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TA K E  A  J O U R N E Y  W I T H  M E



W H AT  H A S  YO U R  L I F E  L O O K E D  

L I K E  I N  T H E  PA S T  5  Y E A R S ?



C O N F L I C T : H OW  I S  I T  H U RT I N G  U S ?

No Hard Feelings: The Secret Power Of Embracing Emotions At Work,

https://www.lizandmollie.com/book


B U R N O U T, WO R K  

D I S S AT I S F A C T I O N , 

C O N C E R N S ,

C O M P L A I N T S

L I F E  E N E R G Y



W H A T  H A P P E N S  W H E N  A  

C O N C E R N  I S  B R O U G H T  

F O R W A R D ?



W H E R E  A R E  T H E  O P P O RT U N I T I E S ?

TEACHING and MASTERINGTHE PROCESS 

OF DEALING CONSISTENTLY WITH 

CONFLICT ,WITH A GOAL OF OUTCOMES



W H AT  E D U C AT I O N  D O  W E  

H A V E  T O  B E  S U C C E S S F U L  I N  

M A N A G I N G  C O N C E R N S ?



VA N D E R B I LT  M O D E L :  

P RO F E S S I O N A L I S M  C O N C E R N S



C O N F L I C T  C O A C H I N G ,  N E G O T I AT I O N ,  

M E D I AT I O N  – F O R M A L  T R A I N I N G ? ?

“COFFEE CHAT”

“GUIDED INTERVENTION”

“DISCIPLINARY INTERVENTION”

“AWARENESS INTERVENTION”



L E A R N I N G  

F RO M  O U R  

“ F A I L U R E S ”

FAILURE = OPPORTUNITY



M Y  J O U R N E Y  T O  D O  B E T T E R



T H E  ” A H - H A ”  M O M E N T  A S  A  

C O A C H  =

A P P R E C I A T I V E  I N Q U I RY.      

H U M B L E  I N Q U I RY



T H E  M O S T  I M P O RTA N T  PA RT  O F  

WO R K I N G  T H RO U G H  

D I F F E R E N C E S :  P L A N N I N G

THE ”AH-HA” MOMENT as 

a MEDIATOR =



U N D E R S TA N D I N G  A N D  

P R E PA R AT I O N

• TIME

• PROCESS 

• DEFINING THE PROBLEM

• NEUTRAL LANGUAGE, SOLVABLE 

ISSUES

• PERSPECTIVES

• HONOUR EMOTION, USE IT 

WISELY

• MEETING PREPARATION 

OUTCOMES (SMART GOALS)

• FOLLOW UP



T H E  

T R A N S F O R M AT I O N  

( C O N F L I C T )  

RO A D M A P





WO R K I N G  T H RO U G H  A  R E A L  P RO B L E M

CMPA: Conflict Educational Material



CONFLICT ROADMAP CREATION:

THE PLANNING PROCESS

https://docs.google.com/document/d/1jOsMbWW6gcekDVOczDWSS14VZH21gQ7x/edit?usp=share_link&ouid=110595908437211464305&rtpof=true&sd=true


W H AT  C A N  G O  W RO N G  I N  A  M E E T I N G ?



THE MEETING

• What to share?

• Who to share it with?

• Who to run the 

meeting?

• Supports needed?

• Neutral language

• Share emotions in a 

growth-oriented way



T H E  M E E T I N G PREPARATION (roadmap 
creation, sharing, opportunity to 
contribute)

AGENDA

• Topic

• Outcome

• Meaning

• How does success look? 

• Blind spots

MEETING (TOMS)

FOLLOW UP



P R E PA R I N G  T H E  M E E T I N G



H OW  T O  K E E P  A  M E E T I N G  M O V I N G  

F O RWA R D : C O M M U N I C AT I O N  1 0 1



F O L L OW  U P  

P L A N N I N G  

I S  

C R I T I C A L  



M O D E L L I N G  O F  H O W  T O  D E A L  W I T H  

O U R  D I F F E R E N C E S  I N  T H E  M O M E N T

WHAT IS YOUR SCENARIO?



