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importance of, 29; and innovation,
111; moving beyond, 31. See also
specific skills

Collaboration: environment of, pro-
viding, example of, 49–50; greater,
through structural refinement, 252;
and job satisfaction, 258; multidis-
ciplinary, necessity of, 113; as nec-
essary, 200; need for, 247; and
nursing role, 17; in problem solv-
ing, courage for, 272–273; and
team concept, 8

Collaboration response, 197, 199
Collaborator role, 268

18_95988X_bindex.qxd  9/14/04  9:48 PM  Page 309



“Colleagues Remember Talented
Leader,” 157

Collegiality, sense of, 220, 220–221
Comfort zone, stepping out from, 263
Commitment, to change, gaining,

210–211
Committees, 253, 260
Common ground: creating, lack of,

81; finding, 201–202, 221; identi-
fying, 209; need to establish, 38–40

Common ideals, 102
Communication: circle, 255; and con-

flict resolution, 10, 187; and
courage to listen, 269–270; by dif-
ferent types of listeners, 189; and
diversity, 264; effective, 34–36,
255; emphasis on, 251; evaluating
emotional components of,
150–152; good, 30–31; of the
ideal, 103–106; improved, 252;
informal, 230–231; methods of,
and negotiating conflict, 153; open,
86–88, 112, 188, 236; persuasive,
7; structured, 230, 231; styles of,
differences in, 192–193, 194, 195,
199, 209–210; team, empathy and
polarities in, 222–224; and tech-
nology, 29; therapeutic, 218

Communicators, traits of, 105
Compassion, 5, 11, 21, 28, 166, 178
Compensation, 167, 170
Competition, 198, 201
Complacency, 57, 63, 74
Complaints, on the lookout for, 165
Complementary and alternative medi-

cine, ethical dilemmas involving,
38–39

Complexity, 32, 115, 143, 244, 245
Compromise response, 196–197
Computer-based medical records, 25
Computerized physician order 

entry, 25
Conceptual criterion, 13

310 subject index

Concern and compassion, classifying,
issue of, 11

Confidence, building, 108
Confirming, 204
Conflict: courage to address, 271; 

definition and explanation of, 187;
differentiating, from apparent
causes, 185; easing, 157; elements
of, analyzing, 193–200; expecting,
106; and group performance, 243;
increase in, 271; irresolvable, 
recognizing, 199–200; lack of,
meaning behind, 186; in 
multidisciplinary interaction, 113;
negotiating, 152–153; between
physicians and patients, 39; 
potential for, 146; prevention of,
200; reasons for not ignoring,
184–185; relationship of, to 
health care, 186–187; responses 
to, 195–198; role of 
miscommunication in, 199; 
seeing opportunities in, 201;
sources of, 193–195, 208, 209

Conflict management, 10–11,
200–202, 255, 271

Conflict resolution: analysis of conflict
elements in, 187, 193–200,
208–209; enacting the stages of,
188–204; facilitating the resolution
in, 187, 200–204, 209–211; and
nursing role, 17; overview of,
10–11; process of, demonstration
of, 206–211; promoting dialogue
in, 187, 188–193, 206–208; rea-
sons for, 184–186; stages of,
187–188; tools of, applying,
202–204; and understanding con-
flict in health care, 186–187

Conflict resolution discipline, 243
Conflicts of interest, avoiding, 130
Conformity, avoiding, 180–181
Congruency in perceptions, 65
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Connections, tightening, 252–253
Connectivity, 30
Consideration of feelings, 21
Consistency, 8, 134, 135, 274
Constant change, 94
Constituency, promoting, 86–88
Constricted by emotion, 217, 218
Constructive conflict, 197
Consultant role, 260
Consultation, need for, 247
Context, 23, 217, 223
Continual change, 234
Continual visionary behavior, 97–98
Continuing education, 231–232, 234
Contributions: acknowledging, 155;

significance of, 257
Control, need for, 235–236
Conversational setting, structuring a,

202
Corporate climate, 198
Corporate scandals and 

mismanagement, 21
Correlation criterion, 13
Cost: of mentoring, issue of, 126, 127;

and quality, 229, 230; of stress,
153, 219

Courage: aspects of, 265–276; and
emotional facilitation, 269–271;
and emotional identification,
266–268; maintaining, 166, 266;
need for, 263

Creating: as an action, result of, 46;
constituents to manage change,
85–91; courage in, 274; difference
between, and vision sharing, 60;
and emotional facilitation, 58; and
emotional identification, 57–58;
and emotional management, 59;
and emotional understanding, 58;
and empathy, 224; an environment
ripe for change, 57, 71–76, 274;
followers who participate, 76–85;
historical figures representative of,

44, 47–48; and leadership, 69–71;
meaning of, 6–7

Creativity: in children, 103; and
coaching, 86; and diversity, 232;
emphasis on rules over, 233; envi-
ronment for, 79; fostering, 55, 58;
interest in, 71; managing, ideas for,
72; paradox of, 69; precursor to,
71; and rapid change, 234; and
self-regulation, 111

Credibility, 37, 49, 269, 275–276
Credit for work, acknowledging, 8,

48, 49, 89
Crimean War, 43, 44
Crisis: and courage, 265; defining, 36;

frequency of, 21; resource, 136
Crisis management, 36–38, 52. See

also Disaster preparedness
Critical decisions, 33
Critical thinking, 28–29, 32–34, 148,

174
Criticism, discouraging, 246
Cross empowerment, need for,

244–246
Cross-functional training, 234
Cross-functional work groups, 234
Cross-generational teams, 259–260
Cultivating emotional intelligence,

176–177
Cultural driving forces, assessing,

232–235
Cultural norms, meaning of, 216
Cultural shifts, effect of, 50–51
Culture: defining, 215, 216; and emo-

tional expression, 22; emotions’
relationship with, understanding,
178–179. See also Organizational
culture

Cumulative intelligence, 246
Curative treatment plans, 27
Customer satisfaction, emphasis on,

233–234
Cybersurgery, 27
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D
Day-to-day matters, 242
Decision making: and blame,

123–124; and critical thinking,
32–33, 34; and cross empower-
ment, 245; and emotional facilita-
tion, 55; and emotional
management, 56, 174; ethical, 28,
33, 37, 180; and example setting,
119; facilitation of, 148–150;
impact of medical advances on, 27;
latitude for, at staff level, 121; par-
ticipative, 8; secretive, issue of, 120

