PREVIEW GUIDE

The Healthcare Toolkit
Volume 1

Table of Contents:

Sample Pages from Volume 1 Leader’s Guide……….pgs. 2-6
Program information and pricing……………………….pgs. 7-8

HEALTHCARE
NOBODY
TOOLKIT
’S LISTENING
– VOLUME 1

HOW

TO

USE

THE

LEADER’S GUIDE

HEALTHCARE TOOLKIT, VOLUME 1

Step 1: Clarify the session purpose.
There are dozens of ways to include these video clips into your training initiatives or meetings. For
instance:
• Do you have a changing mix of employees – new employees and veteran employees? Use the
Toolkit to ensure everyone is “on the same page” and receives the same training.
• Have you observed a pattern of errors or missteps that need to be addressed? Use the
Toolkit to get your team moving in the right direction again.
• Do you want to increase your team’s level of expertise in handling more difficult problems or
customer/patient service challenges? Use the Toolkit to get them started with a more intense
focus on their patient and co-worker relationships.
Step 2: Locate and review clips.
The Summary Table (page 4) lists the Toolkit video segments, organized by main topic area.
Your first step should be to review the entire DVD to learn what’s available and what’s possible,
based on the clips provided.Total viewing time for all the clips in the Toolkit is approximately 29
minutes.
Use the Summary Table (page 4) to make note of segments that fit the requirements for your
upcoming training activities.
If you’re pressed for time, simply review the categories to select those that seem appropriate for
your current project.
Step 3: Plan your session.
• View the segments you’ve selected and review the discussion questions.
• Plan a presentation sequence for your selected clips.
• As time permits, add take-away exercises to deepen the learner’s experience with the
content.The scenarios have direct workplace applicability, so you can build your own
exercises around the content and questions.
Step 4
Conduct your session!
Step 5
Follow up. At your next staff meeting or lunch-and-learn, revisit and discuss the concepts you’ve
covered in previous sessions.The short, engaging stories presented in the clips are memorable.Your
group should be able to recall them and refer back to what they learned at those earlier sessions.
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Category 2: Building Accountability, Ethics and Integrity
Clip
6

Description
Giving clear instructions to someone makes all the difference in
getting the right results, on time.When giving or receiving
instructions, responsibility rests with both people.The person
giving directions has the responsibility to be clear.The person on
the receiving end has the responsibility to ask questions and not
proceed until unclear points have been resolved.
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In this scene, a manager fails to communicate with clarity about
revising the organization’s website. It’s not life or death, but it may
be important for disseminating information to the organization’s
customers or patients.
7

Clinical work often involves physical contact with patients, who
have to get used to a lot of poking and prodding during visits or
hospital stays.Whenever we are in physical contact with a patient,
we need to take extra care to relieve their discomfort – not
contribute to it. And, if we see another staff member do things that
may be harming a patient, we have the duty to act.
In this scene, a CNA moves an older patient to prevent skin
breakdowns, disregarding his complaint of pain during the
movement. One of the housekeeping staff overhears the patient
crying out in pain, and is unsure of what to do about it.

Category 3: Team Building
Clip
1

Description
Today’s healthcare team is multi-dimensional, multi-disciplinary, and
multi-generational.We have to be careful that first impressions
don’t influence how we work with others.
In this scene, a nurse complains about a new hire and her
ineffectiveness, blaming it on the younger nurse’s age.When the
facts come out, she realizes she was operating on an incorrect first
impression, and was wrong about the quality of her young coworker’s efforts.

