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Cri$cal	Success	Factors	



! Hiring	the	“right	people”	
! New	Employee	Orienta3on	
! Onboarding		
! Inclusion	in	Strategic	Planning	Process	
! EXCEL	process	
! Leadership	Development	
! Open	Communica3on	
! Stars	on	Line	-	Reward	and	Recogni3on		
! Ideas	for	Excellence	–	Employee	empowerment	
and	Innova3on	

! Reward	and	Recogni3on	



Behavioral	Based	
Interview	Process	

	

	What did you do in your last job 
to contribute toward a 
teamwork environment?
Describe how you felt your 
contributions affected the team.



Standards	of	Performance	Standards	of	Performance	



Standards	of	Performance	

 ARtude	

 Appearance	
 Communica3on	

 Call	Lights	
 Commitment	to	
	co-workers	

 Customer	Wai3ng	

 Elevator	E3queUe	
 Privacy	
 Safety	Awareness	
 Sense	of	Ownership	

Standards	of	Performance	
Behaviors	





HOW	TO	…	

  Every	job	is	peer	
interviewed	

  Supervisors	are	
interviewed	by	staff	

  Two	interviews	are	
required	

 Accountability	is	
hardwired	by	using	
selec3on	form	
completed	by	
interview	team		

Peer	Interviewing	



New Employee Card 
from Team 



Colleague	Support	

•  Vested	interest	in	new	
employee’s	success	

•  Hardwired	through	peer	
interview	process	

•  Visible	support	through	
walking	to	des3na3on,	
understanding	measurements	
&	results,	friendly	
atmosphere	

•  Helping	hand	on	name	tag	





New	Employee	Orienta3on	
“NEO”	

! Mandatory two-day session 

! Offered every other week 

! President/CEO cheer!/
welcome/ MVV/
expectations (2 hours) 

! 6 hours on culture / 6 hours 
on requirements 

! Stories & letters 



Strategic	Planning	
Evidence-based	Planning	Process	



Strategic	Planning	S8	





Leadership	Development	Ins3tute	
LDI	



What’s	the	most	important	
driver	of	cons;tuents’	

engagement?	

													Communica$on	
													Communica$on	
													Communica$on	



Cascade	Learning	Kits	



Open	Communica3on	
No	“Sugar	Coa3ng”	

 Weekly	email	to	employees,	boards,	physicians	
and	community	
  Leader	Rounding	and	frequent	interac3on	with	
employees	
  Knowledge	Boards	
 Quarterly	Employee	Communica3on	Mee3ngs	
 HandwriUen	Thank	you	notes	
 Dashboard/Stat	Facts	
 Reward	and	Recogni3on	
  Intranet/Web	Site	
  Leaders	eat	lunch	with	front-line	staff	in	cafeteria	



John’s Weekly Email 



Leader Rounding 
HOW	TO	…	

•  Round with a 
purpose 

•  Identify tools and 
equipment needs 

•  Solicit feedback 
•  Reward and 

recognize 
•  Track & trend 



How	are	you	doing?	
Anything	interes3ng	going	on	today?	
How’s	your	family?	

If	you	have	more	3me,	like	at	lunch:	
		What	sort	of	hobbies	do	you	have?		
		Tell	me	“your	story”	
		What	are	your	long	term	goals?	



Knowledge Boards 



Employee Communication 
Meetings 

HOW	TO	…	

  Provide	update	on	results	by	
CSF	
  Provide	educa3on	on	3mely	
subject	

  Include	3me	for	open	
forum/ques3ons	(distribute	
ques3on	cards	for	those	not	
willing	to	ask	ques3on	
publicly	
  Include	employee	
“temperature	check”	
ques3ons	on	evalua3on	



North	Mississippi	Health	Services	
Stat	Facts	

June	2012	



PEOPLE	
Reten3on	Rate	FY12	
			FT	YTD	Projec3on	

SERVICE	
Pa3ent	Sa3sfac3on	

QUALITY	
Evidenced-Based	Care	

FINANCIAL	
Cost	Per	Adjusted	Discharge	

GROWTH	
Market	Share	

NMHS	

Bap3st	Sys.	

