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Introduction: Communication is an important skill required in health care 
settings to deal with many problems including conflict management. 
Nurse serves patients in challenging environment with limited 
infrastructure, overcrowded wards and OPD, which poses the challenge 
of conflict and its management. 

Method: Two workshops on the topic of communication and conflict 
management for nursing interns were conducted, these included various 
methods of teaching such as lecture and role-plays and interactive 
activities based on real-life situations. Data were collected on a pretested 
feedback forms and responses were obtained on 5-point Likert scale 
and also by open-ended questions. 

Result: Majority of the nurse interns strongly agreed/ agreed that the 
topics were appropriate, increased their knowledge and they would 
recommend the workshop to their peers in future. They had learnt how 
to overcome barriers (93.61%), professional communication (87.23%), 
and good communication skills (72.34%). Other take home messages, 
were, be a good listener, simple and precise message and empathy. 
They had also learnt various styles to solve conflict (95.48%). 

Conclusion: Student nurses were keen to learn about the effective 
communication and conflict management and were willing to implement 
learning at workplace.
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Introduction
Communication skill is one of the foremost important 
skills needed in health care settings. It helps in maintaining 
a professional as well as therapeutic nurse patient 

relationship better and it helps patients feel comfortable 
while they are sick and staying in hospital where all of their 
activities including activities of daily living are supervised 
by health personnel. Good communication makes patients 
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feel by nurses’ actions. Communication includes our voice 
modulation as we speak, the heed we pay to what the 
other person is trying to convey, the messages we give 
out includes all as by the way we move and position our 
bodies, eye contact, and the accuracy and clarity of what 
we communicate with person.1

The ability of the nurse to explain, listen, and empathize 
impacts relationships with patients and colleagues, 
which in turn can influence individual and organizational 
performance on clinical quality, experience of care, and 
financial consequences.2 Thus, it becomes important for 
institutions to invest more, in terms of time and resources 
to develop these skills in health care workers. Given the 
fact that nurses are in contact with patient and relatives 
for a significant period of time, it becomes essential for 
them to have good communication skills as it will help 
in enhancing patient experience, reduce complaints and 
increase nurse’s self -confidence, professional standing, 
carrier prospects and job satisfaction and reduce stress.3

Incidence of workplace violence are increasing day by day 
in hospitals and community healthcare setting. A significant 
number of doctors had experienced violence in a tertiary 
care hospital of South Delhi, India. Verbal violence came 
out to be most common form of violence experienced by 
the health care teams.4 Afternoon or night hours were the 
timings when majority of such cases were reported. Nurses 
being vital part of health care delivery system cannot be 
spared from such act. According to WHO 8-38% of health 
care worker suffer physical violence at some point in their 
career.5 In Delhi situation is not lagging too far. One in 
three health care staff at AIIMS faces violence.6 According 
to Indian Medical Association 75% of doctors experience 
violence at work, while 80% of all assault on nurses go 
unreported.7

Nurses have inflexible working hours and more interactions 
with the patients and their relatives than any other member 
of health team. We cannot deny that nurse serves more 
patients in challenging environment where limited 
infrastructure, overcrowded wards and OPD, shortage 
of human resource are accepted as a norm. Nurses are 
expected to work at their optimum level. This leads to poor 
management of conflict with the members of health team 
such as physicians, colleague, and with the patient and 
their relatives. This may result in an argument, or assault 
Physical or verbal.

So, there is a need to address the conflict management. 
The department of Community Medicine is conducting 
workshop cum training on communication and conflict 
management to sensitize health care providers (doctors and 
nurses) with the aim of improving skills in communication 
and conflict management.

Methods
The workshop was organized to improve the awareness 
of nursing interns regarding effective communication and 
conflict management at workplace.

