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Neglect Prevention

Constructive 
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How to Deal With Difficult 
Workplace Situations
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Session Goals

 To expand our understanding of conflict 
and its role in abuse and neglect.

 To learn more about controlling our own 
emotions, handling criticism and 
resolving conflict.

 To identify effective methods to help us 
to de-escalate tension and deal with 
difficult workplace behaviors and 
situations.
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“Do You Know?” Quiz

 When instructed, flip over your tests, read 
the questions to each other, and agree on 
an answer.  Answer as many as you can.

 The first team to answer the most 
questions correctly in the least time wins 
a prize! 
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o Join your partner
o Introduce yourselves to us 

by your first names’ initials 
– e.g. “The J-T Team!”
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“Do You Know?”
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Do You Know...
1. Yes. They also have a 3rd and a 5th of July
2. 1 per year
3. You have to light the match first
4. All months have 28 days
5. Half-way because then he is walking out
6. In God We Trust
7. 9 or 17 (8 of them would be dead)
8. None. Noah was on the Ark not Moses
9. White. It was built on the North Pole. (Or 

bear colored)
10. 50 cent piece and a nickel. The 50 cent piece 

is not a nickel.
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What Does Conflict  
Mean to You?

 What words 
come to 
mind when 
you think of 
conflict?
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o Can you think of any positive 
words you associate with 
conflict?
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Disagreements and Tensions 
Arise in Caring Relationships

No matter how much we focus on creating person-
centered care, unresolved stresses can lead to 
emotional conflicts, which can lead to abuse or 
neglect – or to healthy resolutions that improve 
relationships.

Unresolved
Stress

Emotional
Conflict

Abuse or 
Neglect
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Different Points 
of View

Simmering 
Tensions Healthy 

Resolution
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What Causes or 
Contributes to Conflict?

Miscommunication

Different values - culture, 
race, ethnicity, beliefs

Different expectations 
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What Causes or 
Contributes to Conflict?

Different objectives

Different ways of doing 
things

Different personalities
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What Causes or 
Contributes to Conflict?

At work…
 Lack of information, skills 

and/or supports 
 Trying to handle tasks and situations 

without adequate training or supplies

 Surrounding Pressures
 Staffing and scheduling issues 
 Crises and loss in client lives 
 Stress that we bring into situations 

from influences unrelated to them
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What Causes or 
Contributes to Conflict?
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Approaching Difficult 
Situations
Generally, we cannot control other 
people, only ourselves – when we decide 
to!
To handle potential conflict 
situations well, we need to…

 Decide what we really want – in the long 
run

 Think through what approach will be most 
successful

 Invest time to develop our skills and 
achieve what we want
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Thinking of Our
Conflict Strategies

 How do you tend to handle conflict? 
 Avoid it? 
 Let it simmer until it explodes?
 Avoid it, but become passive aggressive?  
 Address issues quickly and openly? 
 Jump in aggressively? 

 How successful is your approach? 

 What would help you handle 
conflict more effectively?
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Steps to De-escalate 
and Resolve Conflict

1. Use active listening skills.  
Acknowledge the other 
person’s point of view.

2. Think before you speak.

3. Respond constructively 
and state your position.

4. Propose a negotiation. 
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#1 – Active Listening 
Calms the Waters

 Encourage the other to talk 
fully

Ask clarifying questions

Pay attention to body 
language

Paraphrase what they’ve said 
to ensure understanding
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#1 – Active Listening Lets
the Other Person Talk

 Encouraging the other person to 
talk can calm things down and 
uncover insights into possible 
resolutions

 Ask open questions about their 
point of view to draw them out
 What’s most upsetting you?
 What could I do that would relieve this 

situation? 

 Remember: Their perception is their 
reality 
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# 1 – Active Listening 
Uses Body Language

 Consciously relax your body to 
calm yourself down.

 Use your body to show that your 
attentive – lean in, make eye 
contact, nod, etc. 

 Identify the emotions the other 
person’s body language suggests. 
Ask if they are feeling what you 
see.
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Listen to Me
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# 1 – Listening:  Paraphrasing
to Show Understanding

 Paraphrasing means to state in your 
own words what you think another said, 
or the essence of it
 Identify possible underlying issues you 

hear in what they are saying 
 Identify emotions you hear

 Ask if your understanding of their point 
of view is right

 Paraphrasing is one pull back strategy
 Remember: Acceptance ≠ Agreement
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# 2 – Think Before You Speak: 
Plan Your Response

 Pause before responding. Take a 
deep breath or use self-talk to gain 
emotional control

 Ask for a time out before talking if 
your emotions are strong enough 
that you cannot pull back 

 Identify strategies that                       
will help you remain                 
professional 
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# 2 – Think Before You Speak:
Prepare Yourself

 What do you want the outcome to be, 
in the long-run, regarding this issue 
and the relationship? 

