
1 
 

 

 

 
 

 

 

OHT Patient, Caregiver & Community 
Engagement Learning Series 

Module 4: Leaning into the Challenges  
 

 
 

  
 

 
 

 

       

  Copyright 2023©  

      



2 
 

LEANING INTO THE CHALLENGES WORKBOOK   

Acknowledgements



3 
 

LEANING INTO THE CHALLENGES WORKBOOK   

conflict styles (specifically, the ways we as individuals, may respond to 

conflict). Section three differentiates adaptive from technical challenges. 

Section four outlines examples of the types of conflicts we may encounter 

in our partnership work and some tactical ways to reflect on them and 

move forward. Section five provides links to additional resources.  

 

Section 1: Conflict? Tensions? What’s in a 

name? What drives tension and conflict? 

 
The word conflict may evoke negative emotions or make us uncomfortable. Conflict has 
been defined as

https://lindamagsoncounselling.com.au/areas-of-expertise/conflict-resolution/
https://lindamagsoncounselling.com.au/areas-of-expertise/conflict-resolution/
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Interests- having misaligned goals and expectations.  
 
Structures- arising from systemic issues, unequal access to resources, power and 
spaces to share, connect and grow.  
 
Values- arising from differing ideologies, beliefs, ways of being, perceptions of roles, 
etc. 
 
Data- misinformation, lack of information, different interpretations of the information that 
are available to us (including its value and meaning). 
 

 

Figure 1: Sources of Conflict 

 

Section 2: Conflict Styles  
We tend to respond to conflict and tensions in different ways. Drs. Kenneth Thomas and 
Ralph Kilmann developed a tool outlining the different ways we might respond to conflict 
and tensions which they classify as: collaborating, competing, avoiding, 
accommodating, ani9 0.282 RG

[( )] TJ

ET

Q

 EMC  /P <</MCID 12>> BDC q

0.00000912 0 612 792 reT

/F4 12 Tf

1 0 0 1 72.024 231.53 Tm

0 g

0 G

[(a)-3(n)-3(d)-3( )8(te)-5(n10(n)-3(g)r)-5] TJ
H69 0.2828(te)-5(n)-3(s

Q
212 792 re

W* n

BT

/F4 12 Tf

1 0 0 1 72.024 666.94 Tm

0 g

0 G

[( )1.4Tf

1m] TJ

ET

3(th)4(e)6(y)1f)-11(li)4(cs2 792
/F44 666.94 T00000912 0484eTig)8h9 0.2828 0 0 1 72.024 584.14 To(o)-3(n12 0 612 rg

0 0c0.00000)-11tmigos 3(s )-3(le )-3(eo)6(n)-3(dy)10(o00912 0 612 792 re

W* n

BT

/F4 12 Tf

1 0 0 1 106.82 245.21 Tm

0 g

0 G

[(a)-3(03-)]  0.2828 0 0 1 72u
q

0.0000091)-3(y)l

Qy-3(e)-3(d)-ntm00008(Th)-2(o)q

n00009   /P 63(p)-3(e)-3(rc)13(n)6(n)6(e)-3(e)o2 0 612 792 re

W* n

BT

/F4 12 Tf

1 0 0 1 411.55 259.01 Tm

0 g

0 G
254c(03-)]  0.2828 0 0 1 72:Q

721

72)1.4Tf

1m] TJ

ET

3(th)4(e)6(y)1flics2 792
/F44 666.94 T0000091274 G

(03-)]  0.2828 0 0 1 72

https://kilmanndiagnostics.com/overview-thomas-kilmann-conflict-mode-instrument-tki/
https://kilmanndiagnostics.com/overview-thomas-kilmann-conflict-mode-instrument-tki/
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your personal life, at work or with a friend, partner, neighbour, family, co-worker, 
etc.).  Using the figure and definitions below as a guide, answer the following:  
 

1) How did you respond to this tension/challenge/conflict? Also consider what 
µUHVSRQVH�FDWHJRU\¶�\RX�WKLQN�\RX�IHOO�LQWR"��VHH�GHILQLWLRQV�EHORZ� 

2) What was going on in your mind?  
3) Why do you think you responded this way?  
4) What was the context/environment like? (e.g., How safe did the space feel? Did 

you feel that your ideas mattered? Were there factors that you felt you could 
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Compromising- WU\LQJ�WR�ILQG�³PLGGOH�JURXQG´�RU�TXLFN�H[SHGLHQW�VROXWLRQV�ZKHUH�
SDUWLHV�DUH�ZLOOLQJ�WR�³OHW�JR´�RI�D�IHZ�WKLQJV�WR�PRYH�IRUZDUG��7KLV�PD\�DOVR�EH�UHTXLUHG�
when engaging and co-designing with others but requires open conversation and 
exploration of trade-offs.  
 
Avoiding- XQDVVHUWLYH�DQG�XQFRRSHUDWLYH��6RPHWLPHV�UHIHUUHG�WR�DV�³VLGH�VWHSSLQJ´�DQ�
issue or ignoring it. We may do this to avoid feeling vulnerable in a situation or when 
feeling powerless. This can lead to relationship breakdown and compromise our 
engagement and co-design activities.  
 

