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Workshop Toolkit Summary 
 

The purpose of this toolkit is to: 

 Provide individuals who attended a workshop, a concrete tool from that workshop 
that can be immediately applied back in the facility. 

 To provide individuals who attended workshops an example that can be used to 
communicate and educate others back in the facility who did not attend QCC XIII 
conference. 

 
Tool Descriptions: 

 Tool # 1: Ȱ,ÅÁÄÉÎÇ #ÈÁÎÇÅ $ÕÒÉÎÇ $ÉÆÆÉÃÕÌÔ 4ÉÍÅÓȱ (pages 5-8) 
o Model for Change   

 Tool # 2: Ȱ)Î ÔÈÅ %ÙÅ ÏÆ ÔÈÅ 3ÔÏÒÍȡ 3ÕÃÃÅÓÓÆÕÌÌÙ .ÁÖÉÇÁÔÉÎÇ #ÏÎÆÌÉÃÔ ÉÎ ÔÈÅ 7ÏÒËÐÌÁÃÅȱ 
(pages 9-16) 

o Bracketing 
o Balcony and the Dance Floor   

 Tool # 3: Ȱ5ÓÉÎÇ 1ÕÁÌÉÔÙ ÁÎÄ 0ÅÒÆÏÒÍÁÎÃÅ )ÍÐÒÏÖÅÍÅÎÔ ÔÏ %ÎÈÁÎÃÅ 2ÅÓÉÄÅÎÔ #ÁÒÅȱ 
(pages 17-20) 

o Performance Improvement Exercise: The Problem 
o Performance Improvement Exercise: Root Cause Analysis 

 Tool # 4: Ȱ!ÃÃÏÕÎÔÁÂÉÌÉÔÙ ÉÓ ÎÏÔ Á &ÏÕÒ ,ÅÔÔÅÒ 7ÏÒÄȱ (pages 21-26) 
o Support and Accountability 

 Tool # 5: Ȱ)ÍÐÁÃÔÉÎÇ #ÈÁÎÇÅ 4ÈÒÏÕÇÈ %ÆÆÅÃÔÉÖÅ #ÏÍÍÕÎÉÃÁÔÉÏÎÓȱ (pages 27-30) 
o Complete Communications 

 Tool Π Ψȡ Ȱ#ÈÁÎÇÅȣ)Ô (ÁÐÐÅÎÓȱ ×ÏÒËÓÈÏÐ (pages 31-34) 
o The 3 Phases of change 

 Tool Π Ωȡ Ȱ!ÄÖÁÎÃÅ 0ÅÒÓÏÎ-#ÅÎÔÅÒÅÄ #ÁÒÅ ÔÈÒÏÕÇÈ ÍÅÁÎÉÎÇÆÕÌ !ÒÔ %ØÐÅÒÉÅÎÃÅȱ  
(pages 35-38) 

o Brining Art to People 

 Tool Π Ϊȡ Ȱ3ÅÒÖÉÃÅ %ØÃÅÌÌÅÎÃÅ ÉÎ ÔÈÅ -ÉÄÓÔ ÏÆ Á 3ÔÏÒÍȱ (pages 39-42) 
o 10 De-Stress Tips 

 Tool Π Ϋȡ Ȱ#ÕÌÔÕÒÁÌ #ÏÎÎÅÃÔÉÏÎÓȱȡ 9ÏÕÒ 3ÕÒÖÉÖÁÌ Depends on It! (pages 43-46) 
o Dimensions of Culture 

o The Johari Window 

 Tool #10: Creating Community for Residents with Mental Illness-Behavior   
(pages 47-49) 

o Creating Community for Residents with Mental Illness 
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Tool #1 

 

Tools for Leading Change 
During Difficult Times 

 
 

Presenter:  
Mike Shay, Consultant, Labor Management Project  

 
Email:  

 Mike.Shay@labormanagementproject.org  
 
 
 

mailto:Mike.Shay@labormanagementproject.org
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DVFT>R Model for Change 
 

Ȱ4ÏÏÌÓ ÆÏÒ ,ÅÁÄÅÒÓ ÏÆ #ÈÁÎÇÅ $ÕÒÉÎÇ $ÉÆÆÉÃÕÌÔ 4ÉÍÅÓȱ 
 
 

D     x   V  x             F                 x           T   >  R 
Dissatisfactions    x   Vision x        First Steps     x        Trust         >   Resistance to Change 
                   (also defined as Inertia) 
 

The formula is multiplied, therefore if any element (D, V, F, or T),   is missing (equal to 0) 
or is poorly defined (equal to 1) then the sum will be less than the value of  Resistance to 
Change (R) and organizational change efforts are doomed to fail.  

ELEMENTS ɀ DEFINITIONS 
 

 Dissatisfaction ɀ Leadership must present a compelling case for change.  The default 
reaction of most people to initial lack of organizational performance is to either 
ÅÎÇÁÇÅ ÉÎ ÄÅÎÉÁÌ ɉȰÓÏÍÅÂÏÄÙ ÉÓ ÌÙÉÎÇ ÔÏ ÕÓȱɊ ÏÒ ÔÏ ÌÏÎÇ ÆÏÒ ÔÈÅ ÏÌÄ ÄÁÙÓ ÁÎÄ ×ÁÙÓ ɉȰÉÆ 
only they would just go back to the way we use to do things around here, we were 
ÓÕÃÃÅÓÓÆÕÌ ÔÈÅÎȱɊȢ 4Ï ÃÒÅÁÔÅ ÅÎÏÕÇÈ ÄÉÓÓÁÔÉÓÆÁÃÔÉÏÎ ×ÉÔÈ ÔÈÅ ÓÔÁÔÕÓ-quo, the case for 
change must be honest, powerful, clear and compelling. The leadership case must 
result in a critical mass of individuals concluding that their future self-interest, and 
future collective interest, will not be served by continuing the status-quo.  This first 
ÓÔÁÇÅ ÏÆ ÌÅÁÄÅÒÓÈÉÐ ÒÅÓÐÏÎÓÉÂÉÌÉÔÙ ÁÎÓ×ÅÒÓ ÔÈÅ ÑÕÅÓÔÉÏÎȟ Ȱ7ÈÙ ÍÕÓÔ ×Å ÃÈÁÎÇÅȩȱ 

