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The Employee Lifecycle supports talent management throughout
an employee’s journey with Penn Medicine

Engage and
Retain

Develop and
Deploy

Attract Transition
and and/or
Recruit Offboard

The Lifecycle starts on the day a potential employee becomes aware of Penn Medicine
and lasts to the day they leave.




The Employee Lifecycle is a slight misnomer...

Engage and Develop and
Retain Deploy

Attract Transition
and and/or
Recruit Offboard
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Penn Medlcme has talent management strategies for each phase of

Engage and
Retain
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Deploy
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and

Onboard /
Onboarding @ Develop.ment
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Today we will focus on resources that employees can use to make

the most of their own experience

 ~
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Meet Francine

Job Details All Job Opportunities Back to Search Results

New Patient Coordinator - OB-Gyn Oncology

Job ID: 106046

Job Category: Customer Service/Patient Access
Specialty Area: Customer Service/Patient Access
Primary Shift: Day

Work Schedule: Full Time

Penn Medicine Entity: Clinical Practices of University of Pennsylvania
Location: Philadelphia, PA

Address: 3400 Civic Center Boulevard
Education Required: Per Position Description
Experience Required: Per Position Description
Employment Type: Full-Time Regular

Send This Job to a Friend Save Apply Now

Penn Medicine is dedicated to our tripartite mission of providing the highest level of care to patients, conducting innovative research, and
educating future leaders in the field of medicine. Working for this leading academic medical center means collaboration with top clinical,
technical and business professionals across all discipling

Today at Penn Medicine, someone will make a brg heal a heart, deliver hopeful news, and give comfort and
reassurance. Our employees shape our future ef Attract fe's work?

and

Recruit

Francine

Transition
and/or

offooard J
@ Penn Medicine



Penn Medicine is committed to helping you realize your dream

career

Interviewing

Define your core values

Establish goals and a timeline

Hawe a career conversation
with your manager

Build a development plan

Seek feedback from others

Accept stretch assignments

Take charge of your own
professional development

Leverage your network

row talent from within. We appreciate varied

hize that there is no “one” career path. However,

Maintain a high level of

T ou navigate, it is important for you to take

our core values.

1ding your dream career, follow this action

‘ = Planforvour carecrgrowh I e
Tips for Writing a Resume

4Wp . . o .
T | want to find my dream career ‘jf 30 Min Coach: Career Conversations ’,"‘ Tips for Conducting a Successful Search @ Penn MedICII’IG
How to Prepare for a Job Interview



http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/Documents/Tips%20for%20Writing%20a%20Resume_Final.pdf?Web=1
http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/Documents/Tips%20for%20Conducting%20a%20Successful%20Job%20Search_Final.pdf?Web=1
http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/Documents/How%20to%20Prepare%20for%20a%20Job%20Interview_Final.pdf?Web=1
https://rise.articulate.com/share/NUikf5bi2hvfnv2EqLh2ziY_FUWYTjDh#/
https://bluejeans.com/s/nl64ANgQBV2/

Penn Medicine is committed to helping you realize your dream

career

Interviewing

e Academy

TOOLS TO BUILD A FEEDBACK RICH ENVIRONMENT AT PENN MEDICINE
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Tips and Strategies for Writing an Effective Resume

Ae I"‘-"

l\vmwismsj

TALENT
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This tool is designed The following tips and Use this tool as you update

for all employees. techniques will help you ta and/or develop a resume to
write an effective resume. seek new opportunities.

Ongoing professicnal development is a priority for everyone at Penn Medicine. When seeking an
advancement opportunity, your resume is the first thing that recruiters and hiring managers will see. Your
resume conveys a great deal about you as a candidate and is your chance to make a goad first impression.

Resume Considerations
According to & 2012 study
by The Ladders, the
average recruiter spends

There are some important aspects to consider when writing your resume:

*  Overall look and format

+ Structure of information six seconds looking at
c " o a resume before deciding
ontent and key words whether or not to

Customization for specific job titles/positions consider a candidate.
Writing Your Resume

A current resume is required for any advancement level. Whether you are editing an older version or creating
a new resume, fallow these tips to make your resume the best it can be.

Overall Look | Most resumes aren’t combed through on the first pass. As such, format with the mindsat
that the resume needs to pass a quick scan before anything else. A good resume template
is one that displays information clearly so that the hiring manager can quickly assess your
qualifications and determine if you are a match for the pasition. Te make your resume look
professional:

= Choose a 10 - 12 point font that is easy to read, not a font that you think looks fancy.
Common fonts for resumes include: Avenrr, Calibri, Garamond
= Select a template style and format that best highlight your strengths and achievements.

«  Be concise by using bullet points to summarize skills, experience and key points.

® penn Medicine Academ
o y

TOOLS TO BUILD A FEEDBACK RICH ENVIRONMENT AT PENN MEDICINE

Tips for Conducting a Successful Job Search

Ae (=

ey
‘ -
This tool is designed These strategies can streamline Use this tool to expedite a job
for all employees. your job search efforts and search when planning for your
help you stand out. career progression.

Searching for a new position, either within Penn Medicine or externally, can be exciting and stressful
simultaneously. The traditional method of applying for jobs and hoping to get called for interviews is no
longer effective. Today's competitive, network-driven job market demands that job seekers utilize a variety of
strategies such as: establishing a social media presence, researching targeted companies and leveraging
persanal networks in order to stand out from the crowd.

Utilize the following job search strategies to create a plan, expedite your search, increase your visibility,
leverage your network and get your resume noticed.

Create a Plan: Whether you are seeking another position within Penn Medicine or conducting an external

job search, start with a solid plan which includes a timeframe to prepare your resume and do your research.

