
DEALING WITH CONFLICT AND CHANGE – PRACTICE QUESTIONS 
Professional 240 
 
1. JCOHA has mandated that hospitals control conflict through: 
  a. arbitration 
  b. mediation 
  c. dukin’ it out in the parking lot 
  d. policies and procedures 
 
2. Conflict occurs:  (SELECT ALL THAT APPLY) 
  a. in every work group 
  b. when two or more people disagree 
  c. daily in the life of a nurse manager 
  d. when there are a lack of resources 
 
3. Generators of conflict can arise from:  (SELECT ALL THAT APPLY) 
  a. decreased workload 
  b. tension between groups 
  c. multiple role demands 
  d. not enough coffee in the break room 
 
4. Conflict can arise between: 
  a. Physicians, Nurse practitioners, Charge Nurses 
  b. Physicians, lawyers, patients 
  c. Someone pulling their weight 
  d. Unions and patients. 
 
5. Potential conflict generators include: 
  a. Competition for patients 
  b. Cultural differences 
  c. Acting professional 
  d. abundant resources 
 
6. A patient is agitated and feels isolated.  He has had one visitor in the last three 

days.  The nurse asks if there is anything she can do to help.  She offers several 
suggestions.  Which is the best option to offer the patient? 

  a. Turn down the lights and provide quiet. 
  b. Sit and listen to the patient 
  c. Turn up the lights 
  d. Allow more visitors 
  e. Make frequent rounds to decrease the isolation 
  



7. In July of 2008, JCOHA issued a new leadership standard that required accredited 
hospitals to: 

  a. provide policies and procedures for all employees 
  b. make sure all employees look and act professionally 
  c. have a Code of Conduct 
  d. resolve conflict through arbitration 
 
8. Identify a consequence of conflict: 
  a. it has no harmful effects 
  b. conflict can have a positive side 
  c. cannot be resolved 
  d. it decreases over time 
 
9. Marlene and Derrick have had problems working with each other.  They are in the 

Nursing Managers office trying to work out the conflicts they have.  The goal of 
dealing with their conflicts is to: (SELECT ALL THAT APPLY) 

  a. make Derrick feel like he is right. 
  b. promote cooperation and growth between Derrick and Marlene 
  c. Should be a “Win-Lose”, with Marlene winning 
  d. Create an environment in which all feel that their needs and concerns 

have been addressed. 
  e. Create a “Win-Win”, where each feels that they have gained something. 
 
10. The process of problem resolution includes: 
  a. Identifying problem, generate solutions, evaluate solutions, choose best 

solution, implement solution, problem solved, (if not repeat) 
  b. Identify problem, argue over solutions, pick your solution, implement 

solution, vote on it, problem solved (if not, take it to parking lot) 
  c. Argue over the problem, generate solution, evaluation one solution, 

choose several solutions, implement several solutions, problem solved 
(if not, repeat) 

  d. Discuss problem over coffee and donuts, don’t find solutions it doesn’t 
matter, problem solved (if not, buy more donuts and coffee it’s gonna be 
a long night…in the parking lot) 

 
11. When negotiating an agreement informally, the following should be done before 

negotiations begin:  (SELECT ALL THAT APPLY) 
  a. Set the stage 
  b. conduct the negotiation 
  c. agree on a resolution 
  d. Let one person speak for everyone 
  e. Be openly hostile 
  



12. The negotiation process should include:  (SELECT ALL THAT APPLY) 
  a. Let one person speak for everyone 
  b. Listening actively 
  c. set and enforce ground rules 
  d. Allow as many people as possible to solve the problem 
  e. set a time limit 
 
13. A form of negotiation that includes economic issues, management issues, and 

practice issues is called: 
  a. collective bargaining 
  b. staffing negotiation 
  c. employee bargaining 
  d. illegal in 48 states 
 
14. The first step in the process of conflict resolution is: 
  a. Comes up with a goal 
  b. Identify the problem 
  c. Decide on the best situation 
  d. Allowing everyone to have input 
  e. Setting the ground rules 
 
15. Change is: 
  a. chaos 
  b. turbulent 
  c. bad and should never be done 
  d not productive in a medical environment 
 
