
Responding effectively and comprehensively to patient harm1 
 

Health Quality Council of Alberta – Harm Response Model2 

 
 
 
 
 

 
1 Davies JM, Steinke C, Flemons WW. Fatal Solu�on. How a healthcare system used tragedy to transform itself and redefine Just 

Culture. Philadelphia USA: Routledge, a Taylor and Francis Imprint; 2022. 
• Chapter 3 – Apology, Disclosure and Support 
• Chapter 5 – Suppor�ng healthcare providers 
• Chapter 4 – Repor�ng and Informing 
• Chapter 6 – System inves�ga�ons 
 

2 Health Quality Council of Alberta. Healthcare Quality & Safety Management – A Framework for Alberta. 2017. Pgs 10, 26 – 32. 
htps://hqca.ca/resources-for-improvement/frameworks/healthcare-quality-safety-management/ 

 

https://hqca.ca/wp-
content/uploads/2021/11/HQCA_HQSMFrame
work_R100217.pdf - page=28 

Support – two broad types: 
• Non-financial – includes: psychological, spiritual, and/or family support 
• Financial – includes: out-of-pocket expenses; loss of income; and/or pain & suffering 

Disclose – open & honest discussions to rebuild trust. Includes an apology, empathy, an explana�on of what happened 
and what will happen next, and how the system will be improved to protect other pa�ents. 

 

htps://hqca.ca/wp-content/uploads/2021/11/HQCA_HQSMFramework_R100217.pdf#page=28 
 

Support for healthcare providers so they do not self-blame and assume undue responsibility for the 
harm a pa�ent suffered. Support can be offered by peers, family or professional counsellors.  
Assess fairly – the decisions and ac�ons of healthcare providers should be assessed with the 
knowledge and within the context of all system factors following the principles of a Just Culture 
(htps://justculture.hqca.ca/). 
 

htps://hqca.ca/wp-content/uploads/2021/11/HQCA_HQSMFramework_R100217.pdf#page=31 
 

Report by submi�ng an RLS report  
Inform others if it is important to protect other pa�ents 
Analyze – a systema�c, system-based analysis may need to be done to 

determine what happened, why it happened and opportuni�es to make 
healthcare delivery safer. 

 

htps://hqca.ca/wp-
content/uploads/2021/11/HQCA_HQSMFramework_R100217.pdf#page=32 
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