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Muitos incidentes poderiam ser evitados se 0S
Profissionais estabelecessem uma comunicacao
efectiva com os doentes.

E vital que os doentes sejam encorajados a

guestionar quando detectem alteracoes

iInexplicaveis no seu tratamento.




gt O Doente e

Envolver os Doentes nos Cuidados

Exige uma Cultura de Seguranca e Aprendizagem
com o erro!

Understanding
Patient Safety

Criar uma Cultura de Prevencao e Seguranca

(processo lento...)
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Gestao do Risco e Seguranca do Doente

Portugal - Projectos de Acreditacao

King’s Fund/HQS |

Inicio do Projecto em Portugal -1999

L

Joint Commission International - 2004

1

Normas - Gestao do Risco
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Normas da Gestao do Risco/CHKS
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The first casualtyin
Casualty is Truth.

Norma 35 — Parceria com 0s pacientes

“Os pacientes sao encorajados a apresentar
as suas opinides sobre o0s servigos;
participam activamente no acompanhamento
e sao criadas condicbes para contribuirem
para a melhoria dos cuidados que recebem.”



M= OMS: World Alliance for Patient Safety -2004

JOPATIENT SAFETY

10 Areas de Actuacao

Taxonomia
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TURN THE PoWER OFF
RIGHT NowW. NURS & !
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Welcome to your Clean Hands Partner hospital. This hospital
has been chosen as a partner because all our staff take
infections seriously and are committed to keeping you, our
patients, as safe and healthy as possible. This leaflet tells you
more about infections and the cleanyourhands campaign
for hand hygiene, and invites you to be our partner while
you are here.

What causes infections? Infections are never caused by
dirt — they can be caused by viruses, but mostly by ‘bugs’
or germs called bacteria that occur naturally all around us.
They are sometimes on our skin, and even in our mouths
and noses. Most of them don’t do us any harm.

But when we are not well or after an operation, our bodies’
natural defences are weaker, so more care is needed to protect
us. Getting an infection in hospital might mean staying longer
while it is treated. Some bacteria — like MRSA — are difficult to
fight with antibiotics because they’ve developed resistance.

We want to prevent our patients getting these
infections in the first place.

Wy

Cleanyourhandse

campaign

<

clean hands
save lives

Hand Hyglene

The solution
is in your hands
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HELPING HEATTH CARE ORGANIZATIONS HELP PATIEMTS

2002 — Lancamento da Campanha Nacional: Os Doentes como parceiros
activos na prevencao de erros dos cuidados de saude.

{\\\/

Alerta o cidadao para o seu papel na prevencao erros clinicos. ‘

E um elemento activo,
informado e envolvido
nos cuidados

O Doente faz parte da Equipa de
Saude

&

Programa: folhetos informativos e posters sobre
as varias questdes de seguranca do doente



http://www.jointcommission.org/

To prevent health care errors,
Patients are urged to... peak up if you have questions
or concerns. If you still don't
understand, ask again. It's
your body and you hawve a right

to know.

Speak

ay attention to the care you
get. Always make sure you're
getting the right treatments and
medicines by the right health
care professionals. Don't
assume anything.

ducate yourself about your
illness. Learn about the medical
tests you get, and your treatment
plan.

m sk a trusted family member or

friend to be your advocate

Everyone has a role in making health (advisor or supporter).

care safe. That includes doctors, health
care executives, nurses and many
health care technicians. Health care
organizations all across the country
are working to make health care safe.
As a patient, you can make your

care safer by being an active, involved
and informed member of yvour health
care team.

now what medicines you take
and why you take them. Medicine
ermrors are the most common
health care mistakes.

se a hospital, clinic, surgery
center, or other type of health
care organization that has been
carefully checked out. For
example, The Joint Commission
visits hospitals to see if they are
meeting The Joint Commission’s
quality standards.

The Joint Commission is the larngest health care accrediting
body in the United States that promotes quality and safety.

P The Joint Commission

articipate in all decisions about
vour treatment. You are the
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V' The Joint Commission
O SPEAK UP encoraja o publico a:

HELPING HEATTH CARE M5 HELP PATIEMTS

Fale connosco caso tenha duvidas ou questdes. Se ndo entendeu o que o
profissional de saude Ihe explicou, pergunte novamente.

E O SEU CORPO e tem o direito de saber!

Preste atencao aos cuidados que Ihe sao prestados. Assegure-se que
recebe os tratamentos e os medicamentos correctos.

Aprenda sobre a sua doenca, os exames médicos que vai realizar e 0 seu
plano de tratamento.