 Vision ɀ Immediately upon establishing a critical mass of dissatisfaction, leadership 
must then provide a vision of success.  A vision that is both inspirational and 
understandable.  A vision that goes beyond surviving the crisis and focuses on an 
inspirational future that gives hope and purpose. A critical mass of individuals must 
be compelled by the vision.  6ÉÓÉÏÎ ÁÎÓ×ÅÒÓ ÔÈÅ ÑÕÅÓÔÉÏÎȟ Ȱ7ÈÁÔ ÁÒÅ ×Å ÃÈÁÎÇÉÎÇ 
ÔÏȩȱ   

 First Steps ɀ Leadership must provide concrete examples of first steps of the 
organizational change process.  Not every step, just some concrete first steps so a 
critical mass of individuals can see how the change journey will begin and be 
convinced that it is real.  &ÉÒÓÔ ÓÔÅÐÓ ÁÎÓ×ÅÒ ÔÈÅ ÑÕÅÓÔÉÏÎÓȟ Ȱ)Ó ÔÈÉÓ ÃÈÁÎÇÅ ÐÒÏÃÅÓÓ 
ÒÅÁÌȩȱ ÁÎÄ Ȱ(Ï× ÄÏ ×Å ÓÔÁÒÔȩȱ 

 Trust ɀ Leadership must foster trust for its competence, its word keeping and the 
integrity of its communications.  Trust is established through series of consistent 
actions over a period of time and trust is an indispensible attribute of an effective 
leader of organizational change.  4ÒÕÓÔ ÁÎÓ×ÅÒÓ ÔÈÅ ÑÕÅÓÔÉÏÎȟ Ȱ!Í ) ÂÅÉÎÇ ÔÁËÅÎ 
ÁÄÖÁÎÔÁÇÅ ÏÆȩȱ 

 Resistance to change ɀ We all resist change because change often makes us feel 
awkward.  People, on the whole, prefer the familiar.  Now, having said that, the 
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resistance to change is often greatly overstated.  WE all change throughout our lives 
because life forces us to change, often.     

 
WHAT HAPPENS IF D, V, F, OR T IS MISSING?  ɀ ORGANIZATIONAL SYMPTOMS: 
 

 If leadership has created only Dissatisfaction with current state, and failed to provide 
Vision, First Steps and Trust the result is complaining, moaning, fear and demoralization.   
Positive change will not happen. 

 

 If leadership has provided only Vision and Dissatisfaction, and not First Steps and Trust, 
the result is a lot of thinking and talking, ending in apathy and being "stuck in a rut".   
Positive change will not happen. 

 

 If leadership provides First Steps and Dissatisfactions, and not a clear Vision and Trust, 
the results are a lot of frenzied activity, voluminous reports, frequent and/or urgent 
meetings (lacking a clear purpose), and even training sessions.  This is often termed 
"Flavor of the Month", a result of choosing whatever is the latest idea, or trend.   
Eventually there will be a lot of frustration since using the latest trend or the classiest 
looking strategy is not enough to overcome resistance to change alone.  Positive change 
will not happen. 
 

 If leadership communications lack definition or clarity of a Vision of Success and lack 
Trust within the organization, the results will resemble "Flavor of the Month" listed 
above but perhaps at a slower pace.   Eventually there will be an emergence of apathy 
and frustration since using the latest trend or the classiest looking strategy is not enough 
to overcome resistance to change without Clarity of a Vision of Success, Trust and the 
other elements. Positive change will not happen. 

 

 Effective change, in a complex organization, requires effective and efficient 
collaboration and cooperation within an aligned network of interdependent 
relationships, relational coordination establishing shared understanding, shared goals 
and problem-solving communications).  The amount of Trust within the network 
determines the effectiveness and efficiency of collaboration and cooperation.  Absent 
Trust, effective relational coordination is not possible and therefore positive change is 
not possible.    

 

Source: Dick Beckhard and Reuben Harris popularized the formula (originally written as 
C+ABD>X by David Gleicher) in their book, Organizational Transitions.  The terms were 
renamed by Kathleen Dannemiller, making them more accessible and understandable to the 
general public.  Further adaptations have been made by Praxis Consulting Group.  For more 
information see:  
http://www.valuebasedmanagement.net/methods_beckhard_change_model.html  

 

http://www.valuebasedmanagement.net/methods_beckhard_change_model.html
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Tool #2 
 

In the Eye of the Storm: 
Successfully Navigating 

Conflict in the Workplace 
 
 

Presenter:  
Enrique Cepeda, Consultant-Labor Management Project 

 
Email:  

Enrique.Cepeda@labormanagementproject.org    
 
 

mailto:Enrique.Cepeda@labormanagementproject.org
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CONFLICT RESO LUTION  

 

BRACKETING  

Bracketing is an internal technique for staying calm and non-judgmental, while maintaining the 

ability to listen at a time when you are having strong negative feelings. Bracketing places a 

temporary container around negative feelings and thoughts so that they can safely be examined 

and explored later.  When Bracketing, you are able to reflect on:  

(1) The feelings and critical statements communicated to you by others, and  

(2) (2) become aware of your own negative feeling and judgments of others. 

