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HOW TO TALK ABOUT HIGH
RELIABILITY IN THE MHS
MHS personnel rely on the following principles and domains of change to guide reliable
operations and foster a MHS-wide commitment to high reliability. Ready Reliable Care drives
continuous process improvement that delivers great outcomes in readiness and health.
PRINCIPLES

PREOCCUPATION
WITH FAILURE

SENSITIVITY TO
OPERATIONS

DEFERENCE TO
EXPERTISE

Drive zero harm by anticipating
and addressing risks

Be mindful of how people,
processes, and systems impact
outcomes

Seek guidance from those with
the most relevant knowledge
and experience

RESPECT
FOR PEOPLE

COMMITMENT TO
RESILIENCE

CONSTANCY
OF PURPOSE

RELUCTANCE TO
SIMPLIFY

Foster mutual trust
and respect

Leverage past mistakes to
learn, grow, and improve
processes

Persist through adversity
towards the common goal
of zero harm

Strive to understand
complexities and address
root causes

DOMAINS OF CHANGE

LEADERSHIP
COMMITMENT

CULTURE OF
SAFETY

CONTINUOUS PROCESS
IMPROVEMENT

PATIENT
CENTEREDNESS

Prioritize Ready Reliable
Care at all levels of
leadership

Commit to safety and
harm prevention

Advance innovative
solutions and spread
leading practices

Focus on patients’ safety
and quality of care
experience

KEY MESSAGES FOR HIGH
RELIABILITY CHAMPIONS
As a high reliability champion and MHS leader, you play an important role in advancing Ready
Reliable Care. You promote understanding and adoption of high reliability concepts and behaviors
among MHS personnel. This pocketbook contains key messages, organized by topic, that will
help you “talk the talk” and elevate high reliability through your everyday correspondence and
collaboration. Use these messages today in an email or during a meeting to empower your staff.

Key Messages for Advancing High Reliability in Everyday Communication
If you are…
• Communicating how the MHS can minimize risk during public health crises, such as the COVID-19 pandemic
• Highlighting how a team or staff member anticipated and reacted to risks posed by a public health crisis
• Supporting staff as they reopen and expand operations following a public health crisis
Then use, as appropriate:
• During a crisis like the COVID-19 pandemic, it’s important to apply constancy of purpose and focus on our shared goal of zero harm.
• We must show preoccupation with failure, and apply a single-minded focus to identifying system vulnerabilities and sources of risk before they lead to
an adverse event.
• Each of you is a problem solver, sharing your relevant knowledge and experience as we combat the spread of this virus.
• Strong teamwork and sensitivity to operations enable our staff to understand the complexity of the situation and develop corresponding solutions.
• Amidst strict social distancing guidelines, patients and staff across the MHS may experience increased anxiety and isolation. Therefore, it is critical we
continue to demonstrate respect for people and foster a positive, supportive culture.
• We can all show our commitment to resilience by applying lessons learned over the past few months to return stronger than ever.
• As we slowly reopen and expand operations following this crisis, we must remain vigilant of potential risks or gaps in patient care, and work to
understand the complexities of care delivery in a new environment.
If you are…
• Describing how high reliability supports readiness, effective stewardship of DOD resources, and longevity of military health care
• Reminding staff there is always room for improvement in a high reliability organization
• Explaining how Ready Reliable Care applies to all teams and staff, not just clinical staff
Then use, as appropriate:
• Through efforts to improve our processes, we not only deliver better care that keeps the MHS competitive with our civilian counterparts, but we realize
efficiencies that safeguard MHS resources in support of the DOD mission.
• When we exhibit these high reliability competencies in the MTF setting, we are equipping our active duty force with the tools and expertise to respond
effectively in a forward deployed environment.
• To provide the best possible care, we must never settle for the status quo. Actively look for ways to make our daily operations safer and more efficient,
and see those opportunities through to completion.
• Becoming an integrated system of readiness and health takes years of constant dedication, unwavering focus, and relentless effort from everyone
within the organization.
• To achieve our readiness and health mission, and ensure top outcomes for all beneficiaries, personnel across the entire organization must adopt
reliable behaviors and processes.
• All staff impact great outcomes for our patients. Whether you see patients, manage access to MTF equipment, conduct medical research, or promote
education and training, you play an important role in making the MHS a top-performing system that supports a medically ready force and ready medical force.

