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Algorithm #1: Initial steps and case filter
COMMUNICATION, APOLOGY AND RESOLUTION (CARe)

* CARe Support, also known as service recovery, is assistance for a patient who has experienced an unanticipated adverse event 
that requires immediate or near-term attention. See more here
** If case has a pre-litigation notice/60L Letter, it automatically flows into the CARe Insurer Case Protocol (all appropriate previous 
steps should still be attempted.)

A significant adverse event occurs

  STEP 2    Communication with patient (event as currently understood)
•	 Document the conversation in records
•	 Assign someone to serve as main contact for the patient

    STEP 1    Department of patient safety alerted
•	 Coaching and support services for providers and patients launched

Possible early 
CARe Support*

 STEP 3    Internal investigation 
•	 Implementation of any improvement actions

Possible 
external review

 STEP 4    Communication with patient
•	 Explain results of investigation and any 

improvements to be made
•	 Include an empathetic apology
•	 Consider offering CARe Support*

Was the patient significantly harmed due 
to the unmet standard of care?

(See significant harm definitions)

Standard of care was 
not met but did not 

cause significant harm

Outcome F1

 STEP 4    Initiate 
CARe Insurer Case Protocol**
•	 Consult providers, chiefs, and 

department heads

Standard of care met

Outcome F2

Was the standard of care met?

YES NO/UNSURE

YESNO

https://betsylehmancenterma.gov/assets/uploads/general/CAReSupport.pdf
https://www.nccmerp.org/categorizing-medication-errors-index-color
https://betsylehmancenterma.gov/assets/uploads/general/CARe-Algorithm2.pdf