2

In today’s clinical environment, almost every team is in a constant
state of flux, with new employees coming in, long timers moving to
new assignments, people working different shifts.When you’re new,
it’s sometimes hard to feel as if you are part of the team – but it’s
an important part of getting the job done.
In this scene, a hospital worker gets some informal coaching from a
co-worker on his inability to “fit in” with his team, and decides to
take steps to solve the problem.
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CATEGORY 1: ENSURING PATIENT SATISFACTION
We all agree that patient satisfaction and effective care are the goals of every person on the
healthcare team.We also know that high patient volume, cost cutting initiatives, and long shift hours
can sometimes take our eyes off the patient and what they are feeling as we poke, prod and control
their time in our facility.
The clips and discussion questions in this section will remind you of how the patient reacts to what
we do, and provide ideas and examples for how to keep our patients on our side as we help them
resolve their healthcare problems.
Clip 1: Ask the right question!
Whether we speak with our patients in person or on the
phone, we need to get accurate information from them.We
need to listen to what they are saying, avoid dismissing their
concerns, and ask probing questions to get to the heart of the
issue.You will need to apply your best problem-solving skills to
provide effective care to the patient, which may help avoid a
potential catastrophe.
In this scene, we see a nurse on the phone ask clear and methodical questions to discover that a
patient is being double-dosed on her prescription.
1. Was the patient’s problem evident when the conversation began? What was your first
impression of her complaint?
2. What were the key factors in the nurse’s success in identifying the problem and helping her
patient understand how to take the medication?
3. Does patient contact over the phone complicate our efforts to solve their problems? How?
How can we work around the limitations of phone contact to get at the core of the
problem?
4. What is our procedure or standard set of questions to help us resolve patient issues when
they’re not with us in person?
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Clip 2: Accountability means following through
As members of a healthcare team, we are accountable to
others – most importantly, to our patients and co-workers.
When we commit to doing something, others rely on us to
follow through, so they can also meet their goals.We’re all in
this together.
In this scene, we see how one nurse’s reluctance to explore the
issues surrounding record access is impacting the team’s efforts
to improve patient care. She agrees to complete a task, but does not follow through on her
agreement. Instead, she gets hung up on an obstacle, and avoids being accountable to her team for
the task she agreed to complete.
1. What do you think was behind Carmen’s reluctance to look into the patient records
situation?
2. We’ve all struggled to get projects going and keep them going. How can we improve our
self-motivation to get things started and ultimately, accomplished?
3. What steps can we take to be personally accountable for the commitments we make?
4. What did you like about Nancy’s approach to getting Carmen going on the project? Did she
do too much, or just the right amount to get Carmen past her roadblock?
5. How should we approach team members who don’t seem to be following through on their
commitments? What effective ways have you found to help them get things done?
Clip 3: Keeping track of what we do
The medical world is a universe of codes and procedures for
patient records and for the complex world of billing and cost
tracking we are all part of.With the emphasis on cost and the
need for integrity in billing, it’s important that each of us do
what we can to make sure our activity and procedure logs are
as accurate as they can possibly be.
In this scene, two physical therapists discuss their activity logs,
and one of them realizes that the other is taking a very lax
attitude towards the need for record keeping accuracy.
1. The PT who was catching up periodically thought she had a record keeping system that was
saving time.What was wrong with her approach?
2. How do you think this situation got to be this way? Is there something the clinical
management could have done to prevent it?
3. What should the more diligent PT have done when he realized what his colleague was
doing? What was his responsibility?
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Clip 2: Making everyone part of the team
In today’s clinical environment, almost every team is in a
constant state of flux, with new employees coming in, longtimers moving to new assignments, staff working different shifts.
When you’re new, it’s sometimes hard to feel as if you are part
of the team – but it’s an important part of getting the job done.
In this scene, a hospital worker gets some informal coaching
from a co-worker on his inability to “fit in” with his team, and
decides to take steps to solve the problem.
1. How did the new staff member feel? What’s the downside of his having this type of
discomfort?
2. Is it natural for this type of cliquish behavior to occur?
3. What happened when you took your new job? How did the “assimilation” process work
when you joined our team?
4. What are the easiest ways for us to help our new employees avoid or minimize feelings of
isolation? In your experience, what seems to have worked for other groups?
Clip 3: Limiting the load
The clinical environment requires long hours, and we spend a
lot of time with our co-workers. Some of them are easier to
work with than others, and some bring their personal lives too
far into the working relationship. In these cases, being a good
teammate means setting boundaries.
In this scene, we see how nurse Sophia tries to limit her
involvement with an overly dependent co-worker whose
constant need for support is impacting Sophia’s ability to get
things done.
1. How are Molly’s problems affecting nurse Sophia’s work? Isn’t support for each other part
of being on the same team?
2. Sophia seems frustrated by Molly’s constant barrage of issues, but offers help and
suggestions to Molly’s problems rather than asking her to stop interrupting and complaining.
Why does Sophia wait so long to ask Molly to stop?
3. What does Sophia do well when she confronts Molly about interrupting her while she’s
with a patient?
4. Did Sophia make the right decision? How did her decision to speak up affect their working
relationship?
5. How will this interaction affect the team? Should Sophia talk to anyone else about her
problem and how it was resolved?
20
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The Healthcare Toolkit, Volume 1 Content and Background
Designed to provide facilitators in the healthcare industry with options to make their
training programs more relevant and versatile, the Healthcare Toolkit Volume 1 is a
library of 22 short, high-quality video clips that can be used to enhance your
organization’s employee training courses. Because the clips illustrate basic “do’s and
don’ts” in a variety of healthcare settings and applications, they can be incorporated
into many types of courses, from training new-hires to seasoned staff, as well as those
in a management role.
The clips in Volume 1 cover three different topics and skill categories:
Ensuring Patient Satisfaction - provides awareness of what matters most to
patients and shows how to keep patients satisfied.
Building Accountability, Ethics and Integrity - demonstrates how
individuals can work to improve and maintain strong personal standards when
it comes to ethics and responsibility.
Team Building - illustrates principles of teamwork that lead to the kind of
positive, collaborative environment that will keep staff focused on the task at
hand: treating patients.

