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Mistakes Happen!
AHRQ Safety Program for MRSA Prevention
Use this document to guide discussion around mistakes in your facility.
Despite the best of intentions, mistakes happen! Sometimes mistakes are minor and can be readily overcome—like dropping something on the floor and having to discard it. Other mistakes may seem minor but can have big consequences—like forgetting to let the nurse know that a resident has diarrhea. Mistakes that lead to potential or actual harm are also opportunities to learn and to do better the next time. To learn from mistakes, and to make improvements, the nursing home culture needs to permit open discussion of mistakes. 
Three Steps To Consider When Responding to a Mistake
1. Accept that everyone makes mistakes.
2. Review other contributing factors that may be driving these mistakes.
3. Change workflow or make other improvements to prevent this mistake from happening again.
Example #1[image: Mistake - A certified nursing assistant dropped a towel on the floor.
Potential Harm - Germs on the floor can get on the towel and from there on to the CNA's hands, the resident's skin, and environmental surfaces.
Acceptance - Accept the mistake and review contributing factors. Brainstorm changes to prevent the mistake or potential harm, such as allocating extra time for new admissions so the CNA doesn't need to try to do everything in one trip.]


Example #2
[image: Mistake - A resident who can use the bathroom independently told his CNA that he had some diarrhea over the last couple of days. When the CNA goes to tell the nurse about it the first time, the nurse is administering medication—which is a “do not disturb” time. When she tries again later, the nurse is on the phone with a resident’s family member. The CNA get distracted and forgets to try and approach the nurse before her shift ends on Tuesday. At the beginning of the CNA’s next shift, on Thursday, she approaches the nurse to let her know this resident reported diarrhea a few days ago. 
Potential Harm - Diarrhea can lead to dehydration, and in some cases is caused by an infection that can be contagious and spread to other residents and staff. 
Acceptance - Accept the mistake and review contributing factors that led the CNA to not disclose this earlier. Brainstorm changes to prevent the mistake or potential harm in the future, such as improved communication methods in huddles or written note.]
Suggestions for Improving the Safety Culture at Your Nursing Home
Have someone in a leadership position talk about a recent mistake they made at work. Consider making this a routine part of large staff meetings. Here is a simple outline:
1. What happened?
2. What were the contributing factors?
3. What has changed to make this less likely to happen?
Reward someone for asking for help after an error. In a positive way, discuss the mistake with staff members and acknowledge that it took courage for the individual to come forward and ask for help. Stress that this was a resident safety issue. Walk through the same outline as above. 
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Mistake A certified nursing assistant (CNA) dropped a towel on the floor.
Potential Germs on the floor can get on the towel and from there on to the CNA’s
Harm hands, the resident’s skin, and environmental surfaces.
Acceptance | “That’s OK! Just put it in the dirty linens and get a clean towel. I'm glad you

are not going to use a towel that touched the floor to bathe a patient.”
Review 1. The CNA was carrying all the items to help a newly admitted resident
Contributing with their personal care—a toothbrush and toothpaste, comb,
Factors tissues, lotion, soap, and a towel—in her hands.

2. They were trying to do everything in one trip.

Changes To 1. Bundle the personal care items for newly admitted residents into
Prevent the small bags or boxes and consider placing the care items in the
Mistake or resident’s room before they arrive.
Potential 2. Allocate time for new admissions so that the CNA does not need to
Harm try to do everything in one trip.
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Mistake

A resident who can use the bathroom independently told his CNA that he had some
diarrhea over the last couple of days. When the CNA goes to tell the nurse about it
the first time, the nurse is administering medication—which is a “do not disturb”
time. When she tries again later, the nurse is on the phone with a resident’s family
member. The CNA get distracted and forgets to try and approach the nurse before
her shift ends on Tuesday. At the beginning of the CNA’s next shift, on Thursday,
she approaches the nurse to let her know this resident reported diarrhea a few
days ago.

Potential Diarrhea can lead to dehydration. Also, some diarrhea is caused by an infection that

Harm can be contagious, which means this resident may get sicker and the infection can
spread to other people, including staff. The delay in reporting this resident update
could also have caused prolonged harm to the resident and others around him.

Acceptance “Thank you for not disturbing me while | was passing meds. We had another busy

day on Tuesday and time gets away from all of us sometimes. That resident’s
diarrhea was noted later that day and has now resolved.”

Review 1. The CNA and nurse must speak for the CNA to pass along information—and

Contributing the conversation is spontaneous.

Factors 2. The CNA did not know it was OK to approach another nurse, like the nurse
manager or the infection preventionist. She felt like she would be bothering
them.

Changes To 1. Have a process for the CNA to leave a message for the nurse that can be

Prevent the shared in some other way. A ward clerk can share a brief written note or

Mistake or can send a text message to the nurse.

Potential 2. Include CNAs in huddles that happen at shift changes and let CNAs know

e they can talk with people other than the nurse about issues affecting

residents” health. Encourage open communication and respond positively.
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