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Tapping into Emotional Intelligence for
Improved Conflict Management
By Virginia Wilkinson
Conflict, whether it’s on the job or in
our personal lives, can be
depressing, stressful and anxietycausing. Because paramedics often
deal with crisis situations involving
individuals, family members and/or
bystanders, conflict can become a
part of many on the job interactions.
Those conflict situations can lead to
depression and anger in the
paramedic practitioner, and
frustration among patients and the
public, sometimes resulting in
complaints made to SCoP about the
paramedic.
Conflict can feel like a no-win
situation for practitioners involved,
but there are some strategies and
tools you can use to reduce conflict
and improve your job satisfaction.
Activating Emotional Intelligence
tools in situations of conflict with
patients and members of the public
can help to reduce anger and
frustration both among patients and
the practitioner. They can help the
practitioner to de-escalate conflict
and enhance job satisfaction.
Emotional Intelligence (EI) is the
ability to identify and manage your
emotions, and to understand the
impact that your emotions have on
others. It is not something that is
intrinsic to most individuals, but it is
easily learned by practitioners with
access to the right resources.
A leading expert in the field of
Emotional Intelligence, David
Goleman, has identified the key
attributes of Emotional Intelligence
as:
1.
2.
3.
4.

Self-awareness
Self-regulation
Motivation
Empathy
5. Social skills
According to Goleman’s Emotional
Intelligence Model:

Lean on Me
by Donna Dohms, Melville

Self-awareness is defined as
knowing what you are feeling at any
given time and understanding the
impact that mood/those moods have
on others.
Self-regulation is the ability to
control or redirect your emotions
and to anticipate consequences
before acting on impulse.
Motivation is the use of emotional
factors to achieve goals and
persevere in the face of obstacles.

Empathy is sensing and working to
understand the emotions of others.
Social skills relate to managing
relationships, inspiring others, and
inducing desired responses from
those others.
An expert in the field based out of
Saskatchewan’s innovative on-line
mental health service called
PSPNET, believes EI and social
awareness are critical skills for job
success and the mental health of
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paramedics.
“If you look at those key
components of EI you see how they
can lend themselves to better
performance in terms of workplace
performance but also in terms of
feeling better in one’s personal life. I
think aspects such as motivation,
self-awareness, etc., lend
themselves to help us to be the best
versions of ourselves that we can
be,” said Dr. Jody Burnett, Clinical
Research Associate, PSPNET,
University of Regina.
Why EI matters
EI matters because, according to
experts it is critical in predicting our
health, happiness, and overall career
and life success.
The past year and a half has been
difficult for many, resulting in
frustrated, stressed, less patient
individuals and in an increase in
customer complaints. Like many
other public facing organizations,
SCoP has also seen an increase in
client/patient and public complaints
over the past year and a half.
In an effort to assist members in
effectively dealing with conflict to
reduce or prevent complaints, SCoP
is encouraging members to access

resources or training to support the
development of strong EI skills.
Jen Williams is SCoP’s Director of
Professional Practice and Research.
She is also a practising Advanced
Care Paramedic. Jen believes it’s
critical that paramedics have an
understanding of where they are at
emotionally, especially when they
are dealing with sick patients,
concerned family members, and
upset bystanders.
“If we’re not aware of what is
happening with us, we can send nonverbal cues that may be picked up by
others. It’s all those non-verbal cues
that can be problematic. We
definitely need to be able to walk into
any type of situation and pick up on
non-verbal cues from others. If a
paramedic isn’t actively using EI
skills, those non-verbal cues can be
missed, communication with the
patient can break down, and that
empathy piece can easily get lost,
resulting in frustration or anger by
the patient,” said Jen.
She says communication, empathy,
and an understanding of the
messages paramedics are sending
to patients through non-verbal cues,
are critical in the delivery of patient
care.
“Its probably
one of the
more
important
pieces in a
lot of
situations.
More often
than not
complaints
are made
because
there is a
perception
that the
paramedic
wasn’t caring
in their
delivery of
care.”

