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Topic 6 — Conflict and
Communication
Notes to Remember

We all share the same motivations:

e Recognition of accomplishments

e Professional pride

e Respect from coworkers and managers
e Fair compensation

e Work and home life balance

e We are all still full-grown children (five-year-olds):
o We want to get our way.
o We are self-centered and self-focused.
o Our feelings are easily hurt.

e We are critical of others in order to hide our feelings of:
o Jealousy/envyl/insecurity
o Often, competitiveness or retaliation drives our emotions.

e The “adult” in us needs to step up:
o Complement others.
o Take pride in your own accomplishments.
o Set personal goals and work to achieve them.

e Resolving conflicts pays big dividends:
o We learn from others when we share ideas.
o Better coworker relationships reduce stress.
o Mutual admiration and trust builds friendships.

Improved communication leads the way to promotion:
e Professional relationships are the key to advancement.

e Leadership skills come from better relationships with
supervisors.
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e Knowing how to de-escalate tense situations is a powerful
skill:

o Stay calm.
o Use “l feel” rather than “you feel” words to reduce tension.

o Uncover the root of the problem through honest
exchanges of thoughts.

o Acknowledge other viewpoints and give an escape route
to let the other person save face.

o Delay the conversation if a cooling-off period would help.
e Sometimes, you need to tell a supervisor. Do this when:

o Discussion has not helped de-escalate tension,

o Conflict is adversely affecting work performance,

o Physical harm or emotional damage is likely to affect staff
or patients,

o A HIPAA violation is involved.
e Communication can lead to successful mentorship.
o Learning to mentor makes you a better learner yourself.
o Remove distractions like cell phones
o Give information in bite-sized pieces.
o Give others an incentive to learn.
o Respect feedback from the person you are mentoring.

o A presentation that interests you will interest others —
don’t be boring, make it fun!
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e Caregiving is about accurate and timely communication:

o Rule 1 of medical records: If it wasn’'t documented, it
never happened.

o Be brief and concise, do not give opinions — JUST FACTS
AND OBSERVATIONS!

o Record in a timely manner using date and time stamps
and initial your documentation.

o Cross out errors with a single line and initial.
e Electronic charting guidelines:
o Do not chart for other people or let them chart for you.
o Do not share your password.
o Make sure others cannot view what you type.

o NEVER personally email or text patient information. It's a
serious legal privacy violation

e The key components of patient documentation to chart are:
e What was observed,
e What was done,

e The patient’s response to what was done.
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