
Managing Change and 

Staff Satisfaction
Setting the Stage for High-Quality 

Patient Experiences

CASSLING



Introduction 

1) ñChangeò ïIs Not a Curse Word

2) Knowing Ourselves Exceptionally Well

3) Think ïBreathe ïThen Deliver 

4) The Other ñCò Word ïCommunication

5) Leading Up, Down and Across

6) Handling Triggers ïStress, Anxiety, Overload

7) What the Patient Sees



Change is difficult, even in 

good times!
ÅNew People

ÅNew Leaders

ÅNew Providers

ÅNew Rules

ÅNew Volumes

ÅNew Coding

ÅNew Populations

ÅNew Hours

ÅNew Competition

ÅNew Technology

ÅThen there is all that stuff at homeé





I am your Radiologic  

Technologist, BOZO!

Know Yourself 

Exceptionally Well

ÅWhat do you want for yourself?

ÅWhat do you want for others?

ÅWhat would the perfect work 

environment be like?

ÅWhat can I contribute to 

creating a healthy and peaceful 

workplace?

Ask yourself: ñWould I rather be RIGHT, 

or would I rather be successful?ò  

You always have a choice.



Your Non-verbals Matter ïA Lot

Gottman and the 

Four Horsemen



Think ïBreathe ïThen Deliver

ÅThink first, think again, practice, then deliver.

ÅFollow the 24-hour rule in written correspondence.

ÅFind time to breathe before reacting.

ÅWhen in doubt, waité still in doubt, let it go.

No one ever had 

to apologize for 

the something 

they DIDNôT say.



Aliceôs Rules of Engagement
1. Drop your end of the rope ï(the emotional 

attachment to the issue)

2. Say hello first

3. No MSU (makinô stuff up)

4. Address the problem ïnot the people

5. Itôs not about the fight

6. Always be in the posture of ïñI want for you what 

you want for you.ò



Conflict Communication Model



Problem-Solving Process

1. What is the problem?

2. What is the REAL problem?

3. Why is it a problem?

4. What are the options to solve the problem?

5. What is the agreed-upon solution?

David Chrislip ïCommunity Collaborations



Leaders at Every Level

ÅPeople follow leaders who:

ïThey know ïleaders who care

ïThey trust ïleaders with character

ïThey respect ïleaders who are competent

ïThey admire ïleaders with commitment

We must lead from where we are.



Handling Triggers

Stress-Anxiety-Fatigue-Pain

Å Know yourself exceptionally well

Å Check your non-verbals

Å Travel with the right baggage ïWork is for 

work, home is for home

Å Practice active rituals using self-talk

Å Build a mantra ïñI have a choice.ò

Å If you are hurting ïbe aware that behavior will 

make the hurt more pronounced


