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Experience with Senior Leaders
⚫ Worked for Three Health Systems
⚫ Multiple CEOs and Senior Leaders
⚫ 8 Different Senior Leader Reporting Relationships
⚫ Lead Volunteer Services under different reporting 

structures:
⚫ Foundation
⚫ Human Resources
⚫ Nursing
⚫ Community Benefit/Relations



Your Work has to Change with It



The Before and After



The Key Role of Perception



Perception in an Organization Changes:

⚫ Employee Beliefs 
⚫ Employee Behaviors
⚫ Organizational Culture



Work from Home Movement



Great Resignation





Relationships During the Pandemic
⚫ Why should you care?



Dramatic Changes to Healthcare
⚫ Community Changes and Expectations 
⚫ More Telehealth Services
⚫ Workforce Challenges
⚫ Payor Challenges
⚫ Patient Case Mix
⚫ Bundled Payments
⚫ Need People to Grow
⚫ Change in Community Participation 





⚫ “We have to see a situation, recognize our fear, and 
do it because it scares us. We have to see fear as an 
opportunity for growth. We have to seek out 
challenges. Facing our fear with a sense of purpose 
makes us stronger because it puts us in control of 
the fear.” 

Source: Susannah Parkin

About Fear



Best Advice I Ever Received 
⚫ Never assume that everyone in the organization knows 

what you’re doing…they do not.
⚫ It is your role to inform them about what you are 

working on.
⚫ Never leave a meeting without providing an update – if 

you do, it is a wasted opportunity
⚫ If they know what you’re working on and it is in 

alignment with the organization’s strategy, you have a 
better chance to survive organizational change  



Challenge of Participation
⚫ Study shows that societal norms mean women feel 

they must be modest 
⚫ Women tend to downplay their achievements 

while men are happy to boast 
⚫ Research shows that there are ways to help 

women overcome this – look for mentors, prep for 
meetings, have no fear, and speak up! 



The DVS Role: A Creative License 
1. Permission to think outside of the box (embrace the 

circus/party planners analogy)
2. It is something that you must first give yourself – if 

you don’t believe it, no one else in your hospital 
will!

3. Creative people do not have all of the answers, but 
they do have the opportunity to create

4. It is the role of the DVS to find time to use their 
creative license and engage others in creativity 



Don’t Leave it at Work, Create your 
Experience at Work
⚫ Take Time for Yourself
⚫ Take Time to Think
⚫ Invest in Yourself
⚫ Don’t be so Hard on Yourself
⚫ Encourage Yourself
⚫ Find a Mentor, Find a Friend
⚫ Stay Away from Negativity



It’s About More than Metrics
What does the DVS bring to the hospital?

✔ Programs
✔ Stories
✔ Experiences
✔ Impacts
✔ Changes

✔ Numbers? Are numbers really the number one thing we offer?

Example, my CEO’s story… 
“You know good leadership when you see it.” 



A Seat at the Table
I am not at the table with numbers - they come to me for…
⚫ Issues/Problems
⚫ Meet Service Needs for Departments
⚫ Meet Patient Needs
⚫ Enhance the Patient Experience
⚫ Create a Volunteer Experience

http://montrealofficespace.com/wp-content/uploads/2013/11/Office-workplace-meeting-laptop-30213346.jpg


More than Feel Good Programs
Knowing the Difference Between Feel Good and High Impact

Feel Good
- Just because
- We have always done it
- It’s nice to do

High Impact (getting there without the metrics)
- An impact you hear about from all program constituents 
- An impact you see when observing the service 



Some Things Cannot be Measured
Not everything that counts can be counted, and 

not everything that can be counted counts.