+ Determine why a new job is important to you Internal: External:
and i your focus will be intemal ar external. = Initiate career «  Research your target
* Set a timeline for updating your resume and discussion with your employers ar,‘d
manager or Human become familiar with
cover letter. -
Resources partner. their:
* Review the Tips for Witing a Resume job aid for o
Consider building a Corporate history
strategies to make your resume stand out.
Development Flan to Mission statement

+ Commit time to your job search. continue i graw Organizationl

Because job postings are updated your strengths structure
frequently, brief daily research may be throughout your Names of key
more effective than a longer weekly search personnel in
session = Think about management,
*  Plan to keep your job search organized. potential roles or HR and the
K of wh b " areas of interest department you
KEEP UEF ot where you sul mittes within Penn thE to join
applications and who you have been in M
edicine.

contact with.

® penn M.
]
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TOOLS TO BUILD A FEEDBACK RICH ENVIRONMENT’

How to Prepare for a Job Interview

Ao —A o
A \iky)

This tool is designed These strategics can help you Use this tool when you arc preparing
for all employces. make a great first impression to be interviewed
during a job interview. for a new position.

Job interviews have become increasingly more complex, especially for senior managerial and leadership roles. Hiring
managers are no longer just asking about your job experience and accomplishments. They want to assess your ability to
grow within the organization, your leadership potential and how you rate yourself on behavioral competencies. Take the
time to prepare for an interview to ensure that you make a terrific first impression.

While it is impossible to prediet every interview question you might be asked, here are some tips that will help you
interview with confidence.

Do your Homework
+  Research the job and industry thoroughly. Be prepared to talk in depth about the position for which you are applying.

= Learn everything you can about the or

from a variety of sources.
Talk to peers and contacts
Read current news releases
Look over the company website and annual report
Fallow tham nn canial madia
Prepare to Answer Common Interview Questions

+  Have an answer to "‘Tell me about yourself” ready to go. Interviewers always ask it and you want to be sure to nail
this first part of the interview,

‘Write down a few key words that highlight your current role, relevant previous experience and why
you're interested in the new position.

Prepare for a wide varicty of questions by thinking about your carcer goals, long-term plans, past successes and work
strengths.

Demonstrate your preparedness by considering your response to these common interview questions:

Where do you see yourself in five vears?

Tips for Writing a Resume

4V . .
| want to find my dream career ‘ﬂ 30 Min Coach: Career Conversations .,"‘ Tips for Conducting a Successful Search
How to Prepare for a Job Interview

& Penn Medicine



http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/Documents/Tips%20for%20Writing%20a%20Resume_Final.pdf?Web=1
http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/Documents/Tips%20for%20Conducting%20a%20Successful%20Job%20Search_Final.pdf?Web=1
http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/Documents/How%20to%20Prepare%20for%20a%20Job%20Interview_Final.pdf?Web=1
https://rise.articulate.com/share/NUikf5bi2hvfnv2EqLh2ziY_FUWYTjDh#/
https://bluejeans.com/s/nl64ANgQBV2/

Onboarding S @
Setting Up New Colleagues For Success

Onboarding is a systematic approach designed to accelerate a new employee’s transition
into his/her role at Penn Medicine.

Establish
Credibility

Understand Business & Culture

Penn Medicine



Onboarding

Onboarding
Setting Up New Colleagues For Success

Onboarding Sample

Here is a sample of a completed Onboarding plan; use this as a g
Onhoardine Samnle
New Leader
Title Dirs [ Understand the strategic priorities of Penn Medicine [ Within [
Enty Fompitalof ] [Nap ot deeopmn: g o s 50 s i Onboarding Sample | have a new employee or faculty member
n | Set expectations with my manager to align goals [ within ”
Date of ire . | want to set up for success
Hiring (Insert Name) Chi
Peer Mentor Dir _ Practice Manager Scheduled on XXX
gs to Attend Administrative Assistant Scheduled on XXX
Key Actions Business Administrator Scheduled on XXX "’
Check in meeting with CO0 Schedu 1 H H ir
Onboarding Goals: The First 90 Days Departmental staff meeting schedy Colleagues and Peers . ‘ On board | nq q u Idel Ines for h Ir nq ma naqers
Directors meeting Schedy Name Title Date of C "’ . .
There are three key goals for a new leader’s Onboarding. Putting D"“E'“.‘"’”e direct report meetings :‘:93“ Director of XXX 5‘:93*1:22 an XX CheCkIlSt for on boardlnq a new emplovee
will facilitate a smooth integration into your role and accelerate :Mgzr[(:':;'ec”([""e meetings scnedu Director of Xtk eduled on XXX t P M d . .
mecie e at Fenn \viedicine
Departmental Specific Areas of Focus Onboarding instructions for new
Key Actions lQuickwins ]
Review budget and budget process Within emQ]oyees
Review employee engagement results from previous FY Within Key Initiatives for Quick Wins
Learn the departmental business plan/imperatives Within Key Actions Date of G . . .
Learn the Business Focus on staff engagement and team building Withial Create a shared vision for interdisciplinary team Targel Date: XX On boardi ng instructions for new leaders
Learn necessary IT systems — W":'“ Eliminate unnecessary steps in billing process Target Date: XXX
0 reporting metrics within department Within N H . .
Onboarding :'nm;:\re;:entdepanmentdashboards and begin to track Target Date: XXX Onboardlnq Instructlons for new facultv
Key Actions Reintroduce bimonthly department staff meetings Target Date: XXX
Attend New Employee Orientation Tours of Entities / Facilities / Shadowing
Meet with COO to review Or ing plan for first 90 days Locations Address
. Proton Therapy Department Tour, PCAM_| 3400 Civic Center Bivd. . H
Sctup deskiop, lapto, VPN acces, mobi phone Raelog bepymers, 50 S 1.3 Gt Lead Strong: Onboarding new Penn
{oetup Enowlecge Linkwih Pennkey | Penn Presbyterian Hospital 39" & Markel 5L ..
Complete required learning modules in Knowledge Link Center for Innavation and Learning 1500 Market St, 5 Floor Medicine leaders
Complete e-STAR biometric enrollment
Complete e-STAR education
Online training .
Manager education I Onboarding template for new employees
Enroll in benefits online through HR & You site Build Relationships .
Aftend leader Onboarding courses: . Onboarding template for new leaders
Focus on Financial Performance Introductory Meetinj
Focus on People Leadership Team Members .
Focus on Quality, Improvement, Innovation L Chie Execative 101::2 Onboardlnq template for neW faCUItV
Focus on Performance Management <P
Chief Medical Officer H . H
Focus on Service e New leader onboarding: data collection
Manager Fundamentals Chief HR Officer R
DirectRepors and synthesis
Name | Title



