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What are we going to talk about? 

Å¢ƘŜ ΨƭƻƴŜƭȅ ƘŜǊƻΩ 
syndrome 

ÅHow feedback from 
colleagues can 
change behaviour 

ÅStrategies to develop 
a safe, healthy and 
collaborative culture 

 



Audience Participation 

Who is your favorite fictional 
doctor? 



Text to: 37607 

Message: 97934 and Response 

Visit: 

meded.ubermeetings.com 



4ÈÅ Ȭ,ÏÎÅÌÙ HÅÒÏȭ 3ÙÎÄÒÏÍÅ 

ÅSets high standards 
ÅtŀǎǎƛƻƴŀǘŜ ŀōƻǳǘ ΨƳȅΩ 

patient 
ÅPersonal sacrifice 
ÅBelief in own 

invulnerability to stress 
and fatigue 
ÅIntolerant of criticism 
ÅContempt for systems 
 ς and for the people who 

try to run them 
 
 
 
 

 



Good Teams Promote Wellness 

ÅClarity of roles and 
goals 

ÅDistributed workload 

ÅResponsibility shared 

ÅEach member valued 

ÅSupport in 
uncertainty 

ÅFewer errors, better 
care 



So how do we encourage 
collaboration? 



360 Feedback: An 
Intervention that can 

Produce Change 



1. Learner scores him/herself 

2. Peers rate the learner 

3. Feedback report 

4. Debriefing & goal-setting 

360 Survey Feedback 
Protocol 



²ƘƻΩǎ ǳǎƛƴƎ t¦[{9 осл°  
Feedback to Improve Collaboration? 

ÅMcGill University Health Centres  
ÅSix Harvard Hospitals, including 
ïMassachusetts General Hospital 
ï.ǊƛƎƘŀƳ ŀƴŘ ²ƻƳŜƴΩǎ IƻǎǇƛǘŀƭ 
ï.ƻǎǘƻƴ /ƘƛƭŘǊŜƴΩǎ IƻǎǇƛǘŀƭ 
ïBeth Israel Deaconess Medical Center  
ÅIndiana University 
ÅSt. Joseph's Health Centre (Toronto) 
ÅUniversity of California San Diego 
ÅUniversity of Miami  
ÅUniversity of Michigan 
Å200+ other healthcare facilities  

 

 

PULSE 360 Survey Database 
70,000+ Surveys of: 

4000+ Physicians & Learners 
 

Medical Students (1,758) 
Trainees (104) 

Physicians (2,000+) 
Healthcare Professionals (250+) 

 



1. Motivating Behaviors/Impact  



   2. Discouraging Behaviors/Impact 



  Being on time.  

 Talking more.  

 Running so late.  

Being so quiet. .  

 Caring so much.  

Being a smart student .  

                Comment Questions  



Purpose of 360o Feedback? 

1. Compare their own self-perception,  
with how others see them 

2. Learn how to give & receive feedback 

3. Acknowledge strengths as well as  
any opportunities for development 

4. wŜƛƴŦƻǊŎŜ ǘƘŜ ƛƴǎǘƛǘǳǘƛƻƴΩǎ values 

5. Provide reinforcement for growth 

6. ¸ƻǳ ŎŀƴΩǘ ŎƘŀƴƎŜ ǿƘŀǘ ȅƻǳ ŘƻƴΩǘ ƪƴƻǿ! 



Self -Rating  

Hospital 
Staff  

Physician
Peers  

Self-Rating 
Hospital Staff 
Physician-Peers 





Text to: 37607 

Message: 99458 and Response 

Visit: 

meded.ubermeetings.com 



Dr. P. at Baseline  

 

Dr. P. at Follow-up #1 (3 months later) Dr. P. at Follow-up (3 YEARS later) 



 Can discouraging behaviors 
 be reduced? 

Can  
collaboration  

skills  
improve? 

 University of Miami   
360 Outcome Data  



Gap in Self vs. Other's Ratings in  
Relation to Overall Teamwork Index Scores 

89.5 
86.2 84.0 

76.0 ** 

66.3 ** 

40

50

60

70

80

90

100

Very
Humble
(N=93)

Somewhat
Humble
(N=85)

Almost
Identical

Perception
(N=96)

Somewhat
Confident

(N=89)

Very
Confident

(N=80)

Self vs. Other Gap Profile 
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Motivating Behaviors (N=448)

** Significantly Different than  

the 4 Other Profiles at p<.01 

T
e

a
m

w
o

rk
 I
n

d
e
x

 S
c
o

re
s
 



Most Improved  
Motivating & Disruptive Behaviors  

from Years 1-3 
 

       Motivating Behaviors (Higher Preferred) %Change 

Shares ideas openly in discussions or meetings +7.5% 

Keeps team members informed about important information +7.3% 

Communicates clear requests, explanations and expectations +7.1% 

Discouraging  Behaviors (Lower Preferred) %Change 

Selectively informs only "favorites" of important information -7.7% 

Unfairly "badmouths" the facility, unit or colleagues -5.5% 

Criticizes certain team members, behind their back -5.3% 



 Can discouraging behaviors  
 be reduced? 

