Welcome to our virtual waiting room!

. . ) Blueleans Participant Screen
While you wait for the session

to start, please take time to: - Entry banner alerts Attend
' P Attendee View ol bl
N . . (David Lee) see or hear them.
1. Familiarize yourself with
Event

BlueJeans e
2. Check your name- update
first and last if incorrect

! <«— Exit the event
The event is live - You are hamwmaﬂmmhm orheard DISMISS <— Main (rogter) view 1

<— Chat w/ everyone | 2

<— Chat w/ Moderator

» 1 in the picture S
3. Visit the chat window . <— Questions & Answerd 3
: : Expand sid
> 2 in the plCtU re Mute nzszr;u;w [(echsplay
. . . Speaker Presenter roster)
4. Visit the question & answers _
. € Set_tmgs (choose
window Sl S which speaker to use)
> 3 In the pICture Slider bar - drag to change the

size of video and content

Penn Medicine



& Penn Medicine

Lunch with Leaders LIVECast
Penn Medicine Experience:

How to Deliver a Great Patient Experience Now
October 22, 2020
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Virtual Meeting Norms

Actively participate to make this engaging! You have several
opportunities:

* Respond to all polls using your phone.

* Ask the facilitator questions in the Q&A window unless directed
otherwise.

e Share your experience, add a comment, or ask for clarification
using the Chat feature. A moderator will monitor the chat.

I D
Please note that the session will be recorded @ Penn Medicine



Welcome to Lunch with Leaders

» Welcome

':i PennMedicine JPHS D earning

Curricula for

Lead Strong

» What is Lunch with Leaders?

Please join us live, Thursdays at noo

Penn Medicine



What's in the Mail?

What did you enjoy about the session?

The Authenticity of the panel. \

Loved when Lynn Schuchter acknowledged that she hadn't thought about
including trainees, but thought it was a good idea. Also appreciated the
comments about how valuable the process was in and of itself.

Anonymous comments from the evaluation survey /

/-

he tools are outstanding!

May need to revisit my plan and get the dust off!
\ Comments from chat

Practical! | definitely see my team using the tools.

& Penn Medicine



What's New?

%4 Cobalt 2.0 %A PennCOBALT

COMING IN THE NEXT 30 DAYS:

special edit

submit your own content
sigh up to host your own groups

personalize your content
recommendations

match with providers focused on your
particular needs -

content focused on parents and kids

Coping with Election Stress
group sessions for individuals of color FRIESIEEE B0 passselopm

more content + groups on election stress coming soon

Elections are high-stakes events, and the upcoming
presidential election has proven more intense than
previous ones, resulting in emotions of stress,
frustration, and anxiety. In these half-hour group
discussions, we will discuss strategies for coping
with election stress, and explore ideas about how to
stay mentally and physically healthy as the election
date fast approaches. The session will be moderated
by Thea Gallagher, PsyD, Director of the Center for
the Treatment and Study of Anxiety.

reserve a place ( penncaobalt.com )

&




Today’s Objectives

» Understand how to provide exceptional experience for patients and
families in the midst of a pandemic

> Discuss how leaders can provide support for our employees when
mistreated by patients

> Learn more about the PMA toolkit and resources for enhancing patient
experience

Penn Medicine



Participate in Poll Everywhere

#2 What emotions are
you feeling today?

B pennmedicine918

| Hi I'm
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Lunch with Leaders Guests

Michael Cella Sandra Jost, PhD, RN Michael Ripchinski, MD Michele Volpe Craig Loundas, PhD
COO, PMMG Penn Chief Nursing Officer, Chief Clinical Officer, CEO, PPMC AVP, Penn Medicine
Primary Care and Penn Medicine at Home LGH Experience, PMA

Penn Specialty Care

- ¥
& Penn Medicine



What emotions are you feeling today?

