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OBJECTIVES
▪Summarize the “State of the Science” regarding civility and incivility in 

nursing.

▪Explore the impact of incivility, bullying, and mobbing on individuals, 
teams, organizations, and patient care.

▪Participate in a reflection activity to assess civility acumen.

▪Discuss a variety of evidence-based strategies to foster healthy work 
environments.



A crucial measure of our success in life is the way 

we treat one another every day of our lives.
― P.M. Forni



Defining Key Concepts



Authentic respect for others requiring time, 

presence, engagement, and an intention to seek 

common ground. 
Clark & Carnosso (2008)

CIVILITY



The Academy

The Last Citadel of Civility?

Carnegie Foundation for the Advancement of Teaching— Campus Life: In Search of Community

Higher education is important in developing a civil society. Campuses must be 

OPEN communities where freedom of expression is uncompromisingly protected 

and where civility is powerfully affirmed.



Civility In Higher Education

▪ Collaboration, collegiality, and teamwork

▪ Treating others in a professional and respectful manner

▪ “Stepping up”(serving on committees, helping colleagues, sharing the workload) 

▪ Constructive, supportive, and professional relationships

▪ Taking collective responsibility for the work that needs to be done

Collegiality does not imply blind or mindless conformity or absence of dissent

Cipriano 2011, 2013



Workplace Aggression 
Incivility, Bullying, and Mobbing 
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What is Incivility?
A range of lower intensity acts of aggression (including failing to 

take action when action is warranted) which may result in 

psychological or physiological distress for the people involved. 

And, if left unaddressed, may spiral into more purposeful efforts 

to harm another and/or into more threatening situations.

Clark & Kenski, 2017; Porath, 2016; ANA, 2015; Clark, 2013, 2009, Pearson & Porath; 2013, 2009, 2005; Andersson & Pearson, 1999



It’s not only what we do…but what we don’t do

Staying silent when speaking up is indicated, failing to 

acknowledge or support a co-worker, ignoring others, 

withholding important or vital information



Repeated, persistent, targeted pattern of abusive behavior 

designed to intimidate, degrade, and humiliate another. Usually 

characterized by a person asserting power over another. 

The National Institute for Occupational Safety and Health (cdc.gov/niosh)

Workplace Bullying



Leymann,1992; Davenport, Schwartz, & Elliott, 1999; Westhues, 2005, 2006; Samier, 2008; Khoo, 2010; Faria, Mixon, Salter, 2012; 

Harper, 2013; ANA, 2015; Castronovo, Pullizzi, & Evans, 2016; McDonald, Stockton, & Landrum, 2018

Workplace Mobbing



Rankism
Abuse of power or position to demean, 

diminish, or disadvantage another

Fuller, 2003, 2006; Clark 2008 



Joy Stealing

Heinrich 2006, 2007, 2011, 2016



Query for 
Reflection
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▪ STRESS
▪ Lack of self-awareness and emotional intelligence

▪ Learned behavior (“it works”)—because it’s often left unaddressed

▪ Tit for Tat—’save face’, retaliation, need to ‘win’ at all costs

▪ Poor communication and conflict negotiation skills

▪ Believe bullying is needed to change or motivate behaviors 

▪ Institutional acceptance (or ignoring) uncivil behavior

▪ Social influence (online environment, reality TV)

▪ Aligning with those perceived to have power
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Detrimental Impact of Incivility
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▪ Low morale, low productivity, high turn-over, and early retirement

▪ Increased absenteeism, tardiness, ‘presenteeism’

▪ Diminished quality of work (especially of once highly productive people)

▪ Lack of meaningful participation in governance activities

▪ Working at home more than usual, greater use of PTO

▪ Increased isolation—flying under the radar

▪ Increased illness and health issues

(Clark, 2013; Twale & DeLuca, 2008; Cipriano, 2001; Davenport, Schwartz, & Elliott 1999) 

Impact of Incivility at Work
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▪ Patient Safety and Quality Care

▪ Nurse Performance, Clinical Reasoning and Judgment

▪ Patient Advocacy and Moral Courage

▪ Recruitment and Retention

▪ Collaboration and Inter-professional Teamwork

▪ Job Satisfaction—Intent to Leave

▪ The ‘Bottom Line’ $23.8 billion annually for health care organizations to 

cover direct and indirect cost associated with workplace aggression

Clark & Gorton, in press; Houck & Colbert, 2017; Maxfield & Grenny, 2017; Crawford et al 2017; WBI, 2017; Porath, 2016; ANA 

2015; Spence Laschinger, et al, 2014; Laschinger et al 2013; Dellasega & Volpe, 2013; Clark et al, 2012; Lewis & Malecha, 2011; 

Dellasega, 2011; Johnston, Phanhtharath, & Jackson 2010; Cleary, Hunt, & Horsfall 2010; Felblinger 2009; TJC, 2009, 2012

Negative Impact on the Practice Environment 



Foster Healthy Work Environments

G O A L
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EVIDENCED-BASED 

STRATEGIES
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Embark on an Intentional and Continual 

Journey of Self-Discovery and Improvement

ME
“The two most important days in your life 

are the day you are born and the day you 

find out why.” – Mark Twain
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“There are three things that are extremely hard: 
steel, a diamond, and to know one’s self”

