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Choose Your Attitude

• Own your attitude

• Place it on your tent card with 
your name

• You can upgrade your attitude 
later on…

Darn 
Happy!

Crabby

Margaret
Cranky

Kirby
Enthusiastic



“ Congratulations !
Today is your day. You‟re 
off to great places, you‟re 
off and away !

You have brains in your 
head, you have feet in your 
shoes.  You can steer 
yourself any direction you 
choose! ”

Dr. Seuss



Today…

• Warm-up and introductions

• Background

• Format of workshop

• A couple of exercises from workshop

• Evaluation methodology

• Sustainability strategies
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History Of Project

What does lack of accountability look 
like?

• Lack of responsibility for punctuality
• Lack of respect among colleagues
• Following up on activities that should 

have been completed the day before by 
previous nurse

• Lack of expectations re: accountability
– “This is not my patient”
– “I’m only here today”



History Of Project

• Nursing Governance Council identified a priority list of 
professional practice issues 

– Accountability  2nd highest score in May 2006

• Results of Complex Continuing Care Patient Satisfaction 
Survey 

– Accountability 1 of 4 primary issues in 2005

• Nursing worked with Learning Department to develop 
workshop for nursing staff

• Proposed to Senior Management that ALL EMPLOYEES 
attend

• Piloted fall 2006 and workshops completed June 2009



Background

•Number of workshops held – over 80

•Number of participants – over 1500

•Number of facilitators – 15 down to 5 

LosersWinners

Senior Management and Administrative Staff



Who?

Staff Groups Involved in Clinical Team Workshops:
 Nursing
 Allied Health
 Medicine
 Environmental Services
 Housekeeping staff
 Clinical Nutrition Services
 Meal Helpers
 Porters
 Ward Clerks
 Management!!
 Senior Management!!



Who Else?

 Finance
 Human Resource
 Information 

Services
 Health Information 

Services
 Housekeeping

 Dietary
 Engineering and 

Maintenance
 Materials 

Management
 Senior Management
 Communications
 Foundation

Other Staff Groups Involved in Workshops:



Format Of Workshop
Highly Interactive
 Learning carousel activities
 Small group work
 Changing group make-up frequently
 Exercise and play in form of dance
 Activities structured to encourage sharing 

between disciplines
 Demonstrations of role play and opportunity 

to practice and observe
 Homework assignments with follow-up



Content Of Workshop

Morning Session: Accountability
a) Icebreakers and activities to establish rapport 

and ambience
b) Content and exercises on accountability
c) Accountable vs Victim Loops
d) Appreciative Inquiry exercise
e) “FISH” video
f) Group work and action plan
g) How to make changes in your work/life style



Content Of Workshop

Afternoon Session: Team Work & 
Conflict

a) Thank you exercise
b) What is team work
c) Tasks-R- Us vs Relationships-R-us
d) Link between accountability and 

conflict
e) Conflict styles
f) Listening and giving feedback
g) Case studies and role playing
h) Tool kits



Pre and Post Questionnaires

• Pre-questionnaire

• Take a few minutes to 
complete this anonymous 
evaluation

• What is the current state 
of accountability where you 
work?

• Post questionnaire will be 
distributed in 8-10 weeks

• Pizza for completion



Accountability

I count on you 
and you can 
count on me!

 - We follow the same rules
 - We are guided by the same values, policies and 

procedures
 - We are directed by our professional practice 

standards (some of us)



Our Definition of Accountability

• Have on-going 2-way 
conversations

• Understand what’s going on 
around you 

• See the big picture
• Work to seek root causes
• Identify new actions

– What are we going to do 
about it? Marilyn Paul

Scholar, Organization Science



Accountability

The qualities of 
accountability are:

1. Respect

2.Trust

3. Inquiry

4. Curiosity

5. Mutuality
Marilyn Paul

Scholar, Organization Science



Bruyère Continuing Care Values

1.Respect

2.Compassion

3.Learning

4.Accountability

5.Collaboration



Learning Carousel
What is it?

• To allow participants to share information & perspectives

• It encourages participants to think creatively

How do we do it?

1. Go to your assigned flip chart (by chocolate bar)

2.Each person gets a marker

3.Brainstorm the question on the flip chart,  write down your idea

4.You have 3 - 5 minutes

5.Move to the next flip chart 

6.Read the question and add to the discussion on the flip chart 
paper

7.Repeat until you have done 3- 4 flipcharts



Three Steps that Work…

1.Learning their story

2. Expressing your 
views and feelings

3.Solving problems 
together



Two Ways to Talk about Conflict

1. Talk at them (1-sided)

2. Focus on the past

3. Talk about who is right

4. Blame them for the 
problem

5. Score points

6. Avoid the situation

1. Talk with them

2. Focus on the future

3. Talk about what needs to 
be done

4. Tackle the problem jointly

5. Clarify interests

6. Invent options



Let‟s Role Play

•Role play a difficult conversation that 
doesn’t resolve the conflict

– May make the conflict worse

•Role play a difficult conversation that 
does

– May result in finding solutions 
together



Now it is YOUR TURN!
• Break the group into groups of 2-3
• Assign roles

– 2 to role play
• The person with the conflict (Good Guy)
• The colleague (The Bad Guy)

– 1 to observe and coach (if enough participants)
• Match the group to the case study

– Some are better suited to specific disciplines
• Get the coaches to use their observation guide
• Remind them that:
−Each person must play each role
−Everyone has 2 tries of being:
−The Good Guy
−The Bad Guy
−The Observer / Coach



Evaluation Process for Accountability Project

Evaluation Level How will it be 

evaluated?

