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The Importance of Emotional Intelli-
gence in the Workplace 
In today's fast-paced healthcare environment, technical skills and clinical ex-

pertise are essential but they are only part of what makes a team successful. 

Emotional intelligence (EI), the ability to recognize, understand, and manage 

our own emotions while effectively navigating the emotions of others, has be-

come one of the most valuable workplace competencies. 

As healthcare professionals we interact with patients, families, providers, and 

colleagues who may be experiencing stress, anxiety, frustration, or uncertain-

ty. Emotional intelligence enables us to respond with empathy, patience, and 

professionalism, creating positive interactions that enhance both the patient 

and employee experience. 

Individuals with strong emotional intelligence demonstrate self-awareness, 

effective communication, adaptability, and empathy. They are better equipped 

to manage conflict, handle difficult conversations, and remain calm under 

pressure. These skills not only improve workplace relationships but also con-

tribute to stronger teamwork and collaboration. 

For leaders, emotional intelligence is particularly important. Leaders who ac-

tively listen, provide thoughtful feedback, and understand the needs of their 

teams foster an environment of trust and engagement. Employees who feel 

valued and understood are more likely to be motivated, productive, and com-

mitted to organizational goals. 

In Patient Access, emotional intelligence directly impacts the quality of service 

provided. Whether explaining financial responsibilities, assisting with registra-

tion, or helping a patient navigate a challenging situation, emotionally intelli-

gent employees can build trust and create meaningful connections. These in-

teractions often leave a lasting impression on patients and families during vul-

nerable moments. 

Developing emotional intelligence is an ongoing process that requires reflec-

tion, practice, and a willingness to learn. By focusing on self-awareness, ac-

tive listening, empathy, and effective communication, we can strengthen our 

relationships, improve workplace culture, and deliver exceptional service. 
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Quote of the Day  

“All progress takes place outside the comfort zone”  

                      — Michael John Bobak 

 PAS Power Hour 

Topic:  Downtime Workflows      

Hosted by Jack LaPorte and        

Myranda D’Elia 

 Tuesday June 23rd  at 2 pm 

Room C1076 A B C 

Please click on the link above to ac-

cess the lunch & learn. Please follow 

the prompts for access.  

Join the Teams Meeting by clicking on 

the link above or typing the address 

listed below in a web browser window.  

    If you have trouble with the links use 

the  Meeting ID and Pass codes below.  

https://teams.microsoft.com/
meet/231569476632508?
p=ho404RJa9p7ixX0yhO  

      Meeting ID:  231 569 476 632 508  

           Pass code:   FG7wQ7YU  

    

 

 

•    Be sure to offer the patient handbook at 

every visit.   

•    Check to see if the Driver’s License   

Photo ID has expired.  If so, ask for the  

updated copy. If unable to obtain, enter a 

HAR note .  Also be sure the photo on file 

is legible.  

•   Be sure to review the MyChart status on the 

storyboard with every registration.  

•   Just a reminder to thank patients for using 

MyChart Pre-Check in even if they still 

need a couple of data points.  

•   Review the RTE response on every        

encounter.  Managed care plans can 

change from month to month.  Review    

the  response to determine the correct   

insurance assignment.  

•   Always ask the patient if they have a     

middle name or initial if one is not listed.  

•   Collect missing SSN numbers whenever 

you can, as they help with patient identity 

and insurance look up.  

https://teams.microsoft.com/meet/231569476632508?p=ho404RJa9p7ixX0yhO
https://teams.microsoft.com/meet/231569476632508?p=ho404RJa9p7ixX0yhO
https://teams.microsoft.com/meet/231569476632508?p=ho404RJa9p7ixX0yhO
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50 Years: 

Teresa Engelbrecht   Pre Services 

35 Years: 

Linda Hernandez  Verification 

30 Years: 

Shannon Austin  Pre Services 

25 Years: 

Vicki Niedzwecki  Bed Board 

Jackie Pilon  UC Call Center 

20 Years: 

Tricia Eldred  Verification 

Harmony Mantor  Verification 

15 Years: 

Dustin Adams   Data 

Tracey Cohesbro  MDD 

Ed Rios  Float 

Kristen Songer  UC CC 

10 Years: 

Hayam Khalil  ED Reg 

Brett Parsons  Verification 

Martha Prater  MDD  

Coleen Schaefer  Verification 

Elizabeth Solazzo  ACC 

Michelle Stine  UC CC 

Lauren Suits  MDD 

5 Years: 

Shylah Brown  ED Reg 

Melanie Carbone  ACC 

Alexander Colella  ACC 

Deanna D'Arrigo  ED Reg 

Doug Dever  Ambassadors 

Pamela Dinneen  ACC 

Shaquana Woodley  UC CC 

Congratulations to the following for their years of service ranging from 50 years to 5 years  
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Monthly Alert-Insurance Corner    

         Patient Photos 

In modern healthcare, accurate patient identification and      

effective clinical communication are critical to ensuring safety 

and quality care. One increasingly valuable tool in achieving 

these goals is the use of patient photographs within hospital systems. While it 

may seem like a simple addition, integrating patient photos into medical records 

can significantly reduce errors, enhance documentation, and improve overall   

patient outcomes.   