COVID-19
by Marie Stimson, Regina

Jen said
paramedics
are asked to
do a lot of
things and

wear a lot of different hats, but
ultimately it’s how they present
themselves as a caring individual
that is probably the best calling card
for them and for the profession.
“The more caring someone is
perceived as being in providing
health care, the more positive that
experience is perceived to be for the
patient,” she said.
Enabling successful patient
interactions and paramedic job
satisfaction
Jodi Egeborn, SCoP’s Manager of
Professional Conduct, began
working with SCoP in early 2020.
She came to SCoP after spending
more than 20 years working in
Alberta as a registered social worker,
primarily conducting child abuse
investigations, court work, police
partnership roles, victim support, and
indigenous liaison. As with the work
done by paramedics, her child
advocacy and child protection work
often involved high stress and crisis.
“I learned that the communication
piece is critical. It’s not always what
you are saying, but it’s how you are
saying it,” she said.
Like Jen, Jodi believes a solid
grounding in EI skills is critical to
success and job satisfaction for
public safety personnel such as
paramedics.
“Having insight into verbal and
nonverbal language with the patient
is really important. If you have good
tools in your tool kit around how to
effectively interact with the public,
how to effectively show compassion,
and how to ensure that people feel
cared for and that their dignity is
being respected, the potential for
conflict will be much reduced. So, in
responding to a call, reading the
patient’s cues is critical, and can
improve overall satisfaction with that
response,” she said.
Experts such as Goleman and others
identify that there is a range of tools
and resources available to support
the development of EI skills. (A
sampling of resources is listed
below).
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Tips such as those listed below
are used by a variety of experts in
the field, to help individuals
develop EI:
1. Make time to observe how you
are feeling emotionally.
2. Pay attention to how you
behave with different emotions
– know your triggers & stressors.
3. Practice responding rather than
reacting.
4. Take responsibility for your
feelings and behaviours.
5. Practice empathizing with
others.
6. Take time to notice positive
emotions.
7. Take time to reflect on and learn
from negative emotions.
8. Take a moment to breathe in
times of high emotion.
9. Don’t stop working - EI
development is a continuous
process.
Accessing EI skills through
Saskatchewan’s unique online
mental health service for Public
Safety Personnel - PSPNET
Paramedics and other First
Responders in Saskatchewan,
Quebec, Nova Scotia, Prince
Edward Island, and New Brunswick
are also able to access to an
innovative internet-delivered
service, at no charge, which
supports the development of EI and
improved mental health among
public safety personnel. The service
is called PSPNET.

Clinical Research Associate,
PSPNET, University of Regina.

Other online EI resources
include:

This course aims to provide
information and teach skills for
managing symptoms and keeping
emotional wellbeing within the
healthy range for overall better
mental health.

•

“If you think about resiliency, the
ability to bounce back from things, it
is really important in the role of
public safety personnel - being able
to deal with environments that are
constantly changing and the regular
exposure to trauma and operational
stressors. When we are able to
connect with skills and strategies
that help to keep us in balance in
terms of EI, it’s a lot easier for us to
be able to respond in a healthier
way than when we are not in
balance. Self-awareness, problem
solving skills, communication, all of
those kinds of things really do rely
on EI, so it’s about how can you
equip yourself to be able to deal
with the constant demands and
intensity of the work that PSP are
often exposed to,” she said.

For more information on
PSPNET, your free
specialized mental health
service, visit
www.pspnet.ca

•
•

•
•

•

•
•
•
•

https://www.psychologytoday.
com/us/basics/emotionalintelligence
https://www.ihhp.com/meanin
g-of-emotional-intelligence/
https://www.ems1.com/emsmanagement/articles/emotiona
l-intelligence-in-ems-selfawareness-j238zfhJkvY1saOW/
https://mcrh.msu.edu/educatio
n/EI%20and%20Mindfulness%2
0for%20EMS.pdf
https://www.jems.com/adminis
tration-andleadership/emotionalintelligence-in-ems-leaders/
https://www.dropbox.com/s/zd
na9jfp0rblj8y/EI%20and%20Mi
ndfulness%20for%20EMS%20%
282%29.pdf?dl=0
https://www.verywellmind.com
/what-is-emotionalintelligence-2795423
https://www.verywellmind.com
/components-of-emotionalintelligence-2795438
https://globalintelligentsia.com
/components-of-emotionalintelligence/
https://youtu.be/n9h8fG1DKhA

