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The Lord God has given me the tongue 
of a teacher,

that I may know how to sustain 
the weary with a word.

Morning by morning he wakens,
wakens my ear

to listen as those who are taught.
The Lord God has opened my ear.

Isaiah 50:4-5a



Outcome 1:

Incorporate active listening and presence

in communication techniques.



Case Study:

Gene, a 65 year old male member of your faith community and his wife
ask you to pray for them because his multiple myeloma, which was 
diagnosed several years ago has reached a stage where the oncologists
feel there is nothing more they can do.  He’s been on clinical trials
and tried many different treatments, but his blood work and other
tests indicate the disease is no longer responsive to efforts to control it.

You make an appointment to visit Gene and his wife, Glenda, and while
all three of you are sitting at the kitchen table, Glenda says, “I’ve been
urging Gene to make his funeral plans and get ready for the end but he 
just wants to keep fighting this disease.  I feel as if we’re not able to talk 
honestly about what could be coming in the next few months.”  Gene
smiles and says, “ God isn’t ready for me yet…I’ll know it when He is.”

What are some ways you would use your communication skills in this
situation?



A Review of Therapeutic Communication

Therapeutic Communication:  interpersonal interaction 
between the nurse and client during which the nurse 
focuses on the client’s specific needs to promote an
effective exchange of information. (Videbeck, 2011)

Characteristics include:
__goal_____directed
__Time_____limited
__Need____focused



Skill practice:
In your small group, ask the person with the shortest hair:
“We’ve been hearing a lot about becoming a FCN.
what are some thoughts or feelings you’re having about
your FCN ministry or practice?

Follow Sondra’s instructions for this skill practice.



Communication

Review of Basic Communication Principles:

1.   It is impossible not to communicate.

2.   Most of our communication is __________.

3.    We are ____% responsible for the effectiveness

of our communication.



Communication

4.   Presence is the awakening that calls us into a 

conscious engagement with some aspect of the

current moment.  It is being there or being with in

a way that is meaningful to another person.  

(Benner,2014)

5.  Of all the skills in therapeutic communication 

listening skills are the foundation of 

understanding, empathy and effectiveness.



Empathic listening is a structured listening and questioning 
technique that allows us to develop and enhance 
relationships because we pay attention intellectually and
emotionally to what is being conveyed.

With our presence and empathic listening skills, we connect
our brain with our heart for the deepest understanding.



“I am struck by the
transforming significance
of the ministry of 
listening.  
Listening “for the soul”
is the primary and
essential form our
care takes when we are
concerned with fostering
spiritual depth in the
lives of those within
our faith communities.

Listening For the Soul,
By Jean Stairs



Communication

What are the key skills you use in    
active/reflective listening?



1. Paying attention to verbal and nonverbal cues and noticing incongruency.
2. Listening with your “whole body and whole being.”
3. Using silence effectively.  Let silence do its work.  SILENT
4. Using reflection, paraphrasing, clarifying
5. Listen for the dominant mode of communication the client uses:

Visual:  “I see, I recognize.”
Auditory:  “I heard…”I hear what you’re saying.”
Kinesthetic:  “I felt…I get what you’re saying.”
Try to match, to some extent the client’s mode.

6. Listen for spiritual concerns  ( a need for attention, respect, love, 
inadequacy, their meaning in life, failure, fear, disconnection)

7. Trust the client and let them set the rules for the conversation.
8. Give the gift of time and authentic presence.

Empathic Listening Skills



Break out rooms for 7 minutes—
Each group member gets 2 minutes to talk, without interruption,
about their thoughts, fears, feelings about faith community nursing and 
their ministry.
The other two group members are to listen empathically.

At the end of 2 minutes, I will send each group a notice to change
speakers.  Again, that speaker will talk for 2 minutes.

At the end of 2 minutes, the last speaker will share.



COMMUNICATION:
Team Ministry

Outcome 2:  Participate effectively in
the ministerial team.