https://rise.articulate.com/share/JbatEjBKkfzF238RPWo5A6Tj7aswrcMc#/lessons/R2xfnoWbOGduywKXIjaATUDiWnQGtrYo
http://pennpointplus.uphs.upenn.edu/sites/PMA/Onboarding/Documents/Onboarding%20Guidelines%20for%20Hiring%20Manager.pdf
http://pennpointplus.uphs.upenn.edu/sites/PMA/Onboarding/SiteAssets/checklist-3.pdf
http://pennpointplus.uphs.upenn.edu/sites/PMA/Onboarding/Documents/Onboarding%20Instructions%20for%20New%20Employee.pdf
http://pennpointplus.uphs.upenn.edu/sites/PMA/Onboarding/Documents/Onboarding%20Instructions%20for%20New%20Leader.pdf
http://pennpointplus.uphs.upenn.edu/sites/PMA/Onboarding/Pages/new-faculty-leadership.aspx
https://mediasite.med.upenn.edu/mediasite/Play/068416e954c24b36ad6221ce6804ce541d
http://pennpointplus.uphs.upenn.edu/sites/PMA/Onboarding/Pages/Hiring-Managers.aspx
http://pennpointplus.uphs.upenn.edu/sites/PMA/Onboarding/_layouts/15/WopiFrame.aspx?sourcedoc=/sites/PMA/Onboarding/Documents/Onboarding%20Template%20for%20%20New%20Leaders.docx&action=default
http://pennpointplus.uphs.upenn.edu/sites/PMA/Onboarding/Pages/new-faculty-leadership.aspx
http://pennpointplus.uphs.upenn.edu/sites/PMA/Onboarding/Documents/SeniorExecutive/New%20Executive%20Onboarding%20Data%20Collection%20and%20Synthesis.docx

Feedback is multi-directional and critical to your career and your

team’s success

Creating a Feedback

5

Rich Environment

Feedback Rich Enviro
ONGOING
FEEDBACK

* Positive feedback
* Constructive feedbach

Those you manage

« Offer pasitive feedback to recagnize and reinforce actions or behaviors you value and want to continue.

«  Provide constructive feedback to identify actions or behaviors that could help yaur colleague be even
more effective and offer suggestions for improvement.

Preparing to provide feedback:

When preparing to provide feedback, start by asking yourself these two questions:

- H
= What useful information dees my colleague need?

«  What information would help my colleague be more successful in his/her role? Once

cd

Usetl

move]

Stop

Ongoing
| Feedback

Accountabilities
+ Act as point of contact for all new patients for department.
+ Serve as specialty expert of nuances of care coordination so that pai Te seen by the appropriate physician a
+ Schedule new patient appointments with appropriate physician and/or group with emphasis on warking with provid
ensure that the right diagnosis and patient is scheduled with appropriate provider.

+ Coordinate new patient appointments as needed with Patient Facilitated Services and Penn Health Referral.

+ Follows new patient coordination protocols to ensure that patients are coordinated and prepared for visit in an organized, consf
seamless manner.

+ Coordinate/organize all facets of new patient appointment - scheduling, coordination of medical records, test results, pathology results - all
information needed to ensure an optimal level of care coordination.

+ Coordinates the scheduling of diagnostic tests, other evaluations and review of necessary information prior to new patient appointment.

+ Responds to patient inquiries or problems. Answer questions regarding practice, procedures, tests, directions efc.

+ Coordinate the retrieval and flow of outside medical records to ensure receipt and appropriation (review by provider, scanning, etc.) of
records for visit.

+ Ensures appropriate retrieval, processing and returning of patient radiology films, CDs, slides and other related items.

+ Manages physician new patient IDX schedules, ensures appropriate preparation of new patient charts and information 48 hours prior to date
of new patient visit or services.

+ Reschedules new patient appointments appropriately.

+ Ensures optimal patient experience through coordination and communication.

+ Follows Health System and Department Protocols for Epic Messaging.

+ Communicates issues effecting flow with managers and providers as necessary. Keeps manager aware of potential issues or problems as

AT PENN MEDICINE

Use this tool prior to engaging
in feedback conversations.

, performance and developmental
y employees to their peers and
everyone thrive and be successful.

employee you may receive feedback
brs. How we receive feedback and

tips can enhance your receptivity,
fure

mulate an immediate response;

and ensure appropriate body

order to modify or reinfarce your

est additional examples to gain a

+  Whatwould be the impact if | stop this behavior?

* Conversation starters include:

I —
30 Minute Coach: Penn Medicine Behavioral Competency Model .0'0'

“Tell me more about that?”

“I want to fully understand: can you give me another example?”
“So, what | hear you saying is. . .”

