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Leadership

Through the movies.. 
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Characteristics of  a Leader

1.

ACCOUNTABILITY
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“EVERYTHING IS YOUR FAULT” 

1. Accountability

•Heavy is the head that wears the crown

•The Buck Stops with the Leader

•Leaders do not blame those they lead 

• Identify the reason for the issue and address 
it.
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Accountability

• Does not mean those under your leadership avoid correction or 

discipline

• But to all others, a leader accepts responsibility;

• Benefits:  RESPECT

• 3rd parties

• Those you lead

2.

ATTITUDE
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ATTITUDE

2. Attitude

• Attitude is the ONE thing that you can control every day.

• Attitude is contagious – good and bad.

• LEADERS set the tone for group.

• A good attitude is easy when everything is going well.  

• True leaders maintain a positive attitude on the most challenging 

days.
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3.

GOAL ORIENTED

GOAL ORIENTED
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3. Goal Oriented

• Time is the one thing you can never get back.

•Goals are crucial for:

• Direction and Control; and 

• Personal life fulfillment. 

• Set short and long term goals and reassess as needed.

•DON’T be a lemming

4.

PERSIST & PERSEVERE
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PERSISTENCE & PERSEVERANCE

4. Persistence and Perseverance 

•Keep Moving Forward.

•Don’t let distractions or disappointments 

discourage those goals.

•Most people that fail do so because they allow 

frustration to win.
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5.

HUMOR AND HUMILITY
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5. Sense of  Humor

•One good laugh a day  - preferably with 

others.

•Equal dosage of  humility and confidence  

6.

CHALLENGE YOURSELF
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5. Challenge yourself

CHALLENGE YOURSELF

6. Challenge yourself

2 Things to Never Fall In Love With:

✓Yourself;  

✓Your ideas.
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7.

MAINTAIN PROFESSIONAL 

BOUNDARIES

MAINTAIN PROFESSIONAL BOUNDARIES
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7. 

MAINTAIN PROFESSIONAL BOUNDARIES

• Its ok – and positive – to be friendly 

• BUT:

• POSITIONAL LEADERS are not friends to those they lead.

• It breaks down the necessary boundaries

• Also can compromise leadership abilities

• Creates conflicts between those you lead.

Leadership 

Techniques
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1.

FAILURE IS NOT AN 

OPTION
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1. Failure is not an option

• Can you imagine if  he said “give it a good try, but if  we fail, 

that okay.”

• An excuse should never be an acceptable response. 

• If  an excuse is an option, it will be used.

• Don’t tell me what you can’t do, tell me what you can do!

2.

CONVEY A PURPOSE
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2. CONVEY A PURPOSE

• A Leader must have respect and trust

• Respect and Trust are earned.

• Convey a Purpose and why beneficial to all

• Then Achieve to establish credibility. 
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3.
CONFIDENCE, CONTROL 

AND PLAN
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3. 
CONFIDENCE, CONTROL AND PLAN

• A title does not make someone a leader.

• Leaders don’t lose their composure in front of  others.

• Confidence and control at all times to calm others.

• Composure begets composure.

• Always have a Plan, and articulate that vision.

4.

EMPOWERMENT
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4. Empowerment

•Leaders not only motivate, 

•Leaders empower those they lead

•Everyone should have an Opportunity to 

grab the brass ring
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5.

DELEGATION
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5. Delegation

• Crucial to success as a leader.

• Without delegation, you can never achieve beyond 

yourself.

• Trust and confidence in others will be rewarded by 

loyalty and results.

• Encourage creativity.

6.

POSITIVE BEHAVIOR 

MODIFICATION
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Positive Behavior Modification

Lessons learned

1.What was the problem behavior

• Soldiers falling behind

•Both leaders recognized and addressed.

2. Which one was more effective and why?

3.What was the solution to the problem for each?
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Lessons learned
LEADER 1

•A leader is a resource, not a Nanny

•He identified the problem and told Hambolt

how to address it.

•The solders were accountable for meeting 

expectations and solving their problems.

Lessons learned
LEADER 1

•The leader didn’t help, he identified solution and 

made them responsible for doing it

•The leader made them each responsible for one 

another.
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Lessons learned
LEADER 2

• “Why are you doing this?” 

•He had no idea, nor did he care.

