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The Cs of Excellence: Courtesy, Civility, and Collegiality
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Upon completion of this course, the participant will be able to:

1. Define the terms courtesy, civility, and collegiality as related to the health care system;

2. Explore the relationship between nursing civility/collegiality and the organizational performance; and
3. Identify two strategies to support a positive workplace environment.

l. Define in Terms of the Nursing Environment
A. Courtesy
B. Civility
C. Collegiality

Il. Negativism in the Work Environment

A. Exodus of nurses
B. Dysfunctional (toxic) behaviors
C. Effects on patients and patient safety

Il Strategies to Change the Workplace Environment
Acknowledgement of the problem

Define behavioral expectations
Recognition and reward of change

Short- and long-term outcomes

1. Retention and recruitment

2. Patient satisfaction

3. Safe environment
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