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Continuing Education Credits

In support of im\oroving patient care,
Community Health Center, Inc. / Weitzman
Institute is jointly accredited by the
A Accreditation Council for Continuing Medical
Education (ACCME), the Accreditation Council
.V for Pharmacy Education (ACPE), and the

American Nurses Credentialing Center

. ~ (ANCCQ), to provide continuing education for
JOINTLY ACCREDITED PROVIDER"™  {he healthcare team.

PIERPROTESSIONAL COTTERE BTN A comprehensive certificate will be sent after
the end of the series, Spring 2022.
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Visit: https://www.chcl.com/nca | Contact: NCA@chcl.com
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Disclosure

* With respect to the following presentation, there has been no relevant (direct or indirect) financial relationship
between the party listed above (or spouse/partner) and any for-profit company in the past 12 months which
would be considered a conflict of interest.

 The views expressed in this presentation are those of the presenters and may not reflect official policy of
Community Health Center, Inc. and its Weitzman Institute.

* We are obligated to disclose any products which are off-label, unlabeled, experimental, and/or under
investigation (not FDA approved) and any limitations on the information hat we present, such as data that are
preliminary or that represent ongoing research, interim analyses, and/or unsupported opinion.

* This project is supported by the Health Resources and Services Administration (HRSA) of the U.S. Department of
Health and Human Services (HHS) as part of an award totaling $137,500 with 0% financed with non-
governmental sources. The contents are those of the author(s) and do not necessarily represent the official
views of, nor an endorsement, by HRSA, HHS, or the U.S. Government. For more information, please visit
HRSA.gov.

Visit: https://www.chc1l.com/nca | Contact: NCA@chcl.com /5/ ,; =
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The Weitzman Institute is Committed to

Justice, Equity, Diversity & nclusion /At the Weitzman Institute, we value a
culture of equity, inclusiveness,
diversity, and mutually respectful
dialogue. We want to ensure that all
feel welcome. If there is anything said
in our program that makes you feel
uncomfortable, please let us know.
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National Training and Technical Assistance Partnership
Clinical Workforce Development
Provides free training and technical assistance to health centers across the

nation through national webinars, learning collaboratives, activity
sessions, trainings, research, publications, etc.

Team-Based Care Training the Emerging Issue

Next Generation
{}% Bt

(> 231333

Fundamentals of Postgraduate Residency
Comprehensive Care and Fellowship Training
Advancing Team-Based Care Health Professions Training HIV Prevention

s
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Objectives

* Present the structure for listening sessions and the benefits of
nosting them

* Discuss implementation strategies and best practices

* Strategies to review outcomes, create action items, and developing
discipline-based improvement projects

D

Visit: https://www.chcl.com/nca | Contact: NCA@chcl.com /5/ é
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What are Listening Sessions?

* An opportunity for staff to participate in a conversation with
leadership to share feedback, opinions, and solutions for
consideration

* Open discussion for department(s) staff to share:
* How their teams are doing
* Challenges and concerns
* What’s successful
* |deas

What needs improvements

Visit: https://www.chcl.com/nca | Contact: NCA@chcl.com /5/ f
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What’s the Value?

* Mechanism to engage the workforce

* Offering staff a feedback forum following intense pandemic
phases

* Builds and reinforces trust between leadership and staff
* |dentifies opportunity for improvement
* Potential long-term impact on retention

D,

Visit: https://www.chcl.com/nca | Contact: NCA@chcl.com /5/ f
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Listening Sessions Models

November 2021 through July 2022:

1. One-on-One Listening Sessions: Sessions between a member of
leadership and staff

2. Leader-to-Leader Listening Sessions: One-on-one session between a
member of leadership and recommend with a leader from HR and a
leader from behavioral health

3. Department Listening Sessions: Group sessions between
departmental staff and CEO/Executive Leadership

Visit: https://www.chcl.com/nca | Contact: NCA@chcl.com /5/ ,; ﬁ

e



*s
N I IAI ---: A proJecT o Commum¢ty Health Center, Inc. and the weitzman=¥ institute

National Health Center Training .E- Y
& Technical Assistance Partners seog@

':‘@.

