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Upcoming Team Training Events

Webinars
• September 28, 2021 | 12:00 – 1:00 PM CT
• Bonus webinar: “Looking Beyond Acuity: How Intelligent Automation Can Improve Daily Staffing Practices “ Register here!
• October 13, 2021 | 12:00 – 1:00 PM CT

“Mindfully Addressing High Reliability’s “Robust PI” for Multi-Level, Multi-Organizational, Enterprise-Wide Improvement” 
Register here!

• October 20, 2021 | 12:00 – 1:00 PM CT
Bonus webinar: “Reimagine Patient and Family Communication with Mobile Technology“ Register here!

Courses
TeamSTEPPS for Change Leaders and Champions – Virtual - Register here!

Online Community Platform
Join Mighty Network to access exclusive content and connect with your peers to share stories, tools, and content.

Update: Advancing Care Conference Postponement
Given the ongoing impact of COVID-19 and as part of the AHA’s continuing efforts to support frontline health care professionals,
educators, and leaders, we are postponing the inaugural Advancing Care Conference, originally scheduled for October 4-6 in 
Chicago, to 2022. 

https://www.onlineregistrationcenter.com/register/222/page1.asp?m=347&c=568&usc=HospIQ
https://www.onlineregistrationcenter.com/register/222/page1.asp?m=347&c=569&usc=Oct21
https://www.onlineregistrationcenter.com/register/222/page1.asp?m=347&c=570&usc=Vocera
https://www.onlineregistrationcenter.com/register/222/page1.asp?m=347&c=564&usc=DukeVC4
https://aha-team-training.mn.co/landing?space_id=1995800
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● Burnout during Covid-19 

● Evidence-based strategies to reduce burnout

● How we measure burnout

● SCORE survey

● Additional insights on COVID’s effect on burnout

● The underlying framework for highly reliable 

organizations

● Reflections on leadership and burnout

Agenda



The Hidden Truth About Emotional 
Exhaustion and COVID from 
250K Healthcare Voices

J. Bryan Sexton, PhD
Director, Duke Center for 
Healthcare Safety and Quality
Duke University Health System

twitter.com/dukehsq  |  www.hsq.dukehealth.org



Let’s get the elephants in 
the room out of the way…
Impact of Covid-19, and 
Evidence that we can fix it…



We have data from 50,000 healthcare 
workers in Sept 2019 and Sept 2020
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Emotional Exhaustion across 

2019 and 2020 work settings



t=-21.81, p<.001

Pre ɑ=.93
During ɑ=.94

% Emotionally Exhausted Before and During Covid-
19 Overall & by Role 
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COVID-19 impact is equivalent of 2.5 EMRs in 1 

year

Haidari et. al, 2021 Journal of Perinatology. Maternal 
and neonatal health care worker well-being and 
patient safety climate amid the COVID-19 pandemic.



Burnout is intense, can we 
cause it to go down?





• Overall, EHR metrics accounted for 1.3% of model variance 
(P = .001) compared with work culture accounting for 17.6% 
of variance (P < .001).



What if there were a metric so potent that it 

predicted clinical outcomes, operational 

outcomes, safety culture, and well-being?
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Adair, Rehder & Sexton 2021

http://www.hsq.dukehealth.org/files/2021/02/Adair.Well-beingChapter.2021.pdf


The Leadership scale begins with the prompt “In this work setting, local 

leadership…”. Then individual items ask:

Is available at predictable times.

Regularly makes time to provide positive feedback to me about how I am doing.

Provides frequent feedback about my performance.

Provides useful feedback about my performance.

Communicates their expectations to me about my performance.

Each 10-point increase in Leadership was 

associated with a 28% reduction in the odds 

of burnout for the respondent





“What are three things that 
are going well around here, 
and one thing that could be 

better?”

Positive Rounding Frame:
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Do senior leaders ask for information about what is going 
well in this work setting (e.g., people who deserve special 
recognition for going above and beyond, celebration          
of successes, etc.)?

Sexton, J. B., Adair, K. C., Profit, J., et al. Safety culture and workforce well-being associations 

with Positive WalkRounds. Jt Comm J Patient Saf Qual. In press, 2021.
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Sexton, J. B., Adair, K. C., Profit, J., et al. Safety culture and workforce well-being 
associations with Positive WalkRounds. Jt Comm J Patient Saf Qual. In press, 2021.







SCORE Safety Culture and Well-being Survey

• Psychometrically superior to any other published instrument

• Incorporates workforce well-being into assessments of norms

• Predicts clinical and operational outcomes

• Published Links to:
– Leader Walkrounds

– Positive Walkrounds

– Second Victim Support

– Preventable Harm

– Turnover

– Disruptive Behaviors

Sexton JB, Adair KC, Leonard MW, et al. 

BMJ Qual Saf. 2017;27(4):261-270. 

doi:10.1136/bmjqs-2016-006399





n = 4370 US physicians





Safe & Reliable 
Healthcare

We partner with organizations to make 
exceptional care highly reliable. 

We help create healthy cultures, harness 
knowledge, drive learning, and transform 

leadership by applying our validated 
Framework for High Reliability Healthcare at 

all organizational levels. 