Giving Feedback

30 Minute Coach: Managing Up
Giving Feedback with the ADAPT Model

¥a¥ Soliciting Feedback
Receiving Feedback

& Penn Medicine


http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/SiteAssets/Giving%20Feedback_Final.pdf
http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/Documents/Soliciting%20Feedback.pdf
http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/SiteAssets/Tips%20for%20Receiving%20Feedback_Final.pdf
https://bluejeans.com/s/KgpIXVynMf4
https://bluejeans.com/s/OfHKKxfg7yY
https://performancemanager4.successfactors.com/sf/learning?destUrl=https://upenn.plateau.com/learning/user/deeplink_redirect.jsp?linkId%3dITEM_DETAILS%26componentID%3dHS.30001.ITEM.ADAPT%26componentTypeID%3dCOURSE%26revisionDate%3d1555938720000%26fromSF%3dY&company=71508P
https://bcove.video/2NoQ6FF
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Creating a Feedback
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Rich Environment
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Ongoing
| Feedback

Accountabilities
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+ Serve as specialty expert of nuances of care coordination so that pai Te seen by the appropriate physician a
+ Schedule new patient appointments with appropriate physician and/or group with emphasis on warking with provid
ensure that the right diagnosis and patient is scheduled with appropriate provider.

+ Coordinate new patient appointments as needed with Patient Facilitated Services and Penn Health Referral.

+ Follows new patient coordination protocols to ensure that patients are coordinated and prepared for visit in an organized, consf
seamless manner.

+ Coordinate/organize all facets of new patient appointment - scheduling, coordination of medical records, test results, pathology results - all
information needed to ensure an optimal level of care coordination.

+ Coordinates the scheduling of diagnostic tests, other evaluations and review of necessary information prior to new patient appointment.

+ Responds to patient inquiries or problems. Answer questions regarding practice, procedures, tests, directions efc.

+ Coordinate the retrieval and flow of outside medical records to ensure receipt and appropriation (review by provider, scanning, etc.) of
records for visit.

+ Ensures appropriate retrieval, processing and returning of patient radiology films, CDs, slides and other related items.

+ Manages physician new patient IDX schedules, ensures appropriate preparation of new patient charts and information 48 hours prior to date
of new patient visit or services.

+ Reschedules new patient appointments appropriately.

+ Ensures optimal patient experience through coordination and communication.

+ Follows Health System and Department Protocols for Epic Messaging.

+ Communicates issues effecting flow with managers and providers as necessary. Keeps manager aware of potential issues or problems as

AT PENN MEDICINE

Use this tool prior to engaging
in feedback conversations.

, performance and developmental
y employees to their peers and
everyone thrive and be successful.

employee you may receive feedback
brs. How we receive feedback and

tips can enhance your receptivity,
fure

mulate an immediate response;

and ensure appropriate body

order to modify or reinfarce your

est additional examples to gain a

+  Whatwould be the impact if | stop this behavior?

* Conversation starters include:

I —
30 Minute Coach: Penn Medicine Behavioral Competency Model .0'0'

“Tell me more about that?”

“I want to fully understand: can you give me another example?”
“So, what | hear you saying is. . .”

Giving Feedback

30 Minute Coach: Managing Up
Giving Feedback with the ADAPT Model

¥a¥ Soliciting Feedback
Receiving Feedback
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http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/SiteAssets/Giving%20Feedback_Final.pdf
http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/Documents/Soliciting%20Feedback.pdf
http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/SiteAssets/Tips%20for%20Receiving%20Feedback_Final.pdf
https://bluejeans.com/s/KgpIXVynMf4
https://bluejeans.com/s/OfHKKxfg7yY
https://performancemanager4.successfactors.com/sf/learning?destUrl=https://upenn.plateau.com/learning/user/deeplink_redirect.jsp?linkId%3dITEM_DETAILS%26componentID%3dHS.30001.ITEM.ADAPT%26componentTypeID%3dCOURSE%26revisionDate%3d1555938720000%26fromSF%3dY&company=71508P
https://bcove.video/2NoQ6FF

Feedback is multi-directional and critical to your career and your

team’s success

Ongoing
@ Creating a Feedback Feedback

Rich Environment

Feedback Rich Environment:
ONGOING
FEEDBACK

* Positive feedback
» Constructive feedback

Those you manage Supervisor

30 Minute Coach: Penn Medicine Behavioral Competency Model &%& Giving Feedback L.
30 Minute Coach: Managing Up ¥a¥ Soliciting Feedback @ Penn Medlcme
Giving Feedback with the ADAPT Model Receiving Feedback



http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/SiteAssets/Giving%20Feedback_Final.pdf
http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/Documents/Soliciting%20Feedback.pdf
http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/SiteAssets/Tips%20for%20Receiving%20Feedback_Final.pdf
https://bluejeans.com/s/KgpIXVynMf4
https://bluejeans.com/s/OfHKKxfg7yY
https://performancemanager4.successfactors.com/sf/learning?destUrl=https://upenn.plateau.com/learning/user/deeplink_redirect.jsp?linkId%3dITEM_DETAILS%26componentID%3dHS.30001.ITEM.ADAPT%26componentTypeID%3dCOURSE%26revisionDate%3d1555938720000%26fromSF%3dY&company=71508P
https://bcove.video/2NoQ6FF

Feedback is multi-directional and critical to your career and your

team’s success .
Ongoing
g TN Feedback

TOOLS TO BUILD A FEEDBACK RICH ENVIRONMENT AT PENN MEDICINE

Giving Feedback

<
r" -&’..;;.EGNQ?}) Accountabilities
4 g + Act as point of contact for all new patients for department.

This tool is designed for The following tips and techniques

effectively provide feedback to

Use this tool when you observe

employees. provide success factors to help you a colleague doing something you

want them to keep doing or to do

those you work with. differently.

At Penn Medicine we strive to build a feedback rich environment, where angoing, real time, performance and
developmental feedback is provided from managers to employees and teams, as well as by employees to
their peers and leaders. Feedback is an essential two-way communication tool that helps everyone to thrive
and be successful.

Trust is a key element of your ability to give and receive feedback. You should provide feedback with the
intent to build the relationship and help someone else be successful.

As an employee, you have a variety of opportunities to provide feedback to those you work with

Feedback opportunities:
= Share real time feedback immediately or shortly after an observation
= Offer feedback after making multiple and consistent observations over time

« Provide feedback when you see an opportunity for continuous improvement

Having made an observation, you can use feedback to:
«  Offer positive feedback to recagnize and reinforce actions or behaviors you value and want to continue.