Ministry teams take many forms. “ The 
concept of a ministry team may be the
most effective approach for health and
wellness in faith communities.” 
(McNamara, 2014)



Types of ministry teams:
a.  Hierarchical

b.  Collaborative

c.  Self-directed
(Independent)

Communication:Team Ministry

?What type of team will you be working with?



Team Ministry

Why teamwork in FCN practice?

Our Scope and Standards of Practice:  (pages 67-70)
Standard 9: Communication:
The faith community nurse communicates 

effectively in all areas of practice.
❖ Assesses communication preferences of others.
❖ Assesses his/her own communication skills.
❖ Seeks continuous improvement of her/his own 

communication and conflict resolution skills.
Standard 10:  Collaboration:
The FCN collaborates with the healthcare consumer and
Other key stakeholders in the conduct of nursing practice.

❖ Uses effective group dynamics and strategies to
enhance team performance.



Communication:Team Ministry

If you’ve been a member or observer of a very 
effective team, what made this team so successful?



Characteristics of “effective” teams?
1.  ______ is essential. (So,

excellent communication is vital.)

2.  Vocation/career/ministry vs “job.”

3.  A shared vision and mutual goals 
of service to the faith community.  
(this may, at times, override your own
specific ministry goals)

Team Ministry



4.  A constructive approach to conflict.

5. An effective team-leader and/or facilitator.

6. Clarification of roles and rules.

7. Respect for diversity and life issues.

8.  Frequent celebration, appreciation and team-

building.

Effective teams don’t just happen—they
are built and re-built by those who

are part of the team.

Team Ministry



Alone we can do little, together we can do much.”

Helen Keller

Communication-Team Ministry

What are some ways you anticipate you will
engage in communicating and collaborating
within your ministry team (s)?



Case Study:  You lead a weekly exercise class
for seniors at your faith community.  This class
has developed into a “support group” of sorts.
Frequently, members of the group bring up how
much they dislike the hymns being sung during
the church services.  They complain that the
hymns are not familiar and they miss the traditional
hymns.  They ask if you have any influence to 
change things.

Your faith community only offers one worship service a
week and because pastors are young and prefer non-
traditional music, you can empathize with the seniors.
From a communication, teamwork and collaboration
standpoint, as a staff person, how do you handle this
situation?



Communication:  Team Ministry

Practical issues for the new FCN as 
part of a team ministry:

1.   The spiritual leader’s comfort,
experience and skill in management
and supervision may vary widely.

2.   The FCN needs to be aware of the
“organizational culture” of the faith
community.

What is organizational culture?



Team Ministry

Organizational culture is a system of 
shared assumptions, values, and beliefs,
which governs how people behave in 
organizations. 
The strongest force in an organization is 
not vision or strategy – it is the culture
which holds all the other components.

Samuel Chand,
Church consultant



Communication:  Team Ministry

Practical issues, continued…
3. Be aware of the unwritten/unspoken

rules in every faith community:

We’
We’ve always done it 

this way.  Why should we
change?

Don’t step on her
toes or you’ll 
regret
it!



Communication:  Team Ministry

Practical Issues, continued…

4.  Rituals and celebrations of the
faith community may vary from
other congregations in the same
denomination.  



Team Ministry

Practical issues, continued…
5. A FCN may be a member of more

than one “team”—each team will have
its own structure, personalities, rules,
communication styles, name, etc.

Faith communities have different metaphors
for their team meetings (family meetings;
councils; liturgy;  staff meetings; town 
meetings, etc)



6. Every team goes through stages (forming, storming,
norming, performing).

7. Each time a change is made in team membership, the
team reverts back to the stage of “forming.”

(Bruce Tuckman)



Team Leadership and Coordination

Effective team leaders:
1.  Prepare an agenda for the meetings 

and send out ahead of time.
2.  With their team, set ground rules for 

meetings
3.   Start and end on time.
4.   Facilitate so that input is valued and 

all views are respected.

Communication: Team Ministry



5. Always keep in mind: the health ministry’s 
activities must fit with other priorities 
and mission of the faith community.

6. Be sure there is an action plan and clear
expectations for each meeting and address
the action plan at the next meeting.

