Employee Engagement

Hardwired Implementation Strategies
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Employee Engagement
Hard Wiring

» Hiring the “right people”

» New Employee Orientation

» Onboarding

»Inclusion in Strategic Planning Process
» EXCEL process

» Leadership Development

» 0Open Communication

» Stars on Line - Reward and Recognition

> |deas for Excellence — Employee empowerment
and Innovation

» Reward and Recognition



Behavioral Based
Interview Process

Personality Evaluation



Standards of Performance




Standards of Performance
Behaviors

I Attitude

I Appearance

F Communication
F Call Lights

F Commitment to
co-workers

F Customer Waiting

I Elevator Etiquette

F Privacy

I Safety Awareness

F Sense of Ownership
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PERFORMANCE STANDARDS

A set of performance standards has been developed by the employees of Baptist Heaith Care Inc. to
establish specific behaviors that all employees are expected to practice while on duty.

By incorporating these standards as a measure of overall work performance, Baptist Health Care Inc.
makes it clear that all employees are expected to adhere to and practice the standards of performance
outlined in the Standards of Performance handbook.

| have read and understand the Standards of Performance handbook and | agree to comply with and
practice the standards outlined within.

Signature of Applicant Date ' BHC96.326




Peer Interviewing

HOW TO ...




New Employee Card
from Team

BAPTIST HOSPITAL




Colleague Support

‘ — | Vested interest in new
’O . . employee’s success
< | o PHc Hardwired through peer

@ interview process

B ‘;BAPTr&" \ Visible support through

WEALTH CARE 4| walking to destination,
LEADERGHE neTTUTe 10 understanding measurements
CINDY 9 & results, friendly
NIXON atmosphere

DIR. BUSINESS DEVELOPMENT

A Helping hand on name tag



Oma Yeaar Amnmivercary Cearfifcaiia@

has completed a year of
employment at Baptist Hospital.

John Heer, Senior Vice President Bab Murphy,Vice President
Baptist Hospital Administrator Operations

Dianne Wilbanks, Vice President
Patient Care Services
: Sl G o L bs




New Employee Orientation
IIN EOH

» Mandatory two-day session
» Offered every other week

» President/CEQO cheer!/

welcome/ MVV/
expectations (2 hours)

» 6 hours on culture / 6 hours
on requirements

» Stories & letters



Strategic Planning
Evidence-based Planning Process

Evidence-based Planning Process (EPP)
APPROACH

v A4 \ 4
STEP 1 (S1) P> STEP 2 (S52) STEP 3 (S3) P> STEP 4 (S4)
Gather internal & external SWOTs & Analyze evidence, review Review MVV/EPP,
evidence: EA, Baldrige feedback Departmental/ CSFs, identify challenges, prioritize CSF-based
& Supplier/Physician/Employee/ SL LRP surveys determine priorities, reconcile goals & review
Health Link/Work Link/ LRPs, develop NMMC goals SRPs
Community feedback & produce HR/IS/Facilities/
Capital SRPs
-BOD, SyslT, SLT, DHs, DOS - DHs & SLAs - SysLT/SLT Workshop Week - LPR (BOD, SyslT, SLT,
Medical Staff)

A
LEARN &
INTEGRATE

A4

STEP 5 (S5) STEP 6 (S6) STEP 7 (S7)
Communicate & align Reconcile, finalize, Roll-out NMMC & Depariment goals,

CSF-based goals, review approve 90 day APs translate to EXCEL personal perform-
LRPs/SRPs & create & budgets ance plan, develop work processes
DEPLOY# budgets, 90 day APs & PSCs & measures & implement plans
- Operational Goals Retreat - All employees
(SysLT, SLT, DHs)

-BOD, SyslT, SLT

v

STEP 8 (S8)

Annual fact-based cycle (fig. 2.1-3)

- BOD, SyslT, SLT, DH I |hgl'éé§A8:‘l'E




Strategic Planning S8

Figure 2.1-3

Fact-based, Results Oriented Approach

90-day
Action

EPP———>

Plan

Periodic review &
calibration based on:
Monthly Dashboard report

Monthly Stat Facts
90-day Mo!\thly PSC 90-day
Action Mgnthly kfllnancgul r:.apf')yrfs Action
i-weekly productivi
Plan Monthly BAR Plan

Weekly patient satisfaction reports
Monthly Pl reports
Monthly clinical outcomes reports
Quarterly financial & productivity benchmark
Quarterly clinical outcomes benchmarks
Quarterly ECS survey results




KEYS
SUCCESS

NORTH MISSISSIPPI
MEDICAL CENTER

www.nmbhs.net

DEPARTMENT/

My PERFORMANCE

UNIT GOALS PLAN GoOALs
FY 2007 FY 2007
People: . People:_
Service; s Service:
Quality: Quality:

Financial:

Financial:

Growth;

Growth:




Leadership Development Institute
LDI

Nl North Mississippi Health Services Board

NMMC Leude!'ship Individual oS ] Improvement
Competencies Assessments Leadership Programs
® People * 360° ® Learnin
P Development g
® Service ® Excel Plan e Coaching
* Quality Team ® Mentoring
e EPP * Financial Assessments Team
e CSF ® Growth * Effectiveness ® Learning Y
e Goals ® Climate E— * Coaching
Servant Leadership Organizational Orl-gar‘l’lzatl:gnal Organizational | <— m
A Character Attributes Assessments D ea Iers 'P t ® Human Resources A
* Honest * Patient * Board evepﬁlpnmen * Board
® Respectful  ®Kind =Ehh
° Commiﬂ-ed ° Self L4 CSF Resu|ts —
*Humble e Forgiving * ECS
Strategic Human Resource System
. Job Design/ Recruitment Learning & Performance Reward & Succession | _|
Work Systems & Retention Development Management Recognition Planning




What’s the most important
driver of constituents’
engagement?

