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% Have a Happy Holiday and Pay It Forward! (continued)

were annoyed that they didn't receive a personal gift. But by far, MOST people felt invested in the process
and the resulting contributions.

The Gift of Positive Regard—Another FREE way to “pay it forward'.

Appreciation, admiration, and thanks are very powerful expressions of caring and are a gift to the person on
the receiving end. They elevate people’s spirits. When you give the gift
of positive regard, you foster positive behavior and cooperation. You
ease difficult situations.

"I really appreciate your persever-
ance with this stressful project.
I'm grateful we get to work to-
gether on this."

You also reduce your own anxiety and stress because it helps you stay
focused on the good in others. This is the gift you receive in return.

The gift of positive regard is especially surprising and touching
when people least expect it. For instance, imagine a coworker
hounding you yet again to finish a report that you already said you
would give them as soon as you had it ready. The person is proba-
bly not thrilled to ask again, but may feel compelled to anyway be-
cause of stress or anxiety. Instead of getting a bit defensive and
reminding her that you already promised to give it to her as soon
as possible, say instead, "I realize you are feeling pressured about
this and that a lot is on the line. I will do my best to get it to you
as soon as I possibly can. I see how invested you are in this and
I really admire you for it.”

— .

Positive regard can transform a situation in a positive direction and
strengthen our relationships. Positive regard is a way we can make
our caring felt, a gift we can give to each other and to our patients and families.

To view concrete examples and tips for giving the gift of positive regard (one of 9 caring communication
skills my Language of Caring Skill-Building System), click here. (After you click, scroll down in the juke-
box video player and choose "The Gift of Positive Regard” video.)

At this holiday season (and beyond)

o We can help our teams give each other the memorable gift of positive regard. Click here for
instructions.

. We can give low-cost or cost-free gifts to our coworkers, family and friends too. Click here
for a few of my favorites.

In our jobs and our lives, we as individuals have the power to give, many low-cost or no-cost gifts that elevate
spirits and provide real value to the person on the receiving end. These gifts are especially memorable be-
cause they're gifts from the heart.
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Recognizing Employees Is a Win-Win Situation.
Employees win because their thirst for recognition is fed and their motivation
sparked.
You win because you see quality performance.
Your patients and families win, because more gratified, motivated employees
performing at peak make your organization stronger and help you fulfill your
mission.
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NewsByte New Joint Commission Requirements on Effective
Communication and Culturally Competent Care

In January 2010, The Joint Commission plans to announce proposed requirements related to cultural compe-
tence, effective communication and patient-centered care. The Joint Commission will also provide an imple-
mentation guide that explains requirements and gives examples of how hospitals fulfill them.

The Joint Commission and the Department of Health and Human Services have just released a 30-minute se-
ries of videos called Improving Patient-Provider Communication. These videos show you what federal law re-
quires in terms of effective communication and language access. They also describe how you can fulfill the
intent of the law. Click here to view the videos on The Joint Commission's YouTube Channel..

Quoteworthy:

“Appreciation can make a day - even change a life.

Your willingness to put it intfo words is all that is necessary.”

—Margaret Cousins

I Love This Book
The Present: The Secret to Enjoying Your Work And Life, Now!

By Spencer Johnson

This is an easy-to-read parable (about 100 big-print pages) about a man who learns a valuable lesson about liv-
ing in the present from a wise old gent. Stuck in a rut in his job and personal life, the younger man learns
about The Present and three tips for living in it.

He learns to pay equal attention to:

e The past (learn from mistakes and experience)

e The present (live in the moment)

e The future (plan for it as well as you can and don't lose yourself in worry or anxiety)

Some say the book is corny, but I don't mind corny when there's a valuable message. And in this book, there
are lessons for all of us.
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Patients Speak

About Memorable Moments

"The housekeeper was my favorite. Margaret -- she told me stories about Spike her be-
loved cat. Every day a new Spike story and every one of them hilarious. I looked forward
to her visits so much."

"Two aides were standing over me bickering. I told them they were making me nervous.
And one of them said, 'This isn't about you.' Don't they know it makes people nervous
when the people taking care of them don't get along?"

"All these doctors who looked like my son's friends stood around my bed and examined my
stomach. My heart was racing. They had ho idea how exposed I felt."

"The lady who took my blood didn't speak much English, but she was so kind. She had
learned to say in her broken English, "I'm going to be very gentle."

"During my first day, a young woman on the staff came to my room and said, 'Hi, I'm
Shandra. I work at the nursing station. I want to introduce myself, because when you
push the call button during my shift, I'm the one who answers over the intercom. I want
you to know I'll do all I can to get you the help you need." It was so great to know there's
a real person attached to the voice from the wall."

6raphic With A Message
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I'm here for flu vaccine,
and I won't take NO
for an answer.
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Ask Your Team This Cage-Rattling Question:
A Trigger For Crucial Conversations

For the coming year, without spending any money, what is a gift you want to give yourself?

. Is it the right to sit and do nothing but breathe for 5 minutes a day in the middle of work?

. Do you want to give yourself permission to speak up and give caring feedback to a coworker who treats
you with disrespect?

. Do you want to give yourself the courage to step in when a coworker is treating a patient with disre-
gard?

. Do you want to give yourself a round of applause on a really good day?

Invite your team to brainstorm “Gifts You Want to Give Yourself” and then ask them to share those they're
willing to share. Why? Because they'll find that coworkers can HELP them give themselves these gifts if they
see their wish list.

8

Stress-Buster Coming Up

Hand Out Customized Coupons as Gifts

Make Standards

Save yourself money and stress. Download, print and customize coupons for )
Come Alive

your friends, family and coworkers.

Some ideas for coworker coupons:  Click below for generic coupon tem-

Resolutions for the
plates available free on the web:

. A five minute neck massage
e Coveryour phones for 1 hour ~®  Option 1

New Year

e  Coffee and company at the e  Option 2 Patients Speak..If
cafeteria . Ovtion 3 WE Wrote the

e  Option to be off-the-hook Standards for Staff

° Home-cooked lunch Behavior

THANK YOU FOR TUNING IN!

If you like this e-newsletter, please forward it to a friend/colleague. If a friend/colleague sent
this e-newsletter to you, please subscribe by visiting our website. Click here to access back issues. We'd
appreciate your feedback on this e-newsletter. Click here to share.

Thank you!

Contact Us We're on the WEB!
Wendy Leebov and Associates
Phone: 215-413-1969
http://www.quality-patient-
experience.com/contact-us.html

www.quality-patient-experience.com

Concrete, Sustainable Solutions

For Your Healthcare Team
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