 

Bracketing requires two unique processes:  

 
1. Holding back initial reactions to create a space to think through 
ǿƘŀǘΩǎ ōŜǎǘ ǘƻ Řƻ ƎƛǾŜƴ ȅƻǳǊ ǇƻǎƛǘƛǾŜ ƘƻǇŜǎ ŀƴŘ Ǝƻŀƭǎ ƻŦ ǘƘŜ 
situation. 

2. Developing a revised internal thought process and action plan based 
on your goals as an effective leader and communicator. 
 

 

To accomplish this, we rely on our interaction skills, in particular: 

 
 

 
 

How well we 
communicate 
our interests 
and needs 

How open we 
are to listening 

to others 
respectfully 

How constructive 
we are when we 
need to convey 
our criticism, 
concerns and 

disagreements 

http://www.buzzingup.com/wp-content/uploads/2011/07/stop.png
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Steps to successful Bracketing 

ωIdentify who is the provoker and who is the responder. 

ωImagine yourself as the responder, what do you feel? 

ωWhat is the likely result if you speak out your initial reaction? 

ωDescribe his/her behavior, and feelings, if you react on your first impulse? 

#1  HOLD BACK INTIAL RESPONSE 

ωWhat positive intentions or understandable interests might the provoker have? 

ωWhat are your positive interests and goals? 

ωWhat positive interests and goals might you and the provoker share? 

ωWhat facts might you or the provoker need in order to address this situation 
effectively? 

ωWhat systemic causes (policies, procedures, past practices, structures, bureaucracy) 
might have provoked this incident? 

ωHow could the provoker assist in solving the problem? 

#2  DEVELOP A REVISED PLAN: think, then act. 

ωWhat do you really want to say to the provoker?  

ωWhat actual verbal responses based on your values, goals and interests will you 
say? 

ωWhat action steps will you take to resolve the issue? 

ωWhat is the likely result of speaking and acting from your values and goals as a 
leader? 

ωWhat options can you generate to resolve the problem? 

#3  PRPARE TO COMMUNICATE: plan for success. 
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BRACKETING Activity!  
 

For each provocation, please follow the steps for successful bracketing identified in the 

previous worksheet. 

 

PROVOCATIONS 

 

Scenario 1:  

A supervisor has just ordered a member to do a job you know heôs not been trained in.  You 

point this out, and the supervisor says, ñIôve given the order.  Itôs none of your business.ò  

 

 

Scenario 3:  

In a staff meeting, the manager states: ñYou lazy people need to get your act together regarding 

your lateness issue returning back from breaks!ò 

 

 

Scenario 4: 

Your co-worker says to you: ñAll of these minorities are coming in and taking all the overtimeò. 

 

 

Scenario 5:  

An angry family member says: ñI donôt want any CNA assigned to my mother. I want a 

Registered Nurseò. 

 

 

Scenario 6: 

A patient to you: ñI hate the way you work! Where is the other worker who was assigned to me 

yesterday?ò 
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Leadership on the Line  
Staying Alive through the Dangers of Leading 

 
Balcony/Dance Floor Outline 

Conflict is a part of everyday organizational life.  Leaders are not immune from it, but those 
who manage conflict effectively achieve optimal team performance and an improved 
working environment.  In their book, "Leadership on the Line," authors Ron Heifetz and 
Marty Linsky offer a practical approach for individuals who seek to improve their ability to 
resolve conflict effectively: by getting off the dance floor and onto the balcony. 

Imagine you are down on a dance floor dancing. While you are in the midst of the 
dance, moving in close rhythm with your partner and with people swirling all around 
you, your vision is restricted in two significant ways: 

1. 9ÏÕ ÃÁÎȭÔ ÓÅÅ ÔÈÅ ÂÉÇ ÐÉÃÔÕÒÅ ÏÆ ×ÈÁÔȭÓ ÇÏÉÎÇ ÏÎ ÁÃÒÏÓÓ ÔÈÅ ÅÎÔÉÒÅ ÆÌÏÏÒ ÁÎÄ 
how effectively and smoothly you are in flow with the other dancers.  

2. You are so focused, in-the-ÍÏÍÅÎÔȟ ÏÎ ÔÈÅ ÔÁÓË ÙÏÕ ÁÒÅ ÄÏÉÎÇ ÔÈÁÔ ÙÏÕ ÄÉÄÎȭÔ 
make the space to reflect on your performance.  

Now, imagine you leave the floor and go up to a balcony overlooking the dance. Now 
you can see the big picture and reflect on how you are doing and what you need do 
in order to be more effective. 

Get on the Balcony from the Dance floor is a metaphor that explains the ability and need to 
get perspective while being involved in the middle of the action or a conflict within a group, 
community, and or organization. However just being on the balcony is not enough.  You 
must return to the dance floor where the action is talking place with new information 
(acquired on the balcony) to initiate change. The process of going back and forth between 
the two and making necessary interventions is an iterative one. This concept is 
transformational approach to leadership and change. Leaders who seek to enhance their 
ability to make an impact on their unit and organization. They need to continually be shifting 
their focus, over time, from the floor to the balcony and back again. 

