
As part of its strategic plan, CHA is implementing a statewide 
disclosure, apology, and early resolution collaborative to 
promote transparency.  Join us at the December 18 session 

focused on communication after unexpected harm, to learn best 
approaches including the CANDOR process, and to obtain hands-on 
practice.
The program is being presented as part of the Partnership for 
Patients HIIN educational series.

Program details continue on the next page.

At the conclusion of this program, participants will be able 
to:

• Describe how to coach a healthcare team through the critical 
phases of the open communication process

• Evaluate whether the healthcare team is ready to conduct the 
communication effectively

• Assess the need to activate institutional leadership to 
formulate a communication plan

• Explain how to deliver empathic communication following 
unexpected harm in healthcare

Program Presenters

Bruce Lambert, PhD, is a professor in the department of 
communication studies and the director of the Center for 
Communication and Health at Northwestern University.  His 
research focuses on health communication, drug name confusion, 
patient and medication safety, health literacy, health information 
technology, prescribing behavior, pharmacoepidemiology, 
pharmaceutical promotion, medical liability reform, and health 
outcomes associated with provider-patient communication.  He 
is currently the principal investigator on a five-year Center grant 
funded by the U.S. Agency for Healthcare Research and Quality to 
study techniques for optimizing medication safety.  

This program is administered 
through CHA’s education affiliate.

Wednesday, December 18, 2019

HIIN: When Words and Actions Matter Most: 
Responding to Unexpected Harm

Registration: 
7:30 a.m. - 8:00 a.m.

Program: 
8:00 a.m. - 4:30 p.m.

Registration
There is no fee, but pre-registration is 
required. 

To register online, visit https://www.
cthosp.org/eventcalendar/index.cfm?a
ction=register&id=837&date=43817

Connecticut Hospital Association
110 Barnes Road
Wallingford, CT 06492-0090

For directions, visit http://www.
cthosp.org/about-cha/directions/.

https://www.cthosp.org/eventcalendar/index.cfm?action=register&id=837&date=43817
https://www.cthosp.org/eventcalendar/index.cfm?action=register&id=837&date=43817
https://www.cthosp.org/eventcalendar/index.cfm?action=register&id=837&date=43817


Agenda

7:30 a.m. – 8:00 a.m.   Registration

8:00 a.m. – 8:15 a.m.   Welcome and Introductions

8:15 a.m. – 9:00 a.m.   Background on the CANDOR/CRP Process

9:00 a.m. – 10:00 a.m. Communication Skills Assessment and Empathic Communication

10:00 a.m. – 10:15 a.m.  Program Break

10:15 a.m. – 11:00 a.m.  Experiential Learning: Scenario One

11:00 a.m. – 11:30 a.m.  Spectrum Cases: Activating the Process

11:30 a.m. – 12:00 p.m.  Program Break

12:00 p.m. – 12:45 p.m.  Experiential Learning: Scenario Two

12:45 p.m. – 1:00 p.m. Debrief

1:00 p.m. – 1:45 p.m.   Experiential Learning: Scenario Three

1:45 p.m. – 2:00 p.m.   Program Break

2:00 p.m. – 2:45 p.m.   Experiential Learning: Scenario Four

2:45 p.m. – 3:30 p.m.   Experiential Learning: Scenario Five 

3:30 p.m. – 4:30 p.m.   Lessons Learned and Program Wrap-up

4:30 p.m.     Evaluations

Timothy McDonald, MD, JD, is Director for the Center for Open and Honest Communication at the MedStar 
Institute for Quality and Safety, and a Professor of Law at Loyola University in Chicago.  Dr. McDonald is a 
physician-attorney whose research has focused on a principled approach to patient harm with an emphasis on 
reporting patient safety events, using simulation and human factors analysis, providing emotional first aid to 
affected healthcare team members, and facilitating open and honest communication following harm events. 
This approach to patient harm also includes a commitment to communicate and provide peer support within 
the healthcare team and to communicate with patients and families throughout the therapeutic relationship, 
especially after harm occurs. His federally funded research and educational work includes the co-production 
of a series of award winning Patient Safety Videos entitled From Tears to Transparency: The Faces of Medical 
Error.

For additional information, contact CHA Education Services at 203-294-7263 or educationservices@chime.org.