The Department of Community Medicine regularly organizes 
workshops on the topic of Communication & Conflict 
Management for medical interns. Content of Communication 
and Conflict Management workshop was based on the 
workshop being implemented for undergraduate medical 
interns of the same institution on monthly basis. The 
content of this workshop was adapted according to the 
needs of nursing profession, with due permission from its 
organizers.8 Content of workshop was modified according 
to the need and settings of the nurses. Various role plays 
and activities for participants were designed in workshop 
which were based on real life experiences of work settings 
in hospitals. The modified workshop content was presented 
twice on different occasions before the faculty members 
and nursing and paramedical staff and their suggestions 
and feedback were incorporated. Two workshops on the 
topic of communication and conflict management for 
nursing students were conducted in the college of nursing 
attached to a tertiary care hospital in New Delhi.

The workshops were organized for B. Sc. Nursing interns who 
were in their 8th semester and were expected to complete 
1056 hrs of clinical experience within a duration of 22 weeks 
before appearing for their final examination.9 Workshop 
included various methods of teaching such as lecture and 
role-plays ensuring active participation of students using 
various interactive activities. These role-plays and activities 
were based on various real-life situations which nursing 
personal encounter at workplace. The participants were 
involved in interpretation of scenarios and their opinions 
about the same were sought.

Data was collected on a pretested feedback form which was 
also adapted from previous workshops. The first section of 
the feedback form was a 5-point Likert scale seeking opinion 
of participants, varying from strongly agree to strongly 
disagree, regarding appropriateness, need in profession, 
knowledge gain, plan to implement at workplace and 
possibility of recommending workshop to peers. 

In the second section specific open-ended questions 
were asked about take-home message and plan for 
implementation at workplace. In the last section of the 
feedback form, participants were asked to give their 
comments on the workshop and suggestions for further 
improvement. 

The Topic of Communication was Covered Under 
Following Headings

• Nurse patient relationships
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• Relationship & communication
• Communication process
• Barriers to effective communication
• Effective communication model and 
• Summary

Conflict Management Was Covered Under Following 
Headings: What is Conflict

• Epidemiological triad of conflict; Manifestation of 
conflict

• Response style; Methods of dealing with conflict; and 
After effect of conflict

The workshops were conducted on 11th December 2019 
and 18th December 2019. A total of 47 nursing interns 
attended the workshops. 

Results are expressed as frequencies and proportions. For 
overall workshop evaluation feedback, a rating of “agree” 
or “strongly agree” was considered to be an indicator 
of satisfaction with the workshop. The frequency with 
percentage were also calculated for open ended questions 
after coding and categorizing the responses.

Result
A total of 47 interns participated in the Communication 
& Conflict Management Workshop. All the interns were 
females in the age group of 18 to 24 years. 

the workshop increased their knowledge, and that they 
would implement the skills they learnt from the workshop 
at their workplace.

Table 1.Overall feedback for the workshop (N=47)

Feedback 
statement

Strongly 
Agree Agree No 

Comment
The topics were 

appropriate for the 
workshop

34 
(72.34%)

13 
(27.66%) 0 (0%)

I will recommend 
this workshop to my 

peers in future

33 
(70.21%)

12 
(25.5%) 2 (4.25%)

I think this 
workshop is needed 

in my profession

35 
(72.34%)

12 
(27.66%) 0 (0%)

This workshop 
increased my 

knowledge

36 
(76.59%)

10 
(21.27%) 1 (2.12%)

I plan to implement 
the skills I learnt 

today at this 
workshop

34 
(72.34%)

13 
(27.66%) 0 (0%)

Table 1, describes overall feedback of the nursing interns 
for the workshop. Majority of the participants strongly 
agreed/ agreed that the topics were appropriate, and they 
would recommend the workshop to their peers in future. 
More than 90% of the participants also strongly agreed that 

Table 2.Feedback regarding take home messages 
reported by workshop participants (Multiple 

Responses Present) (N=47)

Section Take home 
message Frequency Percentage

Effective 
commu-
nication

How to Overcome 
barriers 44 93.61

Professional in 
communication 41 87.23

Good 
communication 

skills
34 72.34

Be a good 
listener 30 63.82

Simple and 
precise message 21 44.68

Be Empathetic  & 
polite 20 42.55

Conflict 
manag-
ement

Change in self 26 55.31
Patient friendly 

attitude 15 31.91

Conflict 
management is 

necessary
25 53.19

Adopt response 
style to solve 

conflict
43 95.48

Admitting own 
mistakes (be your 

own boss)
06 18.76

Table 2, describes the frequency and percentage distribution 
of various topics which were covered in workshop. For the 
topic of communication skills, the most frequently reported 
take-home messages were how to overcome barriers 
(93.61%), professional in communication (87.23%), good 
communication skills (72.34 %). Other home messages, 
were, be a good listener (63.82%), simple and precise 
message (44.68%), be an empathetic and polite (42.55%).