Misidentification remains a persistent challenge in hospitals, particularly in fast-
paced environments such as emergency departments or intensive care units. Pa-
tients with similar names, unconscious individuals, or those unable to communi-
cate are especially vulnerable. By attaching a patient photograph to the electron-
ic health record (EHR), healthcare providers can visually confirm identity before 
administering medications, performing procedures, or transferring care. This 
added verification layer helps prevent serious medical errors, including wrong-
patient treatments.  

In patient access we should  follow this workflow. When a patient presents, if an 
infant, it is recommended to ask the parent for permission to take the infant’s 
photo.  This is not a requirement.  Once a toddler presents at 3 years of age, we 
should be taking a photo yearly. 

With adults a photo should be taken and reviewed at every registration.  Be sure 
the photo is clear and visible. If a photo is outdated, please retake.   

A warning will display in the Sidebar Checklist when a patient needs to have their photo 

taken.  

The warning will include the buttons Collect to take you to the photo collection activity, 

Ask Later, and Patient Declined.  

If Ask Later is selected, the warning will disappear from the Sidebar Checklist until the 

following day.  

 

Selecting Patient Declined will cause the warning to go away for six months. Adult pa-

tients will be prompted to take new photos every five years, and patients under 20 years 

old will be prompted to take a photo every year.  
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Going forward, results will be 

featured quarterly showing the 

top 5 departments with the high-

est percentage of patient partici-

pation for OK to Contact for 

Research Recruitment.  

Results will be featured 

quarterly in the          

newsletter.  

Insurance Basic Classes Schedule 

Note: The Insurance Basics Class will be offered from 

8:30 to 12:30 on the 4th Thursday of every month.  

Sign up will be available in Self-Serve.  

Office Hours with Shelley White or Kaniesha Mason will be      

offered via Conference Call or MS Teams.  Please call Carol 

at 315 464-5035 or email Carol at andrewsc@upstate.edu) to 

schedule.  

Patient Identity:  Be sure to review the Name and DOB of EVERY PATIENT prior to putting the 
bracelet on their wrist. If there is any doubt, feel free to ask for photo identification for verification 
purposes. Also review patient photos previously taken at the time of registration to prevent identi-
ty theft. 

Reminder:  A registrar’s role in patient safety is properly identifying a patient 

mailto:andrewsc@upstate.edu
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Listed below is the test window and dates for anyone interested in taking an 

upcoming exam.  

 

 

 NAHAM Contact Hour Guide  

The CHAA and CHAM certifications require achievers to earn contact hours to-

wards maintaining their certification. Contact hours are separate from the ongoing 

work experience required for recertification and are specific to education, training, 

and other activities related to patient access or healthcare. NAHAM offers year-

round opportunities to earn contact hours, including the Annual Conference,     

webinars, volunteer opportunities, and more.  
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Nellie Hurley Scholarships applications due 
June 26 
 
The Advocates for Upstate is accepting applications for Nellie Hurley 
Scholarships for fall semester 2026. The scholarships are open to 
Upstate employees and volunteers pursuing undergraduate degrees 
in health-related fields. For more information on eligibility criteria for 
the scholarships and for a downloadable application form, visit: 
https://www.upstate.edu/advocates/grants-scholarships/
scholarships.php. 

For more information or to receive the application in another format, 
email Jonathan Adler at adlerj@upstate.edu. Deadline for applica-
tions is June 26. 

Reminder for those that will need to recertify in June for their CHAM or CHAA. Be sure to enter 

and load all your continuing education for the credit needed to satisfy recertification for the 

CHAM /CHAA.  

Once you enter in your CE credits please send Carol Andrews the recertification invoice and 
she will  submit for payment. 

Feel free to reach out to NAHAM for any questions regarding the process.  

       NAHAM Recertification 

https://nam04.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.upstate.edu%2Fadvocates%2Fgrants-scholarships%2Fscholarships.php&data=05%7C02%7CPassardB%40upstate.edu%7C75fa755d04374d42597e08deb5aa65df%7C5cf50a665e2641dd89f883cf73ffee98%7C0%7C0%7C639147
https://nam04.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.upstate.edu%2Fadvocates%2Fgrants-scholarships%2Fscholarships.php&data=05%7C02%7CPassardB%40upstate.edu%7C75fa755d04374d42597e08deb5aa65df%7C5cf50a665e2641dd89f883cf73ffee98%7C0%7C0%7C639147
mailto:adlerj@upstate.edu
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Congratulations to Manager Megan Carey and her family for 

the new addition of her granddaughter Lydia . Lydia was born 

on 4/27 and weighed 8lbs, 2 oz.  
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Compliment for Septima Stobart.  