? Start the presentation to see live content. For screen share software, share the entire screen. Get help at pollev.com/app E
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The Penn Medicine Experience Standards & Definition

COMPASSIONATE @

| SERVE WITH MY HEART AND HEAD

Focus for PRESEN T#A_(

2 02 O | SHOW UFP AND REMAIN ENGAGED
L

EMPOWERED |r[§

| DRIVE RESULT S YWITH INTENTION

COLLABORATIVE \é)\

I PARTNER WITH UNWAVERING SUPFORT

ACCOUNTABLE <e>

| COMMIT TO EVERY SINGLE MOMENT & =<

WE ARE EXCEPTIONAL,

committed to creating the best possible
experience, leading to enduring connections

with our colleagues, patients and families.

N g

| ] EEE———
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A Bright Spot in the Medical ICU

Kelly Becker, RN has been a bright spot in the medical ICU at Presby
for a long time, but was really a special asset when they needed her the
most during COVID. She was always there to serve as a catalyst for
optimism and positivity. It was hard on her when she watched patients
go through intense illness without the support of their family, her
colleagues watched her day in and day out, try to fill that void by
creating a relationship with her patients that many often try to achieve,
but often cannot succeed to the level Kelly did. She held so many
hands as patients spoke last words to their families via electronic
communication. This is the type of excellence we should all aim

for. Her compassion and enthusiasm has become a legend in the
MICU here at Presby. She truly exemplified Being Present.

A catalyst for
optimism and
positivity

Penn Medicine



When The Entire Office Gets It Right

Dr. Justin Roberts is compassionate and listens closely to what your medical

needs are before recommending treatment. He reviewed my respiratory, blood

tests and CAT scan results with me and explained a plan of care to me. He What I
allowed me to be comfortable enough to have a discussion with him about end of A
life care. This is a doctor | have only seen face to face about 3-4 times. experienced
The entire office gets it right: from the security/ transport guard, the nurses, was close to
nurse aids, and the scheduling folks from this patients point or view. The greeter/ a MIRACLE
reception people were wonderful seeing a need for assistance due to my
shortness of breath by getting me a wheel chair. The person that transported me
to the next area could not have more helpful telling me to ask for him and he will
assist me to my car when | was done. Every encounter with a different person
was great making me feel as if | was a part of their family. This helped me relax
enough to "open up" about to the doctor about my end of life concerns. Any of
these folks have an extremely difficult job under pre COVID. | have worked in
healthcare for many years, most recently in hospice care. What | experienced
on the visit was close to a miracle. It was a beautiful thing.

Penn Medicine




Emotions We Are Feeling

What emotions are you feeling today?

complex uncertainty maintainin complaints pressured | department

-
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[Snapshot for 7/30 Lunch with Leaders LIVECast]
. 1
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Reviewing PMX Standards to Ensure Equity

A
BLUEPR|NT /

BLU INT BE i " . Enhanced
i Health Equity an ..

FOR QUA PATIENT SAFETY PMX Standards Penn M_edICIne
Workgroup EXperience
Standards

/
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Going Above and Beyond Medical Care

Anna Stavchanskiy, RN and Natalya Tsyrulnik, PT, both had a Natalya was
patient being treated for a hip replacement. When they arrived at immediately
the home they found that this 20 year old man and his mother concerned
were staying in a mostly empty apartment and sleeping on |
mattresses on the floor. Natalya was immediately concerned for L

the risk of breaking his hip precautions and put out a message
on social media to see if anyone could donate a mattress or
sell her one cheaply. She managed to obtain a bed and frame
by the end of the day and the next day she delivered it to the
patient’s home so that he could get in and out of the bed

safely. Anna reported that she felt that this was so positive and .
inspirational and wanted her to be commended. =

Penn Medicine



PMX Toolkits: Huddle Sheets

COMPASSIOMATE
PRESENT
EMPOWERED
COLLABORATIVE
ACCOUNTABLE

PRESENT "
I show up and remain engaged. X 4

What is Showing Up?
bt

and 0 simply gat skl ¢ d g up ohvn (Check out the sdditional resources 50 you can be present for yoor team

October 2020 Huddle Sheet
What Doss it Mean 10 be Present?