Decisiveness: displaying, 104–105,
129–130, 234; lack of, 263

Delegating, 85, 88, 161, 199
Deliberate influence, 94
Demands: increased, and courage,

262–263; and resources, balancing,
135–136

Denial, avoiding, 64
Determination, example of, 43–44, 47
Developmental criterion, 13
Dialogue: encouraging, 246; engaging

in, versus coercion, 122–123; facili-
tating, 223; in group learning, 241;
promoting effective, for conflict
resolution, 187, 188–193, 206–208

Differentiation, 185
Digitalization, 25
Dignity, 52, 157
Diplomacy, 156
Direct reporting relationship, 130,

131, 170
Direction, consistency in, 135
Directive, leading by, 125
Disappointments, seeing opportunities

in, 43
Disaster preparedness, 20, 29. See also

Crisis management
Disasters, classifications of, 20
Discernment, 227
Discipline, 171, 242–243, 263
Discrimination, 225

312 subject index

Distance learning, 126, 231
Diversity, 215, 232, 235, 250, 263, 264
Documentation, 24, 25, 29
Dominant cultures, 232–235
Downloading analogy, 144, 166
Downsizing, 154, 185, 194
Driving forces, cultural, assessing,

232–235
Dual roles, 8, 10
Duress, emotional, decisions made

under, 37
Dynamics: attending to, 235; 

observation of, 174

E
Education, continuing, 231–232, 234
Educational level, 4
Efficiency and quality, 229
Egypt, ancient, 168
Electronic charting, 24, 25
Electronic medical records, 25
E-mail, 30
Emergencies, distinguishing between,

and teaching opportunities, 129
Emotional barriers, lowering, 246
Emotional cure, elements needed for,

xiv–xv
Emotional development, 22–24
Emotional discipline, 243
Emotional duress, decisions made

under, 37
Emotional facilitation: and active 

listening, 190; background on, 53;
and clinical situations, 5; and coach-
ing, 174; and courage, 269–271;
and creating, 58, 73, 74, 76, 79, 80,
83; and decision making, 148–150;
and effective communication,
34–36; and emotional management,
39; and emotional understanding,
37; and empathy, 221; and example
setting, 64; meaning of, 14, 31, 55;
and vision sharing, 61
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Emotional identification: and active
listening, 190; background on, 53;
and clinical situations, 5; and
coaching, 173–174; and conflict,
152; and conflict resolution, 188;
and courage, 266–269; and 
creating, 57–58, 73, 74, 76, 79, 83,
87–88, 89; and critical thinking,
32–34; and emotional manage-
ment, 39; and emotional under-
standing, 37; and empathy, 221;
emphasis on, 265; and example 
setting, 62–63; meaning of, 13, 31,
53–55; and organizational effec-
tiveness, 15; and perceiving
strengths and weaknesses,
146–148; and polarities, 223, 224;
situation of, 35; skill in, demand
for, 31; and teamwork, 147; and
vision sharing, 60, 97

Emotional indicators, 31
Emotional intelligence: background

on, 12–13, 52–53; concept of,
understanding, 11–14; cultivating,
176–177; defining, 6, 11–12; devel-
oping, importance of, 16–17;
emphasis on, 235; focus on, time
for, 50; impact of, 16–18; impor-
tance of, 14, 15–16; influence of,
98; as an ingredient in training,
29–32; lack of, attitude toward,
32; levels of, 13–14; linking, to
leadership styles, 6; measuring, 13,
53; model of, 13–14, 31–32, 41,
173–175, 190; necessity of, 20–21,
52; reasons for needing, 41,
144–146; reliance on, 141–146;
studying, 142–143; as true intelli-
gence, 13. See also specific skills

Emotional Intelligence (Goleman), 53
Emotional intelligence skills. See Emo-

tional facilitation; Emotional iden-
tification; Emotional management;
Emotional understanding

Emotional labor, 145–146
Emotional learning, elements of,

23–24
Emotional management: and acting as

ambassadors, 156–158; and active
listening, 190; avoiding missteps by
applying, 21; background on, 53;
and belief-behavior alignment, 164;
and building alliances, 153–154;
and building team morale,
154–156; and coaching, 174–175;
and conflict resolution, 201; and
courage, 274–276; and creating,
59, 70, 73, 75, 76; and establishing
common ground, 38–40; and
example setting, 65; meaning of,
14, 32, 56; in meetings, 231; and
negotiation, 152–153; and nurse
training, 30; skill in, demand for,
31; and teamwork, 145, 146; and
vision sharing, 62, 107

Emotional understanding: and active
listening, 190; background on, 53;
and coaching, 174; and conflict,
152; and conflict resolution, 188;
and courage, 271–273; and creat-
ing, 58, 73, 74, 76, 81, 84; and
emotional management, 39; and
empathy, 221, 224; and evaluating
communication, 150–152; and
example setting, 64–65; in group
learning, 241–242; and managing
crisis, 36–38; meaning of, 14, 32,
55–56; and polarities, 224; and
vision sharing, 62, 106–107; and
visionary behavior, 98

Emotionally supportive climates, 40
Emotion(s): acquisition of, 22–23;

action and, relationship between,
understanding, 179; combining and
changing, 55, 56; continuum of,
216–218; expression of, 22, 23,
54–55, 151–152, 216; giving cre-
dence to, 202; ignoring, in conflict, 
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Emotion(s) (continued)
danger in, 188; and leadership,
aspects of, 5–8; masking, 189; mir-
roring, 203; occurrence of, 164; as
a reaction, 30; and reason, rela-
tionship between, 4–5; suppression
of, 14–15; in teams, 8–11; transfor-
mation of, 23–24; in the work-
place, 14–16. See also Negative
emotions; Positive emotions

Empathic care, aligning culture with
philosophy of, 227–236

Empathic culture: developing, steps
for, 235–236; objectives of, 220;
outcomes of, 228; significance of,
219–220

Empathic leaders, characteristics of,
224–227

Empathy: and building morale, 155;
defining, 219; importance of, 10,
30–31; manifestations of, 220–222;
as a strength, 147, 149; in team
communications, 222–224; value
of, 126; in the workplace, 218–227

