“Restoring Civility in the Workplace”
March 10, 2010
Petroleum Club – Oklahoma City
 If the cornerstone of ethical behavior involves respecting others, then it could be that our society in general is slipping a bit. This program will offer some practical solutions for restoring best behavior in our workplace and culture.  According to an article in Compliance & Ethics Professional, 70% of managers said they would fire an employee for rude behavior.  The top two offenses were foul language and gossiping.   Citing a survey conducted by the University of Southern California, managers devote 13% of their time to dealing with incivility issues such as:
· Communication conflicts with co-workers

· Unethical behavior with clients

· Misbehavior in meetings

· Inappropriate actions at conferences

According to the article, at least five hours each week are spent “refereeing arguments, massaging hurt feelings, explaining expectations and listening to angry clients.”

Based on an informal survey conducted by OK Ethics, 80% of participants indicated that they believed Americans are less civil than they were five years ago.  At least 34% observed impolite behavior on an occasional basis, while a whopping 93% stated that, when owed an apology, they “occasionally” get one.  

CPE INFORMATION
This topic is recommended to any business leader who is at risk of being sued, human resources professionals, defense attorneys and CPA’s who work with clients on a regular basis.  

It is the responsibility of participants to demonstrate applicability of each program for demonstration of earned CPE credits, to his/her area of practices.  OK Ethics makes no guarantees.  Also, attendees must be present to accept CPE certificates that will be issued at the conclusion of the program.  Note that we do not have the manpower capabilities to email these later.  Also, you must be registered on our attendance list to receive a certificate.  
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Meet Your Presenter:

Carey Sue Vega, an award-winning etiquette expert, is a director for the Oklahoma City Metropolitan Chapters of The National League of Junior Cotillions and The International League of Corporate Cotillions will discuss the importance of etiquette in demonstrating respect for others.  She may be reached at 405-721-1467 or through her blog at www.CareySueVega.com.
Cell Phone Courtesies

· Never bring your cell phone to the dining table.  Always turn your phone off during mealtime.

· Those you are with should always take precedence over a phone call.

· Do not receive calls when you have a guest or you are visiting with others.

· Do not ignore the waitperson in a restaurant or a retail clerk because of your cell phone.

· Never place calls during mealtime, before 9:00 a.m. or after 9:00 p.m.

· Make sure your cell phone is off in movies, plays or other quiet public activities.

· Keep your voice and ringer volume low when in public.

· Aim for silence; when others are present, use silent or vibrating options, or turn off the phone.

· Move to a location where others cannot hear your conversation.

· If you must keep your phone on, explain the reason to those around you.

· Whenever possible, use voice mail for incoming calls and return them at a convenient time and place.

Polite Conversation


Technology is great, but truly successful people will be the people who can TALK to other people.  A good listener concentrates on the person speaking.  Listen, reconfirm, and respond.  Keep in mind that conversation is a dialogue, not a monologue.


Conversation starters:


- “How do you know the host?”


- “What brought you here?”

Tips for a Successful Lunch Meeting

· Pick the restaurant carefully.  Stick with something you KNOW; wait staff, speed/quality, etc.

· Make reservations.  Period.  

· Reconfirm with your guest.  Always.

· Arrive early.

· Give your guest the best seat at the table.

· Pay for the meal - ahead of time!

Recommended Reading:

‘Choosing Civility’ by P.M. Forni

‘The Etiquette Advantage in Business’ by Emily Post

‘Kiss, Bow, or Shake Hands’, by Morrison and Conaway

The Formal Place Setting
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Manner Monday:

Join Carey Sue every Monday via her blog, www.CareySueVega.com, as she shares a ‘Manner Monday’ tip for you to think about as you get your week started.  

Manner Monday is for everyone… anyone trying to make a positive impact on their personal environment and the people they come into contact with on a regular basis.

Manner Monday is not a long and arduous process… it consists of little tips (many of which we all know – but need a gentle reminder) to help you keep good manners in focus and in check as you kick off your week.

Here are a few ideas to make the most of Manner Monday:

· Use it to jump-start your staff meeting.

· Post it on your mirror, in your car, or on your computer.

· Use it as a table topic for mealtime discussion this week.

· Do you drive carpool?  Have the kiddos turn off the technology and engage in some dialogue using the Manner Monday tip of the week.