 What strengths of yours do you want 
to draw on in this interaction? 

 What tendencies that get in your way 
would you like to overcome? 

 What is your plan for handling this 
well?
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# 3 – Respond Constructively:
Consider Your Words

An Effective Response …

 Avoids jumping to conclusions
(Read scenario)

 Is not defensive

 Does not blame others

 Looks for common ground – to 
address your own and the other 
person’s concerns
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Jumping to Conclusions
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# 3 – Respond Constructively:
Consider Your Words

An Effective Response …

 Avoids jumping to conclusions
(Read scenario)

 Is not defensive

 Does not blame others

 Looks for common ground – to 
address your own and the other 
person’s concerns
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# 3 – Respond Constructively
Use “I” vs. “You” messages.  Attack 
the problem, not the person.

 “I” Messages reflect an attitude that accepts 
responsibility for yourself and describes the 
other’s behavior and its impact on you. 
“I am upset about how you’re behaving.”

 “YOU” Messages place responsibility or 
blame on others for the current 
circumstances.
“You are behaving badly and provoking me!”
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# 3 – Respond Constructively
 Reflect understanding and 

“hearing” what the other is saying.

 Handle in person. Written 
messages carry the reader’s emotion, 
not the writer’s.

 Avoid the word “but.” It takes 
away from what you just said, e.g. 
“I understand you think this is wrong. 
Here’s how I see it.”
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# 4 – Propose a Negotiation That 
Addresses Both Points of View

 Strive for a win/win –

 Brainstorm possibilities together

 Reach agreement on the best solution

 Compromise – give a little to get a little

 Cooperate to implement the solution
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Remember...

 Striving for a win/win does not
mean:
 “I win....I win again!”

 Together we brainstorm, reach 
agreement, compromise and 
cooperate for the good of all 
involved....that’s the win/win!
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Putting the Skills to Work

In your small groups:

 Read the scenario together 

 Identify the skills and 
strategies needed to resolve 
the conflict

 Plan to report back to the 
group

 Take 5 minutes
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So What?
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Constructive Conflict 
Resolution
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Wrap up
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Suggested Resources
Fred Pryor Seminars, Conflict Management and 
Confrontational Skills, 1998.

Weeks, Dudley. The Eight Essential Steps to Conflict 
Resolution. New York: G.P. Putnam, 1992.

Arnold, John D. When Sparks Fly: Resolving 
Conflicts in Your Organization. New York: McGraw-
Hill, 1993.

Horn, Sam. Tongue Fu! How to Deflect, Disarm and 
Defuse Any Verbal Conflict. New York: St. Martin’s 
Press, 1996.
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Suggested Resources

We’re Making it Right - Website 
http://www.uniserve.com/banker/default.htm 

Paraprofessional Healthcare Institute,  
Coaching Supervision: Introductory Skills for 
Supervisors in Home and Residential Care, 
2005.

CARIE. The Eight Essential Steps to Conflict 
Resolution. New York: G.P. Putnam, 1992.
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 Continuing education credits may be available for 
nurses and other disciplines. Please contact your 
licensing body or the contact below for more 
information. At this time, credit may be available 
only to individuals participating in sessions utilizing 
an approved AANP Specialized Trainer. For more 
information, contact Cathy Macomber at 
macombe2@charter.net.


	Adult Abuse and �Neglect Prevention
	Session Goals
	“Do You Know?” Quiz 
	“Do You Know?”
	Do You Know...
	What Does Conflict  Mean to You?
	Disagreements and Tensions �Arise in Caring Relationships
	What Causes or Contributes to Conflict?
	What Causes or Contributes to Conflict?
	What Causes or Contributes to Conflict?
	What Causes or Contributes to Conflict?
	Approaching Difficult Situations
	Thinking of Our�Conflict Strategies
	Steps to De-escalate �and Resolve Conflict
	#1 – Active Listening �Calms the Waters
	#1 – Active Listening Lets�the Other Person Talk
	# 1 – Active Listening �Uses Body Language
	Listen to Me
	# 1 – Listening:  Paraphrasing�to Show Understanding 
	# 2 – Think Before You Speak: �Plan Your Response
	# 2 – Think Before You Speak:�	Prepare Yourself
	# 3 – Respond Constructively:�	Consider Your Words
	Jumping to Conclusions
	# 3 – Respond Constructively:�	Consider Your Words
	# 3 – Respond Constructively
	# 3 – Respond Constructively 
	# 4 – Propose a Negotiation That �	  Addresses Both Points of View
	Remember... 
	Putting the Skills to Work
	So What?
	Constructive Conflict Resolution
	Suggested Resources
	Suggested Resources
	Acknowledgements