Peca a um familiar ou amigo que o acompanhe e seja o seu conselheiro. ‘

Pergunte quais os medicamentos que esta atomar e porqué. Um dos
erros mais comuns na saude esta relacionado com medicamentoso.

Participe em todas as decisOes sobre 0 seu tratamento, pois € 0 elemento
chave da Equipa de Saude.
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Ajude a prevenir erros nos cuidados de saude
. Ajude a prevenir erros na sua cirurgia.
. Cinco accoes que pode desencadear para prevenir infeccoes
. Ajude a prevenir erros com a sua medicacao

. O que deve saber sobre investigacao/estudos

. Ajude a prevenir erros clinicos
. Conheca os seus direitos

. Compreendendo os profissionais de saude

1
2
3
4
5. Planeie o seus cuidados no ambulatoério
6
7
8
9

. O que deve saber sobre a gestao da dor

10. Previna erros nos cuidados de saude prestados ao seu filho
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Cinco accoOes para prevenir infecgcoes

Five Things You Can Do
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Antes dos Profissionais iniciarem 0s seus
tratamentos, pergunte-lhes se lavaram as maos.

Nao tenha receio de alertar, caso verifique que o
profissional devia de usar luvas durante o seu
tratamento.
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Ajude a prevenir erros com sua
medicacao
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| Don't be afraid to ask questions about any of your medicines.

How to avoid medicine mistakes at the hospital or clinic

| Make sure your doctors, nurses and other caregivers check your wristband and
ask your name before giving you medicine. Sometimes patients get a medicine
that was supposed fo go fo another patient.

| Don't be afraid to tell a caregiver if you think you are about fo get the
wrong medicine.

| Know what time you should get a medicine. If you don't get it then, speak up.

| Tell your caregiver if you don't feel well after taking a medicine. Ask for help
immediately if you think you are having a bad reaction.

Patients need to be active " You may be given IV (intravenous) fluids. Read the bag to find out what is in it

Ask the caregiver how long it should take for the iquid to run out. Tell the

caregiver if it's dripping too fast or too slow.

You can do this b}' fullcwwng | Get a list of your medicines—including your new ones. Read the list carefully

these ti ps. Make sure it lists everything you are taking. If you're not well enough to do this,
ask a fmend or relative to help.

participants in their care.

The goal of the Speak Up™ program is to help patients become
more informed and involved in their health care.
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Understanding
your doctors
and other
caregivers

NNGID6ENte e a Sua Seguranca

Understanding
your doctors
and other
caregivers

1t can be difficult 1o undersiand what your
dociors and other caregivers are $=iling
you about your care and trestment. This
brochere has questions and answers ©
help you understand caregivers.

Questions to ask your caregivers

B s there someons who can help you
undersinnd your doclor, nuse, and
ciher caregivers?

B |s there someone who can help you
undersinnd how io take your medicne?

B s there any wrilien information in your
languoge?

B |s there any wrillen information in your
language ot 5 ecasy bb read?

B s there someone who spesks your
language who can help you kak b
caregwers?

B b Ber s suppordt group for people e you?
For people with your iness or condiion?

B Are there other resources for you?

P The Joint Commission
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What can you do if you don't understand
el them you don't understand. Use body
Enguage. ¥ you on understand snake your
ead o show that o, | don' unders@nd.” Ask
iots of questions. By asking questions youTe
helping them understand what you need.
What can you do if they explain and
you siill don't understand?

Ted them you sil dor't understand. Try 1o be
s clear = possible about what you do not
undersiand. Caregivers have 3 duty bo help
WO undersiand. Yiu shoikd not leave until you
wunderstand what 1o do and what i happening
0 you.

What if the caregiver is rushed

and doesn’t have time to answer
your questions?

Azl iem B you reed 1o schedule anolher
appainimEnt whes ey Cn answer Y quesions.
What can you do if you speak
another language?

AsiL for SOMENE WD SIE3KE YO language.
This person can help you Bk o caregivers. This
person Shoukd work for the ospital of heam
cerfier, Thelt joi i i help peopie whi spea ofer
languages. This person may nof be in the office.
He or 5he My be on the Iekephone. You have
e right & get fres help fram somsong who
speaks your language. Ask if Tere is paper
WPk N your Language.

What can you do if you have trouble
reading? Or if you eannot read?

Dot 2 embarassed. Tell your caregivers. They
Can nelp you. They can expiain paper work io you.
Thiey mary even have paper worlk that is sasy 1o
read and undersiand

Your doctor's instructions are not
clear. Should you fry to figure it

out yourself?