Benjamin Franklin



Self-Assessment

Clark Workplace Civility Index©



Model Professionalism, Civility, and Inclusion

We are ALWAYS on—

being observed, scrutinized 

and assessed
CIVILITY

CHAMPION



Transforming the Culture
Pathway for Fostering Organizational Civility©

Pathway to Alpine Lake in the Sawtooth Wilderness Clark, 2013; 2017



Raise Awareness and Build Organizational 

and Leadership Support at all Levels



Measure Workplace Health



Identify and Maximize Strengths



Assemble and Empower a Civility 

(Organizational Culture) Team

Clark, 2013, 2017; Maxfield et al, 2011



Develop, Implement, and Evaluate an 

Evidence-Based, Data-Driven Action Plan

Evidence-

Based 

Action Plan



Establish, Implement, and Commit to  

Unambiguous Foundational Statements 



To create and sustain a campus culture that models 

civility, inclusion, diversity, and affirms the value of all 

members of the campus community.

Vision/Mission Statement: Exemplar



Shared Values: Exemplar

▪ Academic Excellence and Service

▪ Global Citizenship and Social Justice

▪ Inclusion and Diversity

▪ Integrity and Accountability

▪ Civility and Respect 

▪ Collaboration and Connectedness

CIVILITY



Pledge of Civility and Well-Being
[Commitment, Charter, Promise, Creed]

▪ Vision, mission, strategic goals, values

▪ Commitment to civility and well-being

▪ Well-defined norms/ground rules
▪ Accountability measures



American Nurses Association. (2015). Code of ethics for nurses with interpretive statements. Washington, DC: American Nurses Association.

Clark, C. M. (2017). Creating and sustaining civility in nursing education, 2nd ed. Indianapolis, IN: Sigma Theta Tau International Publishing.

Exemplar: School/College of Nursing Civility Pledge/Charter

Institutional Mission: The University fosters a campus culture that models civility, inclusion, and diversity where 

all members of the campus community are valued and respected.

Nursing Program Goal: To foster an inclusive, respectful, professional academic work and learning environment 

for all members of the School/College of Nursing. 

Preamble: This pledge is founded on Provision 1.5 of the Code of Ethics for Nurses with Interpretive Statements 

(2015) which requires all nurses to create “an ethical environment and culture of civility and kindness, treating 

colleagues, coworkers, employees, students, and patients with dignity and respect; any form of bullying, 

harassment, intimidation, manipulation, threats, or violence are always morally unacceptable and will not be 

tolerated” (p. 4). 

Creed/Commitment: To honor this pledge, all members of the SON/CON commit to fostering a healthy work and 

learning environment that promotes respect, teamwork, professionalism, and inclusion. We pledge to abide by our 

vision, mission, strategic goals, and co-created norms and to communicate and interact with civility, 

professionalism, and respect. When we disagree, we will restrict our differences to the issue itself while continuing 

to respect the person with whom we disagree. To accomplish our commitment, we agree to abide by and be 

accountable for the following ground rules: (insert norms/ground rules below)



To accomplish our commitment, we agree to abide by and be 

accountable for the following ground rules:

Ground Rules (Norms)

▪ Assume goodwill and best intentions

▪ Be respectful in our interactions

▪ Use direct communication (Take and send the mail to the right address)

▪ Role model professionalism, civility, and ethical conduct

▪ Listen carefully and with intention to understand

▪ Honor and respect diversity 

▪ Be open to other points of view 

▪ Hold self and each other accountable for abiding by our norms



Hire for Civility 

Robust Vetting of Candidates

Maintain a High Bar – Don’t be Tempted to Settle



Linking Healthy Work Environment 

Criteria to Performance

360° Evaluation Based On:
Vision, Mission, Values, Charter/Pledge, Norms



Policies, Procedures, and Guidelines

Confidential Reporting Systems

Addressing Incivility; Rewarding Civility

Clark & Ritter, 2018



Skill Building
▪ Effective Communication

▪ Constructive Conflict Management

▪ Leadership

Don’t make the mistake of assuming people can “just do it.” Effective organizations 

use training, education, 'script development’ and role play to improve communication 

and constructive conflict negotiation skills. Maxfield et al, 2011



Additional Thoughts for Leaders
▪ Make ‘touch points’ a priority—meaningful, sincere, significant

▪ Maintain confidentiality and avoid favoritism

▪ Take complaints seriously; avoid making excuses for bad behavior

▪ Address incivility – coach and supervise respectfully

▪ Invest in post-departure interviews

Porath, 2016; Matice, 2016; Clark et al, 2012; Clark, 2013; Cipriano, 2011; Pearson & Porath, 2009



Self-Care and Professional Well-Being

Seeking Work-Life Integration

South Fork of the Payette River, Idaho



C   I   V   I    L   I   T   Y

Cynthia Clark PhD, RN, ANEF, FAAN

Strategic Nursing Advisor | ATI Nursing Education

Professor Emeritus: Boise State University

Founder of Civility MattersTM

cindy.clark@atitesting.com or cclark@boisestate.edu

Thank You 
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