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Summary (Johansen, 2012)

· The main point of this article is obviously about conflict management and the strategies to work through them. The author states that handling conflicts in an efficient and effective manner results in improved quality, patient safety, and limits stress for the caregivers (Johansen, 2012). Conflict can cause issues in working relationships, which is a key part of a functional nursing unit. She states that effective conflict management involves clear communication and understanding in both ends of the conflict (Johansen, 2012). The author begins by explaining exactly what conflict, as it is necessary to understand the meaning of it. Conflict is defined as a disagreement through which both parties involved perceive threats to their needs or concerns (Johansen, 2012). She explains that health care conflicts tend to be more complicated because they involve very complex relationships. Then she proceeds to explain that understanding the types of conflicts that the nurse commonly encounters is vital in coming up with ways to manage them in a health care setting. The author has based her article on a study that was completed in 2009 by the Center For American Nurses. In this study the organization conducted a conflict resolution survey to identify the challenges related to conflict encountered by RN (Johansen, 2012). She explains that there are many different types of conflict management. Some are more effective than others. The styles that are used vary with situation and the people involved (Johansen, 2012). Five styles of conflict management were identified by the author including dominating, obliging, avoiding, compromising, and interrogating (Johansen, 2012). She believes that the different styles that are used are partially dependant on the situation rather than a regular personal choice of style. Her research has found that on most critical care and medical-surgical units the style most used is the avoidance style. Avoidance however leads to poor communication, increased levels of stress, and poor quality of care (Johansen, 2012). She then segues into another part of the Center for American nurses study that states that avoidance and interrogating were the two most common methods of conflict management used by staff RN’s (Johansen, 2012). The author cites an alert that was released by JCHAO that states that the top contributors to sentinel events include poor communication, lack of teamwork, and ineffective management of conflict among health care professionals (Johansen, 2012). All of the things that are contributing to these sentinel events can be directly related to the avoidance and interrogation management styles so often used by nurses. The author takes this information into consideration when making her suggestions for improvement of nursing practice regarding conflict management. Her suggestions include engaging in dialogue, engaging in coaching (i.e learning and teaching experiences), education and training, and lastly identifying potential conflicts (Johansen, 2012). All of these interventions can help to improve patient and job satisfaction, communication, and decrease the number of conflicts in health care among nurses. 

Study:

· The author of this article has based her suggestions of the research conducted in 2009 by the Center for American Nurses. The method of this study was a survey and the sample size was 858 nurses. The goal of the study was identify conflict challenges encountered by the RN. The questions on the survey were open and closed ended questions. After analysis it was found that most common conflict encountered was related to interpersonal conflict. The three main interpersonal conflicts that were identified by the study include patient and family conflict, nurse manager, and physician conflict (Johansen, 2012). Most of the patient and family conflict stemmed from differing perceptions of patient care issues. The nurse manager conflict was related to lack of leadership and organizational support coupled with poor communication. Most of the conflict with the physicians stemmed from differences related to patient care perceptions and lack of communication. It was from this study that the author of our article began to come up with her suggestions for conflict management strategies. Also the study included a portion about the most common type of conflict management style, which was reported as avoidance and interrogating. 

Implications for change in nursing practice and nursing interventions:

· Although this article is aimed at nurse managers it can apply to the staff RN as well because management of others is part of our job, which requires us to manage and work with others. Through working with others conflict will arise and as nurses we must have the ability to work through these issues as a part of our management skills. Being able to work through conflict will allow us to improve our work environment and relationships to improve upon patient and job satisfaction. Some of the implementations or nursing interventions for nursing practice suggested by the author include (Johansen, 2012):

· Engaging in Dialogue: speaking about the conflict will help in identifying the conflict by all involved parties. Discussing the conflict will help get to the root of the problem and lead to a resolution quicker (Johansen, 2012). The author also suggests non-punitive debriefing as part of this dialogue because is provides a chance for reflective learning and can help to remove frustration (Johansen, 2012). Open communication allows for acknowledgement of the conflict and leads to a quicker resolution. This helps with all of the interpersonal communication issues.

· Engage in coaching: The author states that by teaching nurses to resolve conflicts on their own fewer conflicts will occur and allows alternative solutions to be considered (Johansen, 2012). This will provide the staff nurses will higher confidence in their management skills.

· Identify Potential Conflict: Identifying any potential conflict early allows the situation to be worked through sooner and turned into a learning and growth experience (Johansen, 2012). By doing this later conflict can be avoided and the RN will able to identify the conflict before it escalates and have the necessary skills to manage it successfully. 

· Education and Training: Providing nursing staff with the opportunity to learn conflict management will positively influence the environment in which they work and help them to feel more empowered (Johansen, 2012). 

By having all nurses learn these skills management of themselves and others in conflict will become much easier. One of the main purposes of conflict management is improving communication. Lack of communication in all situations can cause many problems including poor patient safety and satisfaction, poor family satisfaction, and decreased job satisfaction of the RN. Conflict is always going to be a problem in healthcare due to the very nature of it. Learning some basic skills will hopefully help the nurse work through them, learn from them, and teach others from their experience. Healthcare is filled with conflict and using these skills will work to decrease conflict and work to improve teamwork and open communication by all members of the healthcare team including the patient and family. 
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