One-on-One Listening Sessions Set-Up

° Deve I O p St rategy fo r Iea d e rS h i p to Email for One-on-One Listening Sessions (sent to staff by CEO

Good afternoon,

L] L] LN I We understand that it has been a very different year for many. The leadership team wants to lend a
p rOVI d e ava I I a b I I Ity to h O St a O n e - listening ear through one-on-one employee listening sessions to give you a chance to tell us what’s on
your mind. These sessions will be held between October 25 and November 5. The sessions are voluntary
and names will not be associated with comments made during the discussion. If you would like to meet

O n - O n e | i St e n i n g S e S S i O n one-on-one with a member of the leadership team, please select one session using the Doodle Poll link

below. Your submission is due on Friday, October 15 by 9:00pm EST.
Doodle Poll link

* Doodle Poll works best in Google Chrome.

 Recommend utilizing online platform
e Once you click the link, select the date and time for your preferred session, enter your full name
S u C h a S DOOd I e PO I | 0 r S u rvey M O n key and email, and click “Book it” to finish your selection.

If you cannot find a time that fits your schedule:

o ReCO m m e n d 3 O_ m i n ute S I Ots a n d * Email Megan Coffinbargar (coffinm@chcl.com) for assistance.

If you need to change/cancel your meeting:

i n St ru Ct I e a d e rS h i p to p rOVi d e five e |f before 10/15 at 9:00pm EST: Find the confirmation email from Doodle (mailer@doodle.com)

and click the “Review Response” button to edit your chosen time.

S e SS i 0 n S | OtS * Between 10/16-10/21: Email Megan Coffinbargar (coffinm@chcl.com) for assistance.

e After 10/21: Coordinate with your assigned leader (you will receive a Zoom meeting invite).

Visit: https://www.chcl.com/nca | Contact: NCA@chcl.com \{f#
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Leader-to-Leader Session Set-Up

* Develop strategy for leadership to
provide availability to host a one-
on-one listening session

* Recommend utilizing online platform
such as Doodle Poll or Survey Monkey

e Recommend 30-minute slots and
instruct leadership to provide five
session slots

Email for One-on-One Listening Session Leader Sign-up and Leader-to-Leader Listening Sessions

sent to leadership team by CEQ

Hello leaders,

In an effort to solicit feedback from employees during this difficult time, CHC Leadership will meet 1:1
(virtually) with employees as part of arganization-wide listening sessions. The goal is to be a sounding
board for positive and/or negative feedback employees may share, compile themes, and formulate
strategies to address concerns.

Staff Listening Sessions
Each leader will be invited to hold five 30-minute sessions between 10/25-11/5. Use this link to select

five 30-minute time slots for your Leadership Listening Sessions.

Leader-to-Leader Sessions: Voluntary

[Vice President of Human Resources] and [Chief Behavioral Health Officer] have also volunteered to hold
1:1 Leader-to-Leader Listening Sessions between October 11 and October 15. Use this link to select one

time to attend a Leader-to-Leader Listening Session. There are 10 sessions available on a first-come,
first-served basis.

Immediate Next Steps
* By Wednesday 10/6 at 8:00pm EST, submit responses to Staff Listening Sessions survey and, if

interested, Leader-to-Leader Listening Sessions.

=+ 0On October 19, you will receive your list of employees and dates and times to schedule their
1:1s. You will also receive the four questions to ask during these sessions as well as a response
template to submit.

Visit: https://www.chcl.com/nca | Contact: NCA@chcl.com
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One-on-One/Leader-to-Leader
Listening Sessions Execution

* Have leadership send instructions, question bank, and
feedback template to facilitators

* |nstruct facilitators to note feedback expressed during sessions
using the feedback template

* |nvite facilitators to compile and present themes from
feedback during Executive Leadership Meeting

* Leader-to-staff themes compared to leader-to-leader themes

2 Visit: https://mwww.chcl.com/nca | Contact: NCA@chcl.com /5/ é ﬁ
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Department Listening Session Process

