Engage Others – Conﬂict Management & Leadership
Authors: W. Watson, D. Benrimoh, L. Samson, S. Turner

BACKGROUND

Conﬂict exists when values, perspectives and
opinions are contradictory and haven't been
aligned or agreed about yet.
Conﬂict management uses the principle that,
although not all conﬂicts can be resolved,
learning how to manage them can decrease
the odds of nonproductive escalation.

OBJECTIVES

• Identify techniques for dealing with
potential conﬂict
• Identify speciﬁc problems leading to
conﬂict
• Discuss options in dealing with the conﬂict

INTENDED LEARNING OUTCOMES
Knowledge

• Describe the importance of communication
in dealing with conﬂict

Skills

• Recognize the power diﬀerential in
patient/physician and other interactions
• Recognize preconceptions in stressful
situations
• Recognize the importance of negotiation
when dealing with conﬂict
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CASE

Mr. M is demanding that you “do a scan to
check that his cancer has gone” after
completing his cancer treatment. You
know it is too early for there to be any
useful information from a scan at this
time; it is not medically indicated. Doing a
scan now would be not be good resource
stewardship and involves unnecessary
radiation to the patient.
You try to explain why you are not
ordering a scan but the patient starts
getting angry. He accuses you of not
caring about him enough to ‘waste money
on him’ because he is elderly. He says that
the reason he got sick in the ﬁrst place is
because his family doctor failed to listen
to him and did not order tests which
delayed his diagnosis of cancer, possibly
making his prognosis worse.

CASE DISCUSSION
•
•
•
•
•
•

Speciﬁcally identify problem
What barriers need to be overcome in this case?
Are there beneﬁts to not changing behavior?
What has been tried before and failed?
What support is needed to implement strategy?
How would principles of resource stewardship
be useful in this case discussion?

INSTRUCTION METHODS

• Case based discussion on how to deal
with speciﬁc conﬂict
• one on one, small or large group
• Flipped classroom – videos, readings
• Reﬂect on the scenario and journal

ASSESSMENT METHODS

• Direct Observation
• Case based discussion participation –
peer and facilitator feedback
• Reﬂection journal/portfolio

TEACHER’S GUIDE

Dealing with problem behavior

Catch it early
• May be tempting just to do as the patient asks
• Try to resolve diﬀerence when ﬁrst arises
• Responsibility for good resource stewardship
Try to help the patient understand when
follow-up tests might be more helpful
Separate behavior from person
• Stress and fear likely inﬂuencing behaviour
• At the end of treatment, tension reaches a
peak as the frequent healthcare visits during
treatment are likely to become far less
frequent
• Fear of loss of his support network
• Fear of cancer recurrence

•

b.
•

More information about TISLEP is available at http://tislep.pgme.utoronto.ca

This leadership module on Conflict Management can be accessed at www.sanokondu.ca

Books
‘Everyone can win: how to resolve conflict’ Helen Cornelius and Shoshana Faire, Simon and Schuster, Australia 1995 (ST - lots of
simple tips and flow diagrams/figures etc.)
‘Getting to YES. Negotiating agreement without giving in’

Negotiation:
• Harvard healthcare negotiation: https://hbr.org/2013/10/negotiation-strategies-for-doctors-and-hospitals
• Negotiation techniques for healthcare professionals: http://www.ncbi.nlm.nih.gov/pubmed/17601591
• The negotiation institute (seminar): http://www.negotiation.com/portfolio/art-negotiating-healthcare-organizations/
• Community catalyst guide to negotiating with providers (an interesting perspective from the patient’s side):
http://www.communitycatalyst.org/doc-store/publications/the_abcs_of_negotiation_feb04.pdf
• Harvard school of public health program on health care negotiation and conflict resolution:
http://www.hsph.harvard.edu/hcncr/
• Negotiating treatment preferences: https://www.ncbi.nlm.nih.gov/pubmed/26699275

Conflict resolution:
• http://www.edcc.edu/counseling/documents/Conflict.pdf
• http://www.mediate.com/articles/bermanlj3.cfm
• Society for human resource management:
https://www.shrm.org/templatestools/samples/powerpoints/pages/conflictresolutiontraining.aspx
• Notre Dame Course: http://www.notredameonline.com/resources/negotiations/conflict-resolution-training/#.Vz3vfPkrKUk
• Safer healthcare: http://www.saferhealthcare.com/high-reliability-topics/conflict-management-in-healthcare/
• Community tool box: http://ctb.ku.edu/en/table-of-contents/implement/provide-information-enhance-skills/conflictresolution/main
• Dale Carnegie training: http://www.dalecarnegie.com/ebook/conflict-resolution/
• Concordia: https://www.concordia.ca/jmsb/programs/executive-centre/customized-group-training/program-subjects/conflictresolution-negotiation.html
• Harvard business review: https://hbr.org/2013/10/four-steps-to-resolving-conflicts-in-health-care
• Nursing course: http://nursing.advanceweb.com/Continuing-Education/CE-Articles/Resolving-Workplace-Conflict.aspx
• RN Journal: http://rnjournal.com/journal-of-nursing/conflict-resolution
• Conflict management training for healthcare professionals: http://www.mediate.com/articles/gerardi4.cfm
• Interprofessional conflict: https://www.ncbi.nlm.nih.gov/pubmed/27152535
• ICU Conflict resolution: https://www.ncbi.nlm.nih.gov/pubmed/26765500
• Ethical conflict: https://www.ncbi.nlm.nih.gov/pubmed/26752392
• Mediation training for the physician: https://www.ncbi.nlm.nih.gov/pubmed/26752391
• Sources of clinical conflict/bioethics: https://www.ncbi.nlm.nih.gov/pubmed/26752386
• OR Conflicts: https://www.ncbi.nlm.nih.gov/pubmed/26543468
• Physician-patient conflict resolution tools:
http://jama.jamanetwork.com.ezproxy1.library.usyd.edu.au/article.aspx?articleid=192016

Other resources
a
Websites
https://youtu.be/1FeM6kp9Q80

General
• McNamara, C. Basics of conflict management 1997-2008 http://www.authenticityconsulting.com/pubs/Mgmnt/MS_pubs.htm
• Saltman DC, O’Dea NA, Kidd MR, Conflict management: a primer for doctors in training. 2006 Postgrad. Med. J. ;82;9-12
• Hellreigel, Slocum and Woodman Organizational Behavior, 2001 (9th edition) South Western Thomson Learning, Singapore)
• Understanding Conflict and Conflict Management
http://www.nrm.wa.gov.au/media/10646/understanding_conflict_and_conflict_management.pdf
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