(Ï×ÅÖÅÒȟ ÉÔ ÉÓ ÓÏÍÅÔÉÍÅÓ ÄÉÆÆÉÃÕÌÔ ÔÏ Ȱ'ÅÔ ÏÎ ÔÈÅ "ÁÌÃÏÎÙ ÆÒÏÍ ÔÈÅ ÄÁÎÃÅ ÆÌÏÏÒȱ ÁÎÄ ÏÂÔÁÉÎ Á 
ȰÈÉÇÈÅÒ ÌÅÖÅÌȱ ÐÅÒÓÐÅÃÔÉÖÅ ×ÈÉÌÅ ÓÔÉÌÌ ÂÅÉÎÇ ÅÎgaged in the conflict itself.  The following 
describes this approach 

Step 1. Describe the role or perspective of the dance floor with a group context. 

 Who are the stake holders (Managers, Supervisors, co workers, delegates, 
ÏÒÇÁÎÉÚÅÒÓȟ ÐÁÔÉÅÎÔÓȟ ÐÁÔÉÅÎÔÓȭ families)? 

 What are the circumstances in that surrounds the group under this conflict? 

 What is your role (How are you affecting or being affected by the conflict)? 
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Step 2. Describe the role of the balcony 

 Distinguish between technical and adaptive challenges. 

o Technical Challenges ɀ How process can have a negative influence on how the 
work is being done. For example the hospitals computer system is old and 
ÄÏÅÓÎȭÔ ÓÐÅÁË ÔÏ ÏÔÈÅÒ ÓÙÓÔÅÍÓ ÉÎ ÔÈÅ ÓÁÍÅ ÈÏÓÐÉÔÁÌ ÔÈÉÓ ÃÁÕÓÅÓ ÄÅÌÁÙÓ ÉÎ 
serving the patients and contributes to longer wais and conflict.  

o Adaptive Challenges ɀ These are challenges that require people to act 
differently than they had in the past to make changes in their behavior.  

 Understanding the players involved (stake holders) the environment of the 
situations, and the topic on hand. 

 Track Record ɀ7ÈÁÔ ÁÒÅ ÔÈÅ ÐÌÁÙÅÒȭÓ ÒÅÐÕÔÁÔÉÏÎÓ ÁÎÄ ÈÏ× ×ÉÌÌ ÔÈÁÔ ÉÎÆÌÕÅÎÃÅ ÈÏ× ÔÈÅ 
group interacts (Think lateness to meetings, who is unreliable, who is reliable, etc.)?  

 Ripeness ɀ Is the timing of the topic or the issue the group is dealing with ready to be 
addressed or is it premature and the group is not ready to listen to it? 

 Status ɀ 7ÈÁÔȭÓ ÅÁÃÈ ÐÁÒÔÉÃÉÐÁÎÔÓ ÆÏÒÍÁÌ ÁÕÔÈÏÒÉÔÙ ɉÔÈÉÎË ÓÐÏÎÓÏÒÓ ÔÈÒÏÕÇÈ ÌÉÎÅ ÓÔÁÆÆ 
who are the decision makers who can influence decisions)? 

 Prejudice ɀ 7ÈÁÔ ÁÒÅ ÐÅÏÐÌÅȭÓ ÂÉÁÓÅÓȟ ÏÒ ÐÒÅÊÕÄÉÃÅÓ ɉÁÒÅ ÔÈÅ ÇÅÎÄÅÒ ÉÓÓÕÅÓȟ ÃÕÌÔÕÒÁÌ 
issues, is there management bias towards the union and vice versa)?  

Step 3. Find out where people are at. 

 Getting people in the group or organization to address a difficult issue particularly if 
ÉÔȭÓ ÒÉÓËÙ ÃÁÎ ÂÅ Á ÃÈÁÌÌÅÎÇÅ ÓÏ ÉÔȭÓ ÉÍÐÏÒÔÁÎÔ ÔÏ ÓÅÅ ÈÏ× ÐÅÏÐÌÅ ÆÅÅÌ ÁÂÏÕÔ ÁÄÄÒÅÓÓÉÎÇ 
a risky issue. 

 )ÎÄÉÖÉÄÕÁÌÓ ÍÉÇÈÔ ÔÒÙ ÔÏ ÓÉÌÅÎÃÅ ÙÏÕ ÉÆ ÙÏÕ ÆÏÒÃÅ ÔÈÅÍ ÔÏ ÄÅÁÌ ×ÉÔÈ ÁÎ ÉÓÓÕÅ ÔÈÅÙȭÒÅ ÎÏÔ 
ready to deal with. 

 Understanding the entire different stakeholder various perspectives is critical to 
success of moving forward. Learn from them what are their interests and fears are. 

Step 4. Listen to the song beneath the words. 

 Observing from the balcony is a critical step in leadership and addressing conflict. 

 Listening requires interpretation that gets below the surface of what is being said. 
Ȱ9ÏÕ ÈÁÖÅ ÔÏ ÌÉÓÔÅÎ ÔÏ ÔÈÅ ÓÏÎÇ ÂÅÎÅÁÔÈ ÔÈÅ ×ÏÒÄÓȢȱ 

 Once you understand where people perspectives you can begin to engage them in 
change efforts. 