Meet Your Presenter:   Doug Wojcieszak of Sorry Works!
[image: image3.png]



After losing his brother to medical errors, disclosure training consultant Doug Wojcieszak’s family successfully sued the hospital and doctors.  Around the same time that his brother’s case was concluding, Mr. Wojcieszak became the Executive Director of Illinois Lawsuit Abuse Watch.  These unique experiences prompted him to research and develop Sorry Works! – a coalition dedicated to promoting apologies for full-disclosure methods as middle ground solution to rising medical malpractice suits.  As founder of Sorry Works!, Mr. Wojcieszak has watched the organization grow to over 3800 members nationwide and the website has received over 4 million hits.  In partnership with Stevens & Lee legal and risk management firm, Sorry Works! Has become the nation’s leading disclosure training organization.  The group has been featured in Time Magazine, National Review, National Law Journal and the  American Medical Association News.   Doug may be contacted at (618) 559-8168 or doug@sorryworks.net
Sorry Works!  An Introduction to Disclosure & Apology

1.  Apologies in the News…

· Tiger Woods!

· Toyota

· Banking Industry…

Sorry Works! is more than “sorry” or an apology…it’s a process and a program with a powerful story to tell…
2.  Outline of key areas:
· Sorry Works! began in medical malpractice arena

· Empathy vs. Apology

· Sorry Works! starts long before mistake or accident happens

· What do you do – and not do - when something goes wrong? 

· How to Apologize

3. Sorry Works! Began in Medical Malpractice Arena…

· My brother’s story…

· We’ve come a long way in almost 12 years…

· A lot of work done right here in Oklahoma…trained over 1,000 PLICO doctors last year, and more this year

· Oklahoma Hospital Association, too

· Med-mal often some of the nastiest, most contentious litigation 

· Very emotional, lot of anger….kind of like family law!  

· But Sorry Works! – disclosure and apology – has been reducing medical malpractice lawsuits and lowering litigation costs while improving safety and quality…. 
4.  “Classic” Disclosure Success Stories

· Sorry really does work! 

· Lexington VA hospital/all VA hospitals

· University of Michigan

· University of Illinois Medical Center

· Stanford University and Harvard Teaching Hospitals

· Minneapolis Children’s

· Catholic Healthcare West (40 hospitals)

· Catholic Health Initiatives

· New Jersey Hospitals 

· PLICO and other physician insurers…

· Many others….

5.  Tragic Medical Error at Park Nicollet Hospital…

“We are saddened to tell you that Park Nicollet has made a tragic medical error for which we accept full responsibility.  We have apologized to the family….”

- Excerpt from Park Nicollet memo, March 2008

6. Florida Hospital Apologizes for Toddler’s Death

“To his mother, father, younger brother, and other family members, we extend our prayers, thoughts, and deepest sympathies…We take full responsibility for Sebastian’s death and are very, very sorry.”

· Dr. Donald Novak, Vice Chair, UF College of Medicine, Dept. of Peds, Fall 2007 

7.  Nebraska Hospital Produces Video With Family About Deadly Mistake

“In the video, initiated by Methodist, the hospital’s doctors acknowledge the mistakes that Methodist made in diagnosing the medical problem that caused his death.”

“It was a way to memorialize Tyler, and we hope to prevent this from happening again,” Sara Juster, VP, Nebraska Methodist Health System, Summer 2007

8.  Apology Ends Med-Mal Lawsuit..

·  Lawsuit filed by Actor James Woods’ and family settled after apology (December 2009)

· And he (Actor James Woods) wondered aloud whether the suit would have been filed "if somebody had just said 'I'm sorry.'" 

9.  Do you need a law to say such things?  

          NO!

10.  If sorry can work in the medical malpractice arena, imagine what it can do elsewhere….

…in the business world

…for non-profits

…personal relationships too

11.  Empathy vs. Apology

· What does “sorry” really mean?

· Empathy: “I’m sorry this happened….we feel badly for you.”

· Apology: “I’m sorry this mistake occurred…it’s all my fault.”

· There is a BIG difference!  

· Empathy vs. Apology

· Empathy – I’m sorry this happened – is appropriate 100% of the time.  

· Apology is appropriate only AFTER due diligence/investigation has proven a mistake or error with connection to the problem or injury. 

· Don’t want to prematurely admit fault….but also can’t be afraid to say “sorry.”  

12.  Sorry Works! starts long before mistake or accident occurs…

· Customer service & professionalism lay the ground work for disclosure

· Are you credible when you say “sorry?”  Are you believable? 

· Do you have a solid relationship with a customer, client, or colleague that can give you a chance to say sorry?

