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Closure

Ending of a peer facilitation

* Agree the new behaviors going
forward ( written agreement )

* Agree to confidentiality of the
discussions

* Agree to tear up the notes
e Support mutual apologies
* Facilitators debrief
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Supporting our staff toolkit: Appendix 14 - Hotline script training

Ny
Y

RESPECT END SUPPORT SKILLS WURKSHOP —

SCRIPT
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WHAT WILL YOU LEARN IN THIS WORKSHOP

- Getting used to conflict and
how it feels

- How to reallylisten

- Understand empathy drives
connection

- Getting comfortable with
the hotline script

- Understanding how bullying
and harassment is an _
individual experience at this
organisation
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WHAT'S YOUR CONFLICT MANAGEMENT STYLE?

THE OWL, TURTLE, SHARK, TEDDY BEAR, FOX 7
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THE CONFLICT VOLCANO

m Behaviours ( not coming to work,
ruminating, moaning, awfulising,
not sleeping, shouting and
avoiding workmates )

Feelings ( angry, hurt, confused,
paranoid, blamed, shamed, upset,
agitated, restless, poor
concentration )

Needs (I need respect, fairness,
understanding, kindness,
sympathy, promotion, recognition,
freedom)
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DECONSTRUCTING CONFLICT CONVERSATIONS AT NGH

= Dr A refers to everyone by their
grade - including the SHO or
locum Drs, but also Nurses are
referred to as Band 5 or Band 6 or
Agency, and he does not use their
names especially in front of
patients.

= What impact could this behaviour
have on the individual?

= How would a Turtle, Shark, Teddy
bear, Fox or Owl react to this
repeated behaviour ?
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IN CONFLICT IT’S ALL ABOUT PERCEPTION

Am1TIa6 or an upside down 9 ?




DR A’S REASON FOR USING GRADES INST!

= [ don’t know the staff names as
we use a lot of agency

- I once asked an agency nurse to
undertake a clinical intervention
that they could not complete
safely and there was an SUI
because of it

= I don’t meet the nurses in the
ward round as only the matron
attends

= No-one mentioned to me this was
a problem before now

LAD OF NAMES

BACK TO
APPENDIX 14
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FACTORS MAKING CCNVERSATIONS DIFFICULT — DIFFICULT

CONVERSATIONS

Personal

=« My home life

= My lack of self awareness
= My sense of humour

- My banter

- My stress levels

- My managers leadership
style

= My team culture

Organizational

= Poor role models — they shout at
me !

= A culture where apologies are
not given

= A culture where bad behaviours
are tolerated based on seniority

= A culture where courageous
conversations are not held

= A culture which does not model

self reflection and change
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TOP TIPS FOR GROWING YOUR NON VERBAL SKILLS

= Smiling

- Nodding

= Full attention
= Open posture

- Remember your
micro-behaviours




* MICRO-BEHAVIOURS ARE THE TINY, OFTEN

UNCONSCIOUS THINGS, THAT WE SAY AND DO
MAKING THOSE AROUND US FEEL INCLUDED,
VALUED AND MOTIVATED — OR EXCLUDED,

UNAPPRECIATED AND DISRESPECTED ”




TOP TIPS FOR VERBAL SKILLS

= Listening without interruption(
harder than you think !)

- Paraphrasing

= Clarifying

- Don’t redirect

= Listen more than you speak

- Show Empathy for the situation

BACK TO
APPENDIX 14
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TOP TIPS FOR LISTENING SKILLS

= Stop talking
= Prepare to listen
= Put the speaker at ease

= Remove distractions

- Be patient, allow them to = .
finish

= Listen for the tone, speed
and pitch

= Invest in listening
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LISTENING T0O CONFLICT CONVERSATIONS

(BULLYING AND HARASSHENT CONCERNS SHARED OVER THE PHONE )

= Watch your bias

= Watch your distractions ( micro
behaviours)

= Don’t problem solve
immediately

= Don’t redirect immediately
= Don’t interrupt the 2 minute vent

= Clarify then attempt to
understand and support

« Avoid the word ... ANY




BUILDING A RELATIONSHIP OVER THE
PHONE

= Be respectful
= Be honest

- Be competent
- Be courteous
- Be patient

- Be responsive




FACTORS THAT IMPACT ON TELEPHONE
CONVERSATIONS

- Ergonomics
- Ambient noise
- Distractions

= Back up, including
supervision and support
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When we get it wrong.....

Simple inattention to emotion kills
empathy, let alone compassion. So
the first step in compassion is to
notice others needs.

It all begins with the simplicity of
attention.

Daniel Goleman
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RESPECT AND SUPPORT IN ACTION

< Previous




THE 3 RS OF AN EFFECTIVE APOLOGY

= Regret (I am sorry for what
has happened/your feelings
were hurt that it caused you r
to be upset)

= Responsibility ( it was
my/our fault, avoid did you
tell someone at the time )

= Remedy ( this is how we
will fix this so it does not

happen again, it will learn
from this)
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