Creative License
One of the Number One Things that Sets              

the DVS apart in the organization is Creativity

Examples of Creative Programs…

http://www.thepeoplesolution.net/wp-content/uploads/2014/01/o-CREATIVE-POTENTIAL-facebook.jpg


Playground Analogy 
At work, similar to the playground when we were 

growing up, every person has their strengths or niche. 

http://walls4joy.com/walls/cartoon-comics/charlie-brown-peanuts-comic-strip-snoopy-225480-1664x1248.jpg


When Asked to Do More



The “Other” Programs
⚫ Patient and Family Advisory Council (PFAC)
⚫ Community Art Program and Exhibit
⚫ Special Events (Fundraisers)/working with the 

Foundation
⚫ Community Fundraising (Heart Walk, United Way, 

Food Drives, etc.)
⚫ Voter Registration Drives and Patient Voting Programs
⚫ Patient Satisfaction Initiatives 



When the operator does 
not know where to send a 
call, where do they send it 
most of the time?



Volunteer Services





Communicate like a Leader
• Be Honest

• Be Authentic 

• Accessible

• Engaged

• Open 

• Enthusiastic

• Confidence 



Opportunities
⚫ The “how are you” 

opportunity
⚫ Committee Opportunity
⚫ Involvement 

Opportunity 
⚫ Reporting up 

opportunity
⚫ Managing up 

opportunity



How to Build Relationships
⚫ Building Trust
⚫ Keeping them informed
⚫ Sharing honest opinion
⚫ Picking your battles
⚫ Saying yes to serve and 

trying to solve 
problems/provide 
resources

⚫ Saying no with grace and 
respect



Take Your Ideas to a Higher Level
• Put it in an email and send it to leadership

• Do you need to ask permission? What if you just did it? Do 

departments come to you for service/help? Just help

• Bring up the idea at a meeting

• Mention to a friend/colleague who could assist as a supporter

• Call it “a pilot” and try it

• Identify needs within your own hospital 



Every Meeting is an Opportunity



Get a Champion for the Program
Role of the Champion (items to be effective)

1. Must be in the department (in a leadership role) where 
the service is occurring

2. Must be invested in the program knowing that it adds 
value and is necessary

3. Must be committed to diverting department resources to 
support the program (staff, supplies, etc.)

4. Must be committed to working one-on-one with the 
volunteers

5. Must work with Volunteer Services as a partner 



Engage with Supporters 
⚫ Community Volunteers
⚫ Hospital Volunteers
⚫ Board Members
⚫ Employees
⚫ Other Organizations



Tell me about your best 
relationship at work and how that 
relationship has influenced or 
helped your work.  





How to Build Relationships at Work

- Make an effort to speak with others (break rooms, 
before and after meetings

- Effective Communication: empathy, active listening, 
non-verbal communication

- Recognize the emotions of others and react to that
- Support Diversity, Equity and Inclusion
- Make an effort to maintain relationships



Other Ways to Form Bonds
❑ Email (Thank you, Offer of Help, Question)

❑ Meetings (Volunteering to Help)

❑ Asking about Family

❑ Giving Praise

❑ Giving Encouragement

❑ Team Building

❑ Shared Experiences



Think about…

A good work 
relationship that you 
have? What does that 
look like?



Knowing Other Love 
Languages at Work



What is your Love Language?
⚫ Words of Affirmation

⚫  Acts of Service

⚫ Quality Time

⚫ Giving Gifts

⚫ Physical Touch



Other Ways to Show Value
⚫ Infographic



Other Ways to Show Value
⚫ Infographic



Other Ways to Show Value
⚫ Annual Report



Other Ways to Show Value
⚫ Annual Report Providence Health Program Highlights



Other Ways to Show Value
⚫ Annual Report Providence Health Program Highlights



Other Ways to Show Value
⚫ Annual Report Providence Health Numbers



Connecting Philanthropy with Programs
⚫ Example: WAGtime Fund

Donate to WAGtime

The WAGtime program is made possible through generous financial donations 
from our community. These donations support the volunteers and dogs with 
uniforms, trainings, evaluations, and overall program support. It also helps 
Summa Health recruit additional volunteers for this important program and 
recognize the incredible service contributions from our WAGtime volunteers.

