CHAPTER TWO KEY ATTRIBUTES OF PATIENT-SAFE COMMUNICATION 15

protocols and policies. You can lock the door and say, “Sorry, Mrs Gruzenski, your 30 minutes are
up.”But, you can also unlock the door. You can ask, “Shall | call you ‘Dr Gruzenski'?"“Would you like
to be alone?"“Is this a convenient time?"“Is there something else | can do for you?”

Source: Reproduced with permission: Jocelyn Anne Gruzenski and Dr. Donald Berwick.
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Source: Gerteis et al. 1993; Robb & Seddon 2006; Shaller 2007.
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