Empathy continuum, 221
Empowerment: cross, 244–246; and

delegation, 161; effect of, 87–88; 
in flatter organizations, 253; as
function of leadership, 45, 50, 52,
62; inherent, 258–259; and 
productivity, 275

Engaged by emotion, 217
Enron scandal, 51
Entrainment, use of, 197
Entrepreneurial thought, 99
Environmental assessment, and

courage, 271–272
Environmental factors: in conflict,

198–199; related to example 
setting, 132–135

Ethical behavior, practicing and 
promoting, 180

Ethical climate, strong, 40

314 subject index

Ethical decision making, 28, 33, 
37, 180

Ethical dilemmas, 36–37, 38–39, 
148, 149

Ethical issues, in health care, 28, 
36, 185

Ethical leadership: interest in, 51; lack
of, 21

Ethical principles, embedding, 127
Ethical standards, 20–21
Ethics, nursing, focus on, 28
Ethnic and racial diversity, 264
Evaluation: of communication,

150–152; and diversity, 264; and
example setting, 133–135; need for,
256; opportunity for, 257; in
strategic planning, 273; tools for,
133–134. See also Assessments

Evaluative listeners, 189, 190, 
191, 192

Evidence-based care, need to deliver, 94
Example following, notion of, 120
Example setting: as an action, result

of, 46; by allowing others to lead,
119–124; courage in, 275–276;
and emotional facilitation, 64; and
emotional identification, 62–63;
and emotional management, 65;
and emotional understanding,
64–65; and empathy, 224; environ-
mental factors related to, 132–135;
historical figures representative of,
44, 49–50; leadership skills related
to, 135–137; meaning of, 8; and
need for emotional skills, 62;
through mentoring, 125–132

Excitement, element of, communicat-
ing, 105

Execution and strategy, emphasis 
on, 251

Executive IQ (Cooper and Sawaf), 120
Expansion, encouraging, 235
Expectations, 85, 87–88, 90
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Experience: and context, 23; as a fac-
tor in predicting success, 137;
speaking from, 197

Experiential learning, 165
Experimentation: acceptance and

recognition of, 158–160; allowing,
77–81, 161, 179; and margin for
error, 241

Expert mind-set, 81
Explanations, providing, 115–116, 125
Explicit cultural clues, 198
Extrinsic motivation, 107, 167
Extrinsic rewards, 167, 171
Extroversion, 143

F
Face-to-face contact, issue of, 30
Facilitating emotions. See Emotional

facilitation
Facilitator role, assuming, 113–114,

268
Fact and idealism, 100
Failure: assigning blame for, avoiding,

123–124; and avoiding conflict,
196; and belief-behavior alignment,
164; expecting and welcoming, 69,
70; fear of, 79, 161; as necessary,
78; overcoming, 47; responsibility
for, 89; to set an example, 64–65;
to share vision, 59, 60, 61; and
success, rewarding, 72; value of,
124, 159

Familiar infrastructure, future of, 26
Families, emotional expression in, 22
Fastest and the best, being, emphasis

on, 234
Federal Express, 17
Feedback: and coaching, 165–166;

consistent, 134, 240; continual,
135, 172; honest, 172; levels of,
from emotional intelligence test,
53, 54; mechanisms for, 133–134;

need for, 133, 256; opportunity for,
257; providing, 88, 121, 235;
requesting, 240; sharing, 144; types
of, 134

Feeler personality, 192, 199
Female-dominated field, 265
Filtering information, 269
Finisher role, 143
Fixer role, resisting urge to adopt,

129–130, 223
Flatter organizations, 234, 251–253
Flexibility, 77, 234, 263
Focus, 101
Followership versus constituency, 

87, 88
Following an example, notion of, 120
Follow-through, 197
Follow-up, 131, 135, 179, 211
Formal mentoring relationship, 

establishing, 130, 131, 169
Fortune magazine, 15, 70
Forward-thinking role, 249–250, 275.

See also Vision sharing
Foundations: building, 248–249;

stretching, 253
FOX Entertainment, 70
Frame of reference, stepping into

another, 226
Free-flowing ideas, encouraging, 246
Frontline significance, 257–258
Frontline workers, building, 248–249
Functions: distance between, 

shortening, 252–253; primary, 
participating in, 260

Fundamental empathy, 219
Future: foundation for the, building,

249; imagining the, 7; motivating
for the, 107; workplace of the, 
cultural driver typifying, 234

Future ideal, basing vision on, 98, 103
Future leadership: and emotional

courage, 265–276; reasons for
addressing, 262–265
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Future needs, anticipating, 259
Future organizations, characteristics

needed in, examples of, 17–18
Future vision, applying present activi-

ties to, 116–117. See also Vision
sharing

G
Gallup Poll, 20
Garden analogies, 176–177
General Electric, 86
Generation X nurses, 228, 264
Generational diversity, 264
Genesis 6–9, 103
Genesis 8:8–12, 271
Genetics counseling, 5, 36
Getting out of the way, in mentoring,

131–132
Globalization, 16
Goal realization, demonstrating how

present activities translate into,
113–117

Goal reinforcement, 104
Goals: backing into, 178; clarification

and promotion of, 135; conflict
over, 193, 194, 243; establishing
clear, importance of, 243–244,
255; for improvement, 15; individ-
ual, eliciting, 207–208; tempering,
with realism, 100

Good communication, 30–31
Good ideas, acknowledging, 124
Good thinking, 274
Grafting, 177
Gravity, 252, 254
Great Communicator, the, values of,

101–102
Greek Mythology, 168
Ground rules, framework of, estab-

lishing, 135
Grounding, 177
Groundwork, laying the, 97, 177,

182, 231, 246

316 subject index

Group learning, 18, 240–242
Group performance, 242–244
Group-oriented organization, shift

toward, 239–240
Growth opportunity, 133
Guidance: effective, 268–269; looking

for, 148; need for, 110; pairing for,
130–131

Guiding principles, common cultural
elements in, 101

H
Handheld devices, 25
Harvard Business Review, 20, 21
Health care environment: assessing,

272; changing, steps to, 115–117;
emerging patterns and structures
in, 260; nature of, 16; rapid change
in, 16, 40, 51, 249

Health care information, access to, 24
Health care, nature of, 154
Health care system: challenging, from

within, 8; ethics in, 28; face of the,
17, 157; facilitating change in, 180;
older expectations of, changing,
need for, 71; pressures inherent in,
effect of, 167; redeveloping, call
for, 18; view of, 8

