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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 FECCEG 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 – registration open! 

o March 25-26 at UCLA, Los Angeles, CA 

o April 8-9 at Northwell Health, New Hyde Park, NY

o April 22-23 at MetroHealth, Cleveland, OH

o April 24-25 at Houston Methodist, Houston, TX

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

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

o Virtual TeamSTEPPS Master Training from April 18-June 6 

Coming soon!

Master Trainer Info Session

https://www.aha.org/center/team-training/courses-and-workshops
https://www.aha.org/center/team-training/courses-and-workshops/master-training
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Upcoming Team Training Events

Webinars

o March 13: The Fundamentals of Strategic Planning and Successful TeamSTEPPS 

Implementation

Workshops

o NEW March 14: Leading Well from Within: A Neuroscience-Based Approach to Leadership in 
High-Pressure, High-Stakes Environments – free but space is limited!

https://www.aha.org/education-events/fundamentals-strategic-planning-and-successful-teamstepps-implementation-mar-13
https://www.aha.org/center/team-training/courses-and-workshops/leading-well


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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Kathy Helak

Assistant Vice President, Patient 

Safety

Inova Health System

Today’s Presenters

Denise Mazzapica

Manager, Nursing Initiatives

Northwell Health

Angie Black

Vice President of Operations

Northwestern Central DuPage Hospital



Discover the 
effectiveness of multi-
varied approaches to 

TeamSTEPPS
implementation

Describe the impact of 
TeamSTEPPS

implementation and 
sustainment on patient 

safety, patient 
experience, and 

workforce engagement

Analyze methods used to 
build sustainability and 
embed TeamSTEPPS

into culture
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Today’s Objectives



Northwestern Central 
DuPage Hospital

Angie Black
Vice President of Operations
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Situation

• Themes identified during clinical case reviews

o Lack of clarity related to roles and 
responsibilities

o Breakdown in communication

o Ineffective teamwork

o Lack of situational awareness and mutual 
support

o Hesitancy to speak up
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406-bed acute-care hospital within 
an 11-hospital health system

Safety program inclusive of safety 
tools since 2013

Background
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Background

Safety Tools

• Peer Coaching

• Clarifying Questions

• SBAR (Situation, Background, Assessment, Recommendation)

• 3-way Repeat/Read Back

• Safe and Effective Handoffs

• Numeric Clarification

• Reporting Safety Concerns

• STAR (Stop Think Act Review)

• Question and Confirm

• ARCC (Ask a Question, Request a Change, Communicate 
Concern, Contact Chain of Command)

• Crosscheck and Assist



• Administered the Teamwork Attitudes Questionnaire (T-TAQ) 

o Used to assess attitudes toward the core components of teamwork as a part of our assessment to 
determine training needs

Background
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• Grant funding

• TeamSTEPPS Master Training Course

o 45 participants

• Created Change Teams

o Identified the TeamSTEPPS focus areas

o Created 3-hour curriculum

o Created checklists and tools

o Champions on the units

• Administered the Teamwork Perceptions Questionnaire (T-TPQ) – pre and post 

Actions
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Actions - Preparation

TeamSTEPPS Facilitator Schedule & Outline
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Actions - Preparation
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Results

• Teamwork Perceptions Questionnaire (T-TPQ)

o Teamwork – improved by 6.3% 

o Leadership – no change

o Situational Awareness – improved by 7.4%

o Mutual Support – improved by 10%

o Communication – improved by 9%

• Implemented Briefs, Huddles, & Debriefs

• Incorporating into simulations 

• Improved collaboration across disciplines 



18

Recommendations

Align with current 
safety tools

Preparation Individualize to the 
department

Engage a Change 
Team early on as 
Unit Champions

T-TPQ via an 
electronic tool (QR 

code)

Use the AHA Tools!



Move to the next department…
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Northwell Health

Denise Mazzapica
Manager, Nursing Initiatives
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In 2007, even with multiple safety initiatives 
implemented across the Health system, a 
review of incidents impacting patient 
outcomes indicated that communication 
failures and ineffective teamwork presented 
an opportunity for improvement.

TeamSTEPPS was identified as a process 
to: 

• Operationalize Core Values (Safety, 
Collaboration, Leadership)

• Create transformational change 
(Changing the culture to a culture 
of safety)

Situation



Background

Northwell Health:

• New York’s largest private employer and 
health care provider, with 21 hospitals and 
about 900 outpatient facilities

• More than 12,000 credentialed physicians, 
including about 5,400 employed doctors and 
nearly 4,500 members of Northwell Health 
Physician Partners 

• About 19,000 nurses 

• More than 5,600 volunteers 



Actions Pre-Training

Choose Pilot Hospital

Create Infrastructure for Change

• Executive Sponsor Team 

• Unit/Department Collaborative Care Councils 

Training Approach

Train the Trainer: 2-day MT Course with:

• Teach Back

• Site MT: 4-hour Fundamentals

• 2 Hour Essentials

• Interdisciplinary Training   



Implementation

• Standardized Process

-Phase 1:  Preparation & Assessment

HSOPSC Survey

- Phase 2: Training & Rollout 

Minimize time between training & rollout

- Phase 3: Sustainment

• Timeline created for each phase

• Timeline created for unit/Department rollout of 

TS tools & strategies

Actions Cont.