 "Å×ÁÒÅ ÏÆ ÍÁËÉÎÇ ÉÎÔÅÒÐÒÅÔÁÔÉÏÎÓ ÔÏÏ ÑÕÉÃËÌÙ ÏÒ ÍÁËÉÎÇ ÔÈÅÍ ÁÌÏÕÄȢ  )ÔȭÓ ÂÅÓÔ ÔÏ 
work these out in your head first or with a trusted colleague. 
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 )ÎÔÅÒÐÒÅÔÉÎÇ ÂÅÈÁÖÉÏÒ ÉÓ ÎÅÃÅÓÓÁÒÙ ×ÈÅÎ ÙÏÕȭÒÅ ÏÎ ÔÈÅ ÂÁÌÃÏÎÙȢ (Ï×ÅÖÅÒ ÈÏ× ÙÏÕ 
ÖÏÉÃÅ ÉÔ ×ÈÅÎ ÙÏÕȭÒÅ back on the dance floor must depend on the culture and 
adaptability of your audience.  

 
Step 5. Read the behavior of authority figures for clues. 
 

 Ȱ&ÏÃÕÓ ÏÎ ÔÈÅ ×ÏÒÄÓ ÁÎÄ ÔÈÅ ÂÅÈÁÖÉÏÒ ÏÆ ÔÈÅ ÁÕÔÈÏÒÉÔÙ ÆÉÇÕÒÅȠ ÔÈÅÙ ÐÒÏÖÉÄÅ Á ÃÒÉÔÉÃÁÌ 
signal about the impact ÏÆ ÙÏÕÒ ÁÃÔÉÏÎ ÉÎ Á ÇÒÏÕÐ ÏÒ ÏÎ ÔÈÅ ÏÒÇÁÎÉÚÁÔÉÏÎ ÁÓ Á ×ÈÏÌÅȢȱ 

 Remember the authority figure is trying to manage all of the various factions, and 
what you observe is a response to the pressure he or she is experiencing. 

Practical Suggestions for Getting on the Balcony 

 Make the time to reflect on the conflict.  Reflection often allows the space to think 
and analyze about how the situation can be approached or viewed differently. 

 Gather information.  Ask a few trusted individuals for candid advice and their 
approach to the matter. It shouldn't be a large group, but the individuals need to 
have good judgment, knowledge of the organization and its environment, self 
confidence. Additionally, those individuals may hear from people you don't meet, and 
feel pressures from people you don't know. Most importantly, you need to trust that 
their advice will be given with no expectation of receiving anything in return.   

 Look for patterns.  Getting up on the balcony requires mental discipline. When 
confronted with a particular challenge it's important to get underneath the details 
and look for causes and patterns. 
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Tool #3 
 

Using Quality and 
Performance Improvement to 

Enhance Resident Care 
 

 
Presenter: 

Ann Wyatt, Consultant in LTC and Project Coordinator, Palliative 
Care for Advanced Dementia 

 

 
Email: 

awyatt@alznyc.org 

mailto:awyatt@alznyc.org
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MDS 3.0 Collaborative 
Performance Improvement Exercise  

 
The Problem:   
 

1. Whose perspectives should be represented on the workgroup? 
 
 

2. What are we trying to accomplish?  What do we want to improve? 
 
 

3. What do we know about the issue now? 
 
 
4. Do we need additional information? 

 
 

5. Who do we need to talk with to learn more? 
 
 

6. Besides the people participating in this workgroup, whose perspective would be 
helpful?  How shall we hear from them? 

 
 

7. What changes can we make that will result in improvement? 
 
 

8. How will we know a change is an improvement? 
 
 

9. What change should we try first? 
 
 
10. How will we share information about the project with others in the facility? 
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MDS 3.0 Collaborative 
Performance Improvement Exercise in Root Cause 

 
 
Question: 
____________________________________________________________________________ 
 
 
Answer: 
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________ 
 
 
Why? 
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________ 
 
 
Why? 
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________ 
 
 
Why? 
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________ 
 
 
Why? 
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________ 
 
 
Why? 
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Tool #4 

 

Accountability is not a Four 
Letter Word 

 

 
Presenters:  

Marilyn Howard, Director of Staff Development-Isabella Geriatric  
Eileen Casey, Vice President for Human Resources-Isabella Geriatric 

Eddy Elie, Director of Support Services-Isabella Geriatric 
Eric Waiter, Unit Coordinator-Isabella Geriatric 

 
Email:  

MHoward@isabella.com   
 

 

                                                                                     

 

 

 

 

 

 

 

mailto:MHoward@isabella.com
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What is accountability?  What does it look like? 
____________________________________________________
____________________________________________________ 
 
What are some attributes of leader who holds workers 
accountable? 
 
Decisive                   _______________               _____________ 
Competent                              _______________                _____________ 
Objective                    _______________                      _____________ 
Clear Expectations                _______________                _____________ 
_______________                  _______________               _____________ 
_______________                  _______________                     _____________ 
 

 
***********************************************  

What does a supportive work environment look like? 
      ____________________________________________________ 
     ____________________________________________________ 
      ____________________________________________________ 

 
What attributes or qualities does a leader demonstrate that 

make you feel supported? 
       Motivates               _______________               ______________ 
         Compassionate   _______________               ______________ 
         Understanding    _______________               ______________ 
         Dependable      _______________               ______________ 
         ________________                         _______________               ______________ 
         ________________    _______________               ______________ 
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Support and Accountability   

 
In supervision, there is a commonly held belief that supervisors who are supportive  
are not able to hold people accountable; and supervisors who hold their  
employees accountable (for their work performance, attitudes, and behavior) cannot  
do it in a supportive way.  
              

