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Hard Conversations
Michael Yost, Esq. – SVP, Chief Legal Officer
Aaron J. Mann, Esq. – Senior Attorney, 
Litigation
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The Phone Rings
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What’s in a Signature?
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The Investigation Begins
• Credibility
• Accountability
• Transparency
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The Regulators
• We Initiated
• Multiple Contacts
• Credibility is Goal
• Used an Intermediary
• How Do You Do it? —

Strategic Fork in the 
Road
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The Investigation Expands
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The Investigation Expands
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• Lab Data Compromised
• Expanded Time Frame
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The New Regulators
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• Additional States Involved
• Federal Project Impacted
• Repeat Same Procedure 
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The Investigation Concludes
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• Updates to Regulators
• Updates to Clients
• Focus Shifts to Internal Solutions
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Whydunnit?
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• What about usual 
suspects?
• Internal Pressures
• Financial Gain
• Quality Process

• What DID cause this?  
• Conflict Avoidance
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Conflict Avoidance –
Snowball Effect

1. Delay a tough or awkward 
conversation

2. If I have more time, I’ll solve myself
3. Problem gets worse b/c now you 

have to explain the problem AND the 
delay in notification

It’s my best option (and now I rationalize….)
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Addressing Technical Issues
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• Locked Lab Data
• Double Reporting
• No JPEG Signatures
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Addressing Behavioral Issues
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• Ethics Awareness – Training is Not Enough!
• PMs Trained and Coached on Having Hard 

Conversations
• Employees Empowered to Give Bad News Safely
• Focus on Trigger Situations
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Lessons Learned
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• Importance of an Ethical Culture
• Art Imitates Life
• We Were Lucky
• We’d Do It All Over Again

(but hope we never have to!)
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Thank You!
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