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What Kind of Workplace Do You Really Want to Have?

Building civility and respect into your organization's DNA
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Agenda
1. What’sin a name?

- incivility, harassment, bullying
2. The impact of incivility

3. The University Health Network (UHN) journey

Please ask questions throughout the presentation by
typing in the chat box on the right of your screen.
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Civility and respect

An organization with good civility and respect would be able to state that:

a) people treat each other with respect and consideration in the
workplace;

b) the organization effectively handles conflicts between stakeholders
(workers, customers, clients, public, suppliers, etc.);

c) workers from all backgrounds are treated fairly in our workplace; and

d) the organization has effective ways of addressing inappropriate
behaviour by customers or clients.
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Who we are

and
how we got here
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What is civility?

Showing respect, care, consideration

Recognizing the inherent value of each
person

Having disagreements while maintaining
everyone’s dignity




2/26/2014

‘ ‘MenlalHealln Commission de BAR,_ DA\/lD
2 I . CONSULTING

Commission lasanté mentale
of Canada du Canada

re
L ab
REAL SOLUTIONS FOR RESPEGTFUL WORKPLAGES COURAGE LIVES HERE

What it workplace incivility?

Seemingly insignificant behaviour that is rude,
discourteous, insensitive or disrespectful, with ambiguous
or unclear intent to harm.
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A Severity Continuum Physical

violence

Bullying
I

Harassment

Incivility

©Sharone Bar-David 2008




One Nurse’s Story

A lost opportunity
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Workplace \
Org assessment
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commitment
Clear managers Empowered \

policies

colleagues
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HR Tools for
addressing
incivility Clear

Remedies

2/26/2014



E‘gi ‘\Memal Health  Commission de BAR - DA\/l D Cg} }} U H N E?E_:E i\‘[:,:ztzl
CONSUL—HNG = Teronto R&E

Commission lasanté mentale
ofCanada duCanada AEAL SOLUTIONS FOR RESPECTFUL WORKPLAGES COURAGE LIVES HERE

Impact: the UHN experience

* Increased turnover

Decreased productivity

Increased absenteeism

Decreased org commitment

Increased benefit costs

Decreased inter-professional (team) work

Increased EAP utilization

Increased stress
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Survey findings re: organizational indicators
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Bar-David, S, The Incivility Risk: It’s Time to Connect the Dots,

/12 Canadian HR Reporter, October 10, 2011
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Effects of Incivility

 Lower work effort 48%
* Decreased time at work 47%
» Reported declined performance 66%
« Lost time avoiding offender 63%

* Lost time worrying about incident 80%
* Lower commitment to organization 78%

= Took frustration out on customer 25%
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Christine Pearson & Christine Porath,
Harvard Business Review, January-February 2013
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Enabling beliefs

1. It’s the nature of the work (or industry)
2. We're like a family here

3. You can’t change a person’s personality
4.  Gender-based

5. People need to get thicker skins
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Relevant articles

1. Bar-David, S., The Incivility Risk: It’s Time to Connect the Dots,
Canadian HR Reporter, October 10, 2011

2. Bar-David, S., Three Beliefs that will Sink your Ship, Canadian HR
Reporter, February 11, 2013

3. Bar-David, S., Reflections from Copenhagen (or: What you Need to
Know about the 8th International Conference on Workplace Bullying),
Canadian HR Reporter, August 13, 2012

4. Other relevant articles based on your questions

To receive a copy of the articles: email us at:
webinar@mentalhealthcommission.ca

UHN’s Journey:
Creating a workplace that
promotes psychological wellbeing

2/26/2014
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UHN: A ten-year journey

« Fostering respect policy
« Code of conduct

« Team charters

« Diversity councils
 Code of ethics

« Dialogue on race

Incivility/bullying survey

» Respect and civility forums
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UHN Strategies: a renewed focus on civility & respect

« Clarity of the desired culture
* Build senior leadership commitment
 Assess the workplace

« Develop strategies to get there:

- Clear policies

- Clear definitions

- Building HR capacity

- Leadership capacity

- Empowered people on the ground
- Measuring success
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Skill up. Stand up. Speak up.

How to Provide Corrective Feedback

State the expectation

. behaviour that applies
10 everyone.

+ Be as specil that the p ly grasp
the expectation.

) key expectation.
Behaviour

observable terms.
+ When circumstances require a brief message, use fewer details.

« Avoid abstract
‘Stick to what can be seen or heard.
Desired Change

top message.

© Sharane Bar-David, Bar-David Consulting Inc 2013
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Skill up. Stand up. Speak up.

How to Provide Corrective Feedback

Example
“The expectation at UHN is that we treat each other
with respect, even when we disagree.

I noticed times Jack

the new application, you sighed loudly and rolied
your eyes. You may not have intended it, but that
behaviour can be Interpreted as dismissive and
disrespectful.

Please refrain from using this kind of body language
when interacting with colleagues. If you disagree with
aperson or an Idea, state your reservations directly,
using constructive language.”

Example

diversity doesnt
fit, so let's not go there”.
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Skill up. Stand up. Speak up.

Do's
- Be generous using ‘please’and ‘thank you'

- Offer a helping hand to a colleague.

Be on time. Others are relying on you to be there.
Practice inclusiveness, on shift and at break.

Keep your conversations to a professional tone

and volume.

« Monitor your body language to ensure that you
convey respect.

= When interpersonal difficulties arise, act early,
directly, and respectfully.

= When using shared spaces, leave things tidy and

«clean. Respect everyone's personal space.
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Skill up. Stand up. Speak up.

Don'ts

+ Don't contribute to gossip conversations.

+ Don't vent or get even with others.

+ Don't roll your eyes or use dismissive body
language.

+ Don'thave an ‘it's not my job’ attitude.

« Don't speak in a language other than English
while on shift.

+ Don'tuse profanities at work.

Kills or

« Don't
background.

+ Don'tuse sarcasm. Give direct constructive

feedback that the person can act on.

2/26/2014
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Join the conversation

Communicate. Contribute. Collaborate.

COLLABORATIVE SPACES is an online repository and conversation place for mental health in
Canada. Share mental health information with others and learn from others as they post.
The more you contribute, the more robust a resource it will be!

http://www.mentalhealthcommission.ca/English/spaces

TWITTER: @MHCC_ #workplaceMH #StandardCda
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Thank you

Contact us: webinar@mentalhealthcommission.ca
Visit: www.mentalhealthcommission.ca

Follow us: la EJ n o

English: http://www.mentalhealthcommission.ca/English/workinar
Francais: http://www.mentalhealthcommission.ca/Francais/workinar

The views represented herein solely represent the views of the Mental Health Commission of Canada.
Production of this document is made possible through a financial contribution from Health Canada.

Les opinions exprimées aux présentes sont celles de la Commission de la santé mentale du Canada.
La production de ce document a été rendue possible grdce a la contribution financiére de Santé Canada.
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