«  Provide constructive feedback to identify actions or behaviors that could help yaur colleague be even
more effective and offer suggestions for improvement.

Preparing to provide feedback:
When preparing to provide feedback, start by asking yourself these two questions:

*  What useful information does my colleague need?

= What information would help my colleague be more successful in his/her role?

+ Serve as specialty expert of nuances of care coordination so that patients are seen by the appropriate physician aiic
+ Schedule new patient appointments with appropriate physician and/or group with emphasis on warking with provider
ensure that the right diagnosis and patient is scheduled with appropriate provider. .
+ Coordinate new patient appointments as needed with Patient Facilitated Services and Penn Health Referral.
+ Follows new patient coordination protocols to ensure that patients are coordinated and prepared for visit in an organized, consistertana
seamless manner.

+ Coordinate/organize all facets of new patient appointment - scheduling, coordination of medical records, test results, pathology results - all
information needed to ensure an optimal level of care coordination.

+ Coordinates the scheduling of diagnostic tests, other evaluations and review of necessary information prior to new patient appointment.

+ Responds to patient inquiries or problems. Answer questions regarding practice, procedures, tests, directions efc.

+ Coordinate the retrieval and flow of outside medical records to ensure receipt and appropriation (review by provider, scanning, etc.) of
records for visit.

+ Ensures appropriate retrieval, processing and returning of patient radiology films, CDs, slides and other related items.

+ Manages physician new patient IDX schedules, ensures appropriate preparation of new patient charts and information 48 hours prior to date
of new patient visit or services.

+ Reschedules new patient appointments appropriately.

+ Ensures optimal patient experience through coordination and communication.

+ Follows Health System and Department Protocols for Epic Messaging.

+ Communicates issues effecting flow with managers and providers as necessary. Keeps manager aware of potential issues or problems as

30 Minute Coach: Penn Medicine Behavioral Competency Model &¥&. Giving Feedback

30 Minute Coach: Managing Up
Giving Feedback with the ADAPT Model

¥a¥ Soliciting Feedback
Receiving Feedback

& Penn Medicine


http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/SiteAssets/Giving%20Feedback_Final.pdf
http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/Documents/Soliciting%20Feedback.pdf
http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/SiteAssets/Tips%20for%20Receiving%20Feedback_Final.pdf
https://bluejeans.com/s/KgpIXVynMf4
https://bluejeans.com/s/OfHKKxfg7yY
https://performancemanager4.successfactors.com/sf/learning?destUrl=https://upenn.plateau.com/learning/user/deeplink_redirect.jsp?linkId%3dITEM_DETAILS%26componentID%3dHS.30001.ITEM.ADAPT%26componentTypeID%3dCOURSE%26revisionDate%3d1555938720000%26fromSF%3dY&company=71508P

Feedback is multi-directional and critical to your career and your

eam’s success
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This tool is designed for
employees.

The following tips and techniques ~ Use this tool when you observe
provide success factors to help you  a colleague doing something you
effectively provide feedback to  want them to keep doing or to do

those you work with. differently.

At Penn Medicine we strive to build a feedback rich environment, where angoing, real time, performance and
developmental feedback is provided from managers to employees and teams, as well as by employees to
their peers and leaders. Feedback is an essential two-way communication tool that helps everyone to thrive
and be successful.

Trust is a key element of your ability to give and receive feedback. You should provide feedback with the
intent to build the relationship and help someone else be successful.

As an employee, you have a variety of opportunities to provide feedback to those you work with

Feedback opportunities:
= Share real time feedback immediately or shortly after an observation
= Offer feedback after making multiple and consistent observations over time

« Provide feedback when you see an opportunity for continuous improvement

Having made an observation, you can use feedback to:
«  Offer positive feedback to recagnize and reinforce actions or behaviors you value and want to continue.

«  Provide constructive feedback to identify actions or behaviors that could help yaur colleague be even
more effective and offer suggestions for improvement.

Preparing to provide feedback:
When preparing to provide feedback, start by asking yourself these two questions:

*  What useful information does my colleague need?

= What information would help my colleague be more successful in his/her role?

Penn

e Academy

TOOLS TO BUILD A FEEDBACK RICH ENVIRONMENT AT F’E
Soliciting Feedback

This tool is designed tohelp  The following tips and techniques ~ Use this tool to ask for feedback from those
gather feedback on your provide success factors to solicit
performance from others feedback.

who observe your performance.

Soliciting feedback from others is an important part of building a feedback rich environment. Asking your manager,
peers, key stakeholder, and direct reports - if applicable - to provide honest feedback can ensure greater self-
awareness, provide insight into your blind spots and resultin 1al growth and devel By having your
team or others respond to a few simple questions, you can obtain valuable feedback and keep track of your own
progress.

How to solicit feedback:

«  Consider asking for feedback from multiple sources. Select people who are in the best position to observe your
performance, such as your manager, peers, key stakeholder, and direct reports, if applicable.

Request feedback in a one-on-one setting. Confidential feedback or an infarmal, private discussion tend to be more
accurate than public feedback. Use one-on-one meetings as a means to understand how others see you and to get
the most accurate information.

Be approachable and ensure the person providing feedback feels comfortable. Receiving feedback may be

C Use the Tips for Receiving Feedback job aid to maximize the experience.

.

.

Key questions to ask when soliciting feedback:

What should I stop daing?

*  Whatshould | continue doing? What are my greatest areas of strength?
* What should | start doing? What are my greatest areas of opportunity?
= What are your expectations from me in the next 12 months?

«  How can | best support your work in the next 12 months?

.

what you heard:

s that aren’t working and the behaviors that will help you

move in a new direction.

Stop
*  What would be the impact if | stop this behavior?