Can  
collaboration  

skills  
improve? 

 Physician Outcome Data  
 with 360 Feedback & Coaching 

 



Collaboration Skills Improvement  
after PULSE 360 Survey Feedback 
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X NORMALS ς ALL (N = 807 Physicians, 10,956 raters)  

15% 
Improvement! 

Dotted line indicates projected values 

**At baseline both groups differ significantly at p < .01.  *Values for Discouraging Physicians differ significantly from baseline at p < .01  
Ϟ І ƻŦ tƘȅǎƛŎƛŀƴ ǎǳōƧŜŎǘǎ ǾŀǊƛŜǎ ŀŦǘŜǊ ōŀǎŜƭƛƴŜ ŀǘ ŜŀŎƘ ǘƛƳŜ ǇŜǊƛƻŘ ōŜŎŀǳǎŜ ƴƻǘ ŀƭƭ tƘȅǎƛŎƛŀƴǎ ǊŜŎŜƛǾŜŘ Ŧƻƭƭƻǿ-ups 

 15% 
Improvement 

D o t t e d  l i n e  i n d i c a t e s  p r o j e c t e d  v a l u e s 

  217% 
Improvement 

ÀNORMAL PHYSICIANS  
(N = 807 Physicians, 10,956 Ratings)  

ÀROUGH EDGES  

(Physicians  referred because of Behavior Complaints)  
(N = 327 Physicians, 12,661 Ratings)  

1134 Physicians received 360 feedback  

from 23,617 Ratings between 2000-2010 



ȰRough Edgesȱ  
Top 5 Motivating  Behaviors  

that Improved in the First 3 mos. 
1. Understands how his/her  

behavior impacts others  (+23.9%) 
2. Remains approachable,  

even when stressed out   (+17.3%)  
3. Responds to conflict by  

trying to work out solutions  (+16.3%) 
4. Points out mistakes in a  

respectful and helpful way  (+15.9%) 
5. Treats team members   

with respect     (+14.0%)   



ȰRough Edgesȱ  
 Motivating  Impact 

Improvement in the First 3 mos. 

1.  Behaves in a way which encourages  
team members' best work (+17.3%) 
 

2.  Motivates team members to  
work hard    (+12.9%)  



Medical Care at Night ɀ  
A Risky Business for the Health 

of Doctor and Patient Alike 



The Trouble with Night Work   

Å Night shift work is associated with poor sleep 

Å Sleep deprivation is associated with error 

Å[ŜŀǊƴŜǊǎΩ ƘŜŀƭǘƘ ǎǳŦŦŜǊǎ 

Å Accident rates go up 

Å Social isolation results 



Night Work 

   ΨLǘΩǎ not just the mistakes. At three in the 
morning, thoroughly exhausted and a 
little confused, we are more likely to hate 
than love our patients. This trickles 
through the medical profession as a nasty 
sort of cynicism, an impatience with the 
world and other humans, and all sorts of 
unfortunate emotional reactions that are 
ironically accentuated by our medical 
educationΦΩ 

 
    

   Canadian surgical resident, July 2010  



Ȭ(ÏÓÐÉÔÁÌ ÁÔ .ÉÇÈÔȭ 4ÅÁÍ×ÏÒË 

ÅMulti-ǇǊƻŦŜǎǎƛƻƴŀƭ ΨƴƛƎƘǘ 
ǘŜŀƳΩ 

ÅTeam leader co-ordinates 

ÅTeam members have 
specified skills 

ÅTeam task - to meet 
urgent needs of patients 
during the night 

ÅBriefing and debriefing 
led by senior doctors 

 

ΨIƻǎǇƛǘŀƭ ŀǘ bƛƎƘǘΩ 
Launched 1998 
Widely implemented across UK 
2005-2009 



 
'ÕÙȭÓ & St 4ÈÏÍÁÓȭÓ ΤΡΡΥ-2008 

H@N introduced 

 

H@D&N introduced 

 



Impact on Learner Wellness 
(UK National Trainee Survey) 

2006 vs 2012 surveys 

ÅFewer reports of sleep 
deprivation 

Å Improved satisfaction 
with training 

ÅFewer complaints 
about bullying 

ÅFewer reports of  
stress 

Sleep deprivation/feeling bullied 
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NW London Integrated Care Pilot 

 ÅPatients at the centre ς 
empowered and informed 

ÅProfessionals, services and 
organizations working 
together  

ÅProactive care - assessing 
risk, moving interventions 
upstream 
 





Why does it 
have to be 
so hard? 

 