Key Messages for Advancing High Reliability in Everyday Communication
If you are…
• Informing staff about a new policy, process, or directive that may impact their daily operations
• Supporting staff in times of change or heightened uncertainty, such as the MHS Transformation
Then use, as appropriate:
• As we roll out new guidance in our facility(ies), it is important to anticipate risks in care delivery that could result from change.
• To foster safe, efficient operations, we must always focus on the people, processes, and systems at the heart of care delivery.
• Teamwork and active communication are critically important during times of heightened change. As work demands shift, our teams must maintain
situational awareness and freely communicate concerns to ensure a culture of safety.
• By centralizing operations under DHA, we can remove variation in care processes and limit the chance for error to ensure consistently high-quality care.
• Throughout the military medical treatment facility (MTF) transition, we are building our culture and processes together. By remaining sensitive to
operations and driving continuous process improvements, we produce the best possible patient outcomes.
• Through MHS GENESIS implementation, staff will have the tools to deliver safer, patient-centered care, informed by data that empowers us to
continuously improve. MHS GENESIS implementation is critical to advancing high reliability in the MHS.
If you are…
• Sharing process improvement efforts and success stories to encourage and enable their spread
• Supporting staff in their efforts to initiate improvements and innovation on the front lines of care delivery
Then use, as appropriate:
• I’m so pleased when I hear about how our teams work together to anticipate risks or weaknesses in our current care processes and find better ways to
deliver Ready Reliable Care across the MHS.
• To succeed in our readiness and health mission, we must demonstrate deference to expertise and call upon those with the right knowledge and
experience to address the problem at hand.
• Always show sensitivity to operations and consider what our system is actually doing versus what it should be doing according to our plans and ideals.
The DHA must incorporate input from markets and MTFs into plans, priorities, and resourcing.
• Rather than accepting simple explanations, think of the specific elements that contribute to a problem. By understanding complexities and addressing
root causes, we can design better IT solutions, build better facilities, support patient relations, improve staff morale, and advance high reliability.
If you are…
• Reaching out to personnel following a safety event or near-miss event to share lessons learned and take steps to reduce the risk of recurrence
• Recognizing a staff member or care team for reporting or preventing a potential safety event
• Encouraging a proactive, constant focus on high-risk situations to anticipate potential adverse events
Then use, as appropriate:
• When safety events occur, move rapidly to find and address the root causes and bounce back stronger, safer than before.
• In the wake of near-miss safety events, one of the biggest mistakes we can make is rushing to simplify the procedure, care pathway, or diagnostic
strategy. In cases like these, we must be reluctant to simplify. Seek to understand all the factors that contributed to an outcome, and find ways to
address underlying problems.
• It is up to every one of us to anticipate and address seemingly small mishaps or system vulnerabilities that may lead to larger mistakes.
• You can advance high reliability and safety in your everyday work. Commit to safety and harm prevention and speak up when you see a patient safety risk.
If you are a leader, promote high reliability with improved communication, such as leadership rounding.
• It can be frightening to come forward when you see a problem, but it is very important that you do. We honor your courage, vigilance, and commitment to
eliminating harm.
• We do not retaliate when staff speak up. We must continue to promote a culture of trust and respect where everyone feels empowered to report safety
concerns.
• We cannot learn, adapt, and recover from past mistakes unless they are promptly brought to light.
• All leaders, at all levels, should actively look for, identify, and help their teams address vulnerabilities in our care processes. It is through this type of
leadership commitment that our system moves closer to the goal of zero harm.
If you are…
Supporting patient-centered care by improving the patient experience when they visit your facility
Celebrating work that supports patient-centeredness on the personal, facility, or enterprise level

•
•

Then use, as appropriate:
• It is extremely helpful when patients and families come forward with their observations about their care experience. We strive to understand the root
causes of their concerns and rapidly respond to make any change possible.
• Our patients are the heart and soul of our mission. We come to work every day to ensure our nation’s military members and their families are healthy,
safe, and ready to take on the next challenge.
• Whenever you make a decision, demonstrate respect for people by asking – is this helping the patient or staff? How can I better serve the patient or my
colleagues? What can I do to provide higher quality care to keep patients and staff safe?

Share your own messages for inspiring staff and teams around the high reliability transformation.
Visit the Ready Reliable Care website at health.mil/ReadyReliableCare.