Pilot Hospital

• 2007 Pre-TeamSTEPPS HSOPSC Results: Below national benchmark in 9 Domains

• 2013 HSOPSC Results: Above national benchmark in 11 Domains

• 2022  Culture of Safety Survey Results: Above national benchmarks in all domains

Northwell Health

• 2023 TeamSTEPPS is routinized and part of the organization’s DNA

Recommendations

• Establish permanent structure for change and sustainment

• Create standardized implementation process

• Clinical Leaders/Department Heads trained as MT and Coaches

• Interprofessional training

• Anchor TS in all aspects of organization (orientation, policies, simulation, etc.)

Results & Recommendations



Inova Health System

Kathy Helak
Assistant Vice President, Patient Safety
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Situation

One Team 

Mindset

Investment in 

Social Capital

Healthy Work 

Environment

World-class care 

and experience

27



28

Inova Health System- Our Why

Provide a people-centered, high reliability, high 

value, seamless system of care. 

› We must create an environment of zero harm.

› We must know each patient and honor what 

matters most with empathy and compassion. 

› We must create a culture of psychological safety 

that empowers each team member to fully 

engage.

› We must collaborate in teams with equal voices, 

embracing patients and their families as integral 

members of the care team.

› We must embrace and practice best evidence, 

forgoing tradition and individual preference.

Our Care Mandate

Our Care Imperatives



Inova Health System at a Glance

U.S. News & World Report 2023-4 Best Hospitals

Inova Fairfax Hospital

#1 Best Hospital in Virginia and Washington, DC area

Inova Fairfax Hospital Obstetrics and Gynecology

Top 20 Hospitals in the nation

Inova L.J. Murphy Children’s Hospital Neonatology

Top 50 Hospitals in the nation

Inova Fair Oaks and Inova Alexandria hospitals

Top 10 hospitals in Virginia and Washington, DC area

All Inova hospitals are high performing in many

specialties and common adult procedures and conditions.

Magnet Designation

All five Inova hospitals are 

designated Magnet® facilities.

CMS Rated Hospitals

Inova is the only hospital system in the 

Washington, DC, region with 5-star-

rated hospitals from CMS. We remain 

the highest ranked system in the area.

The Joint Commission

All Inova hospitals are fully accredited 

by The Joint Commission. They also 

hold 20+ Joint Commission disease-

and procedure-specific certifications.

Leapfrog Hospital Safety Grades

All Inova hospitals have earned 

eleven consecutive “A” Leapfrog 

Hospital Safety Grades.

A Great Place to Work

Inova is recognized as a great place 

to work by Forbes, Nurse Journal and 

the Healthcare Equality Index. 29



Background:  Our Journey to One Team

2014

Varied interest, adoption, 
and approach

Local training & curriculum

Unclear expectations and 
intention

2018

New CEO and prioritizing 
systemness 

Care Mandate & 
Imperatives

Building will and 
standardization for training

2020

COVID!

Teamwork essentials

Virtual training and 
efficiencies

System Tiered Huddles

2021-Present

Mandatory onboarding

Refreshers

Psychological Safety

Safety Culture Survey
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Actions

Standardization

-Master Trainers

-TeamSTEPPS 
Fundamentals 
Curriculum

--Virtual 

Expectations

-Onboarding all Team 
Members

-Clinical Ladders, 
Safety Coaches

-Leadership 
Refreshers

-Safety Culture Survey

Adoption & 
Visibility

-Tiered Huddles

-Event Management

-SBAR

-Intranet 
TeamSTEPPS Tips
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Tiered Huddles

Situational Awareness

Task Assistance

Mutual Support

Psychological Safety

Action
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One Team Mindset
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Event Management Alignment for Teamwork and High Reliability

Tool Definition

SBAR Situation-Background-Assessment-

Recommendation/Request

Call-Out Speaking out to team with critical information

Check-back Closed loop communication for shared mental 

model between sender and receiver of information

Handoff Providing complete and accurate information and 

opportunity for questions and clarification

CUS Speaking up for safety concerns

Concerned-Uncomfortable-Stop-this is a Safety 

issue!

Brief Planning session for team shared mental model 

prior to start

Huddle Team session to regroup and course correct;  

create situational awareness

Debrief Review of situation for learning, and improvements

PAUSE Tool for mindful moments to intentionally focus

Purposeful-Attention-Understanding, Safety-Every 

time, every touch
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Results

National Benchmark = 65%
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2021

2023

Consistent strength in safety 

culture:

• Reporting

• Learning

• Communicating about errors

• Management support 
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Recommendations & Take-aways

Team training is 

mission critical

Embed across the 

organization
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Q&A
Enter your questions into the chat!
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• 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 FECCEG 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