Ongoing
Feedback

® penn Medicine Academy

OLS TO BUILD A FEED

Tips for Receiving Feedback
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This tool is designed for
employees.

The following tips and techniques
provide success factors to help you
effectively receive feedback from

Use this tool prior to engaging
in feedback conversations.

your peers and manager.

We strive to build a feedback rich environment where ongoing, real time, performance and developmental
feedback is provided from managers to employees and teams but also by employees to their peers and
leaders. Feedback is an essential, two-way communication tool that helps everyone thrive and be successful.

Trust is a key element of your ability to give and receive feedback. As an employee you may receive feedback
from a variety of sources, including your manager, peers, and other leaders. How we receive feedback and
what we do with it is up to each of us.

RECEIVING FEEDBACK TIPS:

Below are practical tips to keep in mind when receiving feedback. These tips can enhance your receptivity,
ability to take action to address and encourage more feedback in the future.

Actively listen  «  Focus on what is being said. Resist the urge to formulate an immediate response;
receive the feedback with an open mindset.

+  Demonstrate active listening; making eye contact and ensure appropriate body
language.

30 Minute Coach: Penn Medicine Behavioral Competency Model

4%, Giving Feedback

30 Minute Coach: Managing Up
Giving Feedback with the ADAPT Model

¥a¥ Soliciting Feedback
Receiving Feedback

Seek clarity + Itis important to fully understand the feedback in order to modify or reinfarce your
behavior.

+ Don't hesitate to ask clarifying questions and request additional examples to gain a
better understanding of the feedback
+ Conversation starters include:
“Tell me more about that?”
“I want to fully understand: can you give me another example?”
“So, what | hear you saying is.

& Penn Medicine


http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/SiteAssets/Giving%20Feedback_Final.pdf
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You and your manager are partners in the performance review

Process

. 30 Minute Coach:
Performance Appraisal Process Performance Evaluations
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Employee writes self- Reflect on the similarities and
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https://bluejeans.com/s/AGqGL8vv9@q/
https://players.brightcove.net/4813506971001/default_default/index.html?videoId=6146109838001
https://pennmedaccess.uphs.upenn.edu/f5-w-687474703a2f2f70656e6e706f696e74706c75732e757068732e7570656e6e2e656475$$/sites/PMA/Talent/Pages/f5-h-$$/sites/PMA/Talent/Documents/Preparing%20for%20a%20Performance%20Feedback%20Discussion_Final.pdf

You and your manager are partners in the performance review

Process

MENT AT PENN MEDICINE
Preparing for a Performance Review Discussion
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This tool is designed The following worksheet Use this tool priorto
foremployees will help you prepare for performance your performance review
review discussions with your with your manager.
manager.

The annual performance review is an opportunity to summarize your prior year's accomplishments to plan for
continued success in the year ahead and beyond. A performance review is a two-way process designed to engage and
support you to function at your highest level.

Performance review discussions provide an opportunity for you to

+  Discuss a summary of your performance throughout the year and follow up on prior feedback discussions in a
holistic way

*  Provide your perspective on your performance throughout the year with examples to support your assessment.

+  Discuss next steps for your growth and development.

formance re
+  Review of what work was done, including key accomplishments and performance results
+  Discussion of how the work was done, including behavioral competencies.

+  Discussion of potential development goals for the upcoming year that focus on both what and how work is to be
completed.

*  Review of development opportunities and career management

*  Two-way communication.

Whan done well, there should be no surprises in the performance review discussion; it is a summary of ongoing
conversation and feedback between you and your manager over the prior year.

.:::‘ Preparing for a Performance Feedback Discussion Penn Medicine



https://pennmedaccess.uphs.upenn.edu/f5-w-687474703a2f2f70656e6e706f696e74706c75732e757068732e7570656e6e2e656475$$/sites/PMA/Talent/Pages/f5-h-$$/sites/PMA/Talent/Documents/Preparing%20for%20a%20Performance%20Feedback%20Discussion_Final.pdf

Collaborate with your manager on goals and methods for
professional and career growth

How do | Leverage my SWOT to Plan for Growth?

Education /
Certifications

Training
Classes

OB |

OPPORTUNITIES THREATS

Behavioral
Competencies

On-the-job
Experiences

Career and Performance Goals

1 |
30 Minute Coach: Employee Growth Plans

% Penn Medicine

4% |dentify a Mentor for Career Growth and Development

.c.v Undergraduate and Graduate Programs - Selecting the Best Fit

Development
Planning

Tools for Managers ~ Tools for Individual Contributors ~ Penn Medicine Competency Model Team  PMA Si

Hello, Debra L Rosenbaum

When presented with an area of opportunity, it is important to remember that competencies can be deliberately developed over time. Being intentional abo 5 build competenci

become even stronger in your role and prepare you for what lies ahead.

J Get Started ‘ ‘ My Plans ‘ ‘ My Team's Plans

Helpful Guide

This tool has been built to guide you through your developmental journey, suggesting learning opportunities and resource
that will help you develop the competencies to be even more successful.

Watch Creating a Development Plan to
learn how get started.

Steps for Building a Development Plan
1. Complete the Behavioral Competency self-assessment to understand your areas of strengths and opportunities for growth.
2. Work with your manager to identify a competency you would like to develop. Focus on one competency at a time but you may develop
multiple development plans.
3. Use the interactive development planning tool to set your SMART (Specific, Measurable, Achievable, Realistic and Time-bound)
developmental goals and track your progress.
4. Select development epportunities that include a combination of:
© On-the-job development: Experiential learning/special assignments and projects
o Feedback from others: Input from managers, peers and others you work with. Discuss with your manager to identify feedback source.
o Formal training: Online Linkedin learning courses and classroom-based training programs
o Useful PMA tools: Tools and resources on the PMA website organized by competency

Qn-the-Job/
Resl World Expariences

Additional Resources

Explore tools and resources available to help Browser tools for individuals Access Knowledge Link to view a comprehensive

with your development planning. Talent Development Tools for Individuals development program for each competency.