        4ÈÉÓ ÂÅÌÉÅÆ ÓÅÔÓ ÕÐ ÁÎ ÅÉÔÈÅÒȾÏÒ ÓÉÔÕÁÔÉÏÎȣ 
 
 
  
 
 
             
 
 
        ȣÍÁËÉÎÇ ÉÔ ÓÅÅÍ ÉÍÐÏÓÓÉÂÌÅ ÔÏ ÄÏ ÂÏÔÈ- support employees and hold them accountable. 
      
 

     %ØÁÍÐÌÅȡ !Î %ÍÐÌÏÙÅÅ ×ÈÏ ÉÓ ÈÁÂÉÔÕÁÌÌÙ ÌÁÔÅȣ   
     Supervisor A is usually supportive, but has a difficult time holding employees 
     accountable.  He might try to understand why the person is late, offer solutions, or even  
     take responsibility for the problem himself (e.g. )ȭÌÌ ÃÁÌÌ ÙÏÕ ÉÎ ÔÈÅ ÍÏÒÎÉÎÇ ÔÏ ×ÁËÅ Ùou up). 
     Supervisor B is clear with staff about expectations and policies, but has difficult time 
     figuring out how to offer support.  She might let the employee know the consequences  
     of their lateness (related to work performance, quality of care and relevance to their job 
     security) and insist that they fix the problem.  
 

Both supervisors have good intentions (to alleviate the lateness), but the 
impact and outcomes are not always ideal.  
 
"Ù ÎÁÔÕÒÅȟ ×Å ÅÁÃÈ ÈÁÖÅ Á ÔÅÎÄÅÎÃÙ ÔÏ×ÁÒÄÓ ÏÎÅ ÏÒ ÔÈÅ ÏÔÈÅÒȣ 4ÈÉÎË ÁÂÏÕÔ 
ÙÏÕÒ Ï×Î ÓÕÐÅÒÖÉÓÏÒÙ ÓÔÙÌÅȣ  
 

              Are you more likely to veer toward support or accountability?  
 
Support__________________________________________________Accountability 
 
                         0ÌÁÃÅ Á ÍÁÒË ÏÎ ÔÈÅ ÌÉÎÅ ÂÅÌÏ× ÉÎÄÉÃÁÔÉÎÇ ×ÈÅÒÅ ÙÏÕ ÌÅÁÎȣ 
 

 

OR 

OR 
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While these two ends of a pole may seem like opposites, to be an effective Coach 
Supervisor, there needs to be more balance- as they are inextricably connected.   
 
 
                                                            #ÏÁÃÈÉÎÇ 3ÕÐÅÒÖÉÓÏÒÓ ÁÒÅȣ 
 
 
 
  

 
 
 
 

ȣÁÂÌÅ ÔÏ ÂÁÌÁÎÃÅ being supportive, while holding employees accountable. 
 
 
 

Core Beliefs about Support and Accountability in Coaching Supervision 
 

 Holding employees accountable to clear expectation and high standards of work 
performance is a form of support 

 Solving employeeÓȭ ÐÒÏÂÌÅÍÓ ÆÏÒ ÔÈÅÍ ÉÓ ÕÌÔÉÍÁÔÅÌÙ ÎÏÔ Á ÆÏÒÍ ÏÆ ÓÕÐÐÏÒÔ 

 Holding people accountable does not mean judging or punishing them 

 Supporting employees does not mean excusing poor work performance 
 
 
 
Have you had experiences where supporting an employee and holding them accountable 
(for tasks, results or behaviors) seem mutually exclusive?  What happened?  Could you now 
imagine a different process / outcome? 
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________
_____________________________________________________________________________                                                                                           

  AND 
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Skills Needed for being Supportive by 

Holding People Accountable 
 
 
 

  

 
 
   
 
 
 

 

 
 
 
 
 

 
 
 

Indicating Belief in the 
Other Person  

 
 
 
 
 
 

Being Clear 
and Direct  
 

Staying Free of 
Blame or 

Judgment  

Presenting the 
Problem  

Checking My 
Assumptions  

Active Listening  

Using Emotional 

Pull Back  

Overcoming My  
Listening Blocks  

Knowing My 
Personal Style  

 

Pulling Back from 
Problem Solving  

 

Self Management  

Using Body 
Language  

Paraphrasing  

Asking Open -
Ended Clarifying 

Questions  

Self Awareness  
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Tool #5 

 

Impacting Change through 
Effective Communication 

 

 
Presenter: 

Clyde Riggins Jr., Assistant Director- 
Labor Management Project 

 
Email: 

Clyde.Riggins@labormanagementproject.org 

 

mailto:Clyde.Riggins@labormanagementproject.org
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 Complete Communication is critical in any situation where conflict or misunderstanding can 
arise. This is a non-defensive way for letting another person know the impact of his/her 

behavior on you. This is not an accusation or blaming communication. Start with the data, 
what you actually heard the other person say or saw him/her doɀwhat a video camera would 

capture. The Data produces Feelings and Judgments in you which you can share as 
belonging to you. Make sure you include what you want, not only from the other person, 
but what you want for the both of you...how you want your relationship to be. Finally, let 

the other know what you are willing to do to resolve the situation, strengthen the 
relationship, and get better outcomes. 

 
GROWTH DYNAMICS, INC. Ɇ ΪΪ 7ÅÓÔÆÉÅÌÄ 2ÏÁÄ Ɇ (ÏÌÙÏËÅȟ -! ΡΣΡΦΡ !ÌÁÎ 'ÉÌÂÕÒÇ ΦΣΥ-582-ΡΨΩΪ Ɇ 

Amy Gilburg 413-534-ΨΫΥΦ Ɇ www.growthdynamics.com 

http://www.growthdynamics.com/
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Tool #6 
Tool #6 

 

#ÈÁÎÇÅȣ)Ô (ÁÐÐÅÎÓ! 
 