Whan you're presont, svenything about you-what you'ne Shinking and what you're lesling is
that moment. You are not
. Wihon y
whal is Fappan
Prasant at Work)

Good Reads and Cool Clips.

How One Nurss Practices Baing Present with Patients .
2 2 Lunorstandieg the-vishy G-rvp b0 > o Add PA "
AlLit Takes is 10 Mindful Minutes o T
Whee i the last Ema you did absolutely nolhing for 10 whole minutes? Not texting, talking of .
sven thinking? Mindfuiness expert Andy Puddicombsn describes the iransionmative power of * EEDOCERAT - schedule oty kshap on dverity ind

doing just that {Souwoe London Fall 2012)

Interruptions and Distractions in Health Care: improved Safety with Mindfuiness

Activities

Clearing your mind of distractions and being “present” can be challenging
especially in the moment. Have your teaem wrils as many ideas as they can in &
S-minute brainstorm. Collect and share them with the leam_ Consider reviewing
one idea at every huddle or meeting

* 5 Quick Mindfulness Exsrcises for the Workplace

won e Being Present

s Fsrsnd Mncin BEmardMnctit | BFASRAes e

e acktmor ton wnd reacrsen

PRESENT sk

THE PENN MEDICINE EXPERIENCE
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Present Key Messages: Timely Alignment with 2020

‘ » Being present with others increases their feeling of belonging and may

P R E S E N T reduce feelings of isolation if they’re going through a difficult situation.

THE PENN MEDICINE EXPERIENCE

SHOWUP _
AND journey.

< ' REMAIN » Doing everything you can to reduce avoidable suffering or anxiety of

ENGAGED
Mi PIIX WEEK2020  of others.

* Being present means having your focus, attention, thoughts and

» Reassure others that you are here and will be here throughout their

feelings all fixed on the task at hand.

» Provide eye contact and full attention and availability to the person(s)

— — you are addressing in the moment.

THE PENN MEDICINE EXPERIENCE
SO  PAUDE . BETSRAON - LM S * Minimize the use of handheld devices while in the presence of others.

* When you'’re “in” — you’re all in.

I D
@ Penn Medicine



PMX and Employee Engagement

YOU« BRAVE

Wi RESILIENT
C

66| demonstrate
being present by
leaving my personal
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remain engaged and

offerthe best version
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Lancaster General Health

all ATET 7 6:25PM
< #pennmedx

' lancastergeneralhe... - Following

patients,
visitors
and

co-workers. '\
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565 views - Liked by whisky_and_tweed and
susancrow71
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Upcoming Lunch with Leaders LIVECast

Financial Acumen at Penn Medicine
November 5, 2020 at 12 pm

\
Our Keith Kasper, SVP & CFO UPHS @ONG
guests: : .
Regina Cunningham, CEO, HUP [ unch with Leaders
Beth Johnston, Special Projects
1

Penn Medicine



Add the Series to your Outlook!

Upcoming Lunch with Leaders LIVECasts

Nov 5 Financial Acumen at Penn Medicine

Nov 19 Attitude of Gratitude: Recognizing & Rewarding your Team

\
‘ STRONG Dec 3 Onboarding New Penn Medicine Leaders

Dec 17 Year in Review with Lunch with Leaders
Lunch with Leaders Jan 14 Interview with Kevin Mahoney
Jan 28 Next Steps for Eliminating Racism, Bias and Inequity

Feb 11 The Updated Penn Medicine Blueprint

Click here or visit Lead Strong Site to add the event series to your Outlook calendar.

@ Penn Medicine


https://www.med.upenn.edu/uphscovid19education/lead-strong.html
https://www.med.upenn.edu/uphscovid19education/lead-strong.html
https://www.med.upenn.edu/uphscovid19education/assets/user-content/documents/leading/lunch-with-leaders-livecast.ics
https://www.med.upenn.edu/uphscovid19education/lead-strong-test.html

Exit Poll Everywhere

New iMessage Cancel

22333
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