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Overview 

Time to Reset

Agreeing on Appropriate Conduct

Creating New Ways of Communicating

Working through Conflicts

Role of Management in Process



Reset

Back in the office

Establishing a new “normal”

Re-establish how we work together
Opportunity



Conduct 



Conduct: 
Meeting 
Agreements
Shared agreement on 
conduct

Each team members 
signs

Review once a year

Hold accountable, but 
privately 



Conduct 



Employee 
Conduct 
Agreement: 
PEAR
Agreed on 4 words (and 
definitions) to guide us 
in our we interact with 
one another

◦ P (Professionalism)
◦ E (Empathy) 
◦ A (Adaptability)
◦ R (Respect) 



Communication 

Customizing Feedback

One-On-One Meetings

Team Report/Newsletters

All Staff Meetings

Staff Development Days

Surveys 



Communication: 
Customizing Feedback
Every employee completes a Customized 
Feedback Form and submits to Manager.  This 
form includes questions about: 

What fills your bucket?

How do you like to receive praise?

When receiving feedback, when and how do 
you prefer to receive it?

How might you react? 

What do you need after?



Communication: One-On-
One Meetings 
With Manager (ideally monthly)

With Director (at least yearly)

With Deputy Director (at least yearly) 

Goal
Provide time for individual communication
Normalize feedback
Demonstrate desire to listen
Show the value of each employee and their contribution 



Communication: 
Team Report and 
Newsletters

Team Report
• Weekly Email
• Department Specific 

Communication
• Informational
• Team Building

Staff generated
• Share information
• Updates
• Anniversaries
• Director’s Corner
• Committee Updates
• Staff Spotlights
• Celebrate Life Events



Communication: All Staff Meetings 
Bimonthly Check In Meetings with All Staff

Virtual 

Recorded 
Opportunity for Training



Communication: Staff 
Development Days 
Three per Year

Full Day 

Closed to Public 

Ideally In Person

Goal to: 
Provide Learning Opportunities
Share Information and Vision
Build Teams across Locations/Departments  



Communication: Surveys
What
Proposed changes
Engagement 

When
Before change is implemented
After change is implemented  

Why 
Demonstrate transparency
Desire for honest feedback
Understand pressure points

How
Google/SurveyMonkey 
Anonymous when possible
Keep it brief



Communication: 
Surveys 
continued

Follow Up!
◦ How will you 

share results? 
◦What will you do 

with results?



Role of 
Management 
Engagement throughout the whole organization

Buy in comes from (starts at) the top

Set examples

Encourage

Commit to process with time and energy



Crucial Conversations 
Gives your staff the tools they need

Breaks it down into steps

Shared vocabulary
Allows everyone to be heard

Guided practice, modeling, ongoing coaching

Expectation that the skill is used



Conversations can be difficult when 
there are:

1. Opposing Opinions

2. Strong Emotions

3. High Stakes



FIGHT OR 
FLIGHT

SILENCE OR 
VIOLENCE



Things you do 
BEFORE

Identify the 
issue

Start with Heart

Master your 
Stories



SAFETY



WARNING SIGNS

 Physical Cues

 Moving to Silence

 Moving to Violence

YOU

OTHER



When you start to 
feel unsafe and the 
motives change, 
ask one question...

What do I 
REALLY 
want?



CONTROL 
YOUR 
EMOTIONS

OR THEY WILL 
CONTROL YOU...



Tools to Create Safety
Actively listen
Have an open mind
Rephrase what you hear
Ask open ended questions
Mirror what you are seeing
Apologize when appropriate – be genuine
Use contrasting to clear up misunderstandings
Assume positive intent
Create a mutual purpose



Mutual Purpose

Does the other person 
believe I care about 

them and their goals?

Do they trust my 
motives?

Mutual Respect

Do we both feel 
respected? Or has 

respect been violated?

Use apologize or 
contrast skills.



Things you do DURING

Facts

Start with the Facts
• What you see and hear

Story

Tell your story
• What's the impact?
• Present it as a story

Ask

Ask for their side
• Have an open mind
• Be humble
• Be curious
• Talk tentatively



   

WHO does WHAT by WHEN and HOW will 
you follow up?



QUESTIONS? 



Thank You! 

Karla Giraldez
Branch Manager
Brown County Library
Karla.Giraldez@BrownCountyWi.Gov

Emily Rogers 
Deputy Director 
Brown County Library
Emily.Rogers@BrownCountyWi.Gov


	Creating a Healthy Culture with Conduct, Communication, and Conflict Resolution
	Overview 
	Reset
	Conduct 
	Conduct: Meeting Agreements
	Conduct 
	Employee Conduct Agreement: PEAR
	Communication 
	Communication: Customizing Feedback
	Communication: One-On-One Meetings 
	Communication: Team Report and Newsletters
	Communication: All Staff Meetings 
	Communication: Staff Development Days 
	Communication: Surveys
	Communication: Surveys continued
	Role of Management 
	Crucial Conversations 
	Conversations can be difficult when there are:
	FIGHT OR FLIGHT
	Things you do BEFORE
	SAFETY
	WARNING SIGNS
	When you start to feel unsafe and the motives change, ask one question...
	CONTROL YOUR EMOTIONS
	Tools to Create Safety
	Slide Number 26
	Things you do DURING
	Things you do AFTER
	Questions? 
	Thank You! 

