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Scope of Presentation 

Quality Care in Difficult Scenarios  

How to Manage 
 

• Ever increasing patient expectations 
and autonomy 

• Responses after adverse outcome 

• Poor inter-professional communication 

• Crisis situation 



‘Difficult’ Clinical Scenarios 

• Usually a feeling or perception by 
healthcare professionals 

• A function of interaction between the 
following factors 

  Patients 

  Healthcare Professionals 

  Diseases 

  The System 



Expectation - what is it? 

 

 

 

Anticipation or Belief in healthcare encounters 
 



What kind of ‘Quality Care’ patients expect? 

MPS  Survey  2011 



Unmet expectations 
why is it important? 

Unmet expectation may become 
disappointment and anger, or 
may perceive as betrayal 

 
• Perceived as poor quality care 
• Source of complaints and claims 
• Non compliance to treatment 
• Negative patient experience 
 
 

 



•Cultural  change: People more likely to raise grievances 
•Social Media: Access to information and redress seeking 
•Patients’ Behavior: Taking ownership of their health  
             Requiring more information 

    Less deference to doctors 
   

 
 



Patient-Centered Care 
Shared Decision Making Model 

• Moving from paternalism to autonomy 

• Based on trust and mutual respect 

• Evidence based knowledge exchange 

• Address patient expectation, values and 
concerns 

• Tailor-made treatment options and decision  

• Risks disclosure & Informed consent  

• Effective documentation 

 

 

 

 



More Difficult after  
‘Adverse outcomes’  

‘An unintended and unwanted event or state 
occurring during or following medical care, that is so 
harmful to a patient’s health that adjustment of 
treatment is required or that permanent damage 
occurs’       Marang-van de Mheen P Qual Saf Health Care 
2005 
 

• Adverse outcomes are common, and up to 50% are 
NOT preventable (e.g. recognized risks of surgery) 

• Timely and effective communication after adverse 
outcomes is important to avoid complaints and 
litigation, and to enhance healing 

 



Open Disclosure 

• Inform patients (and relatives) what has 
gone wrong in  an empathic way 

• Expression of regret and apology 

• In depth analysis of any errors 

• Commitment to correct system problems 

 



Open Disclosure 
Ethical & Legal Consideration 

• Ethical right thing to do, and in some 
jurisdiction a legal requirement 

• No evidence to suggest effective open 
disclosure will increase litigation risk 

• Litigation risks increase if NO/ POOR 
communication after adverse events 

• Apology means accept liability? 

     



• Reviewed >30,000 hospitalized patients in 1984 

• Of 280 patients suffered adverse outcome due 
to medical negligence, only 8 filed claims, i.e. 3% 

 During the same period, there were a total of 51 
claims, and the majority of claims were NOT 
related to negligence 

     Localio A & Lawthers A NEJM 1991 

 



If it is not about negligent event, what 
is it about? 

• A study of 45 plaintiffs’ depositions from 
settled negligence claims 1985-87 in a large 
hospital 

• “Why are you suing?” 
– Perceived  unavailability 

– Discounting patient  and/or family concerns 

– Poor delivery of information 

– Lack of understanding the patient and /or 
family perspective 

     Beckman HB et al Arch In Med 1994 

 



Effective Communication after 
Adverse Outcomes 

• Acknowledgement 

• Expression of regret and Apology* 

• Learn from the patient’s perspective 

• Truthful explanation of the events 

• Explore the way forward 

• Commitment to continual care 

 
    *Apology Ordinance, Laws of HK 

 



Mediation Skills 

• Active Listening 

• Body Language 

• Show Empathy 

• Reframing 

• Focus on interests 

• Options generation 

• Realty testing 

 

 



Poor Inter-Professional Communication 

• Increases treatment risks and 
complications 

• jeopardize patient safety 

• Poor team spirit 

• Apportion of liability 

• Institution litigation risks and reputation 



Standardized Communication 
Checklist 

• Memory recall 

• Minimum necessary steps 

• Cultivate team spirit 

• Discipline 

 

• DO-CONFIRM checklist 

• READ-DO checklist 

 



 

Checklist  



Improve Patients’ Safety 



Crisis Situation 

• Preparedness 
• Vigilance 
• Team Work 
• Discipline 
• Experience 
• Luck 

 



Take Home Message 

• Understand this is all about human interaction  

• Always address patients’ expectation 

• Shared decision making model to respect 
patients’ autonomy 

• Able to deliver effective responses after 
adverse events/outcomes 

• Use checklists in clinical routines and crisis 

 

 