The service is available to all
current and former public safety
personnel, for free, without a
referral.
“It’s available from the privacy and
the comfort of their home, its free of
charge, its completely confidential,
and it is helpful for individuals who
may have very mild symptoms or
perhaps more complex symptoms.
Additionally, there are currently no
wait times – so access is almost
immediate. We’re really proud that
we can offer a service that helps to
increase access to mental health
services and reduce common
barriers that can sometimes deter
people from reaching out for
support,” said Dr. Jody Burnett,

by Shawn Wollmann,
La Ronge
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What if a
Complaint is
Made About
Me?
The Rights of Paramedics
During an investigation of allegations
against an Emergency Medical
Responder (EMR) or Paramedic,
SCoP takes steps to protect the
member’s rights.
1. Investigations will be conducted
in a timely and impartial manner.
2. The EMR or Paramedic will be
informed of the specific allegation(s)
under investigation.
3. The EMR or Paramedic will be
given an opportunity to provide a
written response.
4. The EMR or Paramedic will be
given an opportunity to provide
information to the SCoP investigator.
5. The complaint will be reviewed
impartially by the Professional
Conduct Committee – a committee

2021 SCoP Award for
Photography winner!

made up of EMRs and/or
Paramedics and a public
representative.
6. The EMR or Paramedic will be
provided with the written decision of
the Professional Conduct
Committee.
The Process
The Paramedics Act and the bylaws
of the SCoP set out a specific
process for filing and investigating
complaints.
The complaint to SCoP must be
in writing.
The complainant can remain
anonymous but are encouraged to
provide their name, address, and
phone number and/or email address.
The complaint must include
specific information about the nature
of the allegation.
The Professional Conduct
Committee will review the complaint
and decide if an investigation is
warranted.

Both you and the complainant
will be asked for details about the
incident(s) and names of any
witnesses who may have more
information about the complaint.
The SCoP investigator may
contact these individuals for relevant
information.
The Professional Conduct
Committee
The Professional Conduct
Committee (PCC) of the SCoP will
meet to consider relevant information
collected during the investigation.
Neither you nor the complainant will
be present during this meeting.
The PCC may refuse to proceed
further with a complaint if, in its
opinion, no further action is
warranted on the facts of the case, or
that it is outside the jurisdiction of
SCoP.
The PCC may:
-

Dismiss the complaint

-

Issue a letter of guidance

SCoP will notify you and tell you
about the complaint.

-

Suggest consensual complaint
resolution

You will then have the
opportunity to respond to SCoP.

-

Refer the complaint to the
Discipline Committee for a

PPE in Action
by Angela Sereda, Moose Jaw
*patient permission granted
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formal hearing
-

SCoP will send you and the
complainant a copy of the
PCC’s decision.

Consensual Complaint Resolution
Consensual Complaint Resolution is
a process by which a paramedic
admits to having committed
professional misconduct or
incompetence and consents to taking
measures to rectify the situation that
led to the complaint. Cases referred
for consensual complaint resolution
must be revolved to the satisfaction
of the complainant, the SCoP
member, and the PCC. Members
who participate in a consensual
complaint resolution will have that
fact noted on the public register.
Matters resolved through consensual
complaint resolution are not subject
to a hearing before the Discipline
Committee.
The Discipline Committee
A formal complaint submitted to the
Discipline Committee by the PCC
shall be posted to the SCoP website.
The formal complaint will include the
name of the member and a
statement of the sections of the
Paramedics Act and SCoP Bylaws
they are alleged to have violated.

Mandatory CME
Credits for 2023
Licence Renewal
This year has been a busy one for
the Professional Conduct Committee
(PCC). During their investigations it
has been noted that a large
percentage of the files contain
documentation which is
inappropriate, lacking in information,
or in some instances the
documentation is missing altogether.
This creates significant concerns for
patient safety as well as potential

The date and time of the discipline
hearing shall be posted on the SCoP
website no less than two weeks
before the hearing date
The Discipline Committee will form a
panel of at least three members of
the SCoP and at least one public
representative. The Discipline
Committee panel will hear and make
a decision about the case.
The Discipline Committee panel may
find the member either guilty or not
guilty of the charges set out in the
formal complaint. When the verdict is
guilty, the Discipline Committee is
responsible for making a disciplinary
order. The disciplinary order may
include suspension or cancellation of
a member’s license, terms or
conditions placed on the members
licence to practice, or any other order
the Discipline Committee finds
appropriate. All decisions of the
Discipline Committee are posted on
the SCoP website.

Suggested Do’s and Don’ts
You may find it stressful experience
to receive notification that a
complaint has been filed against you.
Please take time to review the
allegation and any accompanying
documents that are sent to you.
Here are some Dos and Don’ts to
help you during this process:
DO wait for two or three days after
you receive the notice before
providing a response. The time will
help you think about the matter and
gather your thoughts.
DO call SCoP to learn about the
investigation process if you have any
questions.
DO try to recall incidents, dates, and
names of relevant witnesses and
provide as much detail as possible.
This could be critical to achieving a
successful resolution.