Health Insurance Portability and
Accountability Act (HIPAA), 24, 272

Hierarchical pyramid: framework for
improving upon, 238–247; rebuild-
ing, 247–253; traditional,
239–240, 247–248; upending,
254–260

Hierarchy: and conflict, 196, 198; and
cultural driving forces, 232, 233,
234; and role uncertainty, 194;
shift from, 18, 198; visions of, 247

High morale, 155
High standards, setting, 7
High-performance work environment,

view in, 69
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Honesty: and conflict resolution, 188;
and creating participation, 83–84;
emotional, 266–268; and example
setting, 49; in feedback, 172; and
listening, 270

Honing emotional intelligence: for
effective teamwork, 146–158; for
leading effective teams, 158–161;
and understanding team approach,
141–146

Honoring oneself, courage in,
267–268

Human connection: need for, 30;
replacing, 25

Hyperprotectiveness, 81

I
Ideal: balance between fact and the,

100; communication of the,
103–106; culture as more than its,
218; future, basing vision on, 98,
103; holding a vision of the,
98–102; meaning of, 101–102;
progressive realization of the, 114;
reality and the, 103–104, 109, 275

Idealism, nature of, 100
Ideas: bad, avoiding assigning blame

for, 123–124; free flowing, encour-
aging, 246; good, acknowledging,
124; new, honoring, 80–81, 88;
radical, 72

Identifying emotions. See Emotional
identification

Imitation, expecting, 125
Implicit cultural clues, 198
Implied support, 133
Implied trust, 85
Impossibility thinking, 82, 83
Improvement: in emotional intelli-

gence, benefit of, 17; goal of, 15;
outcomes, 16, 137; performance,
185; process, 234; quality, 243

Inaction, punishing, 72

Incapability, sending message of, 84
Incremental change, 273
Indecisiveness, 104
Independence, opportunities for, 169
Indicators, emotional, 31
Individual goals, eliciting, 207–208
Individualistic maximum internal

competition structure, 198
Individualization, 24
Influence: ability to, 255; greatest

potential for, 253; positions of,
placing nurses in, 257–258

Influencing change, means of, 94–96
Influencing leadership, 259–260
Influential leaders, 112
Information: filtering, 269; flow of,

changing, responsibility for,
182–183; gathering, 206–207;
growth of, impact from, 16; health
care, access to, 24; sharing, 49;
withholding, effect of, 37

Information technology: adoption of,
24–25; preparation for, need for,
26; training in, requiring, 29

Initiative, allowing, 258–259
Innovation, 71, 72, 230, 259. See also

Creating; Creativity
Input: changing, responsibility for,

182–183; collective, importance of,
246–247

Instant response, 26
Institute of Medicine, 18
Integrity, demonstrating, 178
Intelligence: cumulative, 246; defining,

13; interpersonal, 246; theories of,
12–13. See also Cognitive intelli-
gence; Emotional intelligence

Intelligence quotient (IQ), 12, 16, 30,
137, 143

Intentional speaking, 255
Interactive skills, 255
Interdependency: among team 

members, 246–247; of reason 
and emotion, 4–5
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International Psycho-Analytical 
Association, 47

Interpersonal intelligence, 246
Interpersonal Reactivity Index, 31
Interpersonal relationships, quality 

of, 51
Interpersonal skills, 147, 270–271
Intervention, 129–130, 206–211
Interviewing process, important 

element of, 200
Intrinsic motivation, 107, 176
Intrinsic rewards, 167–168, 171, 176
Introspective ability, 174
Introversion, 143
Intuitor personality, 192, 199
Investigatory interest, solely, 91

J
Job satisfaction, 258
Johns Hopkins Hospital Department

of Nursing, 99
Johns Hopkins Institute for Nursing, 99
Johns Hopkins School of Nursing, 99
Judgment, calling for, appropriate to

situations, 116, 225
Judgmental attitude, 123, 202, 225

K
Knowing oneself, 267
Knowing-Doing Gap, The (Pfeffer and

Sutton), 274
Knowledge: business, 56, 268; empha-

sis on, 251; growth of, 172, 234;
increased, applying, 264–265; shar-
ing, skill in, 175–177, 245

Knowledge gap, filling, 104, 231
Knowledge transfer, means of, 126

L
Larger teams, and talent, 137
Leader role, 8, 10, 143

318 subject index

Leaders: defining, 44–45; effective,
attributes of, 45–46; replacing, and
managers, 249–250; selection of,
62; self-care of, 65. See also specific
type of leader

Leadership: development of, 51; effec-
tiveness of, 50–52; emotion and,
aspects of, 5–8; historical figures
representing, 43–44, 46–50; influ-
encing, 259–260; levels of, descrip-
tion of, 95; and management,
building, 249–250; as a precursor,
71; shift in, 9; team approach to,
141–146; trend in, 70; trust in,
wavering, 21. See also specific type
of leadership and skills

Leadership actions: and alignment with
results, 46; and emotional skills,
combining, 56–65. See also Creat-
ing; Example setting; Vision sharing

Leadership mantras, 262
Leadership style, 5, 6, 30–31, 51–52
Leading in mentoring, 131
Learning: emotional, elements of,

23–24; experiential, 165; group,
18, 240–242; means of, comparing,
126; from mistakes, 78, 158,
235–236, 241; promoting, 235;
self-directed, 172, 179–180;
Socratic, 127; transformative,
164–165; value of, 109–112

Learning opportunities, 43, 69, 78,
80, 112, 186, 253; dividing line
between, and intervention opportu-
nities, 129–130

Learning-achieving cycle, upending,
240–244

Lens of emotional perception, 34
Letting go, ability of, 161, 187
Leveling emotions, 248
Liability, associated with risk taking,

6–7
Liaisons, potential, awareness of

being, 181
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Lies/lying, 37, 84
Life support decisions, 5
Life-and-death nature of health care,

effect of, 16
Life-or-death decisions, 27
Life-or-death questions, 33
Lip service, giving, 61
Listening: active, 189, 190–192,

202–203, 255; art of, practicing,
250; bad, 189, 190–191, 192; in
conflict management, 201; coura-
geous, 269–270; discernment in,
227; empathic, 226; and example
setting, 119; taking time for, 30; 
in teams, 9; for underlying 
emotion, 203

