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OBJECTIVES

• Understand the implications of the current inflexion point of 
human-machine teaming in clinical operating systems. 

• Describe the proactive and reactive approaches to the 
integration of systems engineering into continual redesign of 
complex sociotechnical environments within healthcare. 

• Understand the overarching framework within which human 
factors engineering can be optimally applied to healthcare 
environments. 
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Brief Background…



Core Concept #1

Healthcare is 
Sociotechnical Work
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Let’s Start With a Story…



What is the impact of the SYSTEM?

There was nothing wrong 
with these pilots



- OR? -

What is the impact of the SYSTEM?



People
Tools

Operating Systems
Systems

Tools
People

Culture
People

Tools
Systems

Proliferation of Technology

Transformation Approach must Evolve 
with Healthcare…



We have been focusing primarily on 
improving people…



In Complex Adaptive Systems, 
Outcomes Flow From Systems.

Culture Also Flows from 
Systems. 

In Simple Systems, Outcomes 
Flow From Culture.

Culture vs System



Core Concept #1 
Implication

We should adopt a systems-based approach 
to transformation and culture.
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Core Concept #2

Healthcare has adopted 
a fragmented approach 

to improvement
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Core Concept #2 
Implication

We should integrate our management of the 
Primary Domains of Clinical Outcomes 

(PDCO): Quality, Safety, Experience, Equity, 
Cost, and Population Health. 
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Core Concept #3

Create an awesome 
experience for your 

team.
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Core Concept #3 
Implication

Build a branded and usable total learning 
system. 
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Jonathan L. Gleason, MD
EVP | Chief Clinical Officer 
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Pulse Program: Building our Total Learning System



Improving the Patient Experience…
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Improving Safety and Quality…





System + Culture = Improvement

PrismaHealthPulseProgram@prismahealth.org

+
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Total Systems Approach…

PrismaHealthPulseProgram@prismahealth.org





Pulse Technology Stack

Pulse Insights
The place to go to understand how we’re doing on 

the things that matter most 

Pulse Power
The place to go to report and to give feedback

Pulse Dash
Prioritized, actionable insights inside of workflow







Safety Management System
T he Pulse  Safety Management System i s  a  dynami c l ea rni ng s ys t em t ha t  enabl es  a l l  t eam members  t o  part i ci pa t e  

i n our da i l y act i vi t i e s t o  i dent i f y and mi t i ga t e  ri s ks ,  t o  improve  our s a fe t y,  and t o  support  peopl e  t ha t  have  been 
i nvo l ved i n s a fe t y event s . Thi s  l ea rni ng and improvement  s ys t em enabl es  our Cul t ure  o f  Sa fe t y.

Comprehensive Root Cause 
Analysis

Structured serious safety event 

response program.

Patient Advocacy Program

Proactive patient and family 

support program for people that 

have been involved in a serious 

safety event.

Peer Support Program

Proactive peer-support 

program for people that have 

been involved in a serious 

safety event.

Escalating Tiered Huddle Program

Structured daily management 

system that escalates from the 

unit to the executive suite. 

Just Culture Program

Structured program to ensure 

that our culture is facilitating 

learning and improvement. 

Pulse Power
Prisma 
Health 

Culture 
of Safety

PrismaHealthPulseProgram@prismahealth.org

Learning System for people to 

report potentially unsafe 

conditions and events.



Escalating Tiered Huddle



Pulse Power
Learning System for people to report potentially unsafe conditions, safety events, and to tell us how we 

can improve our systems.

Learning System



Just Culture

David Marx, The Just Culture Company, 2022

Use a Just Culture 
algorithm to 

respond fairly and 
consistently to 

behaviors

Shift from
focus on severity of 

events and 
outcomes to 

choices and risk



Experience Learning 
Collaboratives

Patient Advocacy Patient Voice

Pulse Rounding

Experience Coaching 
Program

Focused, structured team 
member, leader and physician 
direct observation coaching.

Focused application of the 
Prisma Health Improvement 

Methodology to improve Patient 
Experience.

Standardized patient and team 
member facing rounding 

practices to capture insights and 
improve.

Resolution of patient concerns 
and proactive rounding to 
mitigate complaints and 

grievances.

Patient Family Advisory Councils 
and Online Patient Advisory 

Community partner to co-create 
our delivery of care and services.

Experience Management Program

PrismaHealthPulseProgram@prismahealth.org



Experience 

Learning Collaboratives

OP Testing/Lab

+14 PR

+17 PR

Emergency

Medical Group

+11 PR

Focused application of the Prisma 

Health Improvement Methodology to 
improve Patient Experience.

Completed and/or in progress 130+

Experience Learning Collaboratives



Direct Observation Coaching

Physician 
Direct Observation Coaching

Richland Medical Murray
Direct Observation Coaching

GMH Oncology
Direct Observation Coaching



Learning System for leaders to capture real time care gaps, identify and resolve service recovery 
opportunities, recognize team members and improve patient and team member engagement.

Pulse Rounding

Total Recognitions: 2,318



Online Patient Advisory Community (OPAC)
Opt-in Through Survey

50,000+



Clinical Advancement Program

The Clinical Advancement Program enables clinical experts to collaborate with 
patients to move the needle on quality, safety, experience, equity, cost, and 

population health across South Carolina.



Foundational Elements



What about the Culture 
and TEAM???
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QUESTIONS?
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