Materials Included With The Healthcare Toolkit, Volume 1
The DVD included contains clips with running times of anywhere from 15
seconds to 4 minutes. On the DVD, each category and clip/vignette is chaptered
separately allowing the facilitator to move easily between clips.
The Leader’s Guide provides information for the facilitator to introduce each
clip and the issue surrounding the scenario. Discussion questions are provided
for each of the clips for the group to share their own insights and experiences
with the issues. The Guide also includes reference tables that help the facilitator
select clips by category.
The CD-ROM contains .mpg files of all clips allowing the facilitator to make
their own customized training by importing the clips into PowerPoint
presentations.

Program Pricing
Total Running Time: approx. 29 minutes of video clips
Purchase Price: $595
Rental: N/A
(The Healthcare Toolkit, Volumes 1 and 2 can be purchase together for $995)
Materials included with purchase: chaptered DVD, Leader’s Guide with
discussion questions for each clip, CD-ROM with .mpgs of all clips for importing
into PowerPoint Presentations.

Quantity Pricing Discounts
1 copy
2 copies
3-5 copies
6-10 copies
11-15 copies

$595.00
10% off
15% off
20% off
25% off

Industry discounts may apply; call your Sales Consultant for more information.

Terms & Conditions and Usage FAQs
As with all CRM programs, the Toolkit, when purchased, is provided for long-term
license purchase, which means that the buyer receives the nonexclusive right to use
the materials for training of their internal employees only. The license entitles buyer to
unlimited non-theatrical use (to which no admission is charged) via optical projection,
conventional video/DVD playback, or closed-circuit play within a single building. All
other uses of the materials are prohibited unless special licensing agreements are
made with CRM Learning. Purchasers may not rent, loan, alter, copy, transmit, recast
or duplicate the materials—in whole or part—without CRM’s prior written permission.

To review the complete Toolkit Licensing Agreement go to
www.crmlearning.com/toolkitlicense