Lloyd’s of London, 128
Logical and rational approach, limita-

tion of, 161
Long hours, 154
Low morale, 154–155
Loyalty, 264
Lying/lies, 37, 84

M
Magnet Nursing Services Recognition

Program, 7
Managed care, change to, conflict cre-

ated from, 185, 186, 194, 199
Management: and leadership, 

building, 249–250; versus 
manipulation, 62

Management structures, 198
Managerial style. See Leadership style
Managers and leaders, replacing,

249–250
Managing change. See Change 

management
Managing conflict. See Conflict 

management
Managing emotions. See Emotional

management
Manipulation versus management, 62

Margin for error, 241
Marginal listeners, 189, 190, 191, 192
Maximum control organizational

structure, 198
Maximum trust and internal support

structure, 198
Mayer-Salovey-Caruso Emotional

Intelligence Scale, 24, 221
Mayer-Salovey-Caruso Emotional

Intelligence Test (MSCEIT), 13, 52,
53, 54, 133, 175

McKinsey & Company, 126
Measuring emotional intelligence, 

13, 53
Medicaid and Medicare rules, 

impact of, 24
Medical advances, impact of, 

26–28, 39
Meetings: high-quality, setting the

tone with, 230–231; leadership in,
255; looking forward to, 251;
making time for, 256–257; 
review, 241

Mentoring: distinction between coach-
ing and, 170; and diversity, 264;
example setting through, 125–132;
feedback during, 134; fulfilling
responsibility of, 10; history of,
168–170; letting go in, 161; social
support during, 132–133; tailoring,
137. See also Coaching

Mentorship, three-step process to,
131–132

Metaphors, emotional, 174
Methodical examination, 148
Micromanaging, 85, 90, 161
Microsoft, 86
Mimicry, 87
Mindfulness, importance of, 29
Mind-set: about change, 84; changing

the, 56, 60, 73, 75, 117, 274;
expert, 81; personal recognition,
bolstering, 173–174; us-versus-
them, 154–155
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Mirroring emotions, 203
Miscommunication, 194, 195, 199,

209–210
Mismanagement, corporate, 21
Mission: belief and investment in, 171;

fulfillment of, 257; scaling, to the
department level, 260

Mission statements, drafting and refin-
ing, 100, 101

Mistakes: admitting, 69, 124; expect-
ing and learning from, 78, 158,
235–236, 241; intolerance of, effect
of, 76–77, 225; permanent record
of, 78

Mistrust, breeding ground for, 51
Mitosis analogy, 275
Mobilization, 106–109, 260
Modeling empathetic behavior, 31
Monitoring, 26, 35, 211, 255
Mood swings, 55, 58
Morale, building, 154–156
Morality, emotions’ relationship with,

understanding, 178–179
Motivation: and conveying urgency,

272; and example setting, 276;
extrinsic, 107, 167; forms of, 135;
intrinsic, 107, 176; key to, 108;
lack of, 106–107; and ownership,
89; precursor to, 71; and rewards,
167–168

Motivation skills, 31, 48–49
Motivators, organizational, assessing,

232–235
Multiculturalism, 232. See also

Diversity
Multidimensional leaders, 18
Multidisciplinary collaboration, 

necessity of, 113
Multidisciplinary, multiskilled 

organizations, 244–247
Multidisciplinary perspectives, 113
Multifactor Emotional Intelligence

Scale (MEIS), 13

320 subject index

Multifactoral intelligence, concept 
of, 12

Mundane matters, 242, 272
Mutual effort, 165–166

N
National Academy of Sciences, 18
National Center for Healthcare 

Leadership, 94
Natural accidents, 20
Naval War Staff, 110
Needs: attention to, 153–154; emo-

tional, intense, 40; future, antici-
pating, 259; of the group, leading
through, courage to, 268–269

Negative emotions: and belief-behav-
ior alignment, 167; causes of, 153,
154; and change, 57; in childhood,
23; and conflict, 188; diffusing,
220; expression of, 22, 23, 54,
151–152; facilitating, 64; and lead-
ership style, 5, 6; managing, 62,
197, 221; perceiving, 33; persist-
ing, 202; pointing out, and dis-
cussing, 172, 173; results of,
153–154; and technology, 26, 30,
153; and trends in the workplace,
153–154; understanding, 64

Negotiation, 152–153, 185, 197, 255
Network culture, 233–234
Networking opportunities, 

providing, 176
Neutralizing emotions, 15
New ideas, honoring, 80–81, 88
New organizational pyramid: balanc-

ing, 254–260; building, from the
bottom up, 247–253; constructing,
247–251; framework for, 238–247;
structural refinement of, 251–253;
supporting, from the top up,
254–260

New paradigm, 115–116
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New vision, necessity of a, 
recognizing, 114–115

New ways, transferring old ways into,
116–117

New York Yankees, 70
Nightingale School of Nursing, 44,

108, 168
Noah and the ark, analogy of, 103,

271
Nonjudgmental attitude, 224–225
Nonlisteners, 189, 190, 191, 192
Nonverbal communication, 30–31
Normal accidents, 20
Normalizing emotions, 15
Norms, cultural, meaning of, 216
Notes on Nursing (Nightingale), 44,

238–239
Novice to expert model, 175
Now, Discover Your Strengths (Buck-

ingham and Clifton), 146–147
Nurse Practice Acts, 258
Nursing basics, ingrained, need for

changing, 71, 81
Nursing ethics, focus on, 28
Nursing profession, vision for, 

creating a, 181–182
Nursing role: clarifying, 229; as con-

tinually evolving, 31; description
of, 3–4; emerging, 260; enhancing,
17; slaves filling, 168

Nursing schools, 42, 99, 108, 168

O
Objective-oriented discipline, 243
Objectives, clarifying, 229–230
Observations, 125, 128, 174
Obsolescence, 26
Obstacles: acknowledging, 107–108;

anticipating, 58
Old ways, transferring, into new ways,

116–117
Once-a-year feedback, 134

One-on-one communication, as 
requisite, 187

On-the-job observations, 125, 128
Open communication, 86–88, 112,

188, 236
Open questions, 204
Open-ended questions, use of, 123
Operating smoothly, 257–258
Opinions: acknowledging and 

valuing, 151; asking for, 119; 
need for, 246, 247

Opportunities: for autonomy and inde-
pendence, 169; for change, 57, 75,
259; in conflict, seeing, 201; for
evaluation and feedback, 257; for
growth and behavior correction,
133; for intervention and learning,
dividing line between, 129–130; for
learning and reflection, 144; lost,
from bad listening, 191; for net-
working, providing, 176; for partici-
pation, increasing, 253; perfect,
looking for, 73; to promote vision,
taking, 96, 97; teaching, distinguish-
ing between emergencies and, 129.
See also Learning opportunities