Magnolia	
Other	AL	hospitals	
Other	MS	hospitals	
Gilmore	
Ok3bbeha	



• PowerPoint	slide	deck	communica3ng	monthly	
			results	
• Organized	by	Cri3cal	Success	Factors	
• Email	sent	out	to	all	cons3tuents	with	link	to	
			presenta3on	
• Presented	at	Board,	Medical	Staff,	LDI,		
			Department	Mee3ngs	and	all	mee3ngs	
• Posted	on	Knowledge	Boards	



Stars on Line 

Available	to	all	
employees	

Recognizes	“above	the	
call	of	duty”	behaviors	

Recogni3on	by	leaders	

Organized	by	CSFs	

Super	star	banquet	held	
to	recognize	“best	of	the	
best”	



WOW Certificates 

Available	for	anyone	
to	give	to	anyone:	

Staff	to	staff	
Staff	to	boss	
Boss	to	staff	



Ideas for Excellence 

Available	to	all	employees	

Ideas	categorized	by	CSFs	

Employee	engagement	tool	

Employees	submit	2	ideas		
			per	year	



Reward and 
Recognition 

Plaques	
Cer3ficates	
“give	aways”	
Pizza	
Cookies	
Donuts	
Other	food	items	



Thank	You	Notes	
  Send	personal	notes	to	
employees’	homes	every	
week	
–  Iden3fy	staff	to	receive	thank	
you	notes	

–  Email	the	recogni3on	to	your	
boss	

–  Handwrite	the	note	
 Connect	to	a	CSF	
 Accountability	

–  Accept	NO	EXCUSES	



No matter how rude the 
grandmother was, the 
staff was always NICE.

… I have to tell you what 
a great job your hospital 
is doing …

… Oh isn’t that the one 
where other hospitals 
hospitals send people to see 
what you do?

Baptist is consistently has 
people escort him where he’s is 
going … in fact the last time a 
surgeon took him where he was 
going.

… astounded that my 
employer or any employer, 
would recognize an 
employee for working there 
a year.

..You cannot train or set a policy that requires 
that level of care, you have to hire people with 
the right kind of heart to provide that kind of 
compassionate care, and you obviously do 
that at Baptist.



Champions	
• When	an	employee’s	behavior	is	so	
excep3onal	that	WOW	recogni3on	
awards	seem	inadequate,	
individuals	may	be	recognized	as	
Champions	

•  Leaders	present	nominees	to	other	
department	heads	at	a	monthly	
gathering	–	standing	ova3on	

•  Administrators	present	Champions	
to	Board	of	Directors	–	standing	
ova3on	

•  The	employee’s	picture	is	posted	
on	a	special	board	in	the	hospital	

•  Each	Champion	receives	a	framed	
plaque	



Legends of Baptist Health Care 
• Employees	are	recognized	for	going	
far	beyond	the	call	of	duty	to	serve	
co-workers,	pa3ents	or	the	
community		

• Legends	and	their	guests	are	
transported	via	limousine	to	a	resort	
hotel	where	the	board	retreat	is	held	

• Legend	stories	are	showcased	in	a	
video	presenta3on,	and	the	group	of	
employees	are	recognized	by	the	
board	members	and	administrators	

• The	Legends	receive	a	Legend	pin	
and	a	framed	award	

• The	stories	are	gathered	into	a	
modest	but	aUrac3ve	booklet	that	is	
distributed	at	the	event	and	is	
available	in	public	areas	at	each	
facility	aier	the	event	



LEADER’S		ROLE	
 Be	the	“CRO”	–	chief	reten3on	officer	–	for	
your	department	

 U3lize	peer	interviewing	
 Work	on	reten3on	efforts	every	day	

 Build	a	rela3onship	with	each	individual	
 Give	and	accept	feedback	
 Reward	&	recognize	
 Set	expecta3ons;	hold	people	accountable	



 Provide	direc3on	to	get	people	moving	in	new	
ways	

 Model	the	desired	beliefs	and	behaviors	

 Reinforce	the	concepts	
 Recruit	champions	at	every	level	in	the	
organiza3on	

 Overcome	the	resistance	and	iner3a	

 Ensure	accountability	

LEADER’S		ROLE	


