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Housekeeping
• All participants are muted.

• Audio Settings: ability to select your speakers and adjust your volume.

• Chat: for sharing of ideas, interacting with speakers and attendees; not for promoting 
services and products. Make sure you choose ‘Everyone’ in the dropdown in the chat box.

• Q&A: for submitting questions to review at the end of the webinar

• Captions: Click the caption icon to turn captions on/off

• Receive follow up email tomorrow with webinar slides, recording and link to survey.

Comments shared in chats do not reflect the opinion or position of The Beryl Institute, but those of individual participants. People found 
misusing the chat function or engaging in uncivil or disruptive ways via chat may be removed from the session at our discretion.
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PX Continuing Education Credits

• This webinar is approved for 1 PXE.

• To obtain patient experience continuing education credit, participants must attend the 
webinar in its entirety and complete the webinar survey within 30 days.

• The speakers do not have a relevant financial, professional, or personal relationship 
with a commercial interest producing health care goods/services related to this 
educational activity.

• No off-label use of products will be addressed during this educational activity. 

• No products are available during this educational activity, which would indicate 
endorsement.

This webinar is eligible for 1 patient experience continuing education (PXE) credit. Participants interested in receiving PXEs must complete the 
program survey within 30 days of attending the webinar. Participants can claim PXEs and print out PXE certificates through Patient 
Experience Institute. As recorded webinar, it offers PXE for two (2) years from the live broadcast date.
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Our Speaker

Nanette Spedden, MS
Director, Volunteer Services
Penn Medicine Princeton Health



A Toolbox 

to Balance Life & Work

Nanette D. Spedden, MS

Director, Volunteer Services

Penn Medicine Princeton Health 



Agenda
Fish!

 Be Present

 Play!

 Stress Management

 Time Management

 Organization

 Goals

 Make Their Day! 

 Communication

 Teamwork & Delegation

 Point of View

 Choose Your Attitude

 Gratitude

 Reenergize

 Find Joy!





The Four Practices 

of the                Philosophy

Be There

Be present for people. It’s a powerful 

message of respect that improves 

communication and strengthens relationships.



Be There!







Be There!



Parking Lot: 

- jot down a thought

- write a sticky note

- make a check mark on 

top of your page



Brilliant Ideas?

Thoughts?

Questions?

Be There!



The Four Practices

 of The FISH! Philosophy

Be There ~ Be present for people. 

Play!

Tap into your natural way of being creative, enthusiastic 

and having fun. 

Play is the spirit that drives the curious mind, as in “Let’s 

play with that idea!” 

You can bring this mindset to everything you do.



Play!



Stressed?!?!



https://www.journeyworks.com/10-Ways-to-Reduce-Stress-in-Your-

Life-Display-Poster/productinfo/5574/

Play!



Time

Play!

Be There!



https://corporatefinanceinstitute.com/resources/careers/soft-skills/time-management-list-tips/

Time

 Management 



https://id.kisspng.com/png-fbnmxj/preview.html

Play!

Be There!



Play!

Be There!



Organize!



Organize!



Organize!

Play!



Organize!



Time Line

https://www.vertex42.com/ExcelTemplates/project-timeline.html



https://twitter.com/hashtag/smartgoals

Goals
Play!



http://plus1daily.com/k-s-s-method-goal-setting-plus-1-style/



http://sparrowsolutionsgroup.com/sparrow-leadership/policies-procedures-rn-rdms/

Be Transparent



https://andrewmilivojevich.com/why-do-continuous-improvement-programs-fail/

Play!



https://www.powerdms.com/blog/what-are-policies-and-procedures/



Play!



Play!

Be There!



Brilliant Ideas?

Thoughts?

Questions?

Play!



The Four Practices

 of the             Philosophy

Be There ~

Play! ~ 

Make Their Day
Find simple ways to serve or delight people in a meaningful, 

memorable way. It’s about contributing to someone else’s 

life—not because you want something, but because that’s the 

person you want to be.



Our Patients are All Somebody’s 

“Picture” Person
 

Don’t harm me 
Heal me 
Be nice to me 

…in that order 
(imagine your loved one here) 



Communication
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Make Their Day!



Perception 



How do people communicate?

2 Types of communication?
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Communication



How do people communicate?

Types of communication?

Verbal   Non-Verbal
  * Spoken Words
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Communication



How do people communicate?

Types of communication?

Verbal   Non-Verbal
   * Spoken Words    * Body language

           *Gestures

           * Proximity 

           * Eye contact

           * Tone of Voice
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Communication

Make Their Day!



How do people communicate?

Types of communication?

Verbal   Non-Verbal
   * Spoken Words    * Body language

           * Gestures

           * Proximity 

           * Eye contact

           * Tone of Voice

            - pitch

              - volume

                                                     - speed

               - inflection
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Communication
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Communication
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Non-Verbal 
Communication

Make Their Day!

https://communicationblog06.wordpress.com/2016/04/20/types-of-non-verbal-communication-and-there-impacts-on-public-speaking/
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What time is it?