 

Presenter: 
 Rodney Brown, Consultant-Labor Management Project 

 
Email:  

Rodney.Brown@labormanagementproject.org  
 
 

 

mailto:Rodney.Brown@labormanagementproject.org
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Change (ÁÐÐÅÎÓȣȣ 
Change Occurs in 3 Phases (Endings, Neutral Zone, and New Beginnings) 

Please complete the following based upon your personal experience in your organization 
 

What MUST END? 
 

 
 
 
 
 
 
 
 
 

7ÈÁÔ ÃÁÎ ÙÏÕ ÅØÐÅÃÔ ÉÎ ÔÈÅ Ȱ.%542!, :/.%ȱ 
 
 
 
 
 
 
 
 
 
 

How do you know when you have reached NEW BEGINNINGS? 
 
 
 
 
 
 
 
 
 
 

Available @ www.wmbridges.com  

http://www.wmbridges.com/
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Tool #7 

 

Advancing Person-Centered 
Care through meaningful Art 

Experience 
 

 

Presenters:  
Carolyn Halpin-Healy, Executive Director-Arts and Minds   
Jennie Smith, Executive Director-Elders Share the Arts 

 
Email:  

chalpinhealy@artsandminds.org 
jsmith@estanyc.org  

 

 

mailto:chalpinhealy@artsandminds.org
mailto:jsmith@estanyc.org
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The ART side: Art has the power to inspire and transform. It opens our eyes and minds and 

enhances our interactions with others. The experience of looking closely allows us to 

appreciate beauty, exchange ideas, share memories or simply respond to the work in front 

of us. Art interpretation taps into cognition, emotion and memory to take us to the heart of 

what it means to be human. Making art in hands-on workshops allows us to express 

ourselves creatively with or without words. Through shared aesthetic experiences, care 

partners learn that, despite cognitive changes, they are able to interact with a greater sense 

of who they are. 

 

The SCIENCE side: !ÌÚÈÅÉÍÅÒȭÓ ÄÉÓÅÁÓÅ ÉÓ ÏÎÅ ÏÆ ÔÈÅ ÍÏÓÔ ÃÏÍÍÏÎ ÍÅÄÉÃÁÌ ÃÏÎÄÉÔÉÏÎÓ 

associated with aging. Existing medications target memory loss, mood disorders, and 

behavioral disruptions, but there is not yet a cure.  Caring for a person with dementia 

challenges the stamina, psychological wellbeing and general health of family, friends, and 

professional caregivers. The condition known as caregiver burnout is perhaps one of the 

ÍÏÒÅ ÓÕÂÔÌÅ ÐÒÏÂÌÅÍÓ ÁÃÃÏÍÐÁÎÙÉÎÇ !ÌÚÈÅÉÍÅÒȭÓ ÄÉÓÅÁÓÅȢ Non-drug interventions, including 

cognitively and emotionally stimulating arts activities, can benefit both patients and 

caregivers. 

 

Bringing ART to PEOPLE:  Using reproductions of art ɀ books, posters, on-line images, even 

greeting cards ɀ look quietly at the piece.   

 !ÓË ÓÉÍÐÌÅ ÑÕÅÓÔÉÏÎÓȡ Ȱ7ÈÁÔ ÄÏ ÙÏÕ ÓÅÅȩȱ   Ȱ7ÈÁÔ ÓÔÁÎÄÓ ÏÕÔ ÆÏÒ ÙÏÕ ÉÎ ÔÈÉÓ ÐÉÃÔÕÒÅȩȱ If 

the person has difficulty answering, ask more specific questions to get started.  For 

ÅØÁÍÐÌÅȟ Ȱ$Ï ÙÏÕ ÓÅÅ ÔÈÅ ÂÒÉÇÈÔ ÃÏÌÏÒÓȩȱ  4ÁËÅ ÙÏÕÒ ÃÕÅÓ ÆÒÏÍ ÔÈÅ ÁÒÔ ÁÎÄ ÆÒÏÍ ÔÈÅ 

person. Avoid quizzing. 

 Next, gently share your observations.  If the art reminds you of other experiences, 

ÍÅÎÔÉÏÎ ÔÈÅÍ ÔÏÏȟ ÂÕÔ ÄÏÎȭÔ ÂÅ ÄÉÓÁÐÐÏÉÎÔÅÄ ÉÆ ÔÈÅ ÐÅÒÓÏÎ ×ÉÔÈ ÄÅÍÅÎÔÉÁ ÄÏÅÓÎȭÔ 

remember.  

 Relax and enjoy the time together. This is a chance to focus on the here and now. 

 
CONTACT Arts & Minds Executive Director Carolyn Halpin-Healy  
Email: chalpinhealy@artsandminds.org  Telephone:  646-755-3726     
Visit our website at: www.artsandminds.org 
 

mailto:chalpinhealy@artsandminds.org
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Tool #8 
 

Service Excellence in the 
Midst of a Storm 

 
 
 

Presenters:  
Lisa Mitchelson, Consultant-Labor Management Project  

Linda Provenza, Consultant-Strategies for Change 
 
 

Email:  
Lisa.Mitchelson@labormanagementproject.org   

mailto:Lisa.Mitchelson@labormanagementproject.org
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10 De-Stress Tips 
 

1. Elevate Your Brainȡ -ÅÄÉÔÁÔÅȟ ÐÒÁÙȟ ÃÏÍÍÕÎÅ ×ÉÔÈ ÎÁÔÕÒÅȣ×ÈÁÔÅÖÅÒ ×ÏÒËÓ ÆÏÒ ÙÏÕȢ  
4ÁËÅ Á ÆÅ× ÍÏÍÅÎÔÓ ÔÏ ÃÅÎÔÅÒ ÙÏÕÒÓÅÌÆȟ ÏÐÅÎ ÙÏÕÒ ÍÉÎÄȟ ÁÎÄ ÇÅÔ ÓÐÉÒÉÔÕÁÌȣÉÆ ÔÈÁÔ 
sort of thing works for you. 