S T Y L E S  O F  

C O N F L I C T  

M A N A G E M E N T



T H E  S E L F  N A R R AT I V E



T H E  B  B E T T E R  

P RO J E C T

• B: BREATH

• B: BELIEVE POSITIVE INTENT, 
RECOGNIZE BOUNDARIES

• E: EMOTION (Examine what you are 
feeling)

• T:THINK (What are THEY exhibiting 
and experiencing?)

• T: TIMING (Is there time for this 
now?)

• E: EXPLORE THE ISSUES (What is 
the problem?  Appreciative inquiry, 
Neutral and Open-Ended Questions)

• R: REGROUP (Moving forward, 
common goals, plan)



F R A M I N G  N E U T R A L  Q U E S T I O N S



What….

How….

Tell me about….

CUSS to communicate concern

C – “I’m Concerned” or “I need clarity”

U – I feel Uncomfortable/Unsafe

S – Stop the line/procedure

S – Patient Safety is at risk

F R A M I N G  N E U T R A L  Q U E S T I O N S



A  D I S C U S S I O N :  W H A T  C O U L D  H A P P E N  I F  W E  T A L K  I N  T H E  

M O M E N T ?

• Psychological Safety

• Roadblocks?: concerns

• Evaluations

• Patient safety

• Relationship building

• Recognizing common 
goals

• Work enjoyment



S O M E  G R E AT  O P E N E R S

• WHAT JUST HAPPENED?

• TELL ME ABOUT…….

• HELP ME UNDERSTAND

• I AM CONFUSED ABOUT WHAT IS GOING 
ON

• I AM SENSING SOMETHING BIG…

• I AM FEELING UNCOMFORTABLE

• FIND A ONE LINER TO SHOW YOU HAVE 
BEEN IMPACTED – BREAKING THE ICE

• “TIME OUT”

• I NEED A MOMENT (REALIGN) WHAT DO 
WE NEED TO GET DONE?



S O M E  G R E AT  O P E N E R S

• WHAT JUST HAPPENED?

• HELP ME UNDERSTAND

• I AM CONFUSED…

• I AM SENSING SOMETHING…..

• I AM FEELING UNCOMFORTABLE

• “TIME OUT”

• I NEED A MOMENT



A  D I S C U S S I O N :  W H AT  C O U L D  

H A P P E N  I F  W E  WA L K  AWAY ?

• HOW IMPORTANT IS THE 

PERSON/TEAM

• HOW IMPORTANT IS THE ISSUE

• HOW MIGHT THE PERSON REACT

• ARE OTHERS INVOLVED (OR MIGHT 

THEY BE)

• CHRONIC CONFLICT AND 

ESCALATION



D E A L I N G  W I T H  A  C O N F L I C T,  O N C E  

W E  H AV E  L E T  T H E  M O M E N T  P A S S

1- FAILURE OF COMMUNICATION

2- FAILURE OF COLLABORATION

3- FAILURE OF EXPECTATION ALIGNMENT

4- FAILURE OF  FOCUSING ON COMMON              

GOALS

“FAILURE” = OPPORTUNITY



W H AT  H A P P E N S  W H E N  T H I N G S  “ G O  

S O U T H ” ?

• DEALING WITH OUR DIFFERENCES, IN 

THE MOMENT

• DEALING WITH CONFLICT, ONCE WE 

LET THE MOMENT PASS



W H AT  A R E  YO U  G O I N G  TO  D O  

TO  T U R N  D I F F E R E N C E S  TO  

S U C C E S S E S  A N D  C O N F L I C T  TO  

O P P O RT U N I T Y ?



Q U E S T I O N S ?

A B R I S E B O I S @ M E . C O M

H T T P S : / / A M A N DA B R I S E B O I S M D. C O M

mailto:abrisebois@me.com