Initiation and Listening Synthesize & Assignment: Monitoring and
Planning Session categorize Task Delegation Control
feedback
s Executive ¢ Department s Executive * Executive s Executive
Sponsors meet staff provides Sponsors review Sponsors assign Sponsors monitor
with feedback feedback with Leadgrs with the project to
Department « Scribes record Chiefs and tasks in need of ensure responses
Chiefs to plan feedback and identify key respgnses/ are adequate and
Listening submit to themes to be solutions submitted by the
Session(s) Executive addressed *  Executive due date for
Sponsors Sponsors review and
provide due date presentation
development

13 Visit: https://www.chel.com/nca | Contact: NCA@chcl.com @ ﬂ
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Department Listening Session Process

Pre-
Presentation
Meeting

Final Session Follow- up

Session with

Presentation Presentation

Development Review

staff

* Executive
Sponsors
develop
presentation
for the final
Session

Executive
Sponsors review
presentation
with COO

Executive
Sponsors review
the presentation
with the
Executive Team
and other staff
presenters

Executive Team
and other staff
facilitate the
presentation to
department
staff

* Establish
quarterly
check-in with
department
staff

14
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on # Scribes' notes

“The Back-end”

Synthesize and
categorize feedback

Synthesized note review| 15m. meeting check-

w/Chief: assign leads
and disseminate to
leads

ins once week w/leads

Department Feedback
Due Date

PPT Development

PPT Review

Pre-Final Presentation
Mtg.

Final Presentation

Facilitator/Chief Scribes Facilitator Facilitator/Chief Facilitator/Leads Leads Leads Facilitator Facilitator/COO Facilitator/CEO/Leads Facilitator/Leads Facilitator/Leads
24hrs. after column 48hrs. after column E 24hrs. after column F weekly 2-2.5 wks. after 4wks. after column D 48hrs. after column K 48hrs. after column L (4 Swks. After column D  |3-4 months after column M
D column D (C if one weeks after Listening
session) Session 2)
October 26th  3:30p.m.{November 2nd 5:30- [November 3rd November 8th several meetings were [N/A November 10th November 10th March
4:00p.m. 6:00 p.m. 5:30p.m.-6:00p.m 2:00p.m-2:30p.m set up individually for 3:00 p.m.-3:30p.m. 5:30p.m.-6:00p.m.
smaller teams to meet
November 2nd November 8th 5:30- [November 11th November 16th several meetings were [N/A January 3rd January 5th March
3:00p.m-3:30p.m. 6:00 p.m. 5:30p.m.-6:00p.m. 11:00a.m.- 11:30a.m. set up individually for 4:30p.m.-5:00p..m. 5:30p.m.-6:00p.m
smaller teams to meet

September 1st September 2nd N/A September 7th September 14th, 21st, [N/A October 5th October 12, 13, 14 January
5:30pm- 6:00pm 5:30pm- 6:00pm 5:00pm- 5:30pm 28th 4:00pm- 4:30pm 4:00pm- 4:30pm 5:30pm- 6:00pm
December 3rd December 7th December 9th at December 21st 1:00 |N/A January 12th HR January 17th Jan 18th April
1pm - 1:30pm 5:30pm- 6:00pm 5:00pm -5:30pm pm 11:30am 5:30pm - 6pm
November 30th December 6th December 16th December 20th January 4th N/A January 12th January 13th 5:30- April
3:00pm-3:30pm 5:30pm- 6:00pm 5:30p.m- 6:00pm 11:30am-12:00pm 1:00pm-4:00pm 3:00pm-3:45pm 6:00pm
December 17th January 5th 5:00pm -|January 6th January 14th N/A January 25th HR, BH January 25th January 26th 4pm January 31st February 2 May
3:30pm - 4:00pm 5:30pm 5:30pm - 6pm 10am - 11am 11:00am -12pm 5:00pm - 5:30pm
December 8th 1pm- |December 21st December 22nd January 7th N/A February 3rd February 7th 4pm February 8th 11:00a.m.- February 10th 1:30p.m.- (April
1:30pm 1:00pm-1:30pm 1:00pm-1:45pm 11:30 a.m. 2:00p.m

February 15th S5pm |[February 17th February 18th February 22, 2022 February 23rd 10:30am |em March 2nd March 8th March 10th March 14th 10:30am March 15th 4pm March 30th at 5pm June