Opposition, facing, with resolve, 106
Optimism, 100, 200
Options, exploring, 207
Order of Merit, recipient of, 44
Organizational culture: aligning, with

philosophy of empathic care,
227–236; and conflict, 198–199;
defining, 71; emotions and,
215–218; empathy in, 17, 218–227;
and group performance, 242–243;
high-performance, view in, 69; and
shared decision making, 122

Organizational effectiveness, 15
Organizational resiliency, 21
Organizational structure, 198. See 

also Hierarchical pyramid; New
organizational pyramid
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Organizational unit/department,
vision for, creating a, 181, 182

Organizational values, 198, 200
Outcomes: of empathic culture, 228;

focus on, 233; likely, evaluating,
273; monitoring, in conflict 
resolution, 211; responsibility 
and accountability for, 253, 257

Outcomes achievement, 240, 242
Outcomes improvement: health, 16;

team, 137
Overcommunicating, 104
Ownership, 88–90, 171, 177–181

P
Pagers and cell phones, 26
Palliative treatment plans, 27
Paperwork, 24
Paradigm, new, 115–116
Paradigm shift, 59, 61, 199, 268
Paradox, 69, 78, 95, 158, 267, 275
Partial solutions, 196
Participation: in emotion, 217, 218;

encouraging, 8, 47, 59, 76–85, 274;
opportunity for, increasing, 253;
and productivity, 275; promoting
high levels of, 231–232; in strategic
planning and problem solving, 273

Partnering, inspiring, 109–113
Passive avoidance behavior, 153
Past, gracefully leaving the, 115
Past mentor role, 131
Past successes, using, to motivate for

the future, 107
Patience, 77
Patient advocate role, 157, 194
Patient-centered care, 71
Patient-nurse relationships, 33–40
Patients: accountability for, 17; 

expectations of, change in, xiv;
impact of medical advances on, 27,
39; increasing interest of, in their
care, 24

322 subject index

Patient’s rights, 24, 27, 37
Perceiving emotion. See Emotional

identification
Perceptions: benchmarking, 173; and

congruency, 65
Perfect opportunities, looking for, 73
Perfectionism, eliminating, 235
Performance assessments, 241
Performance ethic, strong, 242
Performance excellence, 7
Performance, group, 242–244
Performance improvement, 185
Performance measures, 

nonfinancial, 256
Performance objectives, personal, 173
Personable/relaxed style, 5, 6
Personal censure, 78
Personal issues, serious, conflict 

arising from, 200
Personal performance objectives, 173
Personal-best leadership, trend in, 70
Personality types, 192–193, 195, 199,

205n1, 208–209
Personalizing conflict, 193
Personalizing vision, 107
Persuasion, 7, 61, 104–106, 111
Pessimism, guarding against, 251
Physician-patient relationship, 10–11,

24, 37, 39
Pivotal communications, 254–255
Polarities: defining, 222; managing,

223–224, 230; in team 
communications, 222–223

Political campaign analogy, 222
Portable skills, 31
Position: breaking barriers created by,

255; valued, problem of, 250
Positions, understanding others’, 226
Positive emotions: and emotional 

facilitation, 64; expression of, 22,
23; and leadership style, 5, 6

Possibility, framework of, establishing,
82–84

Potential, creating, 254
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Power: caution in using, 153; 
equating, with authority, problem
with, 64–65; perceived, breaking
barriers of, 255; relinquishing, 275;
relying on, problem with, 75; 
sharing, 49, 50

Practicing, 158
Preceptors, establishing, 177
Predictive thought, 98
Prejudgments, 123, 202, 225
Prejudice, 225
“Preparing for Evil” (Mitroff and

Alpaslan), 20
Prescribing emotions, 15
Present activities, demonstrating how,

translate into goal realization,
113–117

Prevention, conflict, 200
Primal Leadership (Goleman, Boy-

atzis, and McKee), 126
Primary functions, participating in, 260
“Primary greatness,” 10
Principle-based leadership, 86
Priorities: establishing, 135, 255; shift

in, 272
Privacy rights, 24, 37
Proactive changes, making, 263, 272
Proactive communication, 

assertive, 153
Probationary performance 

reviews, 133
Problem solving: as approach to

polarity, problem with, 223; 
collaborative, courage for,
272–273; constructive, focusing
on, 241; and emotional facilitation,
55; and emotional management,
38, 56, 174–175; ethical climate
promoting, 40; groundwork for,
35; innovative, nourishing, as
essential, 71; past methods of,
looking past, 72; prerequisites to,
226–227; responsibility for, 161; 
as a support capability, 160–161

Problems: accepting, 160; escalating,
195; existing, conflict as a means 
to resolve, 186; taking action to
address, 46, 226–227; types of,
160

Procedures: conflict over, 193,
194–195, 243; establishing clear,
importance of, 243–244

Process improvement, 234
Productivity, 21, 55, 275
Professional development, 164, 170,

231, 232
Professional latitude, 90
Professionalism, 15, 29, 106
Profound ideals, 102
Progress appraisals, issue of, 90–91
Progress-oriented discipline, 243
Psychoanalysis, founder of, 46
Punishing, 72, 78
Pyramid, visions of a, 247. See also

Hierarchical pyramid; New organi-
zational pyramid

Q
Quality: of interpersonal relationships,

51; of meetings, tone-setting
through, 230–231; of visions,
importance of, 99–100

Quality controls, conditioning of, 69
Quality culture, 233–234
Quality improvement, 243
Quality management procedures, 77
Quality of care: and cost, 229, 230;

emphasis on, 229, 233–234
Quality outcomes, 257
Questioning, 190, 204
Questions: anticipating and address-

ing, 87–88; asking, feeling comfort-
able, 112; life-or-death, 33; open,
204; open-ended, use of, 123; in
Socratic coaching, 127

