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“Our Systems are too complex 
to expect merelyto expect merely 

extraordinary people to 
perform perfectly 100% of 
the time. We, as leaders, 

have a responsibility to put 
into place systems to supportinto place systems to support 

safe practice.”

James Conway, IHI Senior Fellow







Wh t Ab t J ?What About Jane?
What should Rebecca say?y

• Here’s what she said…Here s what she said…
– “Doctor Smith…
– I’m concerned…I m concerned…
– I believe this patient has a severe latex 

allergy…gy
– Let’s double-check and be sure.”
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