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Critical Care Symposium

Communication issues
are present in 65% of
all sentinel events 
reported to JCAHO

Communication Issues

 Are present in more than 75% of
wrong site surgeries and delays in
treatment

 Are present in more than 60% of
medication errors and ventilator
“events”
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 65% of nurses report personally experiencing 
verbal abuse in the last year – from other nurses,
physicians, patients and patients’ family members1

 52% of nurses report that abuse or disrespectful
behavior is “often” or “frequently” tolerated1behavior is often  or frequently  tolerated

 77% of hospital caregivers work with colleagues
who are condescending, rude or verbally abusive2

1Ulrich B, Lavandero R, Hart K, Woods D, Leggett J, Taylor D. Critical Care 
Nurses’ Work Environment: A Baseline Status Report. Crit Care Nurse, 2006; 
26(5): 46-57

2Maxfield D, Grenny J, McMillan R, Patterson K, Switzler A. Silence Kills,
Accessible at www.silencekills.com

Divorce rate in America????

~50%

The relationship between 
communication and teamwork

Fists of Fury
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A group consists of any number of people who 
interact with one another, are psychologically 

aware of one another, and think of themselves as 
a group  a group. 

A team is a group whose members influence one 
another toward the accomplishment of an 

organizational objective(s). 

Teamwork Essentials

Trust level
Healthy conflict
CommitmentCommitment
Accountability
Attention to results

Patrick Lencioni, 2002. The Five Dysfunctions of a Team.
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Communication

Communicate:
To convey knowledgeTo convey knowledge
To get a message across to others
Transmit information, thoughts, 
ideas or feelings so that it is 
satisfactorily received or understood

Communication skills

Reduces  resistance and increases acceptance
Creates a non-defensive, open atmosphere
Resolves differences on values, priorities and 
interpretations

Describe what is going on 
on your unit regarding 
communication and 
dialogue training.g g

Silence Kills: The Seven Crucial 
Conversations for Healthcare
www.silencekills.com

American Association of Critical-Care Nurses (AACN)

VitalSmarts: A company specializing in organizational performance that 
provides research and consulting services.     www.vitalsmarts.com
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Silence Kills: The Seven Crucial 
Conversations for Healthcare

National study of  > 1,700 physicians, nurses, 
clinical-care staff, and administrators
Involving 13 urban, suburban, or rural hospitals 
Focus groups, interviews, and work place 
observations during 2004
Identified categories of conversations that are 
difficult, yet essential to address in health care 

The Seven Crucial Conversations for 
Healthcare (continued)

> 50% of the health care workers saw the occurrence of at least 
one of these categories
< 10% fully discussed their concerns with the co-worker
About 50% said their concerns persisted for a year or more
20% of physicians said they have seen harm come to a patient as 
a result of these concerns 
23% of nurses said they are considering leaving their units 
because of these concerns

The Seven Crucial Conversations for 
Healthcare (continued)

The 10% who are confident in their ability to raise these 
concerns observe better patient outcomes, are more 
satisfied, and are more committed to stay with their jobs.
Implications: If more health care workers  learned to do 
what the 10% do, there would be significantly fewer errors, 
higher productivity, and lower turnover.
www.silencekills.com
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Bell curve

Tweaners

Positrons Negatoids

Used with permission of Kathleen Vollman

What Is Crucial Conversations 
About?

Everyday conversations when the stakes are y y
high, opinions vary, and emotions are strong. 

A set of dialogue skills that helps you to be 100% 
candid and 100% respectful while obtaining 
positive outcomes and enhancing relationships. 

Is about dialogue, problem solving, and results.
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Crucial Conversations
Principles

Get Unstuck
Start with Heart
Learn to Look
Make It Safe
Master My Stories
STATE My Path
Explore Others’ Paths
Move to Action