Communication
Communication
Communication



Cascade Learning Kits
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Open Communication

No “Sugar Coating”

Weekly email to employees, boards, physicians
and community

Leader Rounding and frequent interaction with
employees

Knowledge Boards

Quarterly Employee Communication Meetings
Handwritten Thank you notes

Dashboard/Stat Facts

Reward and Recognition

Intranet/Web Site

Leaders eat lunch with front-line staff in cafeteria



John's Weekly Email

Respectfulness - To treat others like they are important (because they are)

Selflessness - To meet the legitimate needs of others

Forgiveness - To give up resentment when wronged

Honesty - To be free from deceptive behavior

Commitment - To stick to the choice(s) you have made

Results orientation coupled with a "no excuses" mentality - If we don't meet our goals, lets learn
why we didn't and put in place corrective action to achieve them

Before you can be a leader, those following you must TRUST you. Trust is developed through the
development of the above characteristics, the most important of which is Honesty.

What ties this all together is LOVE for those you lead. This is not the warm, fuzzy, romantic type
of love, but the type of love that answers the following questions:

Are we interested in helping people grow and become the best they can be?

Are we extending ourselves for others even when we may not feel like it?

N Are we seeking the greatest good of those we lead?
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Leader Rounding

HOW TO ...
e Round with a
purpose

" . Identify tools and
equipment needs

e Solicit feedback

e Reward and
recognize

e Track & trend




Questions to show
employees you care

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

If you have more time, like at lunch:
What sort of hobbies do you have?
Tell me “your story”

What are your long term goals?




Knowledge Boards

NORTH MISSISSIPPI MEDICAL CENTER

Knowledge Board
Labor and Delivery
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Employee Communication
Meetings

HOW TO ...

F Provide update on results by
CSF

E Provide education on timely
subject

EF Include time for open
forum/questions (distribute
qguestion cards for those not
willing to ask question
publicly

E Include employee
“temperature check”
guestions on evaluation




North Mississippi Health Services
Stat Facts

June 2012

NORTH MISSISSIPPI
HEALTH SERVICES
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Stat Facts

*PowerPoint slide deck communicating monthly
results

*Organized by Critical Success Factors

*Email sent out to all constituents with link to
presentation

*Presented at Board, Medical Staff, LDI,
Department Meetings and all meetings

*Posted on Knowledge Boards
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(star) %
A self-luminous celestial body,
usually a twinkling point of liéhz
One who is highly celebrateg inaf

One who is committed to excellence

&
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Stars on Line
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field or profc e 1

| Available to all
employees

Recognizes “above the
call of duty” behaviors

Recognition by leaders
Organized by CSFs
Super star banquet held

| to recognize “best of the
' best”



WOV_V Certificates

Available for anyone
to give to anyone:

Staff to staff
Staff to boss
Boss to staff

I§] BAPTIST O

HEALTH CARE

Date ﬁaf 7(2 'Oﬁ/
/) 5

Employee Recipient wwg %2/ 2

;g,’;t',tﬂ en 11-1\5(&% ML/ ,

Pl

Please indicate how this Baptist Health Care employee provided
SUt'ER SE RVICE by checking the appropriate box and descnbing
reason for recommendation

(] Best People

g LA S
D’Qﬁ;ft Sevice /Q%,WW M
JdA conie

O High Quality } - 7
03 Low Cost A&kt d[ﬂ/

Voo MTL LYY DUl
(byrts ¢ o, pitiis

Leader Signature

Thank you for making a difference!



Ideas for Excellence
NORTH VsSSP MEDICAL CENTER

For Excellence

Available to all employees

This web page was created to take your
and initiate action on those ideas. Thanks for your interest and

ldeas categorized by CSFs

For a blank copy to print, click here.

What facility do you wish to send your Idea to? [SelectA Facilty = |

Please select the strategic area(s) that would best represent your idea (to select
multiple items, hold down the Ctrl key).

Employee engagement tool j

ilmprove customer and employee safety

llmprove customer service

{Improve health outcomes

{Improve preventive and health education services
|Maintain a high quality workforce Y

What's your Idea For Excellence?