Effective meetings don’t just happen.  They are
led by someone who has the ability to motivate

and direct the group.

Communication:  Team Ministry



Team Ministry

You are planning a health fair at your faith
community.  You have a three-member health
ministry council, but you’d like to add three more
persons to help with the health fair planning
and implementation.
How would you go about putting together this
new “team?”
What might you need to keep in mind as the
group’s leader?



Communication:  
Ministry Team Collaboration

“One of the greatest human needs
is the need to feel appreciated.”

William James



Outcome 3:  Participate in conflict 
resolution in the context of healthcare
consumer care within the faith community
and healthcare settings.

What are some words or feelings that come to mind
when you think about conflict and disagreement?



Managing Conflict

Both conflict and harmony are normal 
and have the potential to be negative or

positive aspects of our relationships.

“No two people think alike on everything.  No two people feel the 
same way about everything.  No two people want the same things 
or want them at the same time.  We are, in fact, autonomous, 
different and unique human beings.                                                               

Virginia Satir



Communication:  Conflict Management

My dear brothers and sisters, take note of this:  
Everyone should be quick to listen, slow to speak 
and slow to become angry, because human anger 
does not produce the righteous life that God desires.

James 1:19-20

A gentle answer turns away wrath, but a harsh word
stirs up anger.  Proverbs 15:1



Communication:  Conflict Management

What causes conflict?
A. Differences in __________
B. Differences in _________
C. Differences in ___________
D. Differences in ___________
E. Differences in personality styles
F.     Differences in culture
G.    Communication problems
H.    Stress
I.     Prejudice and ignorance
J.     Other causes



II.  Five Alternatives For Dealing with Conflict

ACompCompromising

R
E
L
A
T
I
O
N
S
H
I
P

OUTCOME

HIGH  IMPORTANCE

LOW IMPORTANCE HIGH IMPORTANCE

Accommodating Collaborating

Avoiding Forcing

Accommodating Collaborating

Avoiding Forcing



Communication:  Conflict Management

Resolving Conflicts Collaboratively

A.  Prayer is helpful.  Pray for calm and insight.

B.  Do some “pre-work” if possible.   Identify the “real” 
issue from your perspective and what you “think” 
the other person’s or group’s perspective might be.  

C.  Recognize that collaboration takes time.  Don’t rush
the process.



Communication:  Conflict Management

D. Express your desire to resolve any disagreement
in a “win-win” way.

“I have a concern, and I need your help.”
or

“I’m feeling some tension in our relationship
( group/meeting/ communication). I value our
working relationship and would like to see if
we can figure out what might be causing that.”



Communication:  Conflict Management

E. Use “I” language.   Avoid blaming, accusing.

“I (feel, think)__________________

When_________________________
(describe behavior/situation)

Because_______________________.”



Communication:  Conflict Management

Example:  
“I feel concerned when you give out my
cell phone number to congregants because
I’m not able to be available 24 hours a
day.”

“ I hear that your priority is education
for the children.  I also feel strongly that keeping
our kids safe is critical.  I believe we can work
work together to be sure both happen.”



Communication:  Conflict Management

F. Encourage the other persons to express
their perspectives, feelings, thoughts
and listen (with your “whole body!”) 

G.  Everyone shares what they “need” 

G. Facilitate a discussion/brainstorming on
how you might all work together to meet
the needs of those involved.



Communication:  Conflict Management

H. Touch base with those involved within
1-2 days after discussion.  Share your
desire to foster the relationship.

I. Evaluate how the “solution” is working
and re-address if necessary.

“We find comfort among those who agree with 
us and growth among those who don’t.”

Frank Clark



Communication:  Conflict Management

A tip:  Do not use e-mail to address conflicts
or situations involving a high degree
of emotion.
Face to face communication is best
when addressing conflicts.