PMA Talent Development Website Developing the Competencies (pdf) Knowledge Link Catalog

'\ Development Planning

& Penn Medicine


https://bluejeans.com/s/2tKQynsIRsS/
http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/Documents/Identifing%20a%20Mentor%20for%20Career%20Growth.pdf
https://pennmedaccess.uphs.upenn.edu/f5-w-687474703a2f2f70656e6e706f696e74706c75732e757068732e7570656e6e2e656475$$/sites/PMA/Talent/Documents/Undergraduate%20and%20Graduate%20Programs_Selecting%20the%20Best%20Fit.pdf
http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/Pages/DevelopmentPlan.aspx

Collaborate with your manager on goals and methods for

professional and career growth

Development
Planning

My Development Plan My Development Plan

Step 1: Enter your manager's full name. Competency Chosen: Patient/Customer Focus
Step 1: Enter your manager's full name.
Step 2: Select a competency you would like to develop. You can pick one competency per plan. View Competency Model
Step 2: Select a competency you would like to develop. You can pick one competency per plan. View Competdn
Reminder: Validate selecticns with your manager. Note: Hovering over a competency will show definition.

Level 1 Step 3: Tell us about your development goals.

O Ensures Accountability @ Patient/Customer Focus

() Caollaharates

Building strong patient/customer
relationships and delivering

customer/patient centric solutions

(O Demonstrates Self-Awareness

O nstills Trust Step 4: How would you assess yourself?

(O Communicates Effectively
O dritical Thinking and Problem Selving Step 5: Choose development activities and action steps.

Level 2 Reminder: Select at least two on-the-job development activities and one formal training with feedback from others.
(O Manages Conflict

(O Manages Ambiguity

(O Tech Savvy
(O Being Resilient

(O self-Development

Activity Type
(O Nimble Learning v P

O Interpersonal Sawy (@ On-the-Job Development () Formal Training (O PMA Taols (O Create My Own Activity
On-the-Job Development Ideas
Spend time with your clients or patients. Identify areas where a simple change ~

(O Persuades (O Builds Network
() Courage (O Decision Quality

(O Balances Stakeholders
Spend time with your clients or patients. Identify areas where a simple change might improve their overall experience, Document
your abservations, suggestions and present them to your manager.

Level 4

Feedback Source Timeframe for Completion

() Drives Engagement
(O Plans and Aligns
(O Builds Effective Teams

Level 5

(O Organizational Savvy

() Optimizes Work Processes
(O Directs Work

(O Business and Financial Acumen

(O Drives Vision and Purpose

(O Develops Talent
(O Attracts Top Talent
(O Manages Innovatian and Change

(O strategic Mindset

My Manager 90 days

Al

Describe your action steps

1. I will be intentional when spending time with my patients.

2. 1 will look for areas we could improve the patient experience

3. Once | identify an area that could be improved, | will build a plan with suggestions for improvements
4.1 will present my plan to my manager and ask for feedback

/
Step 3: Tell us about your development goals. e TR

4%, |dentify a Mentor for Career Growth and Development L.
& Penn Medicine

)
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http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/Documents/Identifing%20a%20Mentor%20for%20Career%20Growth.pdf
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Collaborate with your manager on goals and methods for

professional and career growth

How do | Leverage my SWOT to Plan for Growth?

Education /
Certifications.
(NESSE:S
Training
Classes

OPPORTUNITIES THREATS . .
Behavioral On-the-job

Competencies Experiences

Career and Performance Goals

= Penn Medicine

How to Network When You Don't Like
Networking

Leading and Managing the Whole Self

Turning Weaknesses Into Strengths

Managing Self-Doubt to Tackle Bigger
Challenges

The Power of Motivation with Daniel Pink
Career Advice from Some of the Biggest Names

Recommended LinkedIn Learning

Development
Planning

Managing Up Virtually as an Employee

Succeeding in a New Role by Managing Up

Setting Team and Employee Goals Using SMART
Methodology

How to Organize Your Time and Your Life
Psychological Safety: Clear Road Blocks to Innovation
and Collaboration

Self-awareness, Authenticity and Leadership

in Business

Building a Diverse Professional Network

A Beginner's Guide for Finding Your Calling
Leading Yourself

Being an Effective Team Member
Developing Self Awareness

Developing Critical Thinking Skills for Better
Judgement and Decision Making
Interpersonal Communication Skills

Managing Up

Becoming an Impactful and Influential Leader (podcast)
Lessons in Enlightened Leadership

