
 

 



 

Tuesday, May 22 

9:00am – 11:00am Conference Registration & Continental Breakfast  

10:00am – 11:30am  Bonus Session: Engaging Health Care Volunteers to  

Pursue the Triple Aim  

Presented by Sandy Marshall 

Participants will learn to use the framework of the Triple Aim, and overlay it 

with volunteer services to depict how volunteer services are (and can be) 

strategically engaged in supporting the Triple Aim.  

11:30am – 12:00pm  First Time Attendees Meeting 

 

12:00pm – 1:00pm Lunch & Business Meeting 

 

1:00pm – 2:00pm Conference Opening 

 

2:00pm – 2:30pm  Networking Break 

 

2:30pm – 4:30pm  Volunteering with Purpose: Improving Volunteer Retention through Patient 

Experience, Empathy, and Compassion 

Presented by Chris Perez, Patient Experience Manager at Carolinas HealthCare 

System 

Participants will learn to work with their respective Patient Experience teams to 

design and modify roles to meet the needs of the patients served.  Participants will 

also learn to incorporate the Patient Experience as an objective in volunteer service 

descriptions, and improve volunteer retention by ensuring volunteers understand 

their impact on the patient experience.   

 

7:00pm – 9:00pm  Painting Party with the Loaded Brush 

*Advanced registration is required – limited space available 
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Wednesday, May 23 

7:30am – 9:00am   Networking Breakfast  

8:30am   Registration Opens 

9:00am – 11:00am  Rewriting the Rules of Engagement, Part I 

Presented by Beth Steinhorn, VQ Volunteer Strategies 

This general session will serve as an introduction to five leading practices in 

volunteer engagement with case studies and interactive tools that you can use to 

raise your organization’s Volunteer Quotient and increase your impact.  Leading 

practices explored will include: 

 Cultivating Volunteers 

 Screening and Placement 

 Training and Professional Development 

 Evaluation, Recognition, and Acknowledgement 

 Policies, Infrastructure, and Technology 

 

11:30am – 1:00pm Lunch & Awards 

1:00pm – 3:00pm  Rewriting the Rules of Engagement, Part II 

Presented by Beth Steinhorn, VQ Volunteer Strategies 

Participants continue in the exploration of the leading practices of volunteer 

engagement with case studies and interactive tools (see Part I above) 

3:15pm – 4:15pm  Concurrent Sessions 

 Introduction to Pet Therapy Programs 

Presented by: Kelley Boothby  

Learn what it takes to operate a robust volunteer pet therapy 

program at your facility! 

 

 Navigating Sticky Situations 

Presented by: Beth Steinhorn, VQ Volunteer Strategies 

Participants explore proven strategies to navigate the rough waters 

and everyday professional, social, and administrative challenges that 

volunteer engagement leaders commonly encounter 

 

4:30pm – 6:30pm   President’s Reception & Trade Show  

 

 



 

 

Thursday, May 24 

 

7:30am – 9:00am  Networking Breakfast  

 

9:00am – 10:30am  Concurrent Sessions 

 Legal Compliance & Volunteer Management 

Presented by John Zandy, Lawyer at Wiggin and Dana LLP 

John Zandy returns to NEADHVS to help participants appreciate the 

implications and complexities of federal and state level employment 

and volunteer law. 

 

 Yale New-Haven Hospital Recover Volunteers: Helping Lives 

Interrupted 

Presented by Lynelle Abel, Deidre Doyle, and Marcie Tratnyek of Yale-

New Haven Hospital 

Participants will gain an understanding of the value of bedside AA/NA 

volunteer visits, and learn how to engage frontline clinicians and 

stakeholders to achieve programmatic success.  The session will also 

help participants dispel of myths related to addiction, and explore 

statistics related to re-admissions of substance use disorder patients. 

 

10:45am – 12:15pm Laughter RX 

Presented by Jodi Cordes, Franklin Community Health Network 

In this session, participants will learn about the ways that laughter impacts 

health, and will explore the importance of balancing personal self-care and 

health. 

 

12:15pm – 12:30pm Conference Closing 

 



 

Lynelle Abel, CAVS 

Director of Volunteer and Guest Services, Yale-New Haven Hospital 

Lynelle has worked in healthcare volunteer administration for over 30 years. In her current 

role she leads a team of over 2,000 volunteers and 25 staff. She has served as the president of 

CADVSH, on the board of NEADHVS as well as committees for AHVRP. Her work with the 

Recovery Volunteer Program was published in the Journal of American Organization of Nurse 

Executives. Lynelle holds a master’s degree in Industrial and Organizational Psychology and is 

a certified executive coach. Her passion has always been to create programs that enhance the 

patient experience and provide a unique dimension to the healing environment.  

 

Kelley Boothby 
Kelley Boothby implemented what is now one of the largest pet therapy programs in the 

northeast in 1995.  As an administrator of health care volunteer services at Hartford Hospital 

for more than twenty years, Ms. Boothby has shared best practices and program information 

as a presenter on a local, regional and national level.  She served as president for the New 

England Association of Directors of Healthcare Volunteer Services and the Connecticut 

Association of Directors of Volunteer Services of Healthcare.  Ms. Boothby also served on 

board for the Association of Healthcare Resource Professionals, as the American Hospital 

Association’s Committee on Volunteers. She is a recipient of both the Connecticut Award for 

Professional Excellence and the New England Award for Professional Excellence. Ms. Boothby 

has a master’s degree in education.  She resides in Simsbury, CT with her husband, two cats 

and cherished pet therapy dog, Carly.    

