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The tactics are

and the strategy requires
knowledge of the

Operating Environme nt

Operating Environment = Organization
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Q/Sa Bolman & Deal (2017). Reframing Organizations
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POLITICAL

John Eldred’s Contingency Model for Organizational Politics

Power relatively equal, Power relatively equal,
goals not aligned goals aligned

Power and goals not Power unequal, goals
aligned aligned
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Consequences
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Presenter Notes
Presentation Notes
OTHER SOURCES OF POWER
Reward Power: Ability to reward others
Coercive Power: Ability to influence others behavior by punishing their undesirable behavior
Referent Power: By being respected & admired
Legitimate Power: Power by position & authority
Information Power: Access to and/control of information
Expert Power: The ability to control another person’s behavior through the possession of knowledge, experience or judgment that the other person does not have
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From Organizational to
Interpersonal

H.A.R.D
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Presenter Notes
Presentation Notes
Establishing a rapport is to build a RELATIONSHIP or create an AFFILIATION or FELLOWSHIP. Centered around ideals of understanding, connection and empathy. The antonym to rapport is friction.  If it is family, then RELATIONSHIP is the glue that holds us together.  If it is colleagues, AFFILIATION is the glue that keeps us connected.  And, with friends and neighbors, FELLOWSHIP is the common thread.  All are necessary to facilitate H.A.R.D. conversations.


Translation

for Case Managers



Patients & Families

dentify the WHAT

YU\

Simulate the HOW
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Invest time to analyze difficult communications that have already occurred. Identify themes; then simulate patient/family : case manager conversations.


Co-Workers

Inve stigate Unconscious Bias

Self-Re flection




Partners, Agencies, Teams
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Opening

"How Can | Help You?"
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Supervisors or

[eadership Execs

Interrupt Defenses

Search for Solutions



Thoughts to Ponder

* Prep but don't perfect  Embrace alternative

» Engage heart AND head perspectives

. Speak slowly, breathe deeply ~ Casy-does-t
nonverbals

» Facts and Acts...not the person - Try on shoes ahead

* Plan the closure...prime ne xt of time

steps . Be concise

* Geometric Viewpoint . Trust the

* Even-out emotions relationship



“You Can Do This!"

Be Confident & Have ARapport Directly with:

Heart

Anticipatory Communication
Right Setting

Demeanor
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