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Abstract

Transparent Communication Strategy for Infection Prevention and 
Control
Are you ready to have an honest and open discussion with the media 
and the public regarding a healthcare associated infection outbreak, 
drug diversion that resulted in Bloodborne pathogen exposure to 
patients, or being the first facility in Maine to identify and care for a 
patient with a highly transmissible emerging pathogen?  This 
workshop will provide you with a strategy that will help to prepare 
your facility for transparent communication.
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Objectives

• Explain which events in Infection Prevention and Control warrant  
transparent communication and/or patient notification

• Describe three ways to prepare your facility for transparent 
communication

• Discuss four key elements for success when having an honest and 
open discussion
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Transparency in Communication

Implies…
• Openness
• Communication
• Accountability

Operating in such a way 
that it is easy for others to 
see what actions are 
performed
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Reasons for lack of transparent communication…
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Benefits…
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The number one benefit…
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Identifying appropriate level of transparency
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Is the information needed by at-risk parties to 
avoid illness or reduce the spread of a disease?
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YES 
The information should be communicated to 
at-risk and implicated audiences in a timely, 
accessible and proactive manner



Is the information relevant to decisions made by 
public health authorities?

Maine Center for Disease Control and Prevention 10

YES 
This information should be made 
available to stakeholders and the 
public



Is there a compelling reasons to withhold or 
modify the information?  
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YES
Modification to the information may be 
appropriate, if modification is not possible, 
then the information maybe justifiably 
withheld



Moments for…

Maine Center for Disease Control and Prevention 12

http://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwjZzoKPpvrVAhUo4IMKHZsmDncQjRwIBw&url=http://www.intersnack.com/our-responsibility/employee-responsibility/employee-responsibility/&psig=AFQjCNGDDe-tymp0GRxnDil2fB5npu8Sbw&ust=1504022349276785
http://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwjZzoKPpvrVAhUo4IMKHZsmDncQjRwIBw&url=http://www.intersnack.com/our-responsibility/employee-responsibility/employee-responsibility/&psig=AFQjCNGDDe-tymp0GRxnDil2fB5npu8Sbw&ust=1504022349276785
http://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwjZzoKPpvrVAhUo4IMKHZsmDncQjRwIBw&url=http://www.intersnack.com/our-responsibility/employee-responsibility/employee-responsibility/&psig=AFQjCNGDDe-tymp0GRxnDil2fB5npu8Sbw&ust=1504022349276785
http://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwjZzoKPpvrVAhUo4IMKHZsmDncQjRwIBw&url=http://www.intersnack.com/our-responsibility/employee-responsibility/employee-responsibility/&psig=AFQjCNGDDe-tymp0GRxnDil2fB5npu8Sbw&ust=1504022349276785


Public Reporting of HAIs
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Patient Notification during Infection Control Breaches
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Admission/Discharge Notification during Outbreak
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Emerging Threats for Patient Safety
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New Patient Safety Initiatives
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Maine Center for Disease Control and Prevention 28

https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwjBz-bOufrVAhWC7oMKHSPTBP8QjRwIBw&url=https://www.shutterstock.com/video/clip-12344132-stock-footage--k-experienced-doctor-in-discussion-with-younger-medical-staff-could-be-a-team-meeting-or-training.html?src%3Drel/3781433:4&psig=AFQjCNEGsVBQaRTBJWTUBksq6iCa2kiRWQ&ust=1504027574273559
https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwjBz-bOufrVAhWC7oMKHSPTBP8QjRwIBw&url=https://www.shutterstock.com/video/clip-12344132-stock-footage--k-experienced-doctor-in-discussion-with-younger-medical-staff-could-be-a-team-meeting-or-training.html?src%3Drel/3781433:4&psig=AFQjCNEGsVBQaRTBJWTUBksq6iCa2kiRWQ&ust=1504027574273559
https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwicntCUu_rVAhVD4YMKHYiOCJIQjRwIBw&url=https://www.slideshare.net/KarenMartinGroup/a3-management-effective-problem-solving-via-pdsa-36640593/23-2014_The_Karen_Martin_Group&psig=AFQjCNGYcsCb8ZuWhUPbk1WMtjWgka2vzQ&ust=1504027846480083
https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwicntCUu_rVAhVD4YMKHYiOCJIQjRwIBw&url=https://www.slideshare.net/KarenMartinGroup/a3-management-effective-problem-solving-via-pdsa-36640593/23-2014_The_Karen_Martin_Group&psig=AFQjCNGYcsCb8ZuWhUPbk1WMtjWgka2vzQ&ust=1504027846480083
https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&ved=0ahUKEwjmtp6HvfrVAhVM2IMKHctyDd8QjRwIBw&url=https://www.nicodermcq.com/products/how-to-use-nicoderm-cq.html&psig=AFQjCNFgjmr6YADffBHbEXtk9PGX9BxN-Q&ust=1504028456887537
https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&ved=0ahUKEwjmtp6HvfrVAhVM2IMKHctyDd8QjRwIBw&url=https://www.nicodermcq.com/products/how-to-use-nicoderm-cq.html&psig=AFQjCNFgjmr6YADffBHbEXtk9PGX9BxN-Q&ust=1504028456887537


