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Incivility, undue aggressiveness, and other forms of disruptive behaviour in the healthcare workplace can contribute to a
toxic work environment and affect patient safety. Colleagues and other healthcare professionals who are exposed to this
behaviour may complain to the medical regulatory authority (College) or hospital. The risk of setting a pattern of incivility
may be lessened when healthcare providers understand how to approach disagreements with co-workers.

Knowing how to turn a disagreement into an opportunity for learning and improvement can yield favourable outcomes.
When someone says something you disagree with, try alternative ways to express your dissent. One way is to make a
“disarming” statement before you give your own opinion, such as one of the following:1

"Interesting––it seems we have different points of view. Do you mind if I explain where I'm coming from?"
"I've made different observations, probably because I had different experiences...."
"I value your ideas on this matter and I can see why you're concerned about trying a different way. Perhaps we could
look at how we can use this new approach?"

When lapses in civility occur, learning from the experience and seeking help before things escalate and a pattern of
incivility develops is important. Members, including those who are physician leaders, may contact the CMPA and speak
with a physician advisor—a colleague trained in dealing with the difficult situations facing today’s physicians.
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DISCLAIMER: The information contained in this learning material is for general educational purposes only and is not
intended to provide specific professional medical or legal advice, nor to constitute a "standard of care" for Canadian
healthcare professionals. The use of CMPA learning resources is subject to the foregoing as well as the CMPA's Terms of
Use.

https://www.cmpa-acpm.ca/en/site-resources/terms-of-use

