RELATIONS® FOR
HEALTHCARE TRANSFORMATION
Every day, patients expect the American healthcare system to deliver timely, safe, and
compassionate care of the highest quality at a cost that is financially responsible and
sustainable. The secret to meeting these demands can be surprisingly simple.
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WHY FOCUS ON CULTURE TRANSFORMATION?
Patients want to trust their caregivers, and the most effective way for physicians and medical teams to gain trust is
to establish deep and meaningful connections with patients and their families through open, honest communication.
The same is true for healthcare leaders, who must communicate with their teams and employees in a way that
generates respect, trust, open communication, and commitment to safe, effective, and efficient care. That’s also the
way to build trust among the physicians, nurses, and other members of the medical team. Bridging the trust gap will
pave the way to a patient-centered, team-based culture and lead to higher levels of performance, reliability, patient
satisfaction, and loyalty.

RESULTS

CHALLENGE

SOLUTION

• Building a culture of excellence

• Patient-centered care

• Lower cost per episode of care

• Maintaining improvement

• Enhanced trust

• Better survival rates

• Achieving high reliability

• Key drivers

• Fewer complications

• Training

• Better patient safety and
adherence to core measures of care
• Improved team climate
• Lower burnout

HOW DOES THE RELATIONS® FOR HEALTHCARE TRANSFORMATION PROCESS WORK?
Physicians spend 70 percent of their time talking with patients, staff and each other. For most members of the clinical
workforce and for healthcare leaders, the amount of time spent talking with people is also large. How effectively they connect
with those audiences affects patient outcomes and perceptions, and creates the culture and tone of the work environment.
Because the single most important factor determining patient satisfaction is the quality of the interaction with the physician,
physician leadership and engagement in this work is critical. Engaging all care team members and leaders is vital as well,
because the quality of human connection and interpersonal interactions in daily work are key drivers of psychological safety,
team climate, burnout, and well-being. RELATIONS for Healthcare Transformation is the signature program of The Institute for
Healthcare Excellence (IHE). It offers a sustainable solution for improving patient and employee satisfaction by providing peerto-peer training in how to communicate effectively. The process begins by identifying physician and allied health leaders who
are respected by their colleagues and who support the effort to rekindle relationship-based communication tools. Then, these
leaders are trained to train their colleagues to improve their skills.
1. The formal and informal physician and allied health leaders complete a five-day training program that teaches the core
communication curriculum and facilitation skills, including how to create a safe space for participants to express vulnerability and
receive feedback.
2. Fully trained physician and allied health leaders take the program to their peers in the form of a four-hour workshop. Typically,
organizations train up to 25 physicians and 100 allied health caregivers a month.
3. As respected members of the medical staff and healthcare teams, internal trainers break down resistance to new concepts and
drive acceptance of skill-building, even among experienced physicians and staff.
4. In-house program leaders promote internal sustainability as they train new employees, conduct refresher courses, and pass on
their skills to future leaders.
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EMBRACING CORE VALUES
OF LISTENING, RESPECT,
AND APPRECIATION

“PEOPLE DON’T CARE HOW MUCH YOU KNOW UNTIL THEY KNOW HOW MUCH YOU
CARE,” TEDDY ROOSEVELT ONCE SAID.

DOES RELATIONS® FOR HEALTHCARE TRANSFORMATION TRAINING REALLY WORK?

IHE provides a culture-changing program, not a quick fix. It takes nine to twelve months to realize measurable benefits
and up to four years to achieve maximum results. Leaders who make the commitment to nurture a culture built on
relationship-based, human-centered communications can expect a 5-1 return on their investment. The numbers have
added up for some of the nation’s leading healthcare organizations.

• After Mission Health instituted a program focused on developing caregivers’ communication skills in a team setting,
the Asheville, North Carolina, health system saw across the-board improvement in several key performance metrics. It
ranked among the top 10% of hospitals in six Value-Based Purchasing HCAHPS measures and in overall mortality.
Physician and allied health staff ratings of specific aspects of teamwork increased significantly, along with Agency for
Healthcare Research and Quality metrics. These improvements translated into top returns on value-based payments
from the Centers for Medicare and Medicaid Services and private insurers. And, for four consecutive years,
Mission Health was named one of Truven Health Analytics’ Top 15 Health Systems.
• Implementation of a similar communication effectiveness initiative at Mayo Clinic in Jacksonville, Florida led to
double-digit improvement in employee satisfaction, reflected in service to others, mutual respect, and teamwork. For
two consecutive years after introducing the program, Mayo Clinic in Florida was a top national performer in patient
experience ratings based on excellence.
• Naval Hospital Jacksonville successfully introduced its communication curriculum in conjunction with
TeamSTEPPS® training and noted significant progress on its journey toward improvements in patient safety through
evidence-based teamwork.

WHAT DOES RELATIONS® FOR HEALTHCARE TRANSFORMATION COVER?

All of the following topics are covered in the course:

1. Achieving presence/mindfulness to enhance focus.
2. Reflective listening.
3. Gathering information accurately and efficiently, without changing the story.
4. Setting the agenda jointly.
5. Using RELATIONS® to connect physicians, nurses, allied health staff, leaders, and patients. “RELATIONS®”
stands for “Respect, Empathy, Legitimization, Apology, Trust, Integrity, Openness, Naming, and Support.”
6. Integrating appreciation throughout all of the work.
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“

“AT THE END OF
THE DAY, YOU CAN
GO HOME WITH A
GOOD TIRED OR A
BAD TIRED,”
DR. MAPLES SAYS.

EVERYBODY WINS
Relationship-based, patient- and human-centered communication yields advantages for everyone.

PATIENT ADVANTAGES:

PROVIDER ADVANTAGES:

• Correct identification of needs

LEADER/TEAM ADVANTAGES:

• Improved time management

• Enhance trust

• Better change in health behavior

• Improved job satisfaction

• Greater respect

• Improved adherence to therapy

• Reduced staff turnover

• Increased buy-in

• Reduced anxiety

• Reduced malpractice claims

• Psychological safety

• Better service experience

• Increased loyalty

• Reduced burnout

• Better patient outcomes
Effective communication is the starting point for restoring joy to the practice of medicine. Joy and resiliency
emanate from a relationship-based, trusting culture. Showing gratitude and thanks to those around you fosters a
spirit of collaboration and cooperation.
“When you’re working with a good team, you leave at the end of the day feeling happy and energized.”

RELATIONS® FOR HEALTHCARE TRANSFORMATION CURRICULUM GOALS
• Enhance patient experience
• Evolve a culture of safety
• Enhance employee engagement and satisfaction
• Create a culture of mutual respect, safety, and
teamwork
• Decrease adverse events
• Decrease staff turnover

• Improve patient compliance with treatment plans,
thereby enhancing outcomes and decreasing rework
resulting from unnecessary readmissions
• Decrease malpractice events
• Restore joy for the practice of medicine
• Build resilience to meet the ever-changing healthcare
environment

ABOUT THE INSTITUTE FOR HEALTHCARE EXCELLENCE
The Institute for Healthcare Excellence partners with healthcare organizations to nurture relational skills necessary
to create a culture that embraces trust, respect, compassion, and teamwork - creating an environment where
quality, safety, and efficiency can flourish. Through this work, physicians, nurses, and the caregiver team reconnect
to purpose and restore joy to the practice of medicine. The result of the culture-transforming work is a restoration
of humanity to medicine.

To learn more, visit www.HealthcareExcellence.org.
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