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Rules of Engagement

• Audio for the webinar can be accessed in two ways: 1) through your computer speakers or 2) 
dialing in by phone – listen only mode

• Q&A session will be held at the end of the presentation 

o Written questions are encouraged throughout the presentation

o To submit a question, type it into the Chat Area and send it at any time

• Other notable Zoom features:

o This session is being recorded, the chat will not be included in the recording

o Utilize the chat throughout the webinar. To chat everyone, make sure your chat reflects the picture below: 



To receive 1.0 CE credit hour for this webinar, you must: 

• Create a Duke OneLink account. You only need to create an account once – you may 
use it for all future webinars. Instructions will be chatted in and/or you may find them in 
your registration confirmation email.

o Step 1: Register for a OneLink account

o Step 2: Activate your account and confirm your mobile number

• Text LANDEQ to (919) 213-8033 after 1:00 pm ET today – 24-hour window

Continuing Education Credit 

In support of improving patient care, the Duke University Health System Department of Clinical 

Education and Professional Development is accredited by the American Nurses Credentialing 

Center (ANCC), the Accreditation Council for Pharmacy Education (ACPE), and the Accreditation 

Council for Continuing Medical Education (ACCME), to provide continuing education for the health 

care team.
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Upcoming Team Training Events

Courses

o In-person TeamSTEPPS Master Training

o May 21-22 at Tulane, New Orleans, LA

o June 11-12 at the American Hospital Association, Chicago, IL

o July 15-16 at Northwell Health, New Hyde Park, NY

o Virtual TeamSTEPPS Master Training from April 18-June 6 

Webinars

o May 8, monthly webinar – registration coming soon

o Are you interested in speaking on one of our monthly webinars? Check out our speaker interest 
form to submit your webinar proposal!

https://www.aha.org/center/team-training/courses-and-workshops/master-training
https://forms.office.com/Pages/ResponsePage.aspx?id=QJMRube-Xk6EsjzBj3s2pulisv0mFIxAsBR81xOXtdVUNk5MSVZQSEw0M0xPUFhFWUJMMDlHODYxMS4u


Advisory Services

Custom TeamSTEPPS Advisory Services at Your

Organization
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https://www.aha.org/center/team-training/custom-trainings
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Today’s Presenters

Jason Cheng, DO

Medical Director, Safety 

The Permanente Federation 

Dept of Anesthesiology,

Kaiser Permanente  Downey Medical Center  

Christopher LeMaster, MD MPH CPPS

Director of Patient Safety

The Permanente Medical Group 

Diplomate of ABEM and ABPM (Clinical Informatics) 

Kaiser Permanente East Bay Oakland Medical Center 



Understand the difference 
between work-as-done and 
work-as-imagined, and why 
marrying these perspectives 

is a powerful way to help 
your organization succeed.

Operationalize frontline 
teams to engineer 

resilience 

Develop a dynamic 
understanding of drift that 

enables teams to 
acknowledge and move 
beyond blame towards a 

learning culture
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Objectives





Healthcare is complex and unsafe



Relying on people to be perfect 
isn’t working



Focusing on human error makes 
people feel blamed







Our staff are not our problem. They 
are our problem solvers.

We can learn or we can blame 
but we can’t do both.





React or Respond?







Chevron Oil Company

Human and
Operational

Performance
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1. Error is normal

2. Blame fixes nothing

3. Systems drives 
behavior

4. Learning is essential

5. How we respond 
matters
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Workers = “Masters of the blue line”

Work as 
imagined = the 
“black line”

Work as done
= the “blue line”

The Black Line and the Blue Line



Work as 
Imagined

Work as 
Done
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Our staff are not our problem. They 
are our problem solvers.

We can learn or we can blame 
but we can’t do both.



1999, Institute 

of Medicine 

Report 

2016, National 

Academy of 

Medicine 



"After an arduous and expensive education 

process, you are expected to get it right; 

consequently errors and stigmatized and 

equated with incompetence"







"We will see that blame is, in many respects, a subversion 
of the narrative fallacy; an oversimplification driven by 
biases in the human brain. We will see that it has subtle 
but measurable consequences, undermining our capacity 
to learn and to find resolve from the pain we create for 
others and ourselves. "















Work as done is 

happening inside the 

box, where the 

margins are unclear



Seeing INSIDE the black box…



Thinking OUTSIDE the black box







How could this be 

used to assess where 

drift may be 

occurring? What about 

the underlying level of 

psychological safety to 

assess individuals 

awareness of their 

own risks?





Understand that frontline 
teams are the best source 
of learning about variation 

and work culture 

Drift is a dynamic function 
of working environment 

and acknowledging it can 
help move towards high 

reliability

You can blame or you 
can learn, but you can’t 

do both
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Key Takeaways

Objective #2

Objective #3



Questions?



• Evaluation

o Please complete the evaluation form that appears on your screen once the webinar 
ends

• Continuing Education

o Create a Duke OneLink account if you have not done so 

o Instructions can be downloaded from the Files pod or your registration confirmation email

o Text LANDEQ to (919) 213-8033 within 24 hours

Final Reminders
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www.aha.org/teamtraining

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

Questions? Stay in Touch!

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

