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About STAFF NEGATIVITY 
 

• “When I was supposed to be discharged, my doctor told me, ‘It might take you hours be-
fore you actually get out of here.  The discharge process is a mess!  Why does he work 
here if it’s a mess?’  It made me wonder about using this hospital.” 

• “When I get to work and the gripers are already griping, I just want to turn right around 
and get out.  It’s a real drag.” 

• “When I was in the hospital, two nurses were arguing right in front of me.  I said, ‘You’re 
making me nervous.’  One of them answered, ‘I don’t see why.  We’re being nice to YOU!’  
Don’t they know that when they don’t get along, it’s makes patients worry?” 

• “I’m sorry, but we’re short staffed today. That line is a terrible thing to tell patients and 
families.  I worry that my mother isn’t being taken care of!” 

• “I’ve learned to mind my own business.  I know people bad-mouth me for not being a team 
player, but at least I don’t hear it.”  

 

Graphic With A Message 
Enjoy and share to make  
an important point.   
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Patients and Employees Speak 

 

Reduce anxiety.  Enhance the patient experience. 
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Attention Readers: 

Please take a moment to respond to “One Question For You” (below) so we can benefit from your  
views and ideas!  

One Question For YOU 

 
What is your organization doing about workplace hostility?    
 

 CLICK HERE TO RESPOND 
(We’ll post highlights in the next issue or  Wendy will respond to you per-
sonally.) 
 

Invite staff to share these at a staff meeting or drop you a note with their answer.  Then, 
together make a decision about whether the task can truly be eliminated, freeing up time. 

Ask Your Team This Cage-Rattling Question:   
A Trigger For Crucial Conversations 

Ask your team:  On a typical day, what one time-consuming activity could you eliminate with NO negative 
consequences for customers or your organization?         

Often, people keep doing things day after day, because they always have, not because these activities continue 
to serve a positive purpose.  

Having a Particularly Frustrating Day?   

1.  Write every frustration you can think of on small pieces of paper. Be sure to think especially of the frus-
trations over which you have little power or control. 

2.  Crumple up the little pieces of paper into little balls. 

3.  Position a wastebasket about 6 feet away from you. 

4.  Toss your frustrations into the wastebasket, one at a time.  

Keep score.  Over time,  See if you can  sink  higher percentages of your frustrations. 

Stress-Buster  
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 THANK YOU FOR TUNING IN! 
 

If you like this e-newsletter, please forward it to a friend/colleague.   If a friend/colleague sent this e-
newsletter to you, and if you like what you read, please subscribe by visiting our website.  Click here to access 
back issues.  We’d appreciate your feedback on this e-newsletter.  Click here to share.   

Thank you!   

 

Contact Us 
Wendy Leebov and Associates 
Phone: 215-413-1969 
http://www.quality-patient-
experience.com/contact-us.html 

Concrete, Sustainable Solutions  
For Your Healthcare Team 

We’re on the WEB! 
www.quality-patient-experience.com  
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Also Coming Up: 
• More about Workplace Hostility — Creating a Distress Signal 

• Patients Speak…About Staff Teamwork 

 

 I’M EXCITED! 
In the next issue of HeartBeat, I’ll intro-
duce my NEW Patient Experience Skill 
Building System — Video-based, modular 
skill training that’s doable, affordable, 
and effective. 

...Please Stay Tuned! 