Section 3: Technical vs Adaptive 

Challenges 
As we move to become beWWHU�³UHVSRQGHUV´�WR�FKDOOHQJHV it is important to think about 
whether or not the challenge is technical or adaptive. One of the biggest mistakes we 
make in addressing adaptive challenges is applying technical solutions to them. For 
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The CODE concept (Character, Organizational justice, Development and Emotional 
intelligence) may be helpful in supporting us to enact the key tenets of adaptive 
leadership. CODE dimensions include  

 character (owning your mistakes and building trust);  

 organizational justice (ensuring open communication);  

 development (being willing to explore new ways of doing things); and  

 emotional intelligence (recognizing the realities and needs of others/showing 
empathy).  

The CODE concept addresses several core tenets of person-centred care and 
emphasizes vulnerability and adaptability. 
 
Cited in Robinson 2022 and Kuluski et al 2021 
 

Section 4: How to Respond to Conflict in 

our Relationships 
The team at Support House’s Centre for Innovation in Peer Support suggest the 
following self reflection questions before engaging in a conversation about 
conflict.  
 

Reflect:  
1. Understand your own perspective ± Why do I believe what I do?  

(prior experience, upbringing, core values, envy, fear of change, etc.) 
2. Get really clear as to what your key points are (if helpful, jot them down) 
3. Ground yourself in knowing the goal is to come to a beneficial solution, not to 

³ZLQ´�WKH�GHEDWH� 
 
They also provide some ideas on how to respond during difficult conversations (when 
addressing a conflict). We have included these guiding reflections and questions in the 
table below with a few adaptations by our team. We have also linked each 
reflection/question with the most relevant CODE concept from the previous section (so 
you can see how it enables moving from a technical to an adaptive response style).  
 

Guiding Reflections/Questions Most Relevant 
CODE 
Concept  

Hold the other person in high regard (give them the benefit of 
the doubt) 

 

Character 
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Framework Component  Examples Questions to Consider 

Facilitate (supporting 
inclusion and enabling 
contributions)  

1. How can the attitude of the lead/facilitator drive 
collaboration? 

2. Is the venue and timing of meetings accessible? 
3. Is the conduct of meetings inclusive and 

encouraging? 
4. Is the patient or caregiver partners expertise 

recognized? 

Identify (projects and 
potential partners) 

1. Does the patient or caregiver partner have relevant 
experience of the issue? 

2. Is the patient or caregiver partner willing to review 
and discuss the material? 

3. Can the patient or caregiver partner commit the 
time? *Can flexibility be built into the time 
commitment?  

Respect (roles and 
contributions) 

1. How can we develop the patients or caregiver 
SDUWQHU¶V skills? 

2. *How can we develop the skills of other members 
of engagement tables/initiatives (in terms of 
honoring the voice of the partner, creating space 
for open and safe dialogue, listening intently, 
showing compassion)? 

3. What are the patient or caregiver partners personal 
and clinical experiences of the issue? 

4. How might we recognize the patient or caregiver 
partner for their time? 

5. Has the patient or caregiver partner signed an 
official confidentiality agreement of staff contract? 

Support (communication 
and confidentiality) 

1. Have there been one-to-one meetings between the 
lead/facilitator and the patient or caregiver partner? 

2. Has feedback been exchanged between the lead 
and the 



https://positivepsychology.com/conflict-resolution-in-the-workplace/
https://www.youtube.com/watch?v=n5cAq5Oyswg
https://cihr-irsc.gc.ca/e/51910.html
https://kilmanndiagnostics.com/overview-thomas-kilmann-conflict-mode-instrument-tki/
https://kilmanndiagnostics.com/overview-thomas-kilmann-conflict-mode-instrument-tki/
https://wellbeing.uw.edu/2022/09/15/adaptive-leadership-mindfulness-and-open-communication/?utm_source=rss&utm_medium=rss&utm_campaign=adaptive-leadership-mindfulness-and-open-communication
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FRPPXQLFDWLRQ�"XWPBVRXUFH UVV	XWPBPHGLXP UVV	XWPBFDPSDLJQ DGDSWLYH�
OHDGHUVKLS�PLQGIXOQHVV�DQG�RSHQ�FRPPXQLFDWLRQ� 
 
Support House: Centre for Innovation in Peer Support. (2021). Peer Support Core 
Competencies Training [PowerPoint slides]. 

https://wellbeing.uw.edu/2022/09/15/adaptive-leadership-mindfulness-and-open-communication/?utm_source=rss&utm_medium=rss&utm_campaign=adaptive-leadership-mindfulness-and-open-communication
https://wellbeing.uw.edu/2022/09/15/adaptive-leadership-mindfulness-and-open-communication/?utm_source=rss&utm_medium=rss&utm_campaign=adaptive-leadership-mindfulness-and-open-communication