Be intentional about your energy

The Power of Changing Your Perspective

Why you should ask for feedback

How to Develop Friendships and Connect Meaningfully
with Work Colleagues

Balancing Work and Life as a Work-from-Home Parent
Building Resilience

Productivity: Prioritizing at Work

@30 Minute Coach: Employee Growth Plans

& Penn Medicine


https://www.linkedin.com/learning/how-to-network-when-you-don-t-like-networking
https://www.linkedin.com/learning/leading-and-managing-the-whole-self
https://www.linkedin.com/learning/managing-self-doubt-to-tackle-bigger-challenges
https://www.linkedin.com/learning/mastering-self-motivation/self-motivation-your-driving-force
https://www.linkedin.com/learning/career-advice-from-some-of-the-biggest-names-in-business/
https://www.linkedin.com/learning/building-a-diverse-professional-network
https://www.linkedin.com/learning/a-beginner-s-guide-to-finding-your-calling/
https://www.linkedin.com/learning/leading-yourself
https://www.linkedin.com/learning/leading-yourself
https://www.linkedin.com/learning/leading-yourself
https://www.linkedin.com/learning/critical-thinking-for-better-judgment-and-decision-making
https://www.linkedin.com/learning/interpersonal-communication
https://www.linkedin.com/learning/managing-up
https://bluejeans.com/s/2tKQynsIRsS/
https://www.linkedin.com/learning/managing-up-virtually-as-an-employee
https://www.linkedin.com/learning/succeeding-in-a-new-role-by-managing-up
https://www.linkedin.com/learning/setting-team-and-employee-goals-using-smart-methodology
https://www.linkedin.com/learning/how-to-organize-your-time-and-your-life
https://www.linkedin.com/learning/psychological-safety-clear-blocks-to-innovation-collaboration-and-risk-taking
https://www.linkedin.com/learning/bill-george-on-self-awareness-authenticity-and-leadership
https://www.linkedin.com/learning/becoming-an-impactful-and-influential-leader
https://www.linkedin.com/learning/lessons-in-enlightened-leadership
https://www.linkedin.com/learning/achieving-more-through-smart-energy-management/be-intentional-about-your-energy-8569141?u=2262250
https://www.linkedin.com/learning/reframing-the-power-of-changing-your-perspective/get-started?u=2262250
https://www.linkedin.com/learning/asking-for-feedback-as-an-employee/why-you-should-ask-for-feedback?u=2262250
https://www.linkedin.com/learning/how-to-develop-friendships-and-connect-meaningfully-with-work-colleagues?u=2262250
https://www.linkedin.com/learning/balancing-work-and-life-as-a-work-from-home-parent
https://www.linkedin.com/learning/building-resilience/what-why-and-how-to-become-resilient
https://www.linkedin.com/learning/productivity-prioritizing-at-work

What if...

> My manager says they would like me to stay in my role indefinitely?

> | don’t know if | should give feedback to a colleague about something?
> | don’t know how | should give feedback to a colleague?

> What if | don’t know what | should do next?

Penn Medicine



Questions? Comments?

Articles

Penn Medicine Resources LinkedIn Learning

>

PennCOBALT a tool for the
Penn Community that uses
targeted assessments to
direct you to the right level of
coping support.

Lead Strong Live
discussions and curated

resources for Penn Medicine
employees around leading
yourself and your team
during adversity.

WELLfocused a program
dedicated to making living a
healthy lifestyle easier, by
providing tools, resources,
educational campaigns and
health-related challenges to
help improve overall well-
being

Penn Medicine Academy:

Microlearnings:

Creating a Feedback Rich Environment
Building a Development Plan

Using Competencies During Performance
Reviews

Pathways:

| want to find my dream career
| want to build an even better working
relationship with my manager

Job Aids:

Tips for Writing a Resume

Tips for Conducting a Successful Search

How to Prepare for a Job Interview

Giving Feedback

Soliciting Feedback

Receiving Feedback

Preparing for a Performance Feedback Discussion

Identify a Mentor for Career Growth and Development

Undergraduate and Graduate Programs - Selecting

the Best Fit

Rediscover Joy at Work

The Employee Life Cycle Is
About An Experience

Employees Are Responsible

for Their Engagement Too

Why Talent Management Is
an Important Business

Strategy

>

Mindful Working - 11 Ways
to Improve How You Work

Aligning your Values with
Work Life and Everything
in Between

How to Create a Career
You Love

@ Penn Medicine


https://www.penncobalt.com/sign-in
https://www.med.upenn.edu/uphscovid19education/lead-strong.html
https://pennmedaccess.uphs.upenn.edu/saml/idp/ssov2/limeade
https://hbr.org/2021/09/rediscover-joy-at-work
https://www.forbes.com/sites/forbeshumanresourcescouncil/2019/10/21/the-employee-life-cycle-is-about-an-experience/?sh=3c677fb0248c
https://news.gallup.com/businessjournal/183614/employees-responsible-engagement.aspx
https://www.thebalancecareers.com/what-is-talent-management-really-1919221
https://players.brightcove.net/pages/v1/index.html?accountId=4813506971001&playerId=default&videoId=5810888166001&autoplay=true
https://bcove.video/2HCiFAS
https://players.brightcove.net/4813506971001/default_default/index.html?videoId=6146109838001
https://rise.articulate.com/share/NUikf5bi2hvfnv2EqLh2ziY_FUWYTjDh#/
https://rise.articulate.com/share/DHgyx2Fk4fZzL3EBAHnH65bDUmXoZ1Fq#/
http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/Documents/Tips%20for%20Writing%20a%20Resume_Final.pdf?Web=1
http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/Documents/Tips%20for%20Conducting%20a%20Successful%20Job%20Search_Final.pdf?Web=1
http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/Documents/How%20to%20Prepare%20for%20a%20Job%20Interview_Final.pdf?Web=1
http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/SiteAssets/Giving%20Feedback_Final.pdf
http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/Documents/Soliciting%20Feedback.pdf
http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/SiteAssets/Tips%20for%20Receiving%20Feedback_Final.pdf
https://pennmedaccess.uphs.upenn.edu/f5-w-687474703a2f2f70656e6e706f696e74706c75732e757068732e7570656e6e2e656475$$/sites/PMA/Talent/Pages/f5-h-$$/sites/PMA/Talent/Documents/Preparing%20for%20a%20Performance%20Feedback%20Discussion_Final.pdf
http://pennpointplus.uphs.upenn.edu/sites/PMA/Talent/Documents/Identifing%20a%20Mentor%20for%20Career%20Growth.pdf
https://pennmedaccess.uphs.upenn.edu/f5-w-687474703a2f2f70656e6e706f696e74706c75732e757068732e7570656e6e2e656475$$/sites/PMA/Talent/Documents/Undergraduate%20and%20Graduate%20Programs_Selecting%20the%20Best%20Fit.pdf
https://www.linkedin.com/learning/mindful-working-11-ways-to-improve-how-you-work
https://www.linkedin.com/learning/aligning-your-values-with-work-life-and-everything-in-between
https://www.linkedin.com/learning/how-to-create-a-career-you-love
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