If you would like to make a donation to WAGtime, please complete the form 
below. If you wish to recognize your pet or a current WAGtime volunteer through 
your donation, please provide this information on the form.

Thank you for supporting this high impact program!



Relationships
⚫ With Community
⚫ With Volunteers
⚫ With Employees
⚫ With Co-Workers 
⚫ With Leaders

At times, we make exceptions to preserve and protect 
these relationships. 



It’s about Relationships
Identify Your Relationship Needs
⚫ Do you know what you need from others? And do you know 

what they need from you? Understanding these needs can be 
instrumental in building better relationships.

Develop Your People Skills
⚫ Good relationships start with good people skills. Take our quiz 

How Good Are Your People Skills?  to test how well you 
collaborate, communicate, and deal with conflict. The quiz will 
also point you toward useful tools to improve any weak areas.

Focus on Your EI
⚫ Emotional intelligence  (EI) is your ability to recognize your own 

emotions, and better understand what they're telling you. By 
developing your EI, you'll become more adept at identifying and 
handling the emotions and needs of others.



It’s about Relationships
Schedule Time to Build Relationships
⚫ If possible, you could ask a colleague out for a quick cup of 

coffee. Or give a "one-minute kindness" by commenting on 
a co-worker's LinkedIn post you enjoyed reading. These 
little interactions take time but lay the groundwork for 
strong relationships.

Manage Your Boundaries
⚫ Make time, but not too much! Sometimes, a work 

relationship can impair productivity, especially when a 
friend or colleague begins to monopolize your time. It's 
important to set your boundaries  and manage how much 
time you devote to social interactions at work.



It’s about Relationships
Appreciate Others
⚫ Everyone, from your boss to the intern, wants to feel that their 

work is appreciated. So, genuinely compliment the people 
around you when they do something well. Praise  and 
recognition will open the door to great work relationships.

Be Positive
⚫ Focus on being positive. Positivity  is contagious and people 

gravitate to those that make them feel good.
Avoid Gossiping
⚫ Office politics  and gossip  can ruin workplace relationships. If 

you're experiencing conflict with someone in your group, talk to 
them directly about the problem. Gossiping with other 
colleagues will only exacerbate the situation, accelerating 
mistrust and animosity.



It’s about Relationships
Manage Your Boundaries
⚫ Make time, but not too much! Sometimes, a work 

relationship can impair productivity, especially when a 
friend or colleague begins to monopolize your time. 
It's important to set your boundaries  and manage how 
much time you devote to social interactions at work.



It’s about Relationships
Practice Mindful Listening
⚫ People respond better to those who truly listen to what 

they have to say. By practicing mindful listening , 
you'll talk less and understand more. And you'll 
quickly become known as trustworthy.

Schedule Time to Build Relationships
⚫ If possible, you could ask a colleague out for a quick 

cup of coffee. Or give a "one-minute kindness" by 
commenting on a co-worker's LinkedIn post you 
enjoyed reading. These little interactions take time but 
lay the groundwork for strong relationships.

Source: Mind Tools



Brainstorming: A Key to Creativity

Exercise: Bumper Stickers



How to Brainstorm
⚫ There is no right way or wrong way to brainstorm
⚫ It is important to have a process and stick to it
⚫ Through barnstorming, you are looking for the free 

flow of ideas rather than the answers
⚫ The most important thing is creating the ideas and 

having an openness to explore these ideas
⚫ Decisions about the ideas can come later



Examples of Brainstorming
1. Summa Health System, School of Nursing Main 

Lounge, Volunteer Services Department Meeting, 2010

2. Summa Health System, Wheelchair 
Issues/Wheelchair Depot Project, Interdisciplinary 
Team, 2012



Key Parts of Brainstorming
1. Define the Business Issue
2. Generate Ideas
3. Sort and Rank Ideas
4. Revisit Ideas

How often do we sit at our desk and only think?



