
Sparking a Grassroots Safety Movement
Children’s Healthcare of Atlanta cares for more than half a million pa�ents 
annually and operates three hospitals and 27 neighborhood loca�ons, including 
the world-renowned Marcus Au�sm Center. They are ranked among the na�on’s 
top pediatric hospitals in the U.S. News and World Report 2015-2016 edi�on of 
“Best Children’s Hospitals.” FORTUNE magazine has included Children’s on its 
elite list of “100 Best Companies to Work For” for 11 consecu�ve years. 

Spotlight

 The Situation
All Children’s employees – clinicians and non-clinicians – are passionate 
about providing excellent care to each child that comes through their doors. 
This passion results in their safety creed One Is Not Zero, a commitment to 
having zero children harmed by preventable safety errors while in their care.

In 2013, Children’s wanted to take the next step in its journey to zero, which was to introduce, engage and 
embed into the culture new skills to further improve safety and be a high-reliability organiza�on. These skills 
were proven to reduce preventable safety errors by up to 90 percent in other organiza�ons. 

To get the best results, the Quality Department knew they would need to get the en�re organiza�on involved, 
from physicians and nurses to accountants and human resources employees. They needed to spark a grassroots 
movement where team members work together to educate and inspire each other, double-check each other, 
use the same language and share in successes.

 The Solution
Spark worked with the Quality Department to develop a strategy that could be shared with leadership across 
func�ons. The strategy mapped out key messages, ini�a�ves and channels by audience. Essen�al to success 
were safety ambassadors iden�fied across units and loca�on who would be the first to undergo training and 
then who would lead and sustain the transforma�on by being educators, role models and coaches for their 
team members. Spark’s deliverables included:

• Branded training session that all 10,000 Children’s employees will have completed by the end of 2016. 
Training shares new skills and has a strong focus on transparency and trust.

• Employee stories and imagery to bring new skills to life.
• Ambassador communica�ons that consistently engage and recognize, from selec�on no�fica�on through 

their training to their �me as coaches.
• Ambassador toolkits including conversa�on cards to use during huddles or one on one, a poster series 

highligh�ng the new skills and a customized calendar/journal to share best prac�ces and provide areas for 
recording progress.



Spotlight

 The Execution
Because we were talking to employees who already were experts in the 
specialty of pediatric care, we needed to posi�on the changes for what 
they were – skills and behaviors that would build on their exis�ng 
knowledge. Key messaging reinforced that true experts always know there 
is more to learn, and that their engagement with the safety program would 
help to raise the standard of care not only at Children’s, but in the industry, 
con�nuing their role as leaders in health care.

For the branding for the safety ambassador toolkits, we knew they needed 
materials to share with team members that were simple and direct in order 
to be communicated quickly in their fast-paced, high-stress work 
environment. We stayed within the branding of the Quality Department 
and Children's, but we gave the program a look of its own by showing 
images of clinicians ac�vely using the new skills and prominently featuring 
common language associated with different situa�ons.

We also recognized ambassadors needed to be able to engage their team 
about the right topic at the right moment. We created materials that they 
could use to talk about the safety changes in general or one at a �me, 
depending on what skills needed to be highlighted for each unit.
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The Results
Today, there are more than 800 safety ambassadors and   
the error preven�on training has extended throughout the 
organiza�on to non-clinical staff. The safety program has 
helped to embed new skills and behaviors into the culture 
and create an environment that embraces new safety ideas 
and concepts. 

The results tell the best story: There has not been a serious 
safety event at Children’s in the last year and a half. Quality 
leadership credits the safety ambassador program with their 
ability to con�nue to lower safety events while growing the 
organiza�on’s reach and impact at the same �me. 


