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LEARNING OBJECTIVES

At the conclusion of this presentation, participants will be 
able to: 
• Recognize opportunities to grow as a team, and mitigate the 

development of conflict
• Be aware of the differences in how people approach conflict
• Master the B Better Project Strategy of being mindful in the moment
• Master the Dr B Free Approach to Creating a Transformation Roadmap 

and approaching meetings with Stakeholders



CanMEDS COMPETENCY 
FRAMEWORK

• Collaborator
• Leader
• Professional
• Health Advocate
• Communicator
• Scholar



CONFLICT IN THE WORKPLACE: How is it hurting us?

No Hard Feelings: The Secret Power Of Embracing Emotions At Work,

https://www.lizandmollie.com/book


What is 
Conflict?





CONSEQUENCES of CONFLICT



Styles of 
conflict 

management



Where ARE THE 
OPPORTUNITIES?

• MODELLING OF HOW TO 
DEAL WITH OUR 
DIFFERENCES, IN THE 
MOMENT

• DEALING WITH A 
CONFLICT, ONCE WE 
HAVE LET THE MOMENT 
PASS



MODELLING OF HOW TO DEAL WITH OUR DIFFERENCES 
IN THE MOMENT



THE B BETTER 
PROJECT

B: BREATH
B2: BELIEVE POSITIVE INTENT, BOUNDARIES

E: EMOTION 

T: THINK 

T: TIMING

E3: EXPLORE (Appreciative inquiry) END GOALS. EDGES

R: REGROUP



A discussion: what could happen if 
we talk in the moment?

• Psychological Safety
• Roadblocks: concerns
• Evaluations
• Patient safety
• Relationship building
• Recognizing common 

goals
• Work enjoyment





Framing neutral questions



Framing 
neutral 
questions

What….

How….

Tell me about….

CUSS to communicate concern
• C – “I’m Concerned” or “I need clarity”
• U – I feel Uncomfortable/Unsafe
• S – Stop the line/procedure
• S – Patient Safety is at risk



SOME GREAT OPENERS

• WHAT JUST HAPPENED?
• HELP ME UNDERSTAND
• I AM CONFUSED…
• I AM SENSING SOMETHING…..
• I AM FEELING UNCOMFORTABLE
• “TIME OUT”
• I NEED A MOMENT



A discussion: 
what could 
happen if we 
walk away?

• HOW IMPORTANT IS THE 
PERSON/TEAM
• HOW IMPORTANT IS THE ISSUE
• HOW MIGHT THE PERSON REACT
• ARE OTHERS INVOLVED (OR MIGHT 

THEY BE)
• CHRONIC CONFLICT AND 

ESCALATION



PSYCHOLOGICAL 
SAFETY



CONFLICT

“FAILURE” = 
OPPORTUNITY

1- FAILURE OF COMMUNICATION

2- FAILURE OF COLLABORATION

3- FAILURE OF EXPECTATION 
ALIGNMENT

4- FAILURE OF  FOCUSING ON COMMON 
GOALS



VANDERBUILT MODEL: PROFESSIONALISM CONCERNS



WHO TEACHES OUR 
LEADERS TO HAVE 
THESE “CHATS” and 
“INTERVENTIONS”?

COFFEE CHAT

AWARENESS 
INTERVENTION

GUIDED INTERVENTION

DISCIPLINARY 
INTERVENTION

INFORMAL DISCUSSION



What is the process when we undertake 
meetings for conflict issues?

STORIES OF MY “FAILURES”

WHAT DO YOU DO?





The most 
important 

part of 
support: 

PLANNING



Understanding & Preparation
COACHING PHILOSOPHIES

HONOURING EMOTIONS

MASTERING PROCESS

MEETING SUPPORT – STAYING NEUTRAL

ONGOING SUPPORT

STAYING ALIGNED WITH ORGANIZATIONAL 
LEADERS, and INVOLVING THEM IF POSSIBLE



TRANSFORMATIONAL 
ROADMAP 

CREATION
What to Do with it?

THE PLANNING PROCESS

https://docs.google.com/document/d/1L6od1IZoTPjQatG7dE1vo0RMksfTBRPN/edit?usp=sharing&ouid=110595908437211464305&rtpof=true&sd=true


Working through a real problem

CMPA: Conflict Educational Material



B FREE FROM Conflict: 
The transformational roadmap

BASED on mediation processes from Justice Institute of British Columbia

B - Breakdown the issues

F - Focus , reflect. on why it matters, interests. This takes work

R - Reflect on stakeholders and their interests

E - End point / goals

E - Edges/blind spots what don’t you know



CREATING A ROADMAP
 

 
 
 

 

 
 
 
 

 
 

 
 
 
 
 

 
 

 
 
 
 

 
 

TRANSFORMING OUR DIFFERENCES: B FREE ROAD MAP 
PRACTITIONER:  

Situation of Concern:  
 

reakdown the issues: Solvable, neutrally worded problems 
 

ocus: What is important to you with respect to the issues (psychologically, socially, 

technically, spiritually) 
 

eflect: Consider the stakeholders and why the issues matter to them 

ndpoints: goals to achieve at the end of the process 

 
 

dges: Blind spots, gaps in understanding (of your actions and others) 
 



THE MEETING



What can go wrong in a meeting?



Preparing the meeting



How to keep a meeting moving 
forward: communication 101



Follow Up 
Planning is 
CRITICAL





Tips

Use yes, 
and statements.

Don't point 
fingers.

Let the person 
explain themselves, 
and actively listen.

Use I statements.

Emotion is good, 
calmly explain the 

experience.

Be willing to 
compromise 

or collaborate.

Don't take 
anything 

personally.

Pay attention to 
nonverbal 

communication

Prioritize resolving 
the conflict over 

being right.

Know when to 
apologize and 

forgive.

Focus on the 
conflict at hand 

and future goals, 
and not the past.

Use humor, 
when 

appropriate.

Remember the 
importance of the 

relationship. What can 
you lose?



Follow Up 
is KEY



Practice







QUESTIONS?

abrisebois@me.com

https://amandabriseboismd.com/

mailto:abrisebois@me.com

