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Are you working in a team where you
have a psychologically safe, civil,
culture?

@ The Slido app must be installed on every computer you’re presenting from SlidO



https://www.slido.com/powerpoint-polling?utm_source=powerpoint&utm_medium=placeholder-slide
https://www.slido.com/support/ppi/how-to-change-the-design

Why do we see problems in our teams?

 An unmet need

 Lack of emotional intelligence

* Interplay of their personal system
» Bad behavior gets results

* “Its just normal”

* Lack of clarity

How does the system contribute?


https://unsplash.com/@elisa_ventur?utm_content=creditCopyText&utm_medium=referral&utm_source=unsplash
https://unsplash.com/photos/woman-in-black-long-sleeve-shirt-covering-her-face-with-her-hands-bmJAXAz6ads?utm_content=creditCopyText&utm_medium=referral&utm_source=unsplash

Impact of rudeness on self

* 80% lose time worrying about the rudeness
* 78% reduced their commitment to work
» 38% reduce the quality of their work

* 48% reduce their time at work

* 61% decrease in cognitive ability

« 25% take it out on others

* 12% leave

Christine Porath TED talk

The Price of Incivility Porath C, Pearson C, Harvard Business Review 2013 Jan-Feb;91(1-2):114-21,146



Impact on others

Witnesses
20% decrease in performance
50% decrease in willingness to help others

Civility Saves Lives
Service users

/5% less enthusiasm for the organization

The price of Incivility Porath C, Pearson C, Harvard Business Review 2013 Jan-Feb;91(1-2):114-21,146



Why is this important?

* Changing Times

» Retention and Recruitment

* Health and Wellness

* Working with colleagues

* What you permit you promote
* Decreased trust in healthcare system/care
* Yet conflict should be seen as healthy




Unprofessional behavior is a Patient
Safety issue!

And should be treated as such



S0 what can we do about civility and culture?

Mindset — own our part in this

Leadership Clarity and Safety

Team Charter

Manage those that step over the behavioral norms
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What drives problems?

1. Stories 2. Judgement
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https://unsplash.com/@maeganmartin?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://unsplash.com/s/photos/story?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://unsplash.com/@javaistan?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://unsplash.com/photos/man-in-gray-crew-neck-long-sleeve-shirt-standing-beside-woman-in-black-crew-neck-shirt-mv38TB_Ljj8?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText

1. Ladder of inference

Take action based

Actions _
on our beliefs
Beliefs Adopt beliefs based on
_ our conclusions
Beliefs affect _ |
what data we Conclusions Draw conclusions from our
select assumptions
Assumptions Make assumptions based on
our meanings
Meanings Add meanings to

selected observations
Selected data

Select from all possible
Observations observations

/

Inference

Pool of observable data
- The ladder of Inference (Argyris, C. (1982))



Positions, Interests and Needs (PIN)

Positions — the specific solution or outcome
Interests — Underlying needs, desires and concerns

Needs — the foundation of our values and beliefs



2. Choice Map
==

MWB choose moment by mnmanl.j +Whats bost in do now?
= What are thay thinking,
feeling and wansng?

= im | baing responshila®

Judger Mindset

React

=Why am | such a Gilure?
« What ars they so shupid? M50
= Why bathar?

SOMEE
:]Lh‘\tu‘uﬁh‘.

w  Change Your Guestions, JUDGER PIT
. Change Your Life |

Mariies Adams, Ph.0. ©2009 Change Your Questions, Change Your Life by Marilee Adams



3. Karpman Drama Triangle

-_—

Rescuer Persecutor

“Let me help you” “It’s all your fault”

Victim

“Poor me”



David Emerald Womeldorftf

Coach Challenger

Creator



4. Intention v Impact — the insight gap

Internally

“‘We judge ourselves by our intentions which are always
good, and others by their behaviors and actions”

Externally
Others judge us by our impact not our intention



What affects this space?

Lack of

Certainty

* Choice

« Care
Transparency
Communication ‘ ,.
Fairness ol &0~
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So what can we do about civility and culture?

2. Leadership Clarity and Safety



What helps?

1. Clarity

2. Safety

Photo by Bud Helisson on Unsplash


https://unsplash.com/@budhelisson?utm_content=creditCopyText&utm_medium=referral&utm_source=unsplash
https://unsplash.com/photos/person-holding-brown-eyeglasses-with-green-trees-background-kqguzgvYrtM?utm_content=creditCopyText&utm_medium=referral&utm_source=unsplash

Clarity of...

* Vision

* Purpose and Meaning — The "WHY”
* Values

* Roles & Responsibility

» Expectations & Consequences




Clarity of...

* Vision

* Purpose and Meaning — The "WHY”
* Values

* Roles & Responsibility

« Expectations & Consequences

The Organization, the teams and yours



Purpose

What can this team do together that it cannot do apart?
Who are you/your team serving?

* Who do we serve

* To enable them too ...

* [n service to their partners...
* For whom they create the benefit of...



So what can we do about civility and culture?

Mindset — own our part in this

Leadership Clarity and Safety

Team Charter

Manage those that step over the behavioral norms

B W=



Team Charter

il

5.

Be clear on what this team is being asked to do?

Team Purpose?

What are our values?

Where do we need, as a team to get to, in 2026 and 20277
What do we need from each other to achieve this?

- What should we start, stop, continue?

- How do we manage difference and conflict?

- How do we meet?

How do we keep track of our progress?



So what can we do about civility and culture?

4. Manage those that step over the behavioral norms



Managing Unprofessional Behavior

* What you permit you promote

« Use your charter as agreed upon norms of the team

» Deal with the behavior, but look behind it

 Follow the process as set out in code of conducts. Bylaws etc
* |nitially a cup of coffee discussion (feedback next time)



Helpful phrases

* “I'm confused”, “"Help me understand™ “How can | be helpful”
« “Tell me your perspective”

* “Perhaps | misunderstood ...”,

* “Here’s where | struggle ...”

» “Unfortunately, | can’t...I can...”

 Tentative language “l wonder...”

» “Tell me more”

NEUTRALIZE



What could you try differently to
create the culture you want in your
team?

@ The Slido app must be installed on every computer you’re presenting from SlidO



https://www.slido.com/powerpoint-polling?utm_source=powerpoint&utm_medium=placeholder-slide
https://www.slido.com/support/ppi/how-to-change-the-design

The Series

Sept 14 “Feedback that Fuels Growth: Creating a Culture of Learning and Boundaries

Contact

tomdrlloyd@gmail.com
dawn@dawnmartin.ca



mailto:tomdrlloyd@gmail.com
mailto:dawn@dawnmartin.ca
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