Make Their D
ay!



Word Choice + Tone
 We cannot accept your  

late form.

 Your TB is past due, so you 

cannot volunteer.

 Unfortunately, due to safety 

reasons, we are unable to 

accept late forms. Here are 

some alternative options...

 For your safety and for the 

safety of our patients, staff and 

volunteers, the CDC requires an 

annual TB Tests. Unfortunately, 

because yours is past due, you 

will not be permitted to 

volunteer until …



Word Choice + Tone

 Do you have your ID badge 

on your collar.

 You MUST clock in & out.

 Do you have any questions 

about your uniform? ID?

 Don’t forget, it should 

always be worn on your 

collar. 

 For safety reasons, we 

require all volunteers to 

clock in & out for each 

shift. 



Word Choice + Tone

…
for your patience.

for your email.

for your time.

for your …



Word Choice + Tone
Reminders:

 Just because its important to us, makes sense to us, etc... 
doesn’t mean it makes sense to a customer or is important to 
customer. 

 A brief explanation as to why can help.

 Consistency, same words (rearranged if needed to                                     
repeat) …safety!



Team Building

Make Their Day!

Play!

Be There!



Team Building

True Colors Personality Test

Myers-Briggs

https://www.myersbriggs.org https://truecolorsintl.com



Team Building

https://www.discprofile.com/what-is-disc/overview/

The DiSC profile, 
published by Wiley, is a 

non-judgmental tool 
used for discussion 

of people's
 behavioral 

differences.



Team 

Building

https://www.gallupstrengthscenter.com



Team 

Building

- https://www.tinypulse.com/blog/the-ultimate-list-of-team-building-activities
- http://www.residentassistant.com/ra/category/games/team-builders/

Human Bingo!

Team Building Resources:



Coaching

http://www.free-management-

ebooks.com/faqch/models-01.htm

Make Their Day!



Delegate Make Their Day!

Play!
Be There!



Delegate 

https://cmd.wichita.edu/hackett-in-management-delegation-vs-dumping/



Empower

Dump 

vs. 

Make Their Day!



Delegate 

https://www.slideshare.net/sanchita1410/delegation-skills



Delegate Make Their Day!





 https://www.mindtools.com/pages/article/newHTE_00.htm



Thoughts?

Brilliant Ideas?

Questions?

Make Their Day!



62



Change
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Make Their Day!



 https://www.youtube.com/watch?reload=9&v=vJG698U2Mvo

Make Their Day!

Count how many times the 

Basket Ball is passed.

https://www.youtube.com/watch?reload=9&v=vJG698U2Mvo


Paper

65
Make Their Day!



We all hear things, see things, learn things, 

perceive things differently.

We all react differently.

We all communicate differently.

66
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Be Aware of how 

others perceive 

you… HOW?

Be aware of how 

you perceive 

others.

Do you jump to 

conclusions?

Make Their Day!



The Four Practices 

        of the                 Philosophy
Be There ~

Play ~ 

Make Their Day ~ 

Chose Your Attitude
Take responsibility for how you respond to what life throws 

at you. Your choice affects others. Ask yourself: “Is my 

attitude helping my team or my customers? Is it helping me 

to be the person I want to be?”





Re-energize

Choose Your Attitude!



Choose Your Attitude!



Mantra

Atti
tu

de



Mantra



Choose Your
Attitude!









Nanette D. Spedden, MS

Director, Volunteer Services

Penn Medicine Princeton Health 

volunteer@pennmedicine.upenn.edu 

609-853-6010

mailto:volunteer@pennmedicine.upenn.edu
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Questions?
Please submit your questions using the Q&A icon.
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PX Continuing Education Credits

• This webinar is approved for one (1) PXE credit through Patient 
Experience Institute.

• To obtain PXE credit, participants must attend the webinar in its entirety 
and complete the webinar survey within 30 days.

• After completing the webinar survey, you will be redirected to the 
Patient Experience Institute’s PXE Portal to claim the credit.

• As a recorded webinar, PXE credit is available for two (2) years from the 
live broadcast date.
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Upcoming Events & Programs
WEBINARS

June 25 | Phoneside Manners: Strategies for Effective Communication

July 11| Virtual Nursing & Telepharmacy Improving Patient and Staff Experience

July 23 | What’s Your ETA for Improved PX? Best Practices from Emory Healthcare

July 30 | The Impact of Adverse Childhood Experiences in Pediatric and Adult Healthcare

CONNECTION CALLS/CHATS

June 21 | PX Chat on PFA/PFACS: Sustaining/Growing

July 17 | Patient Advocacy Community Connection Call: Service Recovery at the Point of Care

July 19 | PX Chat on PFA/PFACS: New/Getting Started

July 24 | PX Connect Live - Patient Rounding

Access our vast library 
of on demand patient 
experience webinars.

Webinars are included in membership 
with the Institute. 
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Thank You
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