crucial Do you _speak up \_/vhen It matters most?
oty et trained and join the 10% who do.

TRAINING

Master high-stakes interactions with Crucial Conversations® Training

A Culture of Silence

The national study, Silence Kills: The Seven Crucial Conversations for Healthcare,

Course Details discovered that holding a crucial conversation with a coworker who takes shortcuts,
- makes a mistake, or demonstrates dangerous incompetence can be so intimidating that
Date: nine out of ten healthcare professionals remain silent.
Time: - Break the Silence
Location: Crucial Conversations Training will give you the skills to build relationships while candidly
_ - discussing even the toughest issues. Whether you're concerned with patient safety,
To Register: quality care, productivity, or declining morale—whatever the issue—if you cannot
openly and honestly discuss it, you can expect poor, even fatal, results.
Backed By Research
"AACN has embraced Crucial
Conversations as the foundation for the skiled ~ ©  Drawing on 30 years of research, this award-winning course teaches best practices to
communication that is necessary to ensure transform the work environment so that healthcare professionals succeed as healers

patient safety and quality care.” : and patients can receive the best possible care.

— Debbie Brinker, President -
American Association of Critical-Care Nurses ~ : Enroll today and create a healthier, safer environment for you and your patients.



“We feel passionately about building a
better hospital. The skills taught in Crucial
Conversations have helped us be thoughtful
about ideas and resources so we can get
every issue on the table.”

— Russell Tolman, Chairman and CEO,
Cook Children’s Hospital

Who Uses Crucial
Conversations Training?

This training has been offered at more than 150
of the leading healthcare organizations. The Skills
have been taught at conferences of:

AACN  American Association of Critical-Care Nurses
ACPE  American College of Physician Executives
AHA  American Hospital Association

AORN  Association of periOperative Registered Nurses

AONE  American Organization of Nurse Execulives
ASHRM American Society for Healthcare Risk Mgmt
CSPS  Council for Surgical and Perioperative Safety
ENA  Emergency Nurses Association

VHA  Volunteer Hospital Association

VA Veterans Administration

Silence Kills: The Seven Crucial
Conversations for Healthcare

This national studly by VitalSmarts and the
American Association of Critical-Care Nurses
(AACN) uncovered an epidemic of silence in the
healthcare industry. Key findings include:

e 84 percent of physicians have seen
coworkers taking shorteuts that could be
aangerous to patients,

e 88 percent of physicians work with people
who show poor clinical judgement.

o Fewer than 10 percent of physicians, nurses
and other clinical staff directly confront their
colleagues about their concerns,

Visit www.SilenceKills.com for more information.

VitalSmarts

www.vitalsmarts.com 800.449.5989

Tools for Talking when Stakes are High

Discover how Crucial Conversations Training will drive change for good throughout your
organization, enabling you to improve patient safety and quality care by:
e Resolving disagreements—accurately address concerns by talking respectfully,
candidly and skillfully with coworkers and patients in a safe way.
e Building acceptance rather than resistance—give and receive feedback in a way
that enhances relationships and improves results.
e Speaking persuasively, not abrasively—effectively ensure the right desicion is made,
even when stakes are high, opinions vary, and emotions run strong.
e Fostering teamwork—get the right people involved in a way that guarantees
commitment and conviction.

Who Needs Crucial Conversations Training?

Crucial Conversations Training is a must for everyone in the healthcare industry.

e Physicians, nurses, and primary caregivers will use the skills to create alignment and
trust when split-second decisions can mean the difference between life and death.

e Chief Executive Officers and Hospital Administrators will use the skills to
influence the culture of the organization and make the best decisions when
allocating limited resources.

e Risk Managers and Patient Safety Officers will use the skills to execute large safety
and quality initiatives, often implementing Crucial Conversations Training as an
initiative in and of itself.

What Is Taught in the Training?

You'll learn vital skills that enable you to create conditions where people speak with
complete candor (no matter the topic) and with complete respect (no matter the person
or their position). These skills drive dramatic improvements in patient safety and quality
care by helping you to:

1. Spot when conversations become crucial.

2. Hold the right conversations.

3. Avoid repeatedly having the same conversation.

4. Understand your own style under stress.

5. Recognize and diffuse violence and silence.

6. Clearly identify and express what you really mean.

7. Separate facts from stories and emotions.

8. Make it safe for others to speak up.

9. Make clear decisions and commitments.

Continuing Education Credit—14.5 Hours

Crucial Conversations Training has been approved by the American Association of
Critical-Care Nurses for 14.5 Contact Hours, Category O, file number 00013715. Ask
your trainer how you can receive credit.
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