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POLL QUESTION

On a scale of 1 to 5, how much do you know about 

High Reliability?



Objectives

➢Define what is an HRO and its relevance to 

healthcare

➢Demonstrate how HRO principles relate to 

credentialing and privileging

➢Outline the benefits of HRO practices in 

credentialing 



What Is An HRO?

➢Certain industries face the possibility of 
catastrophic, life or death, events everyday. 

➢High Reliability practices are proven to provide 
consistent, positive outcomes.

➢High Reliability Organization(HRO) introduces 
safety behaviors and error prevention tools, if 
practiced as habits, will reduce error and prevent 
events that can harm our patients and workforce.



High Reliability principles are used in high-risk, 

complex, dynamic environments -- like nuclear 

plants, aircraft carriers, wildfire operations, air traffic 

controllers -- where there is constant risk of 

catastrophic failure.



A high reliability organization is an 

organization, that despite operating in a 

high stress, high-risk environment 

continually manages their environment 

mindfully, adopting a constant state of 

vigilance resulting in the fewest number 

of errors.



HROs work and train for zero accidents

HROs share many properties with other high-

performing organizations including:

* highly trained-personnel

* continuous training

* effective reward systems

* frequent process audits and;

* continuous improvement efforts

How Do HROs Operate?



What are HRO Principles?

Preoccupation with Failure

➢Never satisfied that they have not had an accident 

for many months, or even many years

➢Always alert to the smallest signal that a new 

threat to safety may be developing



HRO Principles

Reluctance to simplify

➢There is no one-size-fits-all “best practice” solution

➢Resist the temptation to simplify the observations, 
as the threats can present themselves in many 
different forms

➢Recognize the risk of “painting with broad strokes” 
and failing to dig deeply enough to find the real 
source of a particular problem
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HRO Principles

Sensitivity to operations

➢Recognize that the earliest indicators of threats to 

organizational performance typically appears in 

small changes in operations

➢Each employee pays close attention to the 

operations and maintains awareness as to what is 

or isn’t working



HRO Principles

Commitment to resilience 

➢Recognize that despite all precautions, errors will 

occur, but errors should not be allowed to disable 

operations

➢Use Just Culture when assessing errors and 

actions





HRO Principles

Deference to expertise

➢ Identify individuals who best know how to resolve 

the threat, even if they are not the highest ranking

➢Surround yourself with people who know more 

than you do – defer to them

➢ Insert yourself in issues where you can assist



HRO = Collective Mindfulness

An HRO is “an environment of ‘collective 

mindfulness’ in which all workers look for, and 

report, small problems or unsafe conditions before 

they pose a substantial risk to the org and when they 

are easy to fix.” 

~(Weick and Sutcliffe 2007)



HRO Challenges

➢Despite serious and widespread efforts to improve 

the quality of health care, many patients still suffer 

preventable harm every day 

➢Hospitals find improvement difficult to sustain, and 

they suffer “project fatigue” because so many 

problems need attention



The Center for Transforming Healthcare

➢High Reliability introduced into healthcare by 

TJC’s Center for Transforming Healthcare

➢Created in 2008, the center has aligned with 

healthcare facilities to help facilities develop:
➢ Leadership commitment to zero harm

➢ Sustainable safety culture

➢ Robust process improvements



What is the MSPs role in HRO?

As we looked into this very important initiative, we 

realized:

➢The characteristics of High Reliability Organizations 

could also apply to credentialing and privileging

➢HRO’s “collective mindfulness” should also include the 

processes that examine the practitioners who provide 

patient care



Why High Reliability Credentialing (HRC)?

➢ Assists in assessing gray areas and overlapping 
processes

➢ Credentialing risks are greater than ever, and 
more public than ever!

