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Presentation Objectives

Recognize disruptive behavior

Understand the benefits of addressing
disruptive behavior

Skills training in the Cup of Coffee
conversation model for addressing
disruptive behavior

©CPPA, 2009

WHAT’S &¥g#el INHEALTH CARE” StuderGroupY



About Vanderbilt and other
Nashville hospitals:

NYou take your ki ds t
youove got some r are
you are about to di ee
Sshould go toeo
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Consumer Hospital Preference*
Davidson County, TN

1996: Vanderbilt University Medical
Center 4 t at 7.8%, just above
Auncertaino

Since 2006: VUMC #1 and the gap
between VUMC and others is growing

*Based on a survey of 1,900 households
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So, why did the
transformation occur?
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Things We Did Right

Invested in biomedical informatics

Set goals for the clinical/academic
enterprise

Committed to service renewal -
ELEVATE 1 Studer Group

Committed to a culture of non -
tolerance for nspeci al
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Case: Nl wi sh you woul

You are a who observes

(Special Colleague) walking out of a
patientos room and hear s
t he pati ent and family,
get your act together and quit using
resources that we coul d

How might a member of your team
react/respond if they withessed this event?
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So, such events are just
going to happen, right?

Yes, but é
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What constitutes
disruptive behavior?
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Definition of Disruptive Behavior

Behavior that interferes with work or creates a
hostile environment, e.g.:

verbal abuse, sexual harassment, yelling,
profanity, vulgarity, threatening words/actions;

unwelcome physical contact; threats of harm;
behavior reasonably interpreted as intimidating;

passive aggressive behaviors: e.g., sabotage
and bad -mouthing colleagues or organization

behavior that creates stressful
environments and I nterfere:
effective functioning

Vanderbilt University and Medical Center Policy #HR -027 ©CPPA, 2009
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Why bother dealing
with disruptive
behavior?
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Consequencesf Disruptive Conduct:

Patient Perspective

L awsuits (tip of the iceberq)

Drop out, Ieaving/AyA \ Errors

Voiced N N )\\

Complaints — /\ - _:

Non adherence/ Bad-mouthing the
noncompliance practice to others
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Conseguencesf Disruptive Conduct:
Nursing Perspective

Harassment suits (tip of the iceberg)

Lack of retention // \\ Errors

Burnout /\_\/\ i )\\

_—
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If the case In question occurred In
your hospital, how often would a
member of your team:

Offer service recovery to the
patient or family?
Speak to the colleague?
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Why are we so hesitant to act?
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HR Officer:

Why didn't
you
address
their
disruptive
behavior?

Nurse
Manager:
f she
eaves, |
ose my
Most
senior
nurse.
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