 

Mary Brown, CAVS 

Manager of Volunteer and Guest Services, Backus Hospital 

Mary promotes volunteer opportunities to community residents in a proactive approach to 

ensure optimal experiences for all.  She has worked in healthcare volunteer administration for 

25 years.  In her current role, Mary leads a team of 400 volunteers and 10 staff.  She served a 

three- year term on AHVRP Board of Directors as President of CADVSH and currently serves as 

President of NEADHVS.  Mary manages multiple roles at Backus including the gift shops, 

vending, the Boutique at Backus – supporting cancer patients, information desks, junior 

volunteer program, pet therapy, patient transport and the patient representative program.  

Mary is liaison to the Backus Auxiliary which recently made a five-year $625,000 pledge to the 

hospital and is liaison to the Backus Nurse Alumnae Association.  Mary was educated with a 

human resource focus at Bryant University. 

 

 



 

Jodi Cordes 

Physician Recruitment and Volunteer Services Administrator at Franklin Community Health 

Network 

Jodi Cordes has been the Director of Volunteer Services since 2012.  Jodi joined NEADHVS in 

2016 as the Maine Conference Chairperson.  She has been an active board member of her 

local Maine Chapter, MSDHVS, since she began her role as Director of Volunteer Services.  

Jodi has a Bachelor’s degree in Business Education/Technology, a Master’s degree in 

Instructional Technology, and is a Certified Human Resources Administrator.  

 

Deidre Doyle, MSN/MHA, CNML 

Patient Service Manager in General Medicine, Yale-New Haven Hospital 

Deirdre has been a nurse for 15 years and has served in leadership roles for 12.  She 

graduated with her BSN from the University of Connecticut in 2003, and with her MSN and 

MHA from the University of Phoenix in 2012.  Deirdre has worked as a Patient Service 

Manager at Yale New Haven Hospital for the last 7 ½ years; overseeing two general medicine 

units with a high population of substance abuse.  In 2013, Deirdre became a Nurse Manager 

Fellow with the American Organization of Nurse Executives and started the Recovery 

Volunteer Program as her fellowship capstone project.  Over the years, this program has 

grown to over 1,000 referrals a year and has a group of 15 volunteers. 

 

Sandra Marshall, CAVS 

Director of Public Relations, Philanthropy and Volunteer Services, LRGHealthcare 

Since 1997, Sandra has served LRGHealthcare in New Hampshire as the Director of Public 

Relations, Marketing and Volunteer Services.  Sandra has been a member of NEADHVS since 

1998 and has served as President of the Board, Education Chair, Spring Conference Host, and 

Liaison for AHVRP.  Sandra has also served on the AHVRP Board of Directors since 2011, 

serving as President in 2015. 

 

Chris Perez 

Patient Experience Manager, Carolinas Medical Center 

Chris is the Patient Experience Manager at Carolinas Medical Center, a 900 bed, Level 1 

Trauma Center in Charlotte, NC. He also manages Volunteer Services for Carolinas Medical 

Center, Levine Children's Hospital, and Carolinas Medical Center - Mercy. He has been with 

the system for 5 years and has previous experience managing volunteers for the City of 

Charlotte and the Guardian ad Litem program in Connecticut. He has a Bachelor's Degree 

from the University of New Haven and a Master's Degree from the University of North 

Carolina at Charlotte. 



 

 

Beth Steinhorn 

President of VQ Volunteer Strategies 

Beth partners with organizations and their leadership to increase their impact through 

strategic and innovative engagement. The author of multiple books and articles on strategic 

volunteer engagement, she is a popular speaker and trainer, known for her interactive and 

inspiring presentations. As a thought leader, Beth regularly participates in the national 

dialogue about volunteerism and engagement. Her consultations have included developing 

engagement strategies for Save the Children USA, Special Olympics Southern California, Best  

Friends Animal Society, and Repair the World. As a Service Enterprise Trainer, she has also 

trained and supported dozens of organizations to become certified Service Enterprises 

 

Marcie Tratnyek, LCSW 

Substance Abuse Specialist, Yale-New Haven Hospital 

Marcie is a licensed clinical social worker and is the first substance abuse specialist hired by 

Yale New Haven Hospital. She works to create climate change with regards to stigma in the 

hospital and outpatient world. Her focus has been on the impoverished alcoholics who 

frequent the hospital and are often homeless. Her work has been in creating relationships 

with outpatient clinics, inpatient treatment centers and housing supports to provide the 

potential for holistic change. One of her favorite endeavors is helping to grow and develop 

the Recovery Volunteer Program. Her treatment approach is grounded in 12-step theory.  

 

John Zandy 

Partner at Wiggin and Dana LLP 

John Zandy is a Partner in Wiggin and Dana's Labor, Employment and Benefits Department, 

and has extensive experience representing employers in high stakes and complex labor and 

employment matters. He has been a partner with the firm since 1987, and previously served 

as an attorney for the National Labor Relations Board and the Solicitor's Office of the U.S. 

Department of Labor in New York City. John was also a partner for many years with a law 

firm in New York City where he was engaged in a national practice representing employers in 

labor and employment matters. John has a special concentration in labor relations, including 

National Labor Relations Board proceedings, collective bargaining, grievance and arbitration 

proceedings, and union organizing campaigns, but he also devotes a significant part of his 

practice to defending employers in cases involving allegations of discrimination, sexual 

harassment, wrongful discharge, wage and hour, and OSHA violations. He is also a resource 

to his clients on "HR" issues such as discipline and discharge, wage and hour, FMLA, 

employment and non-competition agreements and ADA compliance. 
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