For conflict management session most frequently reported 
take home message was adopting various style to solve 
conflict (95.48%) followed by change in self (55.31%) and 
conflict management is necessary (53.19%). Other take 
home messages were patient friendly attitude (31.91%) 
and admitting own mistakes (18.76%).

*Multiple Responses Present.
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Table 3, describes responses regarding the plan of 
implementing the new learnings at workplace. For the 
topic of communication skills majority of the participants 
(95.74 %) reported plan to implement good communication 
skills at workplace followed by empathy (61.70%), removing 
communication barriers (55.31 %) and avoid bias (38.29 %).

For conflict management session, the most frequently 
reported plan of application at workplace was to manage 
conflict (42.55%) and giving more time to patient as part 
of quality care (25.33%). 

The participants were asked to list down their suggestions 
for overall improvement of the workshop. A majority of the 
participants suggested that same workshop should also be 
“conducted for doctors and other staff of hospital,” followed 
by suggestions to “include more activities and audio-visual 
content” while reducing lecture part in workshops. Some 
participants were of the opinion that the workshop should be 
more “intensive” rather than “extensive.” Few participants 
suggested that the duration of workshop should be less 
to sustain the interest and focus of participants, as both 
communication skills and conflict management sessions 
were carried out consecutively.

Discussion
The workshop conducted on the topic of Communication 
and Conflict Management was successful considering the 
response received from the participants. A study conducted 
on medical students found that about 88% of the study 
participants were convinced about importance of learning 
communication for better practice and avoiding conflict 
at workplace. Participants of our workshop also reported 
similar opinions and acknowledged the importance of 
communication skills and various methods of conflict 
resolution as also suggested by other studies on medical 
and nursing personnel around the world.10-14 

Inclusion of various roleplays and interactive activities in 

the Communication and Conflict Management workshop, 
which were based on real life situations faced by nurses 
every day in work settings, were also an important factor 
in making learning about communication and conflict 
management easy and interesting for students. Same has 
also been reported by other researchers about roleplays 
and activities.15-17

Though nursing education curriculum includes the topic 
of communication, but it may not be sufficient to develop 
communication skills and conflict management skills, 
which needs periodical reinforcement of the knowledge 
for implementation at workplace and in real life settings.

Overall feedback of nursing interns regarding Communication 
and Conflict Management Workshop encouraged us to 
expand our activity and include nursing and paramedical 
staff for training of communication skills and conflict 
management. If a sufficient number of healthcare workforce 
including nurses and paramedical staff are trained about 
communication skills and conflict resolution, we may be able 
to reduce the incidences of workplace violence and abuse. 

Since the number of participants were very less the findings 
cannot be generalised, also as it was a one-day workshop 
without follow-up activities we were unable to determine 
the implementation of learning at workplace. In absence 
of repeated reinforcements behaviour change is hard to 
acquire.

Conclusion
Evaluation of communication skills and conflict management 
workshop showed that student nurses were keen to 
learn about the effective communication and conflict 
management. Majority of them found it useful and relevant 
to their work, also they expressed desire to implement the 
key learning point from workshop at workplace. Therefore, 
more such workshop should be organized regularly in other 
group of staff. 

Table 3.Responses regarding plan to implement learning from workshop at workplace 
reported by workshop participants

Topic Plan to implement at workplace N %

Effective communication

Admitting own mistakes (be your own boss) 45 95.74
Empathy 29 61.70

Remove barriers 26 55.31
Avoid Bias 18 38.29

Conflict management

Empathy 08 18.60
Manage conflict 20 42.55
Give quality care 12 25.33
Avoid prejudice 03 6.83

*Multiple Responses Present.
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