Take Time to Brainstorm
1. Assign a Moderator

2. Identify Goals

3. Set a Time Limit

4. Conduct an Activity (example: visual brainstorming)

5. Don’t Judge

6. Embrace the Ridiculous

7. Start General, End Specific

8. Look for Synergy Potential 

9. Avoid Group Think

10. Include an Outsider



Tips for Creative Brainstorming
⚫ Become an Expert

⚫ Reward your Curiosity

⚫ Be Willing to Take Risks

⚫ Make Time for Creativity

⚫ Overcome Negative 

Attitudes

⚫ Fight Fear of Failure



Tips for Creative Brainstorming
⚫ Brainstorm New Ideas

⚫ Create a Bubble Map

⚫ Change your Environment 

⚫ Engage Others in the 

Creative Process

⚫ Embrace all Ideas

⚫ Write it Down



Brainstorming Techniques
⚫ Free-Form Brainstorming: This is the type of brainstorming where participants 

express their ideas as they occur. 

⚫ Round Robin Brainstorming: People contribute ideas in turn, feeling free to “pass” if 
they have no idea to share in that round. The session is over when everyone passes. This 
ensures everyone participates.

⚫ Mind Mapping: this offers a more graphic approach to scribing responses, than simply 
listing ideas on a flipchart. One or two people are used as scribes for the group.

The process begins by creating a large writing space, at least 4 feet by 4 feet, on a 
wall. Write the topic statement in circle in the center of this space. Then gather 
responses and scribe them as lines branching out from the center circle.

⚫ Pencil and Paper Brainstorming: Participants write their ideas first, and then share 
them, either in turn or anonymously. The advantage of this technique is that it 
encourages participation by people who might otherwise feel intimidated.

⚫ Group Technique: This is a very structured form of brainstorming that results in the 
generation and prioritization of ideas. It is particularly useful when a large group is 
involved in the brainstorming process and when there is a need to take a brainstormed 
list and synthesize it into several prioritized items.



Mind Map Example



Word Map Practice: Intake Process
⚫ Map the volunteer intake process in a word map 

including all of the steps: application, interview, 
orientation, training, and placement.

⚫ Take 5 minutes.
⚫ Consolidate maps as a group. 
⚫ What did we learn? 



Word Cloud Example



Training for Volunteer Supervisors 
⚫ Send them the Handbook for Supervisors of Volunteers 
⚫ One-on-one meeting or phone conversation with a 

commitment 
• Can you keep volunteers busy?
• Who will be there supervisor?
• Do you understand that volunteers are a responsibility on your 

part?

⚫ If they agree, they write the service description and 
Volunteer Services edits it

⚫ Manager/Director of Department and Director, Volunteer 
Services signs the description 

 



Connecting Philanthropy with Programs
⚫ Example: WAGtime Fund

Donate to WAGtime

The WAGtime program is made possible through generous financial donations 
from our community. These donations support the volunteers and dogs with 
uniforms, trainings, evaluations, and overall program support. It also helps 
Summa Health recruit additional volunteers for this important program and 
recognize the incredible service contributions from our WAGtime volunteers.

If you would like to make a donation to WAGtime, please complete the form 
below. If you wish to recognize your pet or a current WAGtime volunteer through 
your donation, please provide this information on the form.

Thank you for supporting this high impact program!



Philanthropy and Volunteer 
Services Linked for the Future



In Summary, you have some to-dos
1. Build Relationships
2. Build these Relationships Strong
3. Have confidence (know what you bring)
4. Represent yourself and program at meetings
5. Create content to support program
6. Brainstorm New Ideas
7. Say Yes! (when you can)
8. Say No when you must (gracefully)
9. Change that Perception of your Program



Zen Tent for Adults, Why Not?



Dance! We Don’t Talk about Bruno



Any Questions?