S5pm

February 17th 10am- February 18th February 21st February 21st February 22nd March 7th March 11th March 18th March 22nd March 25th July
10:15am
March 15th 1pm March 22nd 5pm  |---meeeeeeeo March 23rd March 25, 2022 March 28th 12pm April 12th April 14th April 15th 1pm April 19th 1pm April 21st 5pm July
March 23 Ty S | February 28th February 28th March 31st April 12th April 18th April 20th April 25th May 6th August
1:30pm are
------------ Jnauary 21st B s April 20th April 22nd May 5th May 9th May 10th May 11th May 13th July
———————————— April 19th 5pm B e e April 20th April 22nd April 25th May 2nd May 4th May 6th 3:00pm May 9th at 2:00pm May 12th S5pm July
May 5th May 6th May 9th May 10th May 11th May 12th May 26th June 8th June 10th June 15th June 17th September
TBD
April 28th 10:30am May 5th 5pm  [--ememeeeee May 6th May 9th and 10th May 11th 10:30am Mary 25th May 27th May 30th 10:30am May 31st at 1pm June 2nd at 5pm October
May 23rd 2pm - 2:30pm |June 2nd 10am  [-----m-oe- June 3rd June 7th June 8th at 3:30pm June 22nd June 27th June 28th July 11th 2pm July 14th 10am November
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(s Department Listening Session
Buy — in and Accountability

e Establish a foundation of trust
* Promote the forums as safe environments for staff to have their voices heard
 Be flexible

* Embrace everyone’s unigueness
* Be open to different ways of response submittal
* Include others in the facilitation process
* Paid work time
* Final Presentation

e Statuses: Solutions, In progress, on Hold or Unable to implement

! Visit: https://www.chel.com/nca | Contact: NCA@chcl.com ::_/5/ o e
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s Department Listening Session
Buy — in and Accountability

* Listening Sessions are collaborative

e Continue to loop leaders in every piece of the presentation — Can’t do
it without the leader from the top

* Ensure leaders respond to feedback in an authentic and
realistic way

* Have robust conversations and understanding of the workforce and
where it needs to be when sessions are completed

. Visit: https://www.chcl.com/nca | Contact: NCA@chcl.com /ff f Iﬁ
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Department Listening Session - Outcomes:
 Little Wins

* Stipends were given for scrubs
* Swipe codes were changed for certain locations they didn’t have access to
* Quieter air purifiers were installed
* Big Wins
* Expanded qualifications for select frontline roles
* Revised incentive tiers

 Strategic planning

s

e Visit: https://www.chcl.com/nca | Contact: NCA@chcl.com ') K-8
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Recommendations

Inspire leaders to encourage their staff to take advantage of the opportunity

 Communicate expectations and listening session structure

Select planning tool to assist your organization with organizing your session(s)
and establishing clear goals of the sessions

* Develop reporting tool to keep track, manage and update on feedback to explore
key themes.

Continue to offer ongoing opportunities for staff to provide feedback to Senior
Leadership

Promote cross organization collaboration

Visit: https://www.chcl.com/nca | Contact: NCA@chcl.com /5/ f ﬁ
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Questions?

Visit: https://www.chel.com/nca | Contact: NCA@chcl.com @ @
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Contact Information

For information on future webinars, activity
sessions, and learning collaboratives:
please reach out to nca@chcl.com or visit
https://www.chcl.com/nca

22

W

Visit: https://www.chcl.com/nca | Contact: NCA@chcl.com
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Appendix

Visit: https://www.chcl.com/nca | Contact: NCA@chcl.com @ 2
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Doodle Poll Screenshots (Organizer View)