 
2. $ÏÎȭÔ &ÏÒÇÅÔ ÔÏ "ÒÅÁÔÈÅ:  Breathe in through your nose, and out through your 

mouth.  Slowly.  Repeat.  Make sure the breaths are steady and full. 
 
3. Chow Downȡ  %ÁÔÉÎÇ ÏÒ ÄÒÉÎËÉÎÇ ÈÅÌÐÓ ÔÏ ÒÅÌÁØ ÕÓȢ  *ÕÓÔ ÔÒÙ ÔÏ ÍÁËÅ ÓÕÒÅ ÙÏÕȭÒÅ 

making smart food choices (i.e. choose a crunchy apple over a bag of potato chips). 
 

4. Get Some Fresh Air:  If you are cooped up inside all day, take a few minutes to get 
outside and see the sun.  A little time in the great outdoors can improve your mood 
and help you relax. 

 
5. Be Kind to Yourself:  Think about positive affirmations daily.  Thinking negative 

thoughts only makes you feel bad and will increase stress.  Tell yourself you are doing 
a good job, and believe it! 

 
6. Take Care of Yourself:  When tension spikes, it can be tempting to put yourself last ɀ 

but prioritizing healthy eating, physical activity, relationships, and sleep is necessary 
if you want to avoid making your stress worse. 

 
7. Socialize:  Spending time with friends and family who give you a sense of belonging, 

purpose, and fun may provide all the stress relief you need. 
 

8. Laughter: Laughter really is the best medicine.  It is proven to lower tension, and at 
the same time, improves blood flow and the health of your heart. 

 
9. Be Thankful:  Showing thanks for your family, friends and loved ones and being 

thankful for the positive aspects of your life has a calming affect.  Not only does it 
give you perspective, it makes other people feel good. 

 
   10.  Write :  Dedicating a period of time every day to write about a situation that is 

bothering you may reduce tension and give you stress relief for the rest of the day.  
Keeping a journal can also help you solve problems or find positive angles amongst 
the stressors. 
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Tool #9 
 

"Cultural Connections": Your 
Survival Depends on It! 

 

 
Presenters: 

Regina Censullo, Consultant-Labor Management Project  
Francois-Edy Philippe, Consultant-Labor Management Project 

 
Email:  

Regina.Censullo@labormanagementproject.org 
Francois.Philippe@labormanagementproject.org   

 
 
 
 

mailto:Regina.Censullo@labormanagementproject.org
mailto:Francois.Philippe@labormanagementproject.org
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The Many Dimensions of Culture 
 

1. Family                                                                         11.   History & Tradition 

2. Roles                                                                           12.    Holidays & Celebrations 

3. Life Cycle                                                                   13.   Education  

4. Interpersonal Relationships                                14.    Time & Space 

5. Communication                                                       15.    Work & Play 

6. Decorum & Discipline                                            16.    Natural Phenomenon 

7. Religion                                                                      17.     Pets & Animals 

8. Health & Hygiene                                                     18.     Expectations & Aspirations 

9. Food                                                                            19.  Art & Music 

10. Dress & Personal Appearance                             20.   Others 
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THE JOHARI WINDOW AND CULTURAL 

COMPETENCY*  

 

 
  I know, I know 

Open Communications 
Trust 

 

) ÄÏÎȭÔ ËÎÏ×ȟ ) ËÎÏ× 
Blind Spots 

Self discovery 
 

 
) ËÎÏ×ȟ ) ÄÏÎȭÔ ËÎÏ× 

Mask 
Hidden Secrets 

 
) ÄÏÎȭÔ ËÎÏ×ȟ ) ÄÏÎȭÔ ËÎÏ× 

Unknown Potential 

Knowledge 

*The Johari Window is a simple and useful tool for understanding and training self 
awareness, personal development, improving communications, interpersonal 
relationships, group dynamics, team development and intergroup relationships.   
 
 It was developed by American psychologists Joseph Luft and Harry Ingham in the 1950's, 
calling it 'Johari' after combining their first names, Joe and Harry. 
 
The model has four regions, each containing information - feelings, motivation, etc ɀ in 
terms of whether the information is known or unknown by the person, and whether the 
information is known or unknown by others in the team. 
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Tool #10 
 

Creating Community for 
Residents with Mental Illness-

Behavior 
 

Presenter: 
Lois Schram, Owner and Director-L/S Gerontology Seminars 

 
Email:  

schramski@aol.com  

 
 

 

mailto:schramski@aol.com
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1199SEIU Training and Employment Funds 
Sponsored by the Labor Management Project 

330 W42nd Street. 13th Floor 
New York, NY, 10036 
Phone: 212.894.4309 

Fax: 212.643.9347 
www.QualityCareCommunity.org  

 
 

             
 

 

 

 

 

 

 

 

http://www.qualitycarecommunity.org/