Our integrated analytics, training, coaching, 
and technology offerings address key 

touchpoints that pave the way for 
organizational transformation.
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Integrated Survey with Latest Science: 
Engagement, Burnout/Wellness, Resilience,   
Improvement Readiness, Psychological Safety 

Add Your Questions
Maps to AHRQ SOPS + SAQ 
Able to add custom questions and compare YoY 
data

Diagnostics that Support Action
Data visualizations + automated reports; themes 
and trends across organization
Automated survey debriefing and action planning 
to develop and track improvement plans

Enhanced Benchmarking
Includes >700 organizations; largest burnout 
benchmark

S Safety

C Communication

O Operational Risk

R Resilience/Burnout

E Engagement

SCORE Integrated Survey
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AgendaThree Tiers of Real-time Analytics on SCORE Platform
Insights Tailored for Managers to Take Action, Customizable
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AgendaCulture exists locally within each unit/department
You can improve the facility culture by targeting struggling teams
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AgendaPersonal Burnout by Department Variation within the Benchmark
You can improve the facility culture by targeting struggling teams



Personal Burnout Changes by Race/Ethnicity

Data: Pre-Survey of 34,119 respondents in 90+ hospitals: Q1 2020    Post-Survey: Q2 2021

Higher 
is 

better



Personal Burnout Changes by Race/Ethnicity

Data: Pre-Survey of 34,119 respondents in 90+ hospitals: Q1 2020    Post-Survey: Q2 2021

Higher 
is 
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Personal Burnout Changes by Gender

Data: Pre-Survey of 35,128 respondents in 90+ hospitals: Q1 2020    Post-Survey: Q2 2021

Higher 
is 

better



Personal Burnout Changes by Gender & Race/Ethnicity

Data: Pre-Survey of 34,103 respondents in 90+ hospitals: Q1 2020    Post-Survey: Q2 2021

Higher 
is 

better



Personal Burnout Changes by Age

Data: Pre-Survey of 35,151 respondents in 90+ hospitals: Q1 2020    Post-Survey: Q2 2021

Higher 
is 

better



Effect of Work from Home during COVID

Data: Pre-Survey of 90+ hospitals: Q1 2020    Post-Survey: Q2 2021
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Challenges & Opportunities Posed by Covid 19
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Did Covid Unify or Diversify Us?

• Highly individualized experiences 

• High Reliability: Reluctance to simplify interpretations

• Leaders need a sophisticated lens moving forward 
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★ We must be ‘reluctant to simplify interpretations’

★ We must not assume we understand cause, symptom or solution

★ Some people are less burned out 

★ Some people are more burned out 

★ Burnout shows up in different ways

★ Burnout occurs at different times

Burnout is the Buzzword, But…

Personal 
Accountability
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Symptoms of Burnout

● Frustration

● Emotional exhaustion

● Cynicism

● Inefficacy 

● Depersonalization

Christina Maslach, PhD
Professor Emeritus, Berkeley

Understanding Burnout

The ‘what’ but not 
the ‘why’
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Categorizing the Causes of
Frustration, Emotional Exhaustion, Cynicism, Inefficacy, & 

Depersonalization

Leadership 
Causes

System
Causes

Cultural
Causes

Knowledge
Causes



Self-Reflecting
Improvement-Capable 
Sustainable

LEARNING

Clinical
Operational 

and Cultural 
Measurement 

Up-to-Date and Visible

KNOWLEDGE

• CULTURE
• Courage

• Agency 
• Community 

• Collaboration

•

LEADERSHIP 
Non-Negotiable Respect 
Guardians of Learning 
Exemplars of Culture
Visible Action
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• Which of these symptoms resonate the most with your experience?

• Frustration, Emotional Exhaustion, Cynicism, Inefficacy, Depersonalization

• Can you identify the causes? 

Thinking of a time when you have personally 
experienced burnout in the last twelve 
months...

Leadership 
Causes

Cultural
Causes

Knowledge
Causes

System
Causes



• Do I feel valued by the organization?
• Do I have a voice?
• Do I feel supported in the work I do?
• Do I have the tools and resources to do my job?

Factors Influencing Burnout and Resilience

Personal Accountability
How effectively do I provide these things to others?



● Create meaningful relationships of trust, psychological
safety and community

● Set a positive tone and proactive stance

● Ask questions (Appreciative Inquiry) and listen

● ‘Think out loud’: establish shared mental models  
“Here’s what I’m thinking, what are you thinking?”

● Encourage and welcome diverse opinions, ideas & solutions

● Feel safe to “improvise” and learn

Transformational Leaders

How do I ‘show up’?
When do I ‘show up’?



1. Be Visible;  ‘Go to the Gemba’

2. Listen... Listen... Listen

3. Pause and Reflect

4. Be Curious and Appreciative

5. Message the Mission.   Mobilize
others for a collective purpose

6. Ask for their Thoughts and Ideas

6
To create space 
and intent for 

inclusion and voice

Simple 
Rules
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Effective visual management systems drive cultural change, learning, staff engagement in 

“voice” and problem solving and allows the real-time sharing of data, stories and progress.

Resilience Intervention: Visual Management 
54
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● More than just another ‘tick-box initiative’

● Visual Management Systems are a high-reliability intervention that diminishes 

leadership, cultural, knowledge and system causes of burnout, and builds team 

resilience. 

Visual management is not a panacea...

Stories & Exemplars ‘from 
the field’
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Some leadership pitfalls in an environment of burnout:

• Heroism
• The pizza party
• The right actions but the wrong communication

Some leadership successes in an environment of burnout:

● Visual management is daily work                                                   LENS
● Measuring culture

SCORE
● Showing up, no matter what
● Effective bidirectional communication ensuring value alignment

Burnout Reflections
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Smoothing the Path Ahead

Leaders need:
1. To know what burnout is (symptoms)
2. To understand where burnout exists (data)
3. To explore the causes of burnout (causal analytics)
4. To co-create wellness with the frontline (solutions)



Questions?
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www.aha.org/teamtraining

Email: teamtraining@aha.org •   Phone: (312) 422-2609

Stay in Touch!

https://www.aha.org/center/performance-improvement/team-training/courses/master-training-course
mailto:teamtraining@aha.org