•Likely to happen again

Lessons learned
LEADER 1 

Pat on the Knee – what does it mean?

•Behavior not ok, but that person is ok.

LEADER 2

•The people were the problem to him.
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7. 

HELPING OTHERS FIND 

THEIR FULL POTENTIAL
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Limitations are often Mental, not 

Physical
• Brock set the limitation on himself  at 50 yrds.

• The coach believed he could do more.

• To remove self  imposed limitations, he blindfolded 

Brock.

• The Result – Brock exceeded both their 

expectations.
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Lesson

• Leaders challenge others to be more than they believe.

• Identify their self  imposed barriers and remove them.

• Show confidence in their ability.

• Think about a competition, like a road race.

• BONUS:  Creates positive feedback loop.

8. 

FORCED CREATIVITY
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Force Creativity 

• If  the group did not dress in same color shirt as CE, they 

must remove shirt.

• They didn’t know what color he would wear before he 

arrived..

• They were forced to figure a solution.

• Forced creative thinking builds confidence and abilities.
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"You talkin' to 

me?“

Engaging Families on 

Difficult Issues

IMPORTANCE

1. Customer Satisfaction.

2. Reduce Lawsuits 

a) Reduce Costs

b) Reduce Stress 
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Engaging Families on 

Difficult Issues

•Impact of  negative/positive family relations.

•Techniques for Addressing Family.

•Documentation of  family interactions.

IMPORTANCE OF 

CLIENT 

SATISFACTION
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CUSTOMER SATISFACTION

IMPORTANCE OF 

CLIENT SATISFACTION

IMPORTANCE OF 

CLIENT SATISFACTION

• Client Satisfaction paramount for success.

• Positive affect on referrals.

• Positive feedback is contagious.

• Positive impact of  staff.

•NEVER KNOW WHAT PEOPLE ARE 
THINKING OR FEELING OR WHY.
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PRIMARY DRIVER OF 

DISSATISFACTION

•ATTITUDE AND INTERACTIONS

•EXPECTATIONS

Why do Patients/Families Complain?

* NCBI study 

Attitude/conduct Skills

expectations Delays
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Patients' top complaint? It isn't doctors or 
nurses, study finds

The vast majority of patient complaints about physician offices are 
about customer service, according to a new study published in 
the Journal of Medical Practice Management.
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EFFECT

Lack of  
Communication

ADS LAWYER Lawsuit

69

70



4/6/2022

36

Communication is Key

COMMUNICATION 

KEY POINTS
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CALLS

•Provide a clear purpose for why calling.

•Keep tone positive.

•Communicate only what known

•Be clear about what not known

•Anticipate questions. 

LEARN TO LISTEN

•Stop what you are doing and give undivided attention.

• If  you cannot, explain why and say when you can.

•Do not argue or interrupt with explanations.

•Listen without attributing fault.

• If  the situation allows, take notes where appropriate.
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INQUIRE

•Ask questions and obtain information 

•Be as detailed as possible

•Write or type the statements and questions for 

follow up.

•Be sure the family knows you take the concerns 

seriously.

REPEAT

•Repeat Information to ensure you have it correctly.
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EMPATHIZE

EMPATHIZE

•Place yourself  in their position

•Statements of  empathy are perfectly fine 

even if  nothing done wrong.
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SORRY WORKS!

SORRY WORKS!

•The word “sorry” can have a 

powerful effect.

•Trained Person to handle. 

•Know Benevolent Gesture Laws.
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ADDRESS CONCERNS

• Families do not want to hear “I Don’t Know(period).”

•Go over what is known.

• Suggest solutions.

• If  investigation is on going, explain what is being done.

• Even if  you will not address, let family know you will 

report and follow up. 

EDUCATE

•Educate on the nature of  the disease process.

•Collaborate with MD/NP

•Suggest resource material.

•Discuss specific issue and potential negative 

outcomes. 

•Document these interactions.
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WE’RE A TEAM

WE’RE A TEAM

•The Family is part of  the IDC Team – Treat them that 

way.

• Just as the nurse has responsibilities to a resident, so 

does the patient (and families) have responsibilities 

toward the nurse and the rest of  the healthcare team.

• Juries also believe families have responsibilities.
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CONCLUDE

•Thank the family for taking the time to report.

•Stress that care is the number one concern.

•Customer satisfaction is a critical part of  care. 
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