Mg, Instructions from your docior of ofhers ane
important. Tedl ham what you Tink he instrucions
are. el them i Hhey nesd 10 wiits down T2
nstucions. Tel them i you have 3 family meber
of fiend who helges you taRe your mediche. Ack
the dactor 10 fave someon G b Peur famiy
memizer of friend, Do,

What if you don't understand

written instructions?

Tell your caregivers. Teld e Tt v nesd 1o
have the insipucions read i you, Tell Tem you
need instrucions fhat ae exsy o read. Or that
ol meed instnucions in your language.

What can you do if you don't
understand the instructions for
your medicine?

Tell your docior i you reed help. Tell them what
ol Tink T nsTuctions ane. Tel them #you
ot understand how i ke your medicne. Tel
them ¥ you dorft understand when 1o e your
medicine. Some pafients dort understand and
take ioo much o oo litfke of the medicne. That
Gan e dangenus.

How can you remember all of

your medicines?

sk for 3 cand for your medicings. Ask your
Caregier i help you wiite doan the medicines
and the amourt you take. Ering the Card Wil
you ey time you ge o the docion.

The doctor says | need to have a
"procedure.” What does that mean?

A procedure can be an operation or 3 treatment.
A procedure can be 2 test wilh special equipment.
¥ou might be put to skeep or a part of your body
might be numbed. Ask quesions about wihal will
be dene 1 you. IF you Speak anomer language
254 f0r SHMECne who SHSaks Your languags.
Even if you're in the emergency rom you need
o undersiard what will happen fo oo,

What is informed consent?

Infanmed consent means Mat you know how yoor
ilesss oF comvition will be Tesied. & means that
Wil ares 10 e aperaiion of Peatment. | means
that you understand the risks. That you know
about ofnes treaiments availabie o you. And thal
yioul kmo whaat can Rappen if you arert treaied.
*¥ou will be asked iz Sgn paper work afer you
agree o the treatment. You nesd 1o deckds i you
will sign o rot Sign T2 paper work only SR you
undersiand all it was expiained fo you.

Your don't understand the paper
work you're given to fill out. What
can you do?

Ak caregees 0 expilan the paper won Ask
them i Ty can help you 8 it ut

Your caregiver asked you to do
something that is against your culture
of religion. What can you do?

il your cansgiver anoi your cufne. Or il
theam about your religious beleks. Expiain 1o Tem
What you need 1 80, When they know what i
important 1 you, they can undersiand better

i b ke care of you. There may be 2 way

0 mest your Cansgivers nesds and your nesds.
Where can you find more information
about your iliness or condifion?

Yol can =k another docior for heir opinion.
Wisit your local Bbrany. Ask the pecple wih
wark at the liorary for heip. B you use 3 compuler,
YU can look on the IntsEmet. You can iry he
Medical Litvary Association by fyping in

Wi ke ey resoure s consum_ndex iimi, Or

fry Mediine PR by bping in Rtcmedinephs oo
You should taik 10 your docr about what

yauU lzam.

WAL i LS mimi 55 an. oy
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Ajude a prevenir erros na sua cirurgia ‘

Speak

Mistakes can happen duing supery Surgeas
can do e wrong sugery. They can operats
on he wiong pant of your body. Or they can
operate on e wiong pesson. Hospitals and
olher madical faclites Ihat are accredited by
The Jont Commigsion must follow & procsdue
Pt hale apeons swoid hees mistakes
(Faclifes hat are accrecited by The Joint
Commigsion are lsted on The Joint
Commisson’s Qually Chack weballe:

www ailycheck org)

Mistskes can &lao happen bafors or der
argery A palient can take he wrorg medidne.
Or they don'l understand s instuctions about
how 10 take cams of hamasives. As 2 paliend,
you can make your care aafier by baing an
adive, involved and infomned meerber of your
Pealh cane am

Help Avoid
Mistakes in
Your Surgery

P The Joint Commission
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Preparing for your surgery
Ask your doctor

Are thers any prescription or overthe-counter

medicines that you should not take before
YOur surgery?
Can you eat or drink before your surgery?

Should you trim your nails and remove any
nail polish?

If you have other questions, write them down.
Take your list of questions with you when you

sae your doctor.

Ask someone you trust to
Take you to and from the surgery facility.

Ba with you at the hospital or sungery facility.

This person can make sure you get the care
you need to feed comfortable and safe.

Before you leave home

Shower and wash your hair. Do not wear
make-up. Your caregivers need to see your
skin to check your blood circulation.