Confidentiality

DO consider consulting a lawyer to
advise you of your legal rights.

SCoP does not comment on
investigations or complaints. SCoP
does this to protect members and
complainants as well as to avoid
possible prejudice to the process.

DON’T contact the person who filed
the complaint. We strongly advise
that no contact be made with the
complainant.
DON’T alter any patient records or
other files.

liability issues for the member. This
issue was brought forward to the
Education Committee which has
agreed that this is a concern that
needs to be addressed.

The development of the course is
underway. Once the module is
completed the link will be posted to
the SCoP website. It is expected to
be ready by spring 2022.

In response, the Education
Committee has approved a
mandatory 5 credit course focused
on documentation for all members
effective with the 2023 renewal. This
education is to be completed during
2022 and will count towards the total
20 credits required for renewal. All
members will be required to
complete this training, regardless if
they recently completed continuing
education or other training on
documentation.

To confirm, effective with the 2023
renewal, member must provide the
following:

There will be no charge for this
training.

1. 5 CME credits relating to
mental health/wellness
2. 5 CME credits relating to the
mandatory documentation
course
3. 10 general CME credits
If you have any questions, please
contact Jennifer Williams, Director of
Professional Practice.
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SCoP Council &
Committee
Nominations:
due January 27
Nominations are open and once
again we are looking to recruit
people from all licence levels and
sector experience to participate on
SCoP Council and Committees.
There are 3 opportunities to join
Council and 10 for members to join
a committee.
2022 vacancies:
Council:
Vice President (1 position)
Members at Large (2 positions)
Committees:
Audit (1 Member at Large)

Jason Farago:
jgfarago@hotmail.com
Public Rep - Joel Gritzfeld:
joel.gritzfeld@gmail.com

College, or students actively enrolled
in a paramedic program. Two awards
of $500 each are available. Winners
will be chosen by a professional
photographer.

Public Rep - Olu Adetunji:
olumide.adetunji@gov.sk.ca

**Remember that patient
confidentiality must be respected.

Public Rep - Karen Gibbons
kpgibbons@gmail.com

Submit your images via email to
collette.parks@collegeofparamedics.
sk.ca . In the body of the email,
please include: your name(s),
contact telephone number, a caption
detailing the subject of the image,
and the location where it was taken.
Images should be submitted as .jpg
files of up to 6 Mb in size and high
quality. Please also include a signed
image release form for each
identifiable person pictured.

The time commitment required may
be more manageable than you
realize!
Nomination forms are on our
website. Deadline: January 27

SCoP AGM will be held
Wednesday, May 4, 2022

SCoP Award for
Photography
The photo contest is back! This year
we are looking for your interpretation
of TEAMWORK.

Discipline (2 Members at Large)
Education (4 Members at Large; 1
Public Representative)
Legislation and Bylaws (1 Member
at Large)
Nominations (1 Member at Large)
Note: nominations committee
candidate names will appear on
election ballots
Professional Conduct (1 Member at
Large)
If you would like to know more about
the commitment required to be on
either SCoP Council or any of the
Committees, please contact any of
the following members of Council
directly:
Bill Fischer: billfischer@sasktel.net
Matt McGurk:
mattmcgurk@hotmail.com or phone
306-361-5178
Kyle Sereda: phone 306-690-6170 or
email kg.sereda@sasktel.net
Chris Fay: faychris@accesscomm.ca
Mike Meyer: m.p.meyer@icloud.com

This competition is open to all
members in good standing with the

Mama bear power never fails
by Carrie Motz,
SHA Cabri

Please note that by entering the
competition, you give the
Saskatchewan College of
Paramedics non-exclusive
permission to use the images,
credited to you, in online and printed
form.
All submissions must be received by
Monday, April 4, 2022.

2021 SCoP
Award for
Photography
winner!
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The College is responsible for the
protection of the public, and
management of this responsibility is
one of the most important roles that
the College has.
It is our job to assure the public of
the knowledge, skill, proficiency, and
competency of members in the
practice of emergency medical
services.

The professional conduct committee
has investigated 40 complaints in
2021.
Of these, 8 relate to professional
incompetence, and 32 relate to
professional misconduct.

shirp.usask.ca/alpha

