MHS Ready Reliable Care
Introduction to High Reliability in the MHS

Governance Implementation Planning Team

Vision: MHS as a High Reliability Organization (HRO)
We have the honor and privilege to care for perhaps the most deserving
population in the world…
the men and women who defend freedom and our national interests.
Our nation’s fighting forces rely on us to provide high quality care and trust us
with their lives and with the lives of their loved ones. As they are called to duty
at home and abroad, they deserve the peace of mind we will deliver.
It comes down to each of us making a personal commitment to pursue HRO
principles and create a culture of trust to continually improve our system and
eliminate preventable medical harm. Anything short of our full measure is
simply not good enough.
Together, we can deliver on our promise and provide the best care possible while
supporting a ready medical force and a medically ready force.

[Intro Video: Full, Abridged]
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What is an HRO?
An HRO achieves top outcomes despite operating in complex or high-risk
environments.
HROs,
•
•
•
•

commonly seen in aviation and nuclear industries, achieve top outcomes by:
Improving standardization and reducing variability
Mitigating errors to achieve zero harm
Celebrating transparency and accountability
Valuing the contributions of all individuals, regardless of rank

Following a review of MTF performance in 2014, each military service took specific
action to improve health care access, quality, safety, transparency, and patient
engagement. Now, the DHA is working to standardize and expand these efforts, in
a coordinated approach to high reliability for the entire MHS: Ready Reliable Care.
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Why Does the MHS Need High Reliability?
High reliability supports the MHS quadruple aim of better health, better
care, lower cost, and improved readiness:
Medical error is the third leading cause of death in the United States
and medical malpractice costs undermine the MHS’ financial health.
High reliability helps the MHS manage system-wide processes to
rule out potential errors, eliminate sources of waste, and identify
tools to deliver better care.
High reliability increases standardization to deliver consistent
high-quality care from one facility to the next, one patient to the next.
Ready Reliable Care supports the DHA in achieving great outcomes, a ready
medical force, satisfied beneficiaries, and a fulfilled staff.
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MHS Work Toward HRO: What’s Been Done?
Since 2014, the MHS has made significant accomplishments in key areas:
•

Standing up infrastructure and governance for Ready Reliable Care to
implement changes across the entire system.
o

•

Developing and improving processes to increase efficiency and improve
transparency.
o

•

Example: In 2019, the DHA became the first Federal Government agency to participate
in the Leapfrog Group’s Hospital Survey, in addition to publishing MHS performance
data on health.mil and Hospital Compare.

Increasing standardization across the MHS.
o

•

Example: In 2019, the MHS finished standing up 11 MHS Clinical Communities to
identify and drive improvement across critical areas of DOD care.

Example: In JUL 2017, the DHA developed a standardized Patient-Centered Medical
Home which primary care managers can use to lead a team of providers in coordinating
patients’ needs, including specialty care.

Preventing patient harm and improving patient outcomes.
o

Example: MHS decreased wrong-site surgeries by 40 percent from fiscal year (FY)
2018 to FY 2019.
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MHS Work Toward HRO: What’s Coming Next?
In the next year, MHS staff can expect to see Ready Reliable Care:
•

Obtain a baseline understanding of HRO maturity across DHA

•

Roll out HRO information and education to all staff

•

Distribute tools that support Ready Reliable Care practices, such as the Ready
Reliable Care Safety Communication Bundle (e.g., unit-based huddles and
leader daily safety briefs)

•

Strive for improvement in key areas of clinical quality, such as behavioral
health outcomes for patients with pain, sleep, or depressive disorders

•

Implement improved processes across all areas of our business, including:
o
o
o

DHA Onboarding / Human Resources (e.g., standing up a Business Operations Division
to support personnel management)
Health IT (e.g., integrating process improvement into MHS GENESIS workflows)
Performance management (e.g., measuring progress against key performance
indicators in the DHA Strategy)
6

Components of Ready Reliable Care
All leadership, staff, and patients contribute to improvements within the MHS by applying the
seven Ready Reliable Care principles in their daily work:

PREOCCUPATION
WITH FAILURE

SENSITIVITY TO
OPERATIONS

DEFERENCE TO
EXPERTISE

RESPECT
FOR PEOPLE

COMMITMENT TO
RESILIENCE

CONSTANCY OF
PURPOSE

RELUCTANCE TO
SIMPLIFY

Driv e zero harm by
anticipating and
addressing risks

Be mindful of how people,
processes, and sy stems
impact outcomes

Seek guidance from those w ith
the most relev ant know ledge
and ex perience

Foster mutual
trust and respect

Lev erage past mistakes to
learn, grow , and improv e
processes

Persist through adv ersity
tow ards the common goal
of zero harm

Striv e to understand
complex ities and address
root causes

Efforts to advance a ready, reliable MHS are described against four domains of change:

LEADERSHIP COMMITMENT
Prioritize Ready Reliable Care at
all lev els of leadership

CULTURE OF
SAFETY

CONTINUOUS PROCESS
IMPROVEMENT

PATIENT
CENTEREDNESS

Commit to safety and
harm prev ention

Adv ance innov ativ e solutions and
spread leading practices

Focus on patients’ safety and
quality of care ex perience
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Ready Reliable Care is for Everyone – Anytime, Anywhere

It comes down to each of us – every day, across every position – to make a personal commitment to
embody these Ready Reliable Care principles and create a culture of trust that enables us
to continuously improve our system, improve the health care experience and environment, and mitigate
risk across our organization.
Now more than ever, this is critical to achieving great outcomes in readiness and health.

Case Study: COVID-19 Vaccine Distribution
What does it take to put a needle safely into the arms of 10 million Americans?
• Deferring to experts who have the most knowledge and experience to
research the emerging threat
• Showing constancy of purpose to develop effective vaccines
• Demonstrating sensitivity to operations while managing the ordering,
storage, and movement of medical supplies
• Showing preoccupation with failure by properly managing medical records
to anticipate if someone may have allergic reactions
• Being reluctant to simplify and accurately capturing information in our
electronic health records
• Committing to resilience by maintaining clean workplaces to ensure we
don’t spread other diseases while trying to prevent this one
• Always showing respect for people as we educate staff, patients, and the
public at large about the threat and our plans to combat it

It takes all of us.
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All DHA Functions Support Ready Reliable Care
See e xamples of how the MHS supports beneficiaries by applying high reliability across job functions
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Driving High Reliability at MTFs and with our Partners
Every day, in every position, MHS staff can advance Ready Reliable Care
Here are just a few examples:
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What Can I Do Next?
Educate yourself and your team. Visit the Ready Reliable Care
public website at: https://go.usa.gov/xF3TG

Recognize the achievements of individuals and teams. Learn
more about staff and team recognition programs at:
https://go.usa.gov/xF3Tf

Support DHA clinical improvement priorities. We are focused on
several projects to support process improvement in the clinical care
setting. Learn more at: https://go.usa.gov/xFB3H
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BACKUP SLIDES

MHS Ready Reliable Care Next Steps

As part of its growing role in the management of military health care, the DHA is drawing upon
the experience of each military service to centralize and expand HRO successes across the
MHS. Efforts to drive high reliability in the MHS are occurring across five workstreams:

INTEGRATE HRO ACROSS
MHS

FOSTER HRO LEADERSHIP
ENGAGEMENT

ESTABLISH MHS-WIDE
CULTURE OF SAFETY

• Launch MHS Ready Reliable Care
campaign
• Develop MHS HRO education and
training program
• Develop MHS HROassessment
strategy and tools
• Advance and leverage partnerships
that support the HRO domains of
change

• Establish a standard organizational
structure that aligns HRO functions
at every level
• Implement leader engagement
strategies at every level
• Cultivate a learning environment

• Establish an HROrecognition
program at every level
• Standardize TeamSTEPPS across
the MHS
• Implement enterprise-wide RRC
Safety Communication Bundle
• Incentivize a just culture which
supports continuous learning and
transparency

IMPROVE MHS-WIDE
PROCESSES AND
STRUCTURES

OPTIMIZE MHS PATIENT
AND WORKFORCE
EXPERIENCE

• Develop, standardize, integrate,
and mature continuous process
improvement and change
management across the MHS
• Implement and improve standard,
evidence-based practices to
reduce variability

• Establish an organizational structure
that prioritizes the patient and family
experience at everylevel
• Conduct a comprehensive
environmental scan to identifybest
patient experiencepractices

Where are we on the Road to Ready Reliable Care?
This timeline is a brief snapshot of notable milestones on the MHS’ journey
toward Ready Reliable Care.
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