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Effective Hand-Offs

SBAR = Situation, Background, Assessment, and
Recommendation — Ask Clarifying Questions

McLaren Values

TEAMWORK = Trust, Excellence, Accountability,
Motivation, Welcome, Organization, Respect, and Kindness

Be Accountable to the
Team and Patients

Cross Checks, 5:1 Feedback, Teaming (Brief, Execute,
Debrief) - CUSS = Concern, Uncomfortable, Stop for Safety

Relationship Building

Lead with ESP (Empathy, Silence and Probe), H.E.A.R.T.™ for
service recovery

Attention to Detail

STAR = Stop, Think, Act, and Review

Communicate Clearly

Read-Back and Repeat-Back, Phonetic and Numeric
Clarifiers

Exercise a Questioning
Attitude

Stop, Validate and Verify




