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by Joe Mapa

t is no surprise that the

successful manager

resolves conflict effectively

and negotiates artfully
and skillfully. This is particularly true
in as independent, multi-professional
and mult-institutional an industry as
healthcare, and especially pertinent at
times of rapid change, competition,
uncertainty and unprecedented
professional insecurity.

For these reasons, Harvard
School of Public Health’s seminar
“Negotiation and Conflict
Resolution for Health Care: New
Skills and Changing Models”
makes a major impact. Fast-paced,
experiential and relying heavily on
participants’ feedback, Leonard ]J.
Marcus, Ph.D., reinforces our
attributes and challenges our
performance. Professor Marcus,
founding director of the Program
for Health Care Negotiation and
Conflict Resolution at Harvard
School of Public Health, is also
author of Renegotiating Health
Care — Resolving Conflict to Build
Collaboration, upon which the
seminar is based and a copy of
which each participant receives.

When you step back and look
at the process of negotiating, it is
dynamic and intricate — a theatre
of personalities, histories, skills,

attitudes, stakes, mind-sets,
purposes, politics, time pressures,
consequences and resolution.
Presented in a seasoned and
personal way, Marcus offers a
variety of constructive ideas for
your own “theatre” and that of
your organization. He presents
effective tools for understanding
conflict, negotiating differences
and creating a workable balance
among those who deliver,
administer and oversee healthcare.

Negotiation and conflict
resolution are essentially about
people: what they say and do, and
how they feel and react, and the
complex, and sometimes fluky,
interactions that occur in the
course of elaborate and highly
consequential decision-making.
The novelty of this seminar is that,
while it instructs and illustrates, it
also reminds us of the inherently
human aspects of negotiation. It
focuses on a resourceful and
valuable jujitsu for those
collaborating in the vital everyday
work of healthcare.

The philosophy of the seminar
encourages gain/gain resolutions,
creating a positive fit and
approaching negotiation as an
exchange of tangibles (resources)
and intangibles (recognition) — in



other words, it has to be a two-way street. The one-day
seminar (compared to the extended five-day course) is
divided into four sections — conflict analysis,
negotiation and framing, negotiation analysis, and
mediation and conflict resolution. Negotiation and
framing, for example, is one of the most powerful
sections, particularly when Marcus elaborates on the
notion of reframing to spur negotiation.

What he means by this is that when negotiations
hit a standstill, there is another vital role for you to
play: catalyst. And, the catalyst to revitalizing
negotiation is reframing. Marcus defines reframing as
a process of shaping congruity between two parties
while maintaining your key objectives through a
repertoire of rephrasing, more active listening,
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acknowledgement and behavior modification.

How do you get the reframing process started?
Marcus suggests humour, social interaction if
possible, bringing in an outside neutral, placing new
consequences on the table and, if necessary,
presenting a revised offer.

These methods and others are brought to life
throughout the seminar, and they are placed into
pragmatic terms with case studies and group interaction.
That's why I have graded the seminar an A+. ¥»

Joe Mapa is Executive Vice-President & Chief Operating
Officer, Mount Sinai Hospital, Toronto

Events and Conferences

* Canadian Coordinating Office for

Submit your events to notes@longwoods.com

email: kmaclean@cihi.ca

Holiday Inn on King,

Health Technology Assessment
(CCOHTA)

Resource Assessment Allocation
Decision Making for New and
Emerging Health Technologies
Westin Nova Scotia Hotel,
Halifax - October 15, 1997
Contact: Grace Chan, Conference
Coordinator (613) 226-2553

Canadian Council on Health
Services Accreditation

1997 Fall Teleconference Series for
Health Service Organizations

Steps for the Development and Use of
Performance Indicators by Teams
October 21, 1997 1200 to 1300 EDT
The AIM Project: Achieving
Improved Measurement

November 12, 1997 1200 to 1300 EDT
Contact: Laura Vincze (613) 738-3800

¢ Canadian Institute for Health

Information

HL-7 Canada Tutorial and Workshop
Vancouver - December 8-9, 1997
Contact: Jennifer Zelmer

(416) 429-0464,

email: hI7canada@cihi.ca
CIHI-Sponsored Symposiums
Vancouver - January, 1998

Toronto - February, 1998

Contact: Kent Maclean (613) 241-7860,

Cindy Goris (416) 429-0464,

email: cgoris@cihi.ca

CIHI Educational Workshops

Various session related to CIHI
products are available across Canada
Contact: CIHI Education Department
(416) 429-0464,

email: education@cihi.ca

Toronto - October 30-31, 1997
Contact: Registration Coordinator
(416) 928-2994, toll-free 1-800-461-2398

Northwest Territories Health Care
Association

Team Building

Yellowknife, NWT - March 1998
Contact: P. Kovich (403) 873-9253

COACH, Canada’s Health * Nova Scotia Association of Health
Informatics Association Organizations
COACH Conference 23

Weston Harbour Castle,

Toronto - April 5-8, 1998

Contact: Steven A. Heusing or Elaine
S. Heusing phone: (403) 489-4553,
email: coachorg@telusplanet.net

Catholic Health Association of
Canada/Canadian College of Health
Service Executive

Ethics in the Boardroom and the
Administrative Office

Toronto Hilton Hotel,

Toronto - December 1-2, 1997
Contact: Sue Littlebury, CCHES
phone: (613) 235-7218 or
1-800-363-9056 ext. 26

fax: (613) 235-5451

email: slittlebury@canlinks.com

Institute for International Research
The New Basics of Managing Health
Care Information

1997 Annual Conference:

Managing Progress, Making Change
Westin Hotel,

Halifax - November 3-4, 1997
Contact: Darlene Boliver,

(902) 832-8513, email
education@nsaho.ns.ca
Developing Performance Indicators
Halifax - November 17/18, 1997
Contact: Darlene Boliver,

(902) 832-8513,

email education@nsaho.ns.ca
Ontario Hospital Association Annual
Conference and Exhibition
Hospital Restructuring in Ontario
Metro Toronto Convention Centre,
Toronto - November 3,4 & 5, 1997
Contact: Program and Exhibition
Information

phone: (416) 205-1352

fax: (416) 205-1340

email: edsinfo@oha.com
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