Leave your jewslry, money and other
valuables at home.

At the surgery facility

The staff will ask you to sign an Informed
Consent form. Read it carefully. It lists:

Your name
The kind of sumery you will have
The: risks of your sungery

That you talked to your doctor about
the surgery and asked questions

Your agreement io have the surgery

Make sure everyting on the form is comect
Make sure all of your questions have bean
answerad. If you do not understand something
on the form—spaak up.

For your safety, the staff may ask you the
same guestion many times. They will ask:

Who you are
What kind of surgery you are having
The part of your body to be operated on

They will also double-check the records from
your docior's office.

Before your surgery

Ahealth care professional will mark the spot
on your body to be operated on. Make sure
they mark only the correct part and nowhers
glsa, This helps avoid mistakes.

Marking usually happens when you are
awaks. Sometimes you cannot be awake for

the marking. If this happens, a family mamber

or friend or another health care worker can

watch the marking. They can make sure that

your correct body part is marked.

Your neck, upper back or lower back will be
marked if you are having spine surgary. The
surgeon will check the exact place on your
spine in the operating rmom after you ane
aslkesan,

Ask your surgeon if they will take a “time out”
just before your surgery. This is done to make

sure they are daing the right surgery on the
right body part on the right person.

After your surgery

Tedl your doctor or nurse about your pain.
Hospitals and other surgical facilities that are
accradited by The Joint Commission must
hedp relieve your pain.

Ask guestions about medicines that are given
toyou, espedally new medicines. What is it?
What is it for? Are thers any side affects? Tell
your caregivers about any allergies you have
to medicines. If you have more questions
about a medicine, talk to your doctor or nurse
before taking it.

Find out about any IV (intravenous) fluids that
you are given. These are liguids that drip from
a bag into your vein. Ask how long the liguid
should take to “run out.” Tell the nursa if it
seems to be dripping too fast or too show.

Ask your doctor if you will need therapy or
medicines after you leave the hospital.

Ask when you can resume activities like work,
exercise and travel,

wwwjointcommission.org
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“Os doentes podem nao entender as questoes
técnicas e clinicas, mas conseguem perceber a
bondade, as pequenas humilhagoes, a
inconsisténcia dos cuidados, o talento de
puncionar uma veia ou colher sangue, 0s erros
e talvez os eventos adversos.”

Charles Vicent (2006)

Patient Safety Day
“Today & Everyday”

Did you know what
resoarch says?

Harmful medical mistakes increase in July, on
weokends, nightshifts, during surgery after noontime &
when providers fail to wash thelr hands - spreading infection,
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Estudo em 2008 revelou:
-Cerca de 1900 organizacdes de saude participaram na campanha

- 85% referiu que a campanha é uma mais valia para o processo de
Acreditacéo e Certificacéo e para aumentar a seguranca do Doente.

- Cerca de 80% classificou o Programa “Speak” como “Excelente” ou
“Bom”

- Cerca de 60% das organizacoes divulgaria os varios videos “Speak Up”
caso fossem disponibilizados.

-E salientado pelos participantes que o Programa promove e melhora a
comunicacao entre os doentes e os profissionais.
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Estudo em 2008 revelou:

-75% utiliza os folhetos e posters. Os folhetos mais divulgados séo:
- As cinco medidas para prevenir infeccoes

- Conheca os seus direitos

- Ajude a evitar erros relacionados com a sua medicacgao

-Cerca de 67% divulga a informagcao em expositores ou quadros e 30%
divulga a informacao aos doentes em televisoes.

-Cerca de 60% colocou a informacao do Programa nos livro de bolso e
material educativo para doentes.
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Parceria com o Doente: Realidade ou Utopia?




lgnorar o erro clinico nao € o caminho...
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1 Ocultae inibe atomada de consciéncia da dimensao
do problema
> " 4 v

& )
Os erros clinicos irdo sempre ocorrer, e para
minimiza-los é necessario aceitar que estes existem e

criar mecanismos de prevencao.

Cultura Positiva do Erro e Envolvimento do Doente
nos Cuidados!
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REFLEXOES

SAUDE - ACTIVIDADE DE ALTO RISCO
AREA DA SAUDE

Constituir Equipas e Profissionalizar a Gestéao do Risco
e Seguranc;a do Doente

| CULTURA de SEGURANGA &=
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O Doente e a sua

"Hatrés coisas navida que
nunca voltam atras: a flecha
lancada, a palavra pronunciada
e a oportunidade perdida.”

Provérbio Chinés



