
Culture of safety › Speaking up for Safety program

A Southern Cross Healthcare (SCH) wide programme to build a culture of safety by empowering staff to support each
other and raise concerns.

Who is this program for?

For everyoneworking at SCH.

Why is Speaking up for Safety important?

Developed by the Cognitive Institute, the SUFSprogram helps create a workplace where everyone feels comfortable speaking up

about safety issues. It also teaches staffhow to listen to and address concerns from theircolleagues to prevent harm to patients,

staff, and visitors.

To build a safe and supportive culture, it’s important for everyone to use the same language and approach. This meansmoving away

from blaming each otherand instead looking out for one another.

The training covers the ethical reasons for speaking up about safety and the consequences of staying silent. Staff learn a

communication model called the Safety C.O.D.E. (Checks, Options, Demands, and Elevates) to help them raise concerns

effectively.

SUFS aligns with SCH values, Connected Care andConnected Leaders and provides staff with the skills they need to empower them

to communicate their concerns about safety. By doing so, the program aims to prevent unintended harm to staff, patients and

visitors.

Speaking up for Safety program

Frequently askedquestions

Where to fromhere?

Turning this training into normal habits is going to take a bit ofpractice. All ofus can lead by example!

Some tips to start Speaking up and Listening up:

Make it clear within your team that you want people to speak up if they see that you are going tomake an error

Practice the Safety CODEwith a colleaguewho you know well, with whom you feel "safe to fail" to build your confidence

Discuss with a colleague ora team leaderhow you could speak up for a specific situation: it's easier to speakup if you have

prepared your words before

Ask somebody in the room to support you as you try to speak up

Ask some feedback on how you spoke up

At handover, share your story if you spoke up or if somebody spoke up to you – particularly if it had a positive outcome for the

patient or the team! It’s also a good time to sharewhat could have worked better.

Howdoes Speaking up linkwith SBAR?

Situation, Background, Assessment, Recommendation (SBAR) is a great method to clearly communicate clinical information.

Communication is more effective in teams where there are standard communication structures in place.  Just like the SafetyCODE,

SBAR can add real value as it prevents the hit and miss process of ‘hinting and hoping’ when communicating effectively.

If you realise that somebody is trying to speak up to you and you are not clear about their concern, showing that you arewilling to

better understand and suggesting to use the SBAR framework could also make the communication easier.

Shouldwe speakup if someone is displaying a behaviour thatdoesn’t agree with our values?

The Safety CODE can be usedwhen we have a concern about the safety ofour patients orour colleagues. The CHECKS step could

be used to defuse the situation: intervening, asking “is there anything I can do to help?” could give a chance to the aggressive person

to breathe and adopt a betterbehaviour.

OPTIONS could be “I am worriedwe are not communicating in a way that will help our patients, couldwe use another tone / take 5

minutes to calm down and start again then?”This kind of situation will benefit from a debrief lateron, once emotions have settled

down on both sides, to agree onways forward to build a better working relationship. And of course the People & Culture team can

help, the Workplace conflict policy is also a great resource.

https://intranet.schl.co.nz/our-business-services/health-and-safety/culture-of-safety/
https://intranet.schl.co.nz/our-business-services/health-and-safety/culture-of-safety/
https://intranet.schl.co.nz/our-business-services/health-and-safety/culture-of-safety/speaking-up-for-safety-program/
https://intranet.schl.co.nz/our-business-services/people-and-culture/
https://intranet.schl.co.nz/our-business-services/people-and-performance/policies-and-guidelines/workplace-conflict/


Frequently askedquestions

What can I do if I need tode-escalate a conversation?

Useful for Speaking up and for a numberofother situations, have a read at this resource with de-escalation techniques

Howcan I express my concern?

Practice the Safety CODE, prepare your words before you speak up

Communication is not easy, what you want to express may be interpreted differently: how can you clearly express your

concern?Try to put yourself in the shoes of the person you are talking to: how could they interpret what you say?

Make sure you balance yourexpressed concern with respect for yourcolleague

Ask the team around you to support you

I tried to speakup and I was dismissed. What can I do?

Well done for trying, it's not easy and the person you spoke up tomay not have realised that you tried to use the SafetyCODE.

A few things you could do:

The Safety CODE is a step wise method that enables your to progressively escalate your concern, so even if your CHECKS are

dismissed, keep expressing yourconcern using the OPTIONS, thenDEMANDS, up to ESCALATES

Debriefwith a team leaderor a colleague what went well and what could have gone better

Try towrite the words you could have used for every step of the CODE

Make a plan to have an informal discussionwith the person you tried to speak up to: itmay be easier to have a chat once the

stress and the emotions have reduced.

Dowe step inwhen the person speaking up is wrong?

If the person is speaking up to you and you know theirconcern is not valid, respectfully explain them why you think so. They could

learn from this, orbemore specific about what is worrying them.

If you witness a colleague speaking up and you havemore background information that would reassure them, you arewelcome to

share it with them!Don't forget to thank them for expressing theirconcern.

When should I use the “Safety CODE” wording?

Only use the “Safety CODE” wording when you get to the ESCALATE stage: this is an informal discussion, the “SafetyCODE” wording

shouldn’t be used as a threat, but it can act as a clue that you have actually tried to express a concern in a few different ways and

that you need to be listened to. You could also, at the ESCALATE stage, come back on the steps you have just been through: “I have

checked with you, I have given you options, I have demanded that we take action, now I think it’s time to escalate”.

Howcanwe support staff who have spoken up?

If you witness that they try to speak up, encourage themor intervene to support them if the person speaking up to doesn’t

realise what is happening

Thank them, whether you are the personwho was spoken up to ornot

Take the time to take action or to provide explanations to reduce the person's concern

Discuss with them what they didwellwhen they spoke up

Suggest opportunities for better speaking up - we can all do better!

Dowe need todocument when we have spokenup?

Speaking up and listening up are informal discussions aimed at getting a saferand better outcome for the teamand the patient.

Most of the time, only the CHECKS and OPTIONS steps will be required, and the person who is talked tomay respond to the concern

without realising that the Safety CODEwas used.

The conversations will be documented:

If you have a great story to share that others can learn from – share it with the team, the managers, your local trainers

If the event should be documented as perour usual rules – e.g. if therewas any harm or if it was a near miss that we can learn

from as an organisation.

https://intranet.schl.co.nz/our-business-services/people-and-performance/working-here/learning-and-development/de-escalation-techniques/


For more information please reach out to Speaking up for Safety program LeadJulia Abbott or one ofour accredited trainers
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Someadditional resources to learn about Speaking up

Creating a climate for speaking up

Influence ofSurgeon Behaviour onTraineeWillingness to speak up

Critical human factors: the need to speakup to improve patient safety

Improving verbal communication in critical caremedicine

Crew resource management and its applications in medicine

Speaking up for patient safety by hospital-based healthcare professionals: a literature review
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