Employees submit 2 ideas
per year 1

Tell us about yourself:
Name: |
Facility: |
Supervisor: |
Department: |

E-mail:

— e

Phone number: |




Reward and
Recognition

Plaques
Certificates

“give aways”
Pizza

Cookies

Donuts

Other food items

VEFITS

assaging
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Thank You Notes

E Send personal notes to
employees’ homes every

o week
" |dentify staff to receive thank
J_»,w{,’,?f) you notes
£ Email the recognition to your
& boss

Handwrite the note
F Connect to a CSF

E Accountability
Accept NO EXCUSES



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

- - Art Dept
\ / om262001
During a routine visit to
about the service of the

This young woman and her grandmother spent eight hours there last Tuesd
grandmather, an Azalea Trace client was upset by the time spent, but her

Bob Murphy
04/17/2001 12:53 PM

Torensa Kukland To: D94 Dogartment Hoods
\ 002001 05GP UIOSH Aaothee Gaoat Story

11 ho prvdoge last night of meotng & patent/ambassador lor Bapist Hosgtal s
peopie ot Albertsons. N Cool Terry was that ndivaiand Ho's on oldor gersieman w
homolmc-l ww'wnmﬂwﬂmnmmm Mo sald, Torosn, | haveo 10 tell 5
Leon ot our hospad the

G0 i s honor
agreat job oul
G0 106 his 10N »|
Howewer, due o
o Boptist for hay|

..I have to tell you what
a great job your hospital
is doing e buistence 1011

wearing o Baptist shirt and she ap

QOver the weekend, | was speaking 1o
nusband received at Baplist over a year ago.

..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.

very il and dying. They were admitted to 3 Wes!. snmmomwmmrmmmmm

P she could p

ibly imagine. The nurses, radh

fogy techs, h hoep Cetary

1 called ths monming 10 our Priysical Tharpy Dopanmuu ond Lowen Chostnut told
She whint & oo g person M Torry s |

Mudm smxnmmvmdmwuﬂabmlmmmr&vwnm‘m\gw- She spoke
avout how special vty wore and explained how ovory yoir thoy solect an honorce of the year 10 be

WiSh you Coul! Nave

hoy
b

Sandra Sheets

What a story

were all o

Joe! Ettinger who is helping us with the
in the cab krom the airport and he

he dan't know, but one thing ho was
He told Joel he often delivers

him where he's going. In fact, the last time he was here, a surgeon 100k him where he was going

. As her husb vmayno ummwﬂwmu

GordorvPNS/BHC_Notes@BHC_Notes, Tammy

Nows@EBHC_Notes, Terasa
. Notas@BHC_NOTES, Teresa

PomummPNSBHC Nomeaac Hotes, Terrle

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.

Suby

\ =) Su
Thank you for giving me a certificate to

expecting it, and | am truly honored. It
you for hiring me, please let me stress |

11/30/2001 10:37 AM

I took my certificate to a meeting Tues;

ihecooasadondiadtabaeg (galous and
. astounded that my B e

employer or any employer,

would recognize an

employee for working there

a year.

This is 3 greal note about our culture

cernmeeeeesssnamraa e

7 Poggy Mattheiss
v 03/14/2001 01:28 PM

To: John Heer
ce Nancy Ramos. Elizabeth Andrus
Subject: sharing

Just wantad to let you know last evening |
be lacated in Jacksonville, Fl) about my ph
chatting about our jobs. She asked where |
32i¢, "Oh, 1571 that the one where other hos
good things ebout your hospital. If | am eve

Fornastod by JOhn Haao PNSBMHC_Notes 0n 03152001 10 37 AM sereem s

. Oh isn’t that the one
where other hospitals

hospitals send people to see em
what you do? ny

be the hospital of my choice®.

Just thought | would share this with you. It made me proud to be a Baplist Hospital empioyee




Champions

%hampzorﬁ-

@9 ial thanks t Rgcieka fp]
urity. The |n zcustn er
who ha i

int'
God bles: ] and the whole of B: Hospital.”

Because they do the gh things fol ight reasons, Reggic
dJ kareCIamp s of Baptist Hospital.

Reggie Wakeman & Jack Reeves

We work at Baptist.

e When an employee’s behavior is so

exceptional that WOW recognition
awards seem inadequate,
individuals may be recognized as
Champions

Leaders present nominees to other
department heads at a monthly
gathering — standing ovation

Administrators present Champions
to Board of Directors — standing
ovation

e The employee’s picture is posted

on a special board in the hospital

Each Champion receives a framed
plague



Legends of Baptist Health Care

egends

e

Nuancy Adams
Baptist Home Health Care

Legends . .. They represent e L
Baptist Health Care team
members who exceed
expectations of patients and
co-workers everyday.

Their service and deeds

are performed diligently and
purposefully but without
expectation of recognition or Sl S A s
reward. But they deserve granultously gives to help those

in distress.

Michelle Ballentine
Boptist Modical Park
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LEADER’S ROLE

Be the “CRO” — chief retention officer — for
your department

Utilize peer interviewing

Work on retention efforts every day
Build a relationship with each individual
Give and accept feedback

Reward & recognize

Set expectations; hold people accountable



LEADER’S ROLE

Provide direction to get people moving in new
ways

Model the desired beliefs and behaviors
Reinforce the concepts

Recruit champions at every level in the
organization

Overcome the resistance and inertia

Ensure accountability