· Is “sorry” part of your customer service? 

· ….or are you and your people afraid to say sorry?

13. Being “liked” is important… 

· Being liked is not only important for business development, but also preventing lawsuits and litigation.

· It’s hard to sue somebody you like!

· Lots of peer-reviewed literature in the medical journals about this topic.

· Docs with highest number of customer service complaints get sued the most often; whereas docs who are likeable but fallible often don’t get sued…it’s in the literature!

14.  Conclusion on Customer Service

· Goal is to use customer service to build strong, loyal relationships so that IF something goes wrong you have a chance to prevent litigation by saving the relationship with the customer, client, or colleague using “sorry” and other pro-active measures. 

15.  What do you do – and not do – if/when something goes wrong? 

16.  What do you say? 

3-Step Disclosure Process

· Step 1: Empathetic I’m sorry

· PAUSE! - 

· Step 2: Investigation

· Step 3: Resolution
17. Step 1: Empathy
“I’m so sorry this happened….we feel bad for you.  I know you have the party with your family tonight, and I can only imagine how upsetting this must be for you.  Please understand we are looking into the situation to learn what happened and we’ll get back to you in two days with at least some initial answers.  In the meantime, is there I can do for you?  Do you need any help with food, transportation, phone calls, etc?  Also, here is my business card, and that number on there is actually my cell phone.  Again, I’m sorry this happened, but we’ll get through this together.” 

18.  Dissecting Step 1 - Empathy

What was said…
· Said “sorry.” 

· Personalized the empathy

· Showed we were taking the situation seriously

· Customer service elements

· Staying connected

What was NOT said….

· No premature admission of fault

· No speculation

· No shifting blame

    19.  Step 2: Investigation…

· Involve outside experts…don’t want to look like you’re grading your own papers!

· Move quickly

· Stay in close contact with patient/family
20. Step 3: Resolution –  

        If investigation shows error…

· Root cause analysis shows standard of care not met = error(s) or negligence

· Set meeting with injured party and attorney

· Apologize and admit fault

· Explain what happened and fix

· Discuss upfront compensation

           If investigation shows no error…

· Root cause analysis shows standard of care was met = no error(s) or negligence

· Still meet with injured party and attorney

· Empathize, answer questions, open records – prove innocence

· “Honesty Dividend”
21.  Summary of 3 Step Disclosure Process

· Empathy and good customer service: 

· Investigation

· Resolution:

· Error: Apologize, Admit Fault, Compensate

· No Error: Empathize, Answer Questions, Open Records, Prove Innocence, Never Settle 
22.  Three main principals:

· Compensate quickly and fairly for true mistakes and errors.

· Defend appropriate service vigorously.

· Learn from mistakes

    23.  How to Apologize

· Starts with attitude!  The right attitude.  

· Part of “right attitude” is realizing disclosure and apology is all about the injured party.

· Think how your words will be received by customers.

    24.  Apology: What customers want…
             Setting the meeting…

· A neutral meeting place

· Clear your calendar – don’t put a time limit on meeting.

· Provide food, drinks, mints, tissues, and other necessary items. 

· Comfortable chairs; good temp, clean room

· Special needs?  Know your customers!

· Ability to bring counsel, tape recorders, note pads…whatever.  Appear credible and above board.

            Holding the meeting….

· Turn off cell phones and pagers – eliminate all outside interferences unless emergency.

· Sit down – don’t stand or lecture.  Be at their level. 

· Talk slowly and don’t dominate the conversation.  

· Silence is OK!  Give people time to absorb what you are saying

             What to say in meeting…

· The “s” word: Sorry!  Say it!  

· Admit fault – if you did make a mistake.  

· Explain – slowly – what happened.

· Ask customers to repeat back to you what you said.   

· Allow customers to vent – remember, it’s not about you! Don’t take it personally.  

· Answer all questions truthfully and honestly.

· OK to say you don’t have answer to particular question….look up answer and get back to injured party in reasonable period of time.  

· When anger, shock, and rage have begun to subside with injured party, respectfully begin to discuss compensation.  
· This may take several meetings.

· This is where PI attorney can help! 

· Discuss immediate and long-term needs….everything is open for discussion.

· Be creative.  Be fair but firm – not an open check book.  
   25.  Four elements of real apology

1) Sorry – “I am sorry”

2) Admission of fault – “I made a mistake…it was my fault.”  Take ownership!  