Staff Listening Sessions: Leader Signup # Edit event
_ Leadership Listening Sessions 7 Edit event
I You are the organizer of the group event.
(O 30 minutes & You are the erganizer of the 11,
@ All times are in: Americal Mew_ York (awr.ssa) C 30 minutes
= All sessions are listed in Eastern Standard Time. Select five & Al times are in: AmericalNew_York {sur-s00)
sessions 1o host by checking the box under your prefenred o
dateftime. Use the arrow at the top if you wish to move to the = The times shown align with your time 2one. Select one session
second week. Click “Submit your selection™ to complete your... w0 attend by tli{ting o yaur EII‘FE'"EH date and time, Enter
More your first and last name and email Click “Book it” to complets
g : your selection and sign up. You will recerve a confirmation...
& Hidden invite
This is & hadden inyite. Only you can see all Ehe names and wobes, More
Availabilities w yes A ifneedbe X cannotattend 9 pending Status w hooked X cannotattend 9 pen dil'g
boked Booked Booked Booked  Booked Booked Booked  Booked  Booked
e o o - e Rh o oLt (e 4 oct ocT oLT oCT oct ocT oLt
5 5 5 B B B 26 26 26 26 26 26 26 26 26 26
MOH MO MM MOy MO MON MON
TUE TUE TUE TUE TUE TUE TUE TUE TUE TRE
00 aM 730 2M B0 AN E30 aM Sl AM %30 .AM 00 &M
T30 AM B0 A B3 AN el AM 30 AM 000 AM 30 AM 30 AM B00 AM B30 AM 00 &AM &30 AM 10:0:0 AM 1030 AM 1100 AM 1130 AM 1200 PM
Participants & 0 & 01 == i 2= 11 = 11 a1 & 1M PO A B30 AM 00 AM &30 AN 1000 AN 13D AM =00 AM D0 AM 1200 FM 1230 PM

Visit: https://www.chcl.com/nca | Contact: NCA@chcl.com @ :
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Doodle Poll Screenshots (Attendee/Facilitator View)

A proJecT o Commum¢ty Health Center, Inc. and the weitzman=¥ institute

Attendee Sign-up: Facilitator Sign-up:

i : () October 25,2021+ 8-  *
T Leadership Team Ch 0oo0se a time to bOU k 8:30 AM & | | > I October 2021 B connect your calendar
Leadership Listening Sessions (© 30 minutes
® 30 minutes March 2022 Friday, March & @ America/New_York 24 25 26 27 28 29 30
(GMT-5:00) SUN MON TUE WED THU FR SAT
@& (GMT-5:00) - America/New_York No available times _ .
e 3 . . su Mo Tu We Th Fr Sa = All sessions are P Qoh Q 1 imn \g 1 ti; 11
= The times shown align with listed in Eastern i : _s S0/ ___3 3011|830 R/ ___a 30 RN _a 30
your time zone. Select one Standard Time. gk 9 w9 I8 ®IN 9 w9 ®IA
i ik - Saloel R sassions 530 @ 1/1 ?;_30 ®11| 90 ®11| %30 &®IN
session to attend by clicking on 4 2 : = 90 @i/ 1 S0 @A
L to host by checking 10:00 AM ! mtbmmohmes — i A
your preferred date and time. 0 30 1/1 10:30m 1/1)[ 10 103011
5 . 8 & {6 e %5 the box under your ) =i T i T =in
Enter your first and last name preferred YHO0AM Ti30m11| 1i: mmm 3011|130 11|  T30m 11
and email. Click "Book it" to date/time. Use the e R > A0 S SR LT Y A R .1 ik~ % i
complete your selection and 13 14 15 16 17 18 19 arrow at the top if ceer i 12 BCQMH 13t 1) 1z 30Q1II ) 12 S0 1| 123011
; p : you wish to move to i B S| e Speii impaein) Spamii
sign up. You will receive a et Wk st 130 ®11| 130 @A 130 @I 30 w11 130 @I
COEDantt. OB B s W 9 Click “Submit your N SouRIT| eI i i e il
o i 2011|230 W11 230 ®11| 2304|2081
e 1 i 2 ®A| 2 WA ®iN_3 WiR|_3 _®0A
27 28 29 30 3 complete your 00 P 30N 330@1N | 330 @11 330 @) 330 1N
selection. o 4 W) 4 @I -4 @11 -4 w1 -4 ®oN
Show less o 4301|430 @1 &30 @I 430 @11 430 @I
) S _®11|_5 ®@ih Q11| 5 ®&11 _®o01
Go& ® Hidden Guest List s TR S| S0 w0 i s0®0n
Connect your calendar Nemes and selections A pen®IN| a1 eI Feue N geyein
See your availability and avoid SIconicents <
double bookings Cannot find a time Submit your selection

Visit: https://www.chcl.com/nca | Contact: NCA@chcl.com @ " »
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