When will it be 

evaluated?

Who will 

evaluate it?

1. Participantsô 

reactions to workshop 

(process evaluation)

¶“Chunks of Feedback”

evaluation - written

¶Facilitated debriefing - verbal

At the end of each workshop 

session

Learners 

Facilitators

2.  Participantsô learning

(process evaluation)

¶ Homework assignment with 

“Buddy”

¶ Casual conversations

¶ One-to-one Interviews

2 weeks post each workshop

On-going throughout project

Learners

3.  Organization support 

and change (process 

and summative 

evaluation)

¶ Impact of workshop 

evaluation 

¶ One-to-one Interviews

¶ Focus groups

¶ Interviews with Management

6 weeks post each workshop

6 weeks post workshop

On-going throughout the project

Learners

Manager

4. Participantsô 

application of new 

knowledge / skills

(summative evaluation)

¶ Casual conversations

¶ One-to-one Interviews

On-going throughout project Learners

5. Learning Outcomes

(summative evaluation)

¶Staff Satisfaction survey

¶Patient satisfaction survey

¶Family satisfaction survey

¶Performance review

At scheduled periods Learners

Patients 

Family members

Manager



What Did the Pre-Post Questionnaires tell us?

Level Two Evaluation -- Improvement in questions:
1) “I can count my co-workers”
2) Relief staff &/or clients are welcomed
7) A lot of emphasis is place on teamwork and problem 

solving as a group
8) Opinions are valued by colleagues
9) Opinions are valued by management
10) Each staff member is held accountable for actions
11) People of all cultures are valued
12) We live the mission and values in our daily work



Impact Evaluation

Level 3 Evaluation -- Organization Support and Change:
1. I learned what I needed to know about accountability
2. I am learning more about this subject.
3. I have sufficient resources on this topic.
4. I am practicing these concepts at work.
5. I have sufficient support to practice these concepts at 

work.
6. I have initiated new ideas at work as a result of this 

workshop.
7. Overall I have noticed an improvement in my 

performance.
8. Overall I have noticed an improvement in my team's 

performance.



Results of Impact Evaluation

Impact Evaluation
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Staff Quotes

“I had a conflict with another RPN. I handled it one way 
before the workshop.  After the workshop, I went back to 
the person and followed through with what I had learned. 
I felt the outcome was better than the first way I had 
left it”.

“I really think about what I learned and tell myself I can 
make a choice about my attitude.  I’ve talked to others a 
lot about what I’ve learned at the workshop and there is a 
more positive outlook on my team”



Staff Quotes

“Yesterday I heard a nurse say to another nurse 
“Could you give me a hand when you are not busy?”  
Before  she would have just asked for help 
without acknowledging the other person was busy 
and expected help right away.”

I’m trying to support the PCAs more – show 
respect for them, recognize their knowledge of 
the patients and their skills.



Sustaining Your Work

• How do you ensure your work is 
sustained and reinforced in the 
future?

• Building the results into employees’ 
everyday work lives



Sustaining Your Work

 „Living Our Values’ booklet
 Monthly Values Stickers & Posters
 Recruitment
 Interviews
 Orientation
 Performance Appraisal
 Recognition Program



A GUIDING PRINCIPLEé

Very few people are 
motivated when they are 
handed a vision.  Most want 
to be part of determining 
and shaping that vision.  
And when you invite people 
to the table with you to do 
that, you deeply honour 
their dignity…
(Nancy Orteg, Unleashing The Power of Rubber 
Bands, 2008, p.30)



Creation of „Living Our Values‟ Booklets



Launch of Living Our Values: Posters



Sustaining Your Work (cont‟d)

• Recruitment Fairs and External Website 
include the “Living our Values” booklet

• Attracting people who understand and 
believe in who we are and what we do

• Interviews include value-based 
questions and scenarios.



Sustaining Your Work (cont‟d)

• Orientation of new staff includes the 
booklet and expectations of value-based 
behaviours

• Performance Appraisals begin with the 
evaluation of our 5 values

• Recognition of employees directly 
through their performance appraisal



Revised Performance Appraisal Form
1.Crit¯res dõ®valuation/  Evaluation Criteria

(Based on managerôs observation in accordance with Bruy¯re Continuing Careôs 

Living our Values Document)

2. Résultats obtenus dans chacun des cas  / Results achieved in each case

Échelle de cotation / Rating Scale:

1 Rarely demonstrates  2 Occasionally demonstrates3 Usually demonstrates

4 Always demonstrates  N/A  Not applicable

Respect: 

Treats others as he/she would like to be treated

Upholds privacy and confidentiality of information

Is courteous

Cote

Rating

Commentaires

Comments

Compassion: 

Is empathetic

Is attentive

Ensures a supportive, safe, comfortable environment

Cote

Rating

Commentaires

Comments

Collaboration:

Communicates openly and effectively

Works as a team

Builds relationships and trust

Cote

Rating

Commentaires

Comments

Accountability:

Understands own role and responsibilities

Knows patients and residents needs

Takes responsibility for his/her actions and for himself/herself

Cote

Rating

Commentaires

Comments

Learning: 

Supports a learning journey

Is open-minded

Makes learning his/her attitude

Cote

Rating

Commentaires

Comments



Your Personal and Professional Learning Plan

How will you implement today’s learning experience in 
your work environment?
________________________________________
________________________________________

As a result of today, what are your learning 
objectives for the next 4 months? 
1.___________________________

2.___________________________

3.___________________________



When we are no longer able to change the 

situationéWe are challenged to change 

ourselves.