16. When change occurs to rapidly or demand to much it makes:  (SELECT ALL THAT 

APPLY) 
  a. Decreases stress 
  b. Causes anxiety 
  c. Causes stress 
  d. increases oxygen demand 
 
17. Macrochanges include: 
  a. Medicare and Medicaid cuts 
  b. Drawing own labs 
  c. electronic charting 
  d. revision of unit policy and procedure 
 
18. Strategies that affect change are:  (SELECT ALL THAT APPLY) 
  a. Rational-empirical strategies 
  b. Universal strategies 
  c. Normative or re-educative strategies 
  d. Power-coercive strategies 
 



19. The Rational-empirical strategy of affecting change by Lewin includes:  (SELECT 
ALL THAT APPLY) 

  a. Freezing 
  b. Refreezing 
  c. Change 
  d. Disregarding 
 
20. The process of “unfreezing” in the affectation of change is taking one out of their: 
  a. New Comfort Zone 
  b. Discomfort Zone 
  c. Comfort Zone 
  d. Relaxation Zone 
 
21. The process of “Refreezing” in the affectation of change is putting one in a: 
  a. New Comfort Zone 
  b. Comfort Zone 
  c. Relaxation Zone 
  d. Discomfort Zone 
 
22. There is always resistance to change, factors that create resistance are:  (SELECT 

ALL THAT APPLY) 
  a. Psychological concerns 
  b. Technical concerns 
  c. Social concerns 
  d. Position and power 
 
23. In the recognition of resistance, the active process includes:  (SELECT ALL THAT 

APPLY) 
  a. Outright refusal 
  b. Accepting the idea 
  c. Arguing against the change 
  d. Organizing resistance of other people 
 
24. In the recognition of resistance, the passive process includes:  (SELECT ALL 

THAT APPLY) 
  a. engaging in discussion 
  b. ignoring change  
  c. refusing to commit to the change 
  d. agreeing but not acting accordingly 
 
25. The ability to lower resistance to change includes:  (SELECT ALL TH AT APPLY) 
  a. dissemination of information 
  b. disconfirmation of currently held beliefs 
  c. providing social safety 
  d. negotiating change 
  



  



26. Janelle is a Nursing Supervisor in a busy Med-Surg unit and she has noticed an 
increase in nursing staff calling in sick.  She has decided to dictate a change in the 
department that will penalize nurses for calling in sick when it is difficult to cover 
the missing shifts.  In dictating this change it may be:   

  a. Effective in many situations 
  b. Communicate a sense of authority 
  c. The change will be rapid and lasting 
  d. Everyone will comply 
 
27. Strategies that help in dictating change include:  (SELECT ALL THAT APPLY) 
  a. Point out dissimilarities 
  b. Express disapproval 
  c. Recognize competence and skill 
  d. Provide assurance 
  e. Allow time to practice 
 
 
28. Identify the phases of a planned change:  (SELECT ALL THAT APPLY) 
  a. Discuss the change 
  b. Plan the implementation 
  c. Implement the change 
  d. Integrate the change 
 
29. In designing the change it is important to consider: 
  a. Is the change necessary? 
  b. Does the change have to be technically correct? 
  c. This is the best way. 
  d. Keep practicing. 
 
30. In planning the change it is important to consider: 
  a. Is the resistance unjustified. 
  b. The resistance has been overcome. 
  c. Is there resistance? 
  d. Is the change technically correct? 
 
31. Implementing change should take into consideration:  (SELECT ALL THAT 

APPLY) 
  a. What is the magnitude? 
  b. What is the complexity 
  c. Who needs to be involved? 
  d. What is the pace? 
  



32. Sharon has integrated some new changes on her unit to improve staffing 
satisfaction.  In integrating these changes she considered: 

  a. What management thought about the changes. 
  b. Are the people in her unit comfortable with the changes. 
  c. The changes only need to occur every day she works. 
  d. Many people didn’t really like the changes. 
 
33. How does your leadership affect change:  (SELECT ALL THAT APPLY) 
  a. Leadership influences how the change is handled. 
  b. Change present an opportunity professional growth. 
  c. Change should always be viewed as positive. 
  d. As long as you are the leader it doesn’t matter what others think. 
 


