

              
Procedure

1. 
Present activity 

Key points to highlight

(1) focus

learning through looking at what happens at work

(2) activity

group (can be done 1:1)

(3) method

discussion, some note taking

(4) outcomes 
completed critical incident report form, 

skills development around problem-solving, 


Writing skills, Literacy curriculum references:

Wt/L2 2 Judge how much to write and level of detail

Wt/L2 5 Use formal language appropriate to purpose and audience

Wt/L2 6 Use objective writing with supporting evidence 

2. 
Form discussion groups of 2-4 participants

3. 
Present concept of critical incident: anything that has happened at work that participants consider worth thinking about, no matter how trivial or serious 

4. 
Present rationale for recording info: 

Key points to highlight

(1) opportunity to put something into exactly the right words

(2) ensures information is not forgotten

(3) allows information to be sent to other people (as appropriate)

5.
Present form

Key points to highlight

(1) definition of ‘critical incident’ at top of form

(2) form will help structure group discussion, practise formal writing (including correct vocabulary for workplace forms)

(3) what participants write will not be shown to anyone else without permission

6.
Hand out form (one per group or one per participant)

7.
Concept check ‘critical incident’ 

Key points to highlight

(1) ‘incident’ is an event, something that happened 

(2) short report of what happened, not a long story about why it happened

(3) give the facts, but don’t try to explain them

8. 
Go through form (as per below)

Name  who the incident happened to

Job title  the job title (e.g. Domestic Assistant) of the person to whom the incident happened

Report date  today’s date


Recorded by  the name of whoever is scribing the form (who may or may not be the person to whom the incident happened)

Place  where the incident took place

Public / private  whether the place is public (e.g. a corridor) or private (e.g. a person’s office)

Incident time and date  exactly when the incident took place

Physically present  who saw / heard the incident (including passers-by, general public)

Likely to become aware (When?/How?)  who (although not there) will hear about what happened (e.g. colleagues via gossip, managers via supervisors etc)

What you saw (exactly)  what the participant saw as opposed to what they assume happened or any interpretation they put on the incident (the visible action/behaviour and nothing else)

What you heard (exactly)  ditto for what was said

What you did (exactly)  ditto what the participant did

What was the crucial moment? (Why?)  what was the key moment/action 

What impact did the incident have on you? (How do you know?)  identify and evidence the effect of the incident on the participant

What impact did the incident have on other staff? (How do you know?) identify and evidence the effect of the incident on others

What impact did the incident have on patients? (How do you know?)  identify and evidence the effect of the incident on the organisation’s key ‘customer’, the patient (this may require lateral thinking / generalisation e.g. ‘bad for staff morale, lowers staff motivation’)

What do you believe can be learned from this incident?  how can thinking about/discussing the incident benefit the participant, the organisation, the patient/customer

Ask for comments, questions

Ensure at least one member of each group is happy to scribe

9. 
Set task and time limit (e.g. 20 mins): each group to identify and record one incident

Monitor and support groups (e.g. language input) during task

10.
Plenary

At end of time limit, each group to feed back on process (discussion, report writing)

Identify and discuss learning points for participants, organisation

Identify and discuss possible action points for participants, organisation from activity

11. 
Skills focus: e.g. reporting (written or oral)

Key points to highlight 


(1) reports should use formal language (precise and accurate)


(2) stick to facts that can be evidenced


(3) be brief and to-the-point

12.
Extension: incident role plays 


(1) Groups practise and then perform, using report as ‘script’

(2) Elicit alternative (e.g. more positive) ways of resolving incidents 
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