
Celebrate Solutions
1. What is the project purpose, Aim statement?
Project AIM statement:  To provide a process for issue identification and resolution of conflicts that arise between Gynecologic Oncology Team members.  
2. What are the main causes of the problem?
The Gynecologic Oncology Team participated in a team alignment session with the goal of creating alignment between the three operating groups within the Center.  To gather baseline data, an outside consultant conducted one-on-one interviews with each individual member of the Gynecologic Oncology Center Team.  This allowed each individual the opportunity to express their point of view with a sense of confidentiality and privacy.  The data from the interviews was compiled and presented to the leadership team and the staff during a two-day teambuilding workshop.  In reviewing the data, the common theme of how conflicts are handled within the Center was apparent and the team agreed that this was an issue that needed to be addressed.

3. What was the baseline level of performance?
During the individual interviews the following question was asked of each team member.  The responses are listed below.  

How are conflicts addressed within your department?



	
	Conflicts Avoided Issues Left Unresolved
	
	
	
	Conflicts Raised Addressed & Resolved

	
	1
	2
	3
	4
	5

	# Employee Responses
	1
	1
	21
	4
	2


This problem had also been identified earlier in the MDACC Employee Survey with the question:  


Employees are encouraged to identify problems and solve them. 


Gyn Center Employee Response: 48% favorable  

4. What was the solution?
The Gynecologic Oncology Center developed a protocol that outlined the process for dealing with conflict in the Center.  Each team member had input into the development of the protocol and each member committed to following the steps outlined in the protocol when conflict arises.  Team members and managers agreed to hold each other accountable when the protocol is not followed correctly. 

Gynecologic Oncology Center 

Conflict Resolution Protocol

One-on-One Conflict Management

· Identify issue
· Private one-on-one conversation
· Assertion skills
When you



I felt 




Because 





· Active listening – repeat assertion skills as needed
· Resolved ☺
· Unresolved – go to next level
Go to Team Leader

· Resolved ☺

· Unresolved – go to next level

Go to Supervisor

· Resolved ☺

· Unresolved – go to next level

Go to Martha, Fran, Dr. ____________ for resolution


5. What was the measured improvement of the solution?
The Conflict Resolution Protocol was developed and implemented on May 14, 2004.  A follow-up survey will be given to the Gynecologic Oncology Center Team six months after implementation of the protocol in November 2004 to determine if there has been a change in the responses to the question of how conflict is handled in the Gyn Center.  At that time the Protocol will be reviewed at a staff meeting and modifications will be made as needed.    
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6. How will the improvement be maintained and monitored over time?
In addition to the follow-up survey in November, there will be an ongoing review of the Conflict Resolution Protocol during monthly staff meetings.  Requests for changes or additions to the Protocol will be reviewed during these meetings and will require consensus of the staff to be implemented.     
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Gynecologic Oncology Center – Nov. 2004
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