Welcome

e We will be starting soon
e There is no sound until we get started

e Please keep your phones and computers
on mute to support a pleasant experience
to all

e Use the chat feature for questions

Just in Time Training
Providing Support for Health Care Staff/Frontline Workers

TOPIC:
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Our focus Is on providing
compassionate care by
Increasing workplace
engagement and utilizing role
model patient-centered
behaviors.




JOY 1n Work

In a COVID-19 World Part 1
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Today’s Agenda

Introductory Activity

Institute for Healthcare Improvement — Joy in Work
Framework

What Matters to You Conversation Arrow

Wrap Up and Next Steps
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Moment of Gratitude



HEALTH +
HOSPITALS

*‘hnﬁF
51 ACTIVITY

 Think of a time you routinely experienced joy Iin
your life. Completely immerse yourself in this

What brings experience.
« What do you notice?

What do you hear?

What do you see?

How do you feel?

Why did this moment bring you joy?

you N

life?

Page 1
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INSTITUTE FOR HEALTHCARE IMPROVEMENT

(IH1)’S JOY IN WORK FRAMEWORK
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80%

of US physicians of new nurses
reported they seek another job
were overworked within a year

Lucian Leape Institute. Through the Eyes of the Workforce: Creating Joy, Meaning, and Safer Health Care. Boston, MA: National Patient Safety Foundation; 2013.
The Physicians Foundation. 2018 Survey of America’s Physicians: Practice Patterns and Perspectives; 2018.
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e More innovative solutions

Why

 Reconnect to meaning and purpose

* It’s a fundamental right
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What does it mean to be
ambassadors for joy?

%

 Practice what you learn into your work settings
 Help others to feel joy in their work
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Ground Rules

Everyone is an
expert in joy

Open minds
and open
hearts

Active
participation

\_/
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Purpose of Joy in Work

Restore Respect Our Shared
Joy Healers Responsibility

Highlight Quality
Bright Spots Improvement
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% Joyful Employees

4 Employee Satisfaction # Patient Outcomes

§ Employee Turnover 4 Patient Experience
Rates

4 Patient Safety
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Individuals

| Managers & Core |
Leaders
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Nine Components for Joy
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Wellness and Real-Time DETIN
Resilience Measurement Improvement

Participative Camaraderie
Management and Teamwork

A1Iinb3 pue ssaulreq

Physical and
Psychological
Safety

Meaning and Choice and Rewards and
Purpose Autonomy Recognition
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Staircase to Joy

4. Use improvement science to test approaches
to improving joy in work in your organization

3. Commit to a systems approach to making joy
In work a shared responsibility at all levels of the
organization

2. ldentify unique impediments to joy in the
local context

1. Ask, “What matters to you?”
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Things to Consider

* Not a one off effort or “flavor of the month”

* Does not ighore larger organizational issues, but
provides a different lens to look through

Joy
Compassion

Empathy pepples

Collaboration

Problem
Barrier Issue

Conflict Obstacle

Dilemma
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What Matters to You (WMTY) Conversations

A type of conversation rooted in appreciative inquiry that taps into strengths or

What bright spots, or what’s already working in the organization, that offer energy for
change.
informally, SUEl Ene Office hours d >mal
When In-person ad- leadership with leadershi epgr_tment-
hoc basis rounds P specific focus
groups

Who

I

Employee and Customer Employee and Employee Employees and Leader
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WHAT MATTERS TO YOU CONVERSATION ARROW:
CREATING THE SETTING

'What Matters to You?' Conversation Arrow

COMPASSION

RESPECT

EXCELLENCE

01 02 03 04 05

Build Rapport Purpose Bright Spots Pebbles In Their

Shoes
®- el {3 -

Strategize

If you feel comfort-
How are you What makes a good able, l invite you to What gets in the way How can we work
doing? day for me... share what is most of a good day? together to make your
meaningful to you? experience better?

Collaborative Welcome All

Open-ended
Perspectives

Questions Communicate

Specifiers Immediate Action

Ongoing Effort
> Voluntary Basis
Inclusive

One Speaker, One
Moment

Creating the
Setting: 4 PrEsente J :;Ion— . Sl ‘Dee_p
Essentials RO e Listening

—y ¥
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Creating the Setting: 4 Essentials

Deep — Non-

. . > >
Listening Judgment Presence
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Deep Listening

LEVEL 3

* Global or whole body listening
Listening TO * Notice dlstldnctlon§ of tznil'lti/j’ T\ood, %acmg,
UNDERSTAND energy, and emotions behind the words

LEVEL 2

2 * Listen intently to every word
» Interpret words in the context of the other

Listening TO HEAR person

LEVEL 1

1 * Most potential to create misunderstandings
_ _ * Only respond according to how you think, feel,
Listening TO SPEAK and understand what is being said
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Deep Listening

Can you spot the value words? Type it into the chat!

‘| feel like I'm doing my best but never receive the
recognition)l deserve. | come to work on time and a lot of
times | help clean the kitchen even when no one asks me

to. It Is hard for me to feel motivated every day when | feel

that my hard work is not beingtacknowledged.”
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Creating the Setting: 4 Essentials

Deep — Non-

. . > >
Listening Judgment Presence
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Judgment: The Normal Process

| NEUTRAL |

Inner Voice / Biases
« “|I know what she will say...”

* ‘| bet she’s feeling...”

Buggy, P. Non-Judgment: what is it? And Why Does it Matter? (4 Benefits). Retrieved from
https://mindfulambition.net/non-judgment/
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The Non-Judgment Practice

Non-judgment means letting go of the automatic judgments that arise in our
minds with every experience we have.

Y

Simply be
present to the
moment

Inner Voice

* ‘I notice that I'm making an - | | |
) ” Buggy, P. Non-Judgment: what is it? And Why Does it Matter? (4 Benefits). Retrieved from
assumptlon about her... https://mindfulambition.net/non-judgment/
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Creating the Setting: 4 Essentials

Deep — Non-

. . > >
Listening Judgment Presence
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Presence

60 Minutes

10 Minutes Ago From Now

1

DEMONSTRATING Mindfulness Eve Contact Open Body No Multitasking
PRESENCE Exercise y Language No Interruptions
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Creating the Setting: 4 Essentials

Deep — Non-

. . > >
Listening Judgment Presence
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Video Observation Debrief

Video One Video Two

 What differences did you notice in the manager

regarding deep listening, non-judgment, presence,
and silence? Type in the chat!

 How did the staff member’s reactions change?
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Join us on July 28t or July 30t for
WHAT MATTERS TO YOU CONVERSATION:

THE STEPS

Integrity

C

Compassion

A

Accountability

E

Excellence

—_—

‘'What Matters to You?’ Conversation Arrow

COMPASSION

01

Build Rapport

-

How are you What makes a good
doing? day for me...

Creating the
Setting: 4
Essentials

02

Purpose

f

Collaborative
Ongoing Effort

Inclusive

A~ Ak~ Ak

Presence

RESPECT

03

Bright Spots

%

If you feel comfort-
able, | invite you to
share what is most
meaningful to you?

Welcome All
Perspectives

Veluntary Basis

One Speaker, One
oment

Non-
Judgment

04

Pebbles In Their
Shoes

What gets in the way
of a good day?

Open-ended
Questions

Specifiers

Silence

EXCELLENCE

05

Strategize

How can we work
together to make your
experience better?

Communicate

Immediate Action

Deep
Listening

—y ¥
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THANK YOU!