3) Explanation of what happened and how it will be fixed

4) Compensation/fix 

   26.  Conclusion

· If sorry can work in medical malpractice, imagine what it can do in the rest of the world?!

· Empathy vs. Apology

· Sorry Works! starts long before mistake

· Know what do – and not do – when something goes wrong

· Be thoughtful when apologizing

· Thank you for listening

· For more information visit our website: www.sorryworksforbusiness.net
· Or contact Doug Wojcieszak at 618-559-8168 or doug@sorryworks.net
· Thank you! 

General Disclaimer: Members of the Oklahoma Business Ethics Consortium frequently share information concerning
  various issues and developments that may have legal implications.  The discussions, commentary, and handouts at 
  Consortium meetings or presentations to other organizations are for general informational purposes only. They cover 
  only some aspects of the subject topic, and do not constitute a complete legal analysis of the topic or how it might apply to  
  any particular set of facts. Before taking any action based on information presented during a Consortium event, participants 
  are encouraged to consult a qualified attorney.  The observations and comments of presenters at Consortium meetings and
  networking are the views and opinions of the presenter and do not constitute the opinion or policies of the Consortium or 
  any of its members. Presenters are respectfully requested to avoid profanity, preaching, politics and self-promotion 
during   their lectures.
ASSISTANTS REFLECT LEADERS’ INTEGRITY: 
Is Courtesy Being Extended Beyond Your Reach?
By Shannon Warren; published in The Journal Record on January 11, 2010

An assistant’s behavior can directly reflect the integrity of the person who hires him, not to mention the company’s reputation.  If he fails to keep simple promises (like not returning phone calls), then don’t count on the trustworthiness of his boss.  Over the years, I’ve been inspired by leaders who work with competent assistants or agents who help them manage their time in an efficient way.  This enables the executive to keep promises and unselfishly serve the community.  At the same time, I’ve been disappointed by those who consistently fail to honor their agreements and are oblivious to the inconvenience that they cause others. 

What follows are composite examples of the worst and best behavior that I’ve encountered while endeavoring to schedule monthly presentations for OK Ethics.   You’ve probably encountered some of these folks, like the self-absorbed VIP.  He’s the one who is too busy to organize his affairs in a way that allows consideration of others’ time.  His legion of over-protective assistants won’t let any lowly requests get near this “important” person, but they’ll never tell you that.  Instead, these assistants will string you along and are masters at fostering the false hope that, if you will just get back to them “next week”, then they’ll have an answer for you.  Don’t fall for it.  Instead of being honest, they’re just hoping that you’ll eventually give up and go away.  Their tactics belie the character of their managers, who have probably given instructions on the way to handle your requests.  Move on.  Otherwise, you’ll be kept in a constant state of purgatory by relying on a wait-and-see opportunity that will never pan out.  

If there was a contest for bad behavior, then the award would certainly go to the New York agent who phoned me after 5:00p.m., then asked if she could call me back within twenty minutes.    Apparently, this woman couldn’t tell time because she waited two hours to call back!  Her voice mail offered no apologies and no explanation, so I decided that there would be no deal.   After all, if someone can’t handle the little obligations, you have to wonder if that organization can be trusted with bigger commitments.

These unfortunate situations have occurred more than once, but being a trusting soul, I was slow to catch on.  Plus, my high expectations have been heavily reinforced by countless positive experiences with many reliable and respectful leaders.  The ones I like best are directly accessible and stay “in touch” – no ivory tower attitudes. They do what they say they are going to do, even when it’s personally inconvenient. These are people like OCU’s Dr. Vince Orza, who was trying to manage a delegation from China on the same day as his speaking engagement.  Among many others too numerous to list here are those who have intensely demanding schedules like Lieutenant Governor Jari Askins, OU’s Sherri Coale’s agent (Guy Austin) and Kimray’s CEO Tom Hill.  Yet, these people either responded directly to my inquiry or had top-notch assistants do so in a timely manner.  They’ve set the right tone at the top by hiring and training people who show concern for others while consistently demonstrating that they can be trusted to follow through on their commitments, both small and large.  Can each of us make the same claim?





CPE CERTIFICATES


It is the responsibility of participants to demonstrate applicability of each program for demonstration of earned CPE credits, to his/her area of practice.  OK Ethics makes no guarantees.  Also, attendees must be present to accept CPE certificates that will be issued at the conclusion of the program.  Please note that we �do not have the manpower capabilities to email these later.  �Also, you must be registered on our attendance list� to receive a certificate.
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