Your supervisor asks you to form and lead a task force
to develop emergency protocols for your faith community

This is in response to several medical emergencies
that have occurred during worship.  You

form a committee of six, three of whom have health
care backgrounds.  As you are discussing
protocols, you suggest that an incident report be
developed so that each emergency event is documented.
Two members adamantly disagree stating:  “ If we 
keep records, we could be sued.”  You bring up the
legal aspects of not documenting.  The committee
agrees to meet in two weeks.  During that time, you
find out that these three members have gone to senior
leadership to argue against documenting incidents.
How would you approach  this conflict situation?



Outcome 4: Examine the impact of the FCN’s
personality type and communication styles on
functioning within a ministerial team.

“Self awareness is the foundation of 
personal growth and success.  It is the 
'keystone' of emotional intelligence.”

Emotional Intelligence by Daniel Goleman

“Self-awareness has long been addressed as fundamental for 
the professional nurse with the accepted view that self-
awareness will lead to greater competence.”

Eckroth-Bucher M.
Department of Nursing
Bloomsburg University



People   Oriented

Task  Oriented

Active Supportive

Directing Conscientious/Analyzing

Influencing Steadying

Adapted from DiSC®

Personality /Behavioral Styles: 



D: Likes immediate results.
Likes to be “in charge.”
“What’s the bottom line?”
Problem-solver; risk-taker
Sometimes misses details
May not take time to listen

Tips for working with a Director:
Be precise, organized, direct.
Stick to facts rather than feelings.
Avoid “telling.”
Limit small-talk.

Personality /Behavioral Styles: 



Personality /Behavioral Styles: 

I: Friendly, warm, trusting
Wears emotions on sleeve
Charismatic, Creative
Needs recognition
Doesn’t like rules or conflict
May be disorganized
May not follow-through

Tips for working with an Influencer:
Get them to talk about ideas, feelings
Let them take some of the limelight
Spell out details and timelines



Personality /Behavioral Styles: 

S: Conscientious, loyal, dependable
Good listener
Likes cooperation
Needs to hear appreciation
Likes predictability

Tips for working with a Steadier:
Be calm, informal, appreciative
Give time to make changes
Listen and encourage sharing of true feelings



Personality /Behavioral Styles: 

C: Thorough, accurate, analytical

Detail-oriented
Critical of self and others
Needs time alone, time to process
Dislikes change

Tips for working with a Conscientious/Analyzer
Be organized and prepared
Don’t rush or ask them to “wing-it”
Give them details they need.



Just from this brief overview, what two behavioral
styles do you feel are your most prevalent?

How do you think your styles differ from others on
your ministerial team and what are the implications
of these differences?



Case Study:  You work closely with the director of
Adult education/spiritual formation at your faith community.
Your styles are very different and you’ve found it 
somewhat challenging to plan events with him.

Your supervisor has asked the two of you to work together to 
offer a program to congregation members on “Loving Ways to
Handle Interpersonal Conflict.”  Your behavioral style tends to be
“C” for conscientious with a back-up style of “S” for steadiness.
The Adult Ed director’s style (at least as you see it) is “D” for 
director with a back-up style of “I” for influencer.  In the past, 
when planning events with him, you have been frustrated
because he waits until the last minute to do things and has
trouble meeting deadlines.  You worry that you will end up
doing the majority of the work or the program will flop.
How do you handle these style differences?



Personality /Behavioral Styles: 

There are many different types of behavioral, 
personality and communication style inventories.
▪ Myers-Briggs
▪ I-Speak-www.ispeak.com
▪ L-E-A-D-www.churchgrowth.org
▪ DiSC-www.123test.com/disc-personality-test
▪ https://www.truity.com/test/enneagram-personality-test



Personality /Behavioral Styles: 

❖ We are all a “blend” of styles
❖ All styles have both strengths and weaknesses
❖ The most effective people can “flex” or adapt

their styles as needed.
❖ The BEST TEAMS are made up of diverse styles.
❖ As you develop your skills in leadership, team-

work, use your awareness of these styles to
be more effective.

How to use personality style insight:



Communication and Collaboration

We have explored concepts of communication,
team ministry and collaboration.

What is one “learning” you can take with you
and apply as a FCN?