Quick decisions, 32–33, 129, 130
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R
Racial and ethnic diversity, 264
Radical ideas, 72
Rapid change, 16, 40, 51, 234, 249
Rapport, establishing, 203, 204
Rational and emotional realm, 

relationship between, 4–5, 14
Raw emotion, 217
Reaction: emotion as, 30; leader, 

contributors to, 16; versus 
proactive action, 272

Realism, tempering goals with, 100
Reality: current, willingness to look

beyond, 110; describing, 109; 
facing, 100; grounded in, 103; 
and the ideal, 103–104, 109; 
translating vision into, ability to,
44, 45, 275

Real-time evaluation, 133, 134
Reason and emotion, relationship

between, 4–5
Recognizing emotion. See Emotional

identification
Red Cross, founder of, 44
Reflection, 144, 171, 187, 250
Reflective practice, 165
Regulating emotion. See Emotional

management
Regulation, self-, 250
Regulations, government, 24, 51, 272
Reimbursement models, 51
Reinforcement, 133, 134–135
Relational assessments, 241
Relational culture, 18
Relational needs, incorporating, 16
Relational principles, 12
Relational skills, training in, 

requiring, 29
Relationship skills, 51
Relationship-centered care: benefit of,

16, 150; need for, 41; and practice,
228–229

Relationship-centered communication,
evaluating, 151–152

324 subject index

Relationship-centered, meaning of,
150–151

Relationships: cause-and-effect, 135;
developing and sustaining, 246;
direct reporting, 130, 131, 170;
interpersonal, quality of, 51;
patient-nurse, 33–40; physician-
patient, 10–11, 24, 37, 39; and
team interactions, 254–255

Relaxed/personable style, 5, 6
Representation, allowing, 180–181
Resiliency, organizational, 21
Resistance: expecting and benefiting

from, 75–76; expecting and prepar-
ing for, 100, 274; fostering, 155;
guarding against, 251; identifying,
57–58, 72–73; reflection of, 81;
through avoidance, 71

Resolve, 105, 106, 217
Resounding voice, 44
Resources: and demands, balancing,

135–136; underutilization of, 273
Respect: and communication, 105,

106; demonstrating, 178, 232; and
dignity, importance of, 52, 157;
lack of, effect of, 229; in meetings,
231; in nursing ethics, 28; signifi-
cance of, 257, 258

Responding, 190, 202
Responsibility: for changing input,

182–183; delegating, 199;
increased, 65; for mistakes, accept-
ing, 124; for outcomes, 253, 257;
and ownership, 89; for problem
solving, 161

Review meetings, 241
Rewarding, 72
Rewards, 166–168, 171, 176, 256
Risk: element of, in teams, 9; as 

necessary, 69, 70
Risk taking: encouraging, 78–80, 112;

and failure, 124, 159; liability asso-
ciated with, 6–7; as necessary, 274

Robotic technology, 27
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Roles: conflict over, 193, 194, 195,
243; critical, 263; dual, 8, 10;
establishing clear, importance of,
243–244. See also specific roles

Root empathy, 219
Rotation, committee, 253
Routine assessments, making, 91
Royal Naval Air Service, 110
Rules, emphasis on, 233

S
Sabotage, 206
Sacred trust, 4
Safe environments, 79, 228
St. Thomas’s Hospital, London, 

168, 169
Scandals, corporate, 21, 51
Seasonal change, 93
Second opinions, getting, 247
“Secret Skill of Leaders, The,” 52
Secretive decision making, 120
Self-assessment, 173, 180
Self-awareness, 12, 65, 126, 268
Self-care tips for leaders, 65
Self-contained groups, problem with,

180–181
Self-directed learning, 172, 179–180
Self-directed teams, 49, 85–86, 117,

229, 251
Self-discipline, 263
Self-evaluation, 133
Selflessness, listening skills present 

in, 190
Self-management, 266–268
Self-monitoring, 255
Self-reflection, 250
Self-regulation, 250
Self-righteousness, 225
Self-understanding, need for, 34
Sensing, 190, 202
Sensitivity, 226, 264
Sensor personality, 192, 193, 199, 206
September 11, 2001, 107

Seriousness, issue of, 77
Servant role, 268, 275
Service quality, emphasis on, 233–234
Setting an example. See Example 

setting
Shaper role, 143
Shared leadership: committees in, 253;

context provided by, 258; courage
in, 275; and example setting,
119–124; formalizing, 8; founda-
tion for, 125; in health care,
120–121, 180, 198–199; integrat-
ing, challenge in, 233. See also Self-
directed teams

Shared ownership, 88–90
Shared vision: and empathy, 221–222;

as a result of coaching, 172–173.
See also Vision sharing

Shift work, 154
Shortening, benefits of, 252
Sigma Theta Tau International, 181–182
Skepticism, awareness of, and 

addressing, 62
Smooth frontline operation, 257–258
Snowball effect, 269
Social contagion, phenomenon of, 109
Social expectations, 23, 43, 179
Social identification, 110
Social skills, 147
Social support, 132–133
Socratic coaching, 127
Southwest Airlines, 17
Speaking, intentional, 255
Speculation, about change, awareness

of, 59
Sports-related analogies, 141
Staff councils, 121
Staff reductions, 200. See also

Downsizing
Staffing shortages, 136
Standards, 7, 272
Status quo: challenging and changing

the, 43, 47, 57, 59, 71, 73–75, 76,
274; satisfied with, 98
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Stereotypes, 264
Strategy and execution, emphasis on,

251, 272–273
Strengths and weaknesses: differences

in, and conflict, 184; giving feed-
back on, 172; perceiving, along
with issues, 146–148; understand-
ing, in conflict management, 201

Stress: costs of, 153, 219; counter-
balancing, 30; lower, 258; and
technology, 26

Stressors, 153–154, 219–220, 228
Stretching, benefits of, 253
Structural support, 133
Structure, need for, 110
Structured communication, 187, 

230, 231
Structures, management, 198
Substance abuse, conflict arising 

from, 200
Success: and failure, rewarding, 72;

predictors of, in leaders, 137
Successful practice, 260
Sudden change, 85
Summarization, 190, 203–204
Supervisory leadership role and 

mentoring, 130, 131–132
Support capabilities, 158–161
Supportive role, 249–250, 253
Suppression of emotions, 14–15, 216
Surface level, 257–258
Surgical advances, 27
Sympathy, meaning and use of, 218
Synergy, 9
System change, facilitating, 180