Celebrating Deanna D’Arrigo and Shylah Brown’s 5 year milestone as two of the first 

OAS team members to join the ED Team.                                                Submitted by Hayam Khalil 
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Congratulations goes out to Kristen Henry for completing the Executive 
Leadership Program.  
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 POS Collectors (listed by number of accounts) for the month of May  

 

Brett Parsons…………..…...Collected  on 184 accounts ($26,481) 

 

Randi Proctor……....Collected on 58 accounts ($6,444) 

 

Cullen Castrello……...Collected on 58 accounts ($5,667) 

 

Lorrelle Ash…………….....Collected on 56 accounts ($4,895) 

 

Laura Hand………....... Collected on 56 accounts ($2,217) 

 

Lets all try to make 2026 a ground breaking year with off the chart 

collections !!!  
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June Birthdays  

 Lonniesha Lynch                  06/02                  Admitting 

Reyla Swift                            06/02                  UC CC 

Allison Wainman                   06/03                  Nappi 

KeNajah Mathis                     06/04                 Nappi 

Linda Hernandez                  06/05                  Verification 

Shaleyia Peterson                06/05                   DT CR  

Loretta Owens                      06/06                  ED Reg 

Shante Taylor                       06/06                  Nappi 

Laura Rockwell                     06/07                  Nappi 

Robin Gilfilian                       06/08                  PID 

Kristin Gordon                      06/08                   ACC 

Naffie Krubally                     06/08                    Nappi 

Emma Demane                   06/09                    CG CR 

Cora LoVetere                     06/10                   ED Reg 

Brenda Passardi                  06/10                   PID 

Natasha Mohr                      06/12                   CG CR 

Diane Mills                           06/15                  Verification 

John Ouyang                       06/16                   ED Reg  

Olivia Cheung                      06/17                  Nappi 

Alexandra Campbell            06/19                  Ambassadors 

Marianela Encarnacion-Roldan  06/19          Ambassadors 

Harmony Mantor                  06/19                 Verification 

Donna Hernandez                06/20                 Nappi 

Danielle Carrera                   06/21                 ACC 

Gabri-el Rose                       06/21                 DT CR 

Carol Andrews                     06/23                  All 

Whitney Camby                    06/24                 Pre Reg 

Marissa Lefever                   06/29                  ACC 

Welcome to the following new employees: 

 Victoria Dwyer                                         UH-ED 

 Ellia Antwi                                                 Ambassador 

Marianela Encarnacion-Roldan      Ambassador 

Fasika Zewdie                                          Ambassador 

Emerson Badea                                       UC CC 

Kachelah Flournory accepted the PID Team 
Leader Position 

Victoria Watts accepted the PID Team WQ 
Specialist Position 

Donna Hernandez accepted a position in PM&R 

Amanda Demperio accepted a manager posi-
tion in Urology.  
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Admitting: 

OAS 

Ambulatory Call Center: 

Call Center Agent 

Sr. Call Center Agent 

Nappi: 

Manager 

Team Leader 

Ambassador 

PAS Associate 

Ambassadors: 

Team Leader 

Ambassador 

Downtown Central Reg: 

Senior Registrar 

CG CR:  

Ambassador 

Registrar 

ED Registration: 

OAS  

PID/Float: 

Team Leader 

Senior Registrar 

Pre-Services: 

Scheduler/ Registrar  

PAS Admin/Admitting: 

OAS 
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Did you know that the following training resources are available to you and can be found on the PAS 

Website at :  http://www.upstate.edu/ihospital/intra/pas/contact.php 

• Tips and Tricks: Outlining approved workflows 

• PAS Newsletter: Including updates and Registration Tips  

• PAS Bulletins: Highlighting specialized desk procedures 

• Policies: Link to intranet policies 

• Insurance Links:  Insurance Websites with instructions on navigating 

• Insurance Cheat Sheet:  Overview of insurance entry rules 

• Point of Service Resources: Co-pay collection tools and scripting 

• Have a Question?  Ask us!:  Email hyperlink to request information from Performance 

Improvement Team 

• UH Inpatient Handbook: Hospital guides with information specific to site 

• CC Inpatient Handbook: Hospital guides with information specific to site 

• Interpreter Services: Link to Interpreter and Patient Communication Services 

• Participating Provider List: includes  a list of  participating insurances 

• Training Resources: Sign-up for Lunch and Learn Sessions.  (If unable to attend, com-

plete  by Blackboard) 
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Did you know that in addition to the PAS Website, resources can be found on the Patient  Access Learning 

Home Dashboard. The dashboard allows easy access  to resources.  If something could not be found on the 

dashboard, the PAS website is easily accessed by scrolling to the bottom of the page.  

Nice feature to use is the BCBS pre-fix list.  To access just follow the steps listed below: 

1) Click on Insurance Links found under Quick Links  

2) Insurance sites will populate 

3) The BCBS Prefix List is the first one listed 


