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Leadership - Accountability

Develop an inter-professional model for 
open communication and shared decision 
making

Consider 360 evaluations

Professionalism – addressing 
disrespectful behavior across all 
disciplines
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Next steps

• Expand 360 reviews to subscriber organizations

• Require mandatory coaching for yellow and red results

• Develop best practice for management of staff in these categories

• Conduct forum to train faculty on  SmART (Smart Appropriate 
Response Training for Residents)

• Develop best practices for disability accommodations
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Resources

www.rmf.harvard.edu
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49
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EPL Insight 
of the Month
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Questions/Discussion
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Thank you

Please contact with follow up questions 
aroberts@rmf.harvard.edu
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