
MHS COMMITMENT TO HIGH RELIABILITY

MHS leaders, staff, and patients contribute to improved outcomes by 
embodying the Ready Reliable Care principles in their daily work

Deference 
to Expertise

Respect 
for People

Preoccupation 
with Failure

Sensitivity 
to Operations

Reluctance 
to Simplify

Commitment 
to Resilience

Drive zero harm by 
anticipating and 
addressing risks

Be mindful of 
how people, 

processes, and 
systems impact 

outcomes

Seek guidance 
from those with 

the most 
relevant 

knowledge and 
experience

Strive to 
understand 
complexities 
and address 
root causes

Foster mutual 
trust and 
respect

Constancy 
of Purpose

Leverage past 
mistakes to learn, 
grow, and improve 

processes 

Persist through 
adversity towards the 
common goal of zero 

harm

Efforts to improve outcomes 
and advance a ready, reliable 
MHS are described against 

four domains of change.

HOW IS 
THE MHS DRIVING 

BETTER OUTCOMES?

READY RELIABLE CARE OVERVIEW

• Ready Reliable Care is the commitment to advancing safe, ready, and reliable health care to the 9.6 million MHS beneficiaries.

• The patient experience is at the heart of managing risk and regulating operations at every level to advance the MHS toward 
zero harm.

• To achieve its readiness and health mission, the entire organization must adopt reliable behaviors, practices, and processes. 
Regardless of job function, all staff members shape the reputation of the MHS and its success as a ready, reliable health system.

• Continuous process improvements to care and operations demonstrate the MHS' unwavering commitment to readiness and 
health by ensuring that best practices are being utilized.

• The transition of MTF authority accelerates efforts to establish a ready, reliable culture, and to provide consistent, high-quality 
care to every patient within the MHS.
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Leadership 
Commitment:

Prioritize Ready Reliable 
Care at all levels of 

leadership

MHS Example: 
Leaders leverage staff 

expertise for input, 
regardless of rank.

Culture 
of Safety:

Commit to safety and 
harm prevention

MHS Example:
 Personnel communicate 
as a team to ensure safe 

practices become 
second nature. 

Continuous Process 
Improvement:
Advance innovative 

solutions and spread 
leading practices

MHS Example: 
MHS Clinical Communities 
monitor performance and 
improve clinical practice 
and standards of care.

Patient
Centeredness:
Focus on patients’ 

safety and quality of 
care experience

MHS Example: 
Individuals and teams 
work to anticipate the 
needs of patients and 

their families to improve 
health and readiness.



MHS on the road to

READY RELIABLE CARE

The DHA establishes 
the Patient Experience 
Working Group to 
evaluate and resolve 
gaps in patient 
experience.

The MHS reviews 
and adjusts referral 
requirements 
allowing patients 
easier access to 
urgent care.

The DHA publishes an infection prevention 
and control policy to reduce hospital-acquired 
infections across the MHS.

DHA releases the Fiscal Year 
2021 DHA Director's Campaign 
Plan, adding high reliability to the 
organization's mission and vision 
and reflecting its relationship to 
DHA's critical priorities.

MHS staff exemplify Ready 
Reliable Care principles in 
their response to the 
COVID-19 pandemic. In 
taking steps to limit 
COVID-19 exposure, such as 
with drive-thru pharmacies 
and virtual appointments, 
MTF personnel demonstrate 
Preoccupation with Failure 
and Sensitivity to Operations.

The first four markets under the DHA are 
officially established, having met all 
requirements for certification. The transition of 
MTF authority and establishment of markets 
drives efforts to standardize and spread reliable, 
high-quality care across the MHS.

DHA Deputy Director briefs service 
Surgeons General and Health Affairs 
leadership on the Ready Reliable Care 
effort and receives unanimous support 
for this coordinated, MHS-wide approach 
to high reliability. 

SECDEF Chuck Hagel

The Secretary of Defense orders 
a performance review of MTFs 
across the MHS.

MAY 
2014

The Partnership for 
Improvement 
becomes operational. 
This team evaluates 
performance data 
and identifies areas 
for improvement.

MAR
2021

NOV
2020

The MHS completes initial standup 
of all 11 Clinical Communities to 
identify and drive improvement in 
critical areas of DOD care.

The MHS displays 
military hospital 
performance data on 
Hospital Compare at 
www.medicare.gov/

The MHS begins 
publicly sharing 
data on the 
quality and 
safety of care 
delivered at 
MTFs. This data 
is available at 
health.mil

The DHA develops 
a standardized 
Patient-Centered 
Medical Home 
model. With this model, 
primary care 
managers lead a team 
of providers in closely 
coordinating all 
patients' needs, 
including specialty care. 
This improves continuity 
of care, patient-provider 
communication and 
access to care.

DEC
2014

MAY
2016

JAN
2018

JUL
2017

The DHA begins the 
launch of value-based 
purchased care 
projects. These pilot 
projects align health 
care reimbursement to 
improved health 
outcomes for MHS 
patients in specific 
areas of care.

hospitalcompare. 
This website helps 
patients find and 
compare information 
about hospitals across 
the United States. 

MAR
2018

APR
2017

AUG
2015

Following a review of all military medical treatment facilities (MTFs) in 2014, the MHS took specific actions to improve health care access, quality, safety, transparency, 
and patient engagement. Each military service implemented distinct initiatives to enhance outcomes through highly reliable practices. Simultaneously, tri-service groups, 
such as the MHS High Reliability Organization Task Force, brought the services together to advance improvements on an enterprise level. As part of its growing role in the 
management of military health care, DHA is working to unify, standardize, and extend leading practices across the MHS. This timeline is a brief snapshot of notable 
milestones on the MHS’ journey toward Ready Reliable Care.

JAN
2020

Find Ready Reliable Care resources for staff on our public website at health.mil/ReadyReliableCare.

JAN
2015

MAY
2019

JUN
2020

http://health.mil/ReadyReliableCare
HTTP://INFO.HEALTH.MIL/SITES/HRO
http://Health.mil
http://www.medicare.gov

