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Develop a Working Culture in Which Communication Flows
Freely Regardless of Authority Gradient

Organizations also have to foster a management style in dealing. with
error that supports voluntary reporting and analysis of etrors so there are no
reprisals and no impediments to information flowing freely against a power
gradient. : _

Techniques for such communication can be taught! Military and civilian
aviation has taught senior pilots to respect and listen to junior colleagues,
and that copilots and junior officers have the responsibility to communicate
clearly their concerns about safety. Superiors have the responsibility to reply
to these concerns according to the “two-challenge rule.” This rule states that
if a pilot is clearly challenged twice about an unsafe situation during a flight
without a satisfactory reply, the subordinate is empowered to take over the
controls. During military briefings and debriefings, attendees are also ex-
pected to express their concerns about safety aspects of an operation.

Bringing about such change in communication patterns within the
health care environment, particularly in teaching environments, is without
question a major undertaking that begins at least with medical residency
training and nursing training. For the leaders of health care teams, it re-
quires learning leadership behavior that encourages and ‘expects all mem-
bers of the team to internalize the need to be alert to threats to patient safety
and to feel that their contributions and concerns are respected.
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