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     Effectively Dealing with Dental Patient and Staff Disrespect
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Presentation Overview 
Research shows that more than 70% of workers have been impacted by disrespectful workplace behaviour. Disrespect in dental offices comes in many forms from both patients and staff: rudeness, sabotage, gossip, bullying, harassment, ignoring, controlling and the list goes on. All bad behaviour poisons your dental office. Its impact is enormous, creating dysfunctional dental workplaces and impacting your staff, patients, reputation and bottom line. 

Fortunately, there are many proactive, preventative measures that dental professionals can take to manage disrespect. Simply put - disrespect requires tactful intervention and direct conversations. With many tools and an action plan, everyone in your dental office can craft an effective strategy to prevent, manage and stop disrespect when it occurs.
LEARNING OBJECTIVES

The presentation provides attendees with tools for approaching and resolving dental office disrespect issues before they become full-blown conflicts. Participants will learn how to assess the situation early, maturely and how to change the context of the conversation. Critical to disrespect management, participants will develop strategies for changing the situation from negative to positive, from disrespectful to appropriate. Participants will learn how to turn a disagreement into an opportunity to provoke learning and enrich patient and staff relationships. 

This presentation will enable participants to understand how to effectively reduce and manage dental office disrespect. More specifically, it will enable participants to enhance their communication skills for:

· Proactively engaging to confront disrespect
· Addressing bad behaviour (whether from a patient or a colleague)
· Having difficult conversations

· Tackling tough behavioural challenges

· Enriching relationships and dental office culture

Biography

Paul is a corporate lawyer, international professional speaker, and business executive with over 25 of experience in senior roles in the technology, project management, and legal sectors. The author of two books on workplace respect (including The Workplace Bullying Handbook), he is an advocate, consultant and trainer in workplace respect. He is a regular keynote presenter at global conferences (including dental conferences), speaking on workplace respect, bullying, conflict management and leadership. His client list includes universities, professional associations, and major technology, communications, real estate and project management companies. Fluently trilingual (French, Spanish, English), Paul has presented at conferences in seven countries.
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“Bullying is not confined to the playground. It occurs in most workplaces,
and, if left unchecked, can have devastating impact on individuals and teams,

THE WORKPLACE

BULLYING

HANDBOOK

undermining morale and productivity. Paul Pelletier’s contemporary and

comprehensive guide to bullying is an invaluable resource for all of us trying to
manage these challenging behaviors in the workplace.”

— PHILIP STEENKAMP, VICE-PRESIDENT, EXTERNAL AFFAIRS,

UNIVERSITY OF BRITISH COLUMBIA, CANADA

“If you or someone you know feels like they are dealing with a workplace bully,
buy this book. You'll learn you're not alone and can change the situation
you face.”

— DAWN METCALFE, AUTHOR OF HARDTALK,
DUBAI, UNITED ARAB EMIRATES

“Paul helps us all to identify workplace bullying, mitigate it, and ultimately elim-
inate it. He shows how workplace bullying is a behavior that is as detrimental
to business and society as it is for individuals. Let’s change this behavior to
make the world a better place.”

— THOMAS WALENTA, PGMP, PMP, PMI FELLOW,
FRANKFURT, GERMANY

“During decades of project management at the CIA and elsewhere, I learned that
high performance teams cannot exist where counterproductive behavior, such
as bullying, spread like poison. This noteworthy book is loaded with impera-
tive information needed to recognize, understand, counteract and even avoid
workplace bullying.”

— MICHAEL 0°'BROCHTA, PMI-ACP, PMP, FORMER CIA PROGRAM DIRECTOR,
VIRGINIA, USA

Paul Pelletier is a corporate lawyer, professional speaker, author, and project
management professional (PMP). On more than one occasion over the course
of his career, Paul experienced bullying in the workplace. It profoundly impact-
ed his perspective on business and leadership, ultimately leading to the work
he does today as an advocate, consultant and trainer in
workplace bullying management, workplace respect and

HOW TO IDENTIFY, PREVENT AND STOP A
WORKPLACE BULLY

leadership. www.paulpelletierconsulting.com
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