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10 percent of patients 

admitted to hospital 

experience iatrogenic harm

More than half of this harm 

could have been prevented if 

staff had followed established 

good practice

Vincent et al., BMJ, 2001



45% of patients fail to receive 

recommended care

(range 21% for management of senile 

cataracts to 90% for alcohol dependence)

McGlynn et al., NEJM, 2003



Every day

Patient records get lost

Lab results get mislaid

Instructions get misinterpreted

Operations get cancelled

Scans get delayed

Beds get óblockedô

Patients fail to arrive

Computers crash

Meetings get cancelled (or 

arranged)

And stuff happens........



Overall Views of the Health Care 

System in Seven Countries

Percent reported: AUS CAN GER NETH NZ UK US

Only minor changes 

needed
24 26 20 42 26 26 16

Fundamental changes 

needed
55 60 51 49 56 57 48

Rebuild completely 18 12 27 9 17 15 34

2007 Commonwealth Fund 

International Health Policy Survey.



Clinicians working in partnership with 

patients



Societal context

Political and policy context

Organisational context

Team context

Clinicians working 

in partnership with 

patients





People are skilled and adaptable. We will 

standardise simple processes but accept 

that much of what people do is not simple 

and our role is to build their confidence and 

expertise and enable them to exercise 

judgement

We must be constantly encouraging  

learning about new ways of doing things

Change is part of life, it happens all the 

time and we need to lead it. Making 

changes in how we do business is a 

matter of survival. 

It is good practice to make small scale 

changes, to measure the consequences 

and to learn, adapt and then make further 

small scale changes

We always try to exceed our 
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We constantly strive to improve 

the quality of our products

http://www.amazon.co.uk/gp/reader/0071392319/ref=sib_dp_pt/279-8805010-5853208