Foster a Culture of Patient Safety

AHRQ national survey in 2016   (447,584 hospital staff from 680 hospitals)

• We are actively doing things to improve patient safety:  84%
• Hospital leadership provides a work climate that promotes patient safety:  81%
• My supervisor seriously considers staff suggestions for improving patient safety:  80%
• Our procedures and systems are good at prevention errors from happening:  73%

• When an error is made, it is reported:  62%
• We are given feedback about changes put into place based on event reports:  60%
• Staff feel like their mistakes are held against them:  51%
• Staff feel free to question decisions or actions of those with more authority:  49%

Respondents Patient Safety Grade:  
 Grade A = 34%
 Grade B = 42%
 Not making the Grade = 24%

Maine Center for Disease Control and Prevention 29

https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwibpa2Bv_rVAhWmx4MKHalGAAoQjRwIBw&url=https://www.bisd303.org/Domain/765&psig=AFQjCNHTCKBjjPLH27k05h6dikWdYSfVbQ&ust=1504029017758994
https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwibpa2Bv_rVAhWmx4MKHalGAAoQjRwIBw&url=https://www.bisd303.org/Domain/765&psig=AFQjCNHTCKBjjPLH27k05h6dikWdYSfVbQ&ust=1504029017758994


Have a Plan
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Scenario:  _________

1.  How event occurred

2.  Clear actions patient or providers need to take

3.  Description of investigation steps

4.  Timelines

5.  Steps to minimize risk and harm
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Have a Plan…for the Media
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Have a Plan…for the Media
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Media Response Checklist:

 Respond promptly

 Match spokesperson skill set to situation

 Speak with one voice 

 Apologize

 Own your responsibility to prevent this event

 Keep customers and employees informed

 Use the same channels as your customers
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Step 2:  Notify and Work with State Partner
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Phone:  1-800-821-5821
Fax:  1-800-293-7534
TTY:  Maine relay 711
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Step 3:  Act in the Moment
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Acknowledge the Situation

• Present a short, concise, and focused message with limited details
• Cut to the chase
• Give action steps in positives, not negatives
• Repeat the message
• Create action steps in threes or fours, or create acronyms

• “Stop, Drop, and Roll”

• Use personal pronouns for the organization – e.g.  “We”
• Avoid technical jargon – surveillance monitoring
• Do not use unnecessary filler – e.g. background information
• Avoid condescending or judgmental phrases
• Attack the problem, not a person or organization
• Promise or guarantee only what you can actually deliver
• Avoid speculation and assumption
• Do not use humor
• Do not use PHI
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Convey Empathy
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Value Transparency

• State credentials – do not ask or expect to be trusted by public

• Express willingness to follow up with answers if questions cannot be 
answered at the time you are speaking

• Make corrections if errors are made

• Disclose risk information as soon as possible

• Do not minimize or exaggerate the level of risk

• Lean toward sharing more information, not less

• Discuss data uncertainties, strengths and weaknesses
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Listen to and Acknowledge Concerns
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Keys to Success
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Sometime in the future, 
probably on a Friday at 4:45pm…

The HAI Coordinator at the Maine CDC has been reviewing data on central 
line associated bloodstream infections (CLABSI), and notices an increase in 
CLABSIs related to yeast at a hospital in Maine.   Could this be an outbreak?  
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Upon closer inspection of the data, the HAI Coordinator discovers that two 
of the infections identified the pathogen as Candida heamulonii.  

The astute HAI Coordinator knows that Candida heamulonii is not capable of 
surviving at body temperature and that this could actually be Candida auris, 
an emerging pathogen that is highly transmissible, fatal in 30-60% of 
invasive cases, and often misidentified as Candida heamulonii.  The HAI 
Coordinator reaches for the phone and dials the hospital…

I may be calling YOU… Are You Ready?
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Rita Owsiak MS, MT(ASCP), CIC
Healthcare Associated Infections Coordinator

Rita.Owsiak@maine.gov
Phone: 207-287-6028
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Antibiotic Resistance Coordinator

Jennifer.Liao@maine.gov
Phone: 207-287-6516
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