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Leadership...

Management

Leadership




BUNDLE...

A set of practices,
that when used
collectively, create a
significant
Improvement



HARDWIRED LEADERSHIP BUNDLE...

STANDARD WORK



Standard Work...

Detailed definition of the most efficient method to produce a product (or perform
a service) at a balanced flow to achieve a desired output rate. It breaks down
the work into elements, which are sequenced, organized and repeatedly
followed.

At its best, it documents a current "best practice" and ensures that it is
implemented throughout a company.

With standardization, work becomes more stable and predictable - which
translates into daily peace of mind

v/ Important goal of standard work is to decrease wasteful motion

v/ Standard work comes from teams and is continuously improved



HARDWIRED LEADERSHIP BUNDLE...

The tasks & tactics in the
leadership bundle are not extra
work, they are how we do our
work as leaders.



STEPS TO BUILDING A BUNDLE...

1. Your Why
2. Define What, Who, When
3. How to Hardwire



STEPS TO BUILDING A BUNDLE...
Your Why

 Variation

e Minimize “default” focus/activity

o Stable/Predictable = Peace of Mind/Trust
 High performing/achieving organization



STEPS TO BUILDING A BUNDLE...

Define What, Who, When

* What leadership tactic
e Who performs the tactic
 When/Frequency



Categories of Leadership Tactics

Selecting and Transparent _
On-Boarding Communication Leading Change
Building and Setting and Executing a Robust
Strengthening Achieving High Goal Cycle
Relationships Standards
Impactful Feedback/ Grateful Increasing
Performance Leadership Resiliency

Management



" Leadership Bundle Checklist

DALY

v

Rounding (Employee, Inter-departmental, Physician)

Validation (Patient) Rounding

Daily Safety Briefing (DSB)

Communicate/Follow Up: Rounding & DSB

ect Dialogue (Compliment, Coach)

to Home (minimum)

sted Thank You for VP/CEO to send

nicate Scorecard/Metrics

Monthly Accountability Meeting

Financial Operational Assessments by XX day of month

Departmental Staff Meeting (start at Comm. Board)

Update Communication Boards

onthly Employee Award

rection)

behavior based selection/onboarding

or 90-Day Evaluations-New Hires

al/PDSA Action Plans (Jan 1/April 1/July 1/Oct 1)

Celebrate goal progress/wins

Attend Leadership Training & Complete Road Map

Promote attendance at Employee Forums

BI-ANNUALLY

endance at Employee Training Events

erformance Evaluations

ment

Per Budget Schedule

ervice Awards

ual Healthcare Week Celebration

rformance Conversations

nnual Employee Engagement Survey Promotion

Alignment

Annual Mandatory Education

Participation in 1 Community Board or Major Event
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EXAMPLE...

A Leadership Tactic/Standard

Honor Metric Mondays (vital time — leading change)
every other Monday opposite “Payroll Mondays”
by analyzing the department’s goal metrics (goal
cycle) and transparently reporting them on the
Communication Board (transparent communication).



EXAMPLE...

Absolute Why? Guidelines
Employee o Employees are e Quarterly at Minimum
Rounding heard ¢ Standardized Format
e Ideas are o Wins/Successes
encouraged for o What support, tools do you need, what
improving the barriers are you encountering?
employee o Who can | recognize?
experience o Flight Crew developed question.
o Relationships/trust o Manager developed unit based question
are built o Employee to sign summary.
e Barriers are e Mid-year rounding form to also include check-in on
removed goals and how the leader can help employees.
SEE GV e[ [als M An opportunity for o Inpatient beds: 100% of patients M-F will be
leaders to make a rounded on by the Unit Manager or by someone
personal connection doing Focused Rounding
with their patients and e Outpatient units: Dedicated rounding daily as
to build trust. Patient appropriate to your patient population.
rounding allows e Focused patient rounding in non-primary dept (i.e.
leaders to hear pharmacy rounding on inpt): Define with Senior
opportunities for Leader
improvement, do o Documentation: Bring patient rounding log to
service recovery and to Accountability meetings
validate and/or e Guidelines:
celebrate how their o Introduce self as Manager/Director
team is doing o Thank patient for trusting us with their care

o Ask a focused question related to care you
are validating
o Ask patient/family if they want to do a shout

out/recognition
o Complete Service Recovery
Leadership To ensure actionsare e Monthly — scheduled — Prioritize commitment to
Accountabili being taken in support prepare and attend . .
i ty i strategic plan. e Agenda: RH Leader Absolute Dashboard and a RH Source: The Richland Hospital,
To reinforce the accountability template to include department / unit .
message that “what specific responsibilities. Richland Cente r, WI

gets measufgd gets e Preparation: Leader Absolute Dashboard and

= N



EXAMPLE: Leadership Responsibilities Checklist

DAILY \ Notes

Rounding (Employee, Inter-departmental, Physician)

000 Validation (Patient) Rounding
Daily Safety Briefing (DSB)
Communicate/Follow Up: Rounding & DSB
Direct Dialogue (Compliment, Coach)
WEEKLY
1 Thank You Note to Home & Recognition Tool Kit (minimum)
Forward One Suggested Thank You for VP/CEO to send
Honor Sacred/Vital Time
BI-WEEKLY
Payroll
Update/Communicate Scorecard/Metrics
MONTHLY
Monthly Accountability Meeting
Financial Operational Assessments by XX day of month
Departmental Staff Meeting (start at Comm. Board)
Update Communication Boards
Scheduling
Nomination for Monthly Employee Award
PRN
Direct Dialogue (Correction)
Employee-engaged, behavior-based selection/onboarding
30 Day Meetings &/or 90-Day Evaluations-New Hires
Implement Approved Suggestion: Employee Suggestion Program
Provide Training to Peers (leaders as teachers)
Word of Mouth/Community Connections (promotion/marketing)
QUARTERLY
90-Day Goal/PDSA Action Plans (Jan 1/April 1/July 1/Oct 1)
Celebrate goal progress/wins
Attend Leadership Training & Complete Road Map
Promote attendance at Employee Forums
BI-ANNUALLY
Promote attendance at Employee Training Events
ANNUALLY
Annual Employee Performance Evaluations
Annual Goal Development
Fiscal Year Budget — Per Budget Schedule
Attend Employee Service Awards
Participate in Annual Healthcare Week Celebration
Mid-Year Performance Conversations
Employee Engagement Survey Promotion & Follow Up Actions
Mandatory Education
Participation in 1 Community Board or Major Community Event




DIFFUSION OF INNOVATION

Critical Mass

o Time

Innovators Early Adopters  Early Majority Late Majority Laggards

2CAPSTONE ADOPTER CATEGORIES



Leadership Development — It’s a process, not an event

eadership Iraining
Agenda

. Road Map
. Monthly Accountability Meeting




Leadership Development Plan|

Q1

Q2

Q3

Q4

Elevating a Culture of
Positivity & Appreciation:
] Book: Grateful Leadership
(Focus on Principles of
Acknowledgement)

Video: Mike Robbins
Book: The Employee
Experience (Chapter 3:
Recognition, Celebration &
Appreciation — Focus on
Thank You Notes &
Recognition Tool Kits)

a
O

Resiliency Topic
Introduction to Positive
Communication Standards

aod

Process Improvement Model

Rounding - employee,
physician, interdisciplinary,
senior leader, patient/
validation, and physician
(1.5-2 hours)

Changing How We Change
(75-90 minutes)

Feedback: Performