
This brochure was developed by  the Massachusetts 

Alliance for Communication and Resolution 

following Medical Injury (MACRMI), which is 

composed of members from the following 

organizations: 

 

 Baystate Health 

 Beth Israel Deaconess Medical Center 

 The Board of Registration in Medicine  

 Coverys  

 CRICO RMF  

 Massachusetts Coalition for the Prevention of 

Medical Errors  

 Massachusetts Hospital Association 

 Massachusetts Medical Society 

 Medically Induced Trauma Support Services 

(MITSS) 

 

Working together 

when something 

goes wrong; 

improving care  

for all. 

1.  Improve communicaƟon between 
health care providers and their    
paƟents. When something goes 
wrong, a health care provider will 
explain to the paƟent what hap-
pened so that the paƟent is in-
formed and supported. Health care 
providers will listen to the paƟent’s 
concerns, the paƟent’s quesƟons will 
be answered, and the paƟent will be 
offered emoƟonal support. 

2.  Determine what went wrong, and if 
possible, prevent it from happening 
again. There will be an invesƟgaƟon 
into what went wrong by the PaƟent 
Safety Team. Problems that are 
idenƟfied will be fixed so that anoth-
er paƟent isn’t injured by the same 
error.  

3.  Offer an apology, and, if appropri-
ate, offer the paƟent compensaƟon. 
If the hospital or health care group’s 
PaƟent Safety Team and other re-
viewers determine that the paƟent’s 
injury was their fault, the paƟent 
will be offered  appropriate compen-
saƟon. PaƟents are encouraged to 
have an aƩorney to advise them 
throughout this process. 

CARe Aims To... Communication, 

Apology, and 

Resolution 

(CARe) 

 

To learn more about CARe, 

please visit 

WWW.MACRMI.INFO 



 

Several hospitals in MassachuseƩs have  
started a program called “CommunicaƟon,  
Apology, and ResoluƟon.” This program is for 
paƟents who have been unexpectedly 
harmed during their medical care. When 
something goes wrong at a hospital or health 
care office, this program is an effecƟve way of 
providing the paƟent with informaƟon,  
support, and (if appropriate) compensaƟon. 
 

How does CARe work? 
The goals of the CARe program are to: 
 

 Support health care workers in  
 communicaƟng with paƟents about what 

happened to cause them harm and to 
preserve the paƟents’ relaƟonship with 
the care team; 

   

 Offer apologies for injuries that could 
have been avoided;  

 

 Create a process for Ɵmely invesƟgaƟon 
to prevent the same thing from happen-
ing to others by implemenƟng necessary 
changes and conƟnuously looking for 
ways to improve; and, 

 

 Offer paƟents Ɵmely and fair  
compensaƟon in appropriate cases  
without having to bring a lawsuit. 

 
In cases where the hospital or health care 
organizaƟon’s paƟent safety team and  
external reviewers determine that the care 
was appropriate and that the injury was una-
voidable, paƟents will not be offered com-
pensaƟon. However, even if there is no offer,  
paƟents will receive emoƟonal support and a 
full explanaƟon of what happened and why. 

What is the Communication, Apology, and Resolution (CARe) program? 
Why is there a need for CARe? 

Even though doctors, nurses, and hospitals try to give 
paƟents the best care every day, paƟents can be hurt 
during medical care. SomeƟmes, this is because of 
something that a hospital, nurse, or doctor did (or did 
not do). Before programs like CARe, the usual way for 
paƟents to receive compensaƟon for an injury from an 
error was to pursue a lawsuit against their providers. 
CARe offers another opƟon for paƟents, aims to get 
their quesƟons answered, and (if appropriate) offers 
them compensaƟon outside the court system. CARe 
aƩempts to provide paƟents fair compensaƟon in a 
Ɵmely manner, without the delay and emoƟonal toll 
that a lawsuit may take on both paƟents and clinicians. 
 
 
 
 
 
 
 
 
 
 
 
The legal system may sƟll serve an important role in 
helping paƟents receive compensaƟon for injuries 
from errors. PaƟents do not automaƟcally lose their 
right to file a lawsuit by choosing to parƟcipate in 
CARe. This program is centered around transparency, 
and paƟents are encouraged to consult with an  
aƩorney during the CARe process. 
 

As a patient, can I report  

something that went wrong? 
Yes! Please point it out to your doctor or nurse, or call 
the hospital’s PaƟent RelaƟons team. While hospitals 
and health care groups parƟcipaƟng in CARe regularly 
review paƟent care for errors, they welcome your help 
in finding them and input on ways to prevent errors. 

Why is Apology a part  

of this program? 
Clinicians are human beings and can 
make mistakes. It is natural to want to 
apologize for making a mistake and to 
try to make it right. But apology has not 
been part of the medical culture to date 
— however, this is changing.  Apologiz-
ing for a mistake, just as a person  
naturally would, is important for the  
paƟent to hear and the clinician to say to 
help both of them begin to heal and  
resolve the problem.  

 

How does this help patients? 

The CARe program... 

 Creates a way for paƟents to get   
informaƟon about their medical 
care or injury in a Ɵmely manner; 

 

 Provides a beƩer format for          
paƟents’ quesƟons to be answered, 
and helps paƟents feel more in  

 control of the situaƟon; 
 

 Increases support for paƟents 
through paƟent specialists and      
referral groups that understand their 
needs; and, 

 

 Helps to ensure that the hospital 
and caregivers work with the pa-
Ɵent to meet their needs. 

 
It is the goal of this program to be 
honest with paƟents about their care 
and to offer them needed support.  


	CARe Aims To...

	To learn more about CARe, please visit

	WWW.MACRMI.INFO



<<

  /ASCII85EncodePages false

  /AllowTransparency false

  /AutoPositionEPSFiles true

  /AutoRotatePages /None

  /Binding /Left

  /CalGrayProfile (Dot Gain 20%)

  /CalRGBProfile (sRGB IEC61966-2.1)

  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)

  /sRGBProfile (sRGB IEC61966-2.1)

  /CannotEmbedFontPolicy /Error

  /CompatibilityLevel 1.4

  /CompressObjects /Tags

  /CompressPages true

  /ConvertImagesToIndexed true

  /PassThroughJPEGImages true

  /CreateJobTicket false

  /DefaultRenderingIntent /Default

  /DetectBlends true

  /DetectCurves 0.0000

  /ColorConversionStrategy /CMYK

  /DoThumbnails false

  /EmbedAllFonts true

  /EmbedOpenType false

  /ParseICCProfilesInComments true

  /EmbedJobOptions true

  /DSCReportingLevel 0

  /EmitDSCWarnings false

  /EndPage -1

  /ImageMemory 1048576

  /LockDistillerParams false

  /MaxSubsetPct 100

  /Optimize true

  /OPM 1

  /ParseDSCComments true

  /ParseDSCCommentsForDocInfo true

  /PreserveCopyPage true

  /PreserveDICMYKValues true

  /PreserveEPSInfo true

  /PreserveFlatness true

  /PreserveHalftoneInfo false

  /PreserveOPIComments true

  /PreserveOverprintSettings true

  /StartPage 1

  /SubsetFonts true

  /TransferFunctionInfo /Apply

  /UCRandBGInfo /Preserve

  /UsePrologue false

  /ColorSettingsFile ()

  /AlwaysEmbed [ true

  ]

  /NeverEmbed [ true

  ]

  /AntiAliasColorImages false

  /CropColorImages true

  /ColorImageMinResolution 300

  /ColorImageMinResolutionPolicy /OK

  /DownsampleColorImages true

  /ColorImageDownsampleType /Bicubic

  /ColorImageResolution 300

  /ColorImageDepth -1

  /ColorImageMinDownsampleDepth 1

  /ColorImageDownsampleThreshold 1.50000

  /EncodeColorImages true

  /ColorImageFilter /DCTEncode

  /AutoFilterColorImages true

  /ColorImageAutoFilterStrategy /JPEG

  /ColorACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /ColorImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000ColorACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000ColorImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasGrayImages false

  /CropGrayImages true

  /GrayImageMinResolution 300

  /GrayImageMinResolutionPolicy /OK

  /DownsampleGrayImages true

  /GrayImageDownsampleType /Bicubic

  /GrayImageResolution 300

  /GrayImageDepth -1

  /GrayImageMinDownsampleDepth 2

  /GrayImageDownsampleThreshold 1.50000

  /EncodeGrayImages true

  /GrayImageFilter /DCTEncode

  /AutoFilterGrayImages true

  /GrayImageAutoFilterStrategy /JPEG

  /GrayACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /GrayImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000GrayACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000GrayImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasMonoImages false

  /CropMonoImages true

  /MonoImageMinResolution 1200

  /MonoImageMinResolutionPolicy /OK

  /DownsampleMonoImages true

  /MonoImageDownsampleType /Bicubic

  /MonoImageResolution 1200

  /MonoImageDepth -1

  /MonoImageDownsampleThreshold 1.50000

  /EncodeMonoImages true

  /MonoImageFilter /CCITTFaxEncode

  /MonoImageDict <<

    /K -1

  >>

  /AllowPSXObjects false

  /CheckCompliance [

    /None

  ]

  /PDFX1aCheck false

  /PDFX3Check false

  /PDFXCompliantPDFOnly false

  /PDFXNoTrimBoxError true

  /PDFXTrimBoxToMediaBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXSetBleedBoxToMediaBox true

  /PDFXBleedBoxToTrimBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXOutputIntentProfile ()

  /PDFXOutputConditionIdentifier ()

  /PDFXOutputCondition ()

  /PDFXRegistryName ()

  /PDFXTrapped /False



  /CreateJDFFile false

  /Description <<



    /BGR <>

    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>

    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>

    /CZE <>

    /DAN <>

    /DEU <>

    /ESP <>

    /ETI <>

    /FRA <>

    /GRE <>



    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)

    /HUN <>

    /ITA <>

    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>

    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>

    /LTH <>

    /LVI <>

    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)

    /NOR <>

    /POL <>

    /PTB <>

    /RUM <>

    /RUS <>

    /SKY <>

    /SLV <>

    /SUO <>

    /SVE <>

    /TUR <>

    /UKR <>

    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)

  >>

  /Namespace [

    (Adobe)

    (Common)

    (1.0)

  ]

  /OtherNamespaces [

    <<

      /AsReaderSpreads false

      /CropImagesToFrames true

      /ErrorControl /WarnAndContinue

      /FlattenerIgnoreSpreadOverrides false

      /IncludeGuidesGrids false

      /IncludeNonPrinting false

      /IncludeSlug false

      /Namespace [

        (Adobe)

        (InDesign)

        (4.0)

      ]

      /OmitPlacedBitmaps false

      /OmitPlacedEPS false

      /OmitPlacedPDF false

      /SimulateOverprint /Legacy

    >>

    <<

      /AddBleedMarks false

      /AddColorBars false

      /AddCropMarks false

      /AddPageInfo false

      /AddRegMarks false

      /ConvertColors /ConvertToCMYK

      /DestinationProfileName ()

      /DestinationProfileSelector /DocumentCMYK

      /Downsample16BitImages true

      /FlattenerPreset <<

        /PresetSelector /MediumResolution

      >>

      /FormElements false

      /GenerateStructure false

      /IncludeBookmarks false

      /IncludeHyperlinks false

      /IncludeInteractive false

      /IncludeLayers false

      /IncludeProfiles false

      /MultimediaHandling /UseObjectSettings

      /Namespace [

        (Adobe)

        (CreativeSuite)

        (2.0)

      ]

      /PDFXOutputIntentProfileSelector /DocumentCMYK

      /PreserveEditing true

      /UntaggedCMYKHandling /LeaveUntagged

      /UntaggedRGBHandling /UseDocumentProfile

      /UseDocumentBleed false

    >>

  ]

>> setdistillerparams

<<

  /HWResolution [2400 2400]

  /PageSize [612.000 792.000]

>> setpagedevice



