Creating a Healthy
Culture with Conduct,
Communication, ana
Conflict Resolution

EMILY ROGERS, BROWN COUNTY LIBRARY
KARLA GIRALDEZ, BROWN COUNTY LIBRARY




Time to Reset

Agreeing on Appropriate Conduct

Overview Creating New Ways of Communicating

Working through Conflicts

Role of Management in Process




Reset

Back in the offi
Establishing

Re-este
ODp¢t
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Managemant Team
Meating Conduct Agresmant
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Conduct:
Meeting
Agreements

_!Shared agreement on
conduct

_lEach team members
signs

_!Review once a year

_!Hold accountable, but
privately




Employee Conduct Agreement

The following definitions and statements wers created oy the employess of Brown County Liorary to represent
our coliective core behEiors. Althoush we may not oo these things perfzctly, thess are the behaviors we strive
to embody and guide usin ewerydey decsions and actions. These values are what drive our success a5 an
Organizetion and ensune 3 welcoming emaronment for allz

Professionalism is being knowledgesbie sbout and working towards the commen goals of your immediate
tenm, which align and support the overall sools and mission of the organization. It is setting your ego aside
to be part of the larger team. I requires openness to constructive feedoeck and the ability to own
mistakes snd learn from them. We should support all members of the BLL beam and also be willing to ask
for assistance when appropriste. Employees should be honest, knowlecgeanle, and demonstrate follow-
through. Frofessionalism iz the ahiliq' to remiain calm snd respeckful in sl situstions, and take P-ridc in the
work that we do. We do not mrn':lluin or blame when isDues srise, but foous on effecive solutions. We
find warys to make the impossible possible by not limiting cursehies with roadolocks and barriers.

[Empathy is the aniity to connect with & part of yourseif that reflects what the persons) on the other side
of the interscton = 5unin5 through. Active Ii:t.zni'lﬁ, Puliu'lne mmd Ll'ldu':hndilﬁ mre rbqui'bd, and
judg=ment must be withheld. ‘We do not judge people on their warst moments but encourage and help
them to develop into the best wersion of themsehes. Empathy is axpected to spply in all directions (with
all colleszues up, down, aoross, and throughout the nrﬁuninlinn amd with the Fl.l:llil:]. It doe=s not
neceszarify mean agreeing with the other person(s). | is showing compassion and genuire concern for
another while recognizing our differences. Empathy has boundaries and requires recognizing when and
how to help in the right way.

HAdaptability is op and willings io change and try new things with enthusiasm. Nothing is wed to
tradition. “This is the way we"de alweys done it” is not an acceptable answer. Through our optimism and
positive thinking, we create 3 culure of orestivity, innovetion, and collaborstion. Calculated risk-taking
and failure are accepted as part of our growth. The zoal is to be & problem soheer rather than s problem
I:rin.E;u',t-u live im Ehe present, and ook to the futune. Wihilke change I'bl:lIJiI'EE time and thought, to remsin
relevant, flexibiity must b= emorsced. We control cur future by engaging in mesninghsl action, and
=CCepling that we may maks mistakes slong the way. We invest in ouwr future oy continuously growing
=] Frnl':ziunﬂr mnd perzonally and newer settle for status qua.

Respect is s=tting aside judsement in your actions of how you think about and spesk to or sbout
somiegne. |t is recognizing the value esch of us brings to our roles and must be applied in all directions
1uithﬂml%u= Up, dowm, Bcross, and  throughout the DI'FI.EJHDH and with the |:r|.l:||i|:]. We must be
[patient, calm, and assume positive intent with each other. To build trust, open and horest communication
is required with & willingness to listen and acoept dedsions that are made. So5ip is not tolerated. We
walue chverss minhinE and speak openly with aach other. We do not avoid diffioult conversstions, Dut
rather spesk our views kindfy. We waork through difficulti=s doing the “right thing™ not abvays the “=ecy
thing.” We must strive for mutually benefidal wins, rather than creating win-lose scenarios. Living in the
pres=nt is expected, nok |IE|.‘|:-I15 Pﬂstinl:cmd:imu influsmee our current r:nil'y.




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)




Customizing Feedback

One-On-One Meetings

Team Report/Newsletters

All Staff Meetings

Staff Development Days

Surveys

Communication




Communication:
Customizing Feedback

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

JIWhat fills your bucket?
_IHow do you like to receive praise?

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

JHow might you react?

IWhat do you need after?
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Communication: One-On-

\

£ e One Meetings
o i L R 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
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Communication:
Team Report and ; | - . JNE 2021
Newsletters . A IAS BN

Team Report
* Weekly Email

* Department Specific
Communication

e Informational
e Team Building

Staff generated
e Share information

* Updates
* Anniversaries

Director’s Corner

Committee Updates
Staff Spotlights
Celebrate Life Events




mmunication: All Staff I\/Ieetihjgs

tth,Chik %@tmgs with All Staff




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:
NU[AYES
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




OVER 5 MILLION COPIES SOLD

Crucial Conversations

“*Gives your staff the tools they need

crucial

conversations

**Breaks it down into steps

THIRD EDITION

“*Shared vocabulary

—e

TOOLS FOR TALKING WHEN “*Guided practice, modeling, ongoing coaching
STAKES ARE HIGH

“* Allows everyone to be heard

“»Expectation that the skill is used

JOSEPH GREMNY « KERREY PATTERSON « ROM McMILLAMN
: MITTLER = EM B E G0 B




Conversations can be difficult when
there are:

1. Opposing Opinions

2. Strong Emotions

3. High Stakes



FIGHT OR
FLIGHT

SILENCE OR
VIOLENCE




ldentify the
Issue

| Things you do

Master your

Stories







WARNING SIGNS

NG

** Physical Cues

NG

** Moving to Silence

NG

** Moving to Violence




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

What do |
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 Mutual Respect

4 ) 4 N
Does the other person Do we both feel
believe | care about respected? Or has
them and their goals? respect been violated?
- ) N J
4 N : )
Do they trust my Use apologize or
motives? contrast skills.
- J




Things you do DURING

Ask

Start with the Facts Tell your story Ask for their side
* What you see and hear e What's the impact? e Have an open mind
e Present it as a story e Be humble

e Be curious
e Talk tentatively



vou follow up?




QUESTIONS?



Thank You!

Karla Giraldez Emily Rogers

Branch Manager Deputy Director.

Brown County Library . Brown County Library _
Karla.Giraldez@BrownCountyWi.Gov Emily.Rogers@BrownCountyWi.Gov

Brown

"7 County
‘ ‘ Library
[t Yours.
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