T
Talent selection, 136–137, 250
Task orientation, shift from, 29
Teaching opportunities, distinguishing

between emergencies and, 129
Team approach: and reliance on 

emotional intelligence, 141–146;
shift toward, 8, 16, 18, 194

326 subject index

Team builder, role of, 156
Team communications, empathy and

polarities in, 222–224
Team decision making, promoting, 245
Team interactions: and relationships,

254–255; role of emotional intelli-
gence in, 9–10

Team management style, 52
Team process, effective: building,

250–251; laying groundwork for,
246

Team roles, 143
Team-building competencies: down-

loadable, 146–158; supporting
transfer and development of,
158–161

Team-centered approach, nurturing,
236

Teams: accountable and authoritative,
fostering, 137; characterizing, 143;
collegiality within, 220–221; con-
cept of, 8–9, 141–142; effective,
support capabilities for leading,
158–161; effectiveness of, predictor
of, 240; emotions in, 8–11; inform-
ing, 104; larger, 137; self-directed,
49, 85–86, 117, 229, 251

Teamwork: effective, competencies for,
fostering, 146–158; skill in,
demand for, 31

Technical accuracy, focus on, 24
Technical skills, 30, 31, 147
“Techno stress,” 26
Technological ability, increasing, need

for, 25
Technological age, preparation for,

need for, 26
Technological culture, 232–233
Technology: advances in, implications

of, 24–32, 40; as defining us, issue
of, 25; demands of, coping with,
32–40; information, 24–25, 26, 29;
and negative emotions, 26, 30, 153

Telemedicine, 25, 27
Temporary solutions, 196
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Tenacity, 200
Testing in training programs, 175
Therapeutic communication, 218
Thinker personality, 192, 199, 206
Tightening connections, 252–253
Time: allotting, in meetings, 231; buy-

ing, 128; for listening, taking, 30;
and mentoring, issue of, 126, 127,
128; with patients, change in,
xiii–xiv

Time-based culture, 234
Top-down leadership, 248
Top-up competencies, 258–260
Traditional driving force, 232–233
Training: cross-functional, 234; effec-

tive program for, implementing,
175; history of, 168–170; impor-
tant elements of, 28–32. See also
Nursing schools

Transformational leader, rise of, 8
Transformative learning, 164–165
Transition, sudden change versus, 85
Trends in the workplace, 153
Tried-and-true methods, reliance on, 72
True intelligence, 13
Trust: atmosphere of, creating, 154;

courage to, 275; and decisiveness,
105; expression of, 161; implied,
85; and leadership development, 51;
loss of, 37, 51, 90–91; propensity
toward, 88; providing support
through, 249; reluctance to, 145;
sacred, 4; and truth-telling, 135;
wavering, 21; working at getting, 63

Truth, hearing the, 122
Truth-telling, 33, 49, 122, 135
Turnover rates, 169, 220

U
Ultimatums, 196, 203
Unanimous decision making, 120
Uncertainty, 104, 149, 194
Understanding emotions. See

Emotional understanding

Underutilization of resources, 273
Unintentional influence, 94
U.S. News and World Report, 52
University of Texas, 108
Unknown, preparing for the, issue of,

29–30
Unpredictability, 98
Upheavals of Thought: The Intelligence

of Emotions (Nussbaum), 174
Uploading analogy, 166
Upper management, vulnerability of,

250, 252
Urgency, 57, 74, 84, 105, 234, 272
Using emotion to facilitate thought.

See Emotional facilitation

V
Validation, 190, 203, 204, 268
Value statements, 101
Value-added meetings, 257
Value-based decisions, 101
Value-based leadership, interest in, 51
Value-based vision, 50
Values: differences in, conflict over,

193, 194, 195, 199–200; and
example setting, 276; of the Great
Communicator, 101–102; identify-
ing, 65, 236; interdependent, 222;
organizational, 198, 200. See also
Beliefs

Valuing, 151, 204, 230, 236; need 
for, 170

Views, differing, accepting, 187
Virtual organizations, 233–234
Vision: applying present activities to

the future, 116–117; based on
future ideal, 98, 103; of changing
medical arena, 249; clarification
and promotion of, 135; encourag-
ing creation of a, 181–182; form-
ing and promoting a, 96, 97, 99,
102, 103; hidden, 95–96; lack of,
guarding against, 251; need for, 94;
new, recognizing necessity of a, 
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Vision (continued)
114–115; quality of, importance 
of, 99–100; shared, 172–173,
221–222; translating, into reality,
ability to, 275; use of the term, 95;
validity of, promoting, 104; 
value-based, 50

Vision sharing: as an action, result of,
46; courage in, 275; and cross
empowerment, 245; and emotional
facilitation, 61; and emotional
identification, 60, 63; and 
emotional management, 62; 
and emotional understanding, 
62; and empathy, 224; historical
figures representative of, 44,
48–49; meaning of, 7; and the
necessity of change, 93–96; and
need for emotional skills, 59–60; 
as requisite, 45; six actions of,
96–117; skill in, 181–183; talent
for, 95

Vision statements, drafting and refin-
ing, 100–101

Visionaries: acting as, 96–98; example
of, 94, 96; identifying, 96–97

Visionary behavior, 97–98
Visionary leadership, 275
Vocal tone, 146
Vulnerability, 250, 252, 268

328 subject index

W
Weaknesses. See Strengths and 

weaknesses
Who Moved My Cheese? (Johnson),

272
Winning, desire for, 187
Wisdom of Teams, The (Katzenbach

and Smith), 142
Withdrawal, 195
Withholding information, effect of, 37
Work environment and culture. See

Organizational culture
Work ethic, strong, 84–85
Work groups, differentiating between

teams and, 8–9, 142
Work patterns, dynamic, 260
Workforce: changes within the, 259;

diverse, 264
Workhouses, nursing in, 108–109
Working with Emotional Intelligence

(Goleman), 34, 111
Workplace: changes within the, 16,

185; continuum of emotions in the,
216–218; emotions in the, 14–16;
empathy in the, 218–227; of the
future, cultural driver typifying, 234

World situation, present, view of,
114–115

World War I & II, 110
World War II era, 169
Wrong, admitting being, 8
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