➢ New credentialing technology, more on the 
horizon

➢ More pressure on MSDs to expand scope of 
services



In the current shifting credentialing 

landscape, we don’t want to lose sight of 

the real reason we care so much about 

what we do…

Keeping patients safe (zero harm)



HRC Principle #1

➢Embrace Change

➢Be resilient. Resilient HRO teams lean on their 

training, experience and imagination as a reliable 

means to recover from failure

➢Promote skill development on a routine basis with 

a 90-day action plan

➢ Learn from new employees



HRC Principle #2

➢Commit to Perfection

➢Don’t let perfection get in the way of 

➢Don’t be afraid to admit errors; find the cause and FIX IT

➢ If one person made an error, others can too; view your 

error as a learning experience

➢Focus on committing to a “zero” defect environment

➢Don’t worry…it may look like this sometimes



HRC Tips

• Follow checklists - the checklist system can help fine tune 
the credentialing and privileging process by eliminating 
human error and ensuring thorough verification of 
credentials

• Adapt your credentialing framework to “bullet proof” your 
processes

• Use your team’s expertise, encourage problem sharing and 
solutions

• Expert may not be the one in charge, listen to your front 
line

• Encourage open and frank discussions



HRC Cool Tools!





What does a daily huddle look like?

• Leadership (VP, Director, 4 managers – 10-15 

minutes)



HRC Principle #3

Anticipate Disaster!

➢ Every employee at every level in a high reliability organization is 
encouraged to constantly think of ways their work processes might 
break down 

➢ Employees are encouraged to share their concerns for potential 
failures, which can help create best practices across departments

➢ Document for the future

➢ Imagine every provider you credential will be involved in a high-profile 
legal negligent case

➢ Do you have the documentation to support all decisions made 
regarding privileging? 



POLL QUESTION

Could you demonstrate a total picture of the 

individual, as well as the choices/decisions that were 

made during the credentialing process? 

Yes/No



Are you so sure?



HRC Principle #4

➢Always “Be On” but know when to let others shine

➢No matter how many years experience, no one person 

can know everything…surround yourself with those that 

do!

➢Be a Life-long learner, but be sure to share that 

knowledge



HRC Principle #5

Don’t Let Technology Over-Simplify

➢Technology allows us to build in speed and accuracy

➢However, technology does not have a “gut instinct”

➢Use technology to increase transparency

➢Track your metrics!

# Initials # Reappt. # of Denials

# MoPs # of Temp Privs # Waivers

# NTP/RTP #FPPE/OPPE TAT 



HRO Lingo

• CUS

• Voice a CONCERN

• State I am UNCOMFORTABLE

• This is a SAFETY Concern

• 3 Way repeat back and read backs

• Handoff with SBAR

• Validate and Verify (this is were MSPs excel!)



HRO Lingo

• STAR 
• STOP: Pause for at least 2 seconds

• THINK: Consider your action and concentrate

• ACT: Carry out the task

• REVIEW: Make sure you got it right

• Cross-check (yourself and others)
• Double-check your work

• Be willing to ask for help “Can I get a cross-check”?

• Have someone else’s back by offering a supportive cross-check



It’s Going to Take Work…Lots, but it’s worth it

➢Safety cultures are harder to maintain than to 

create

➢ It takes a full commitment from ALL team 

members

➢Building consistent reliability into programs such 

as privileging and verification helps to sustain the 

safety culture



Seems like a lot of work, why should I?

• Improves organizational effectiveness – we need 
to think outside our office walls and participate in 
organizational task forces

• Improves organizational efficiency – what do we 
lend to the organization as a whole?  How are we 
viewed by leadership?

• Improves customer satisfaction – Who are our 
customers?  Are they all satisfied – if not why not?



• Improves organizational culture – What an 

opportunity to change the perception of 

credentialing!  

• Improves compliance – robust regulatory 

compliance, improved outcomes 



What is the worst that can happen?



Above all else, 

employees at high 

reliability organizations 

remember their 

purpose. They do 

worthwhile work and 

feel as though they can 

make a difference within 

their organizations. 



Resources

• http://www.jointcommission.org/assets/1/6/Chassin_and_Loeb_0913_fi
nal.pdf

• https://education.ochsner.org/img/uploads/events/Chassin_QualitySum
mit.pdf

• http://www.beckershospitalreview.com/hospital-management-
administration/5-traits-of-high-reliability-organizations-how-to-hardwire-
each-in-your-organization.html

• http://www.centerfortransforminghealthcare.org/hro_portal_main.aspx

• http://www.memorialhermann.org/about-us/quality-report-high-
reliability-healthcare/

• https://www.studergroup.com/resources/articles-and-industry-
updates/insights/january-2017/building-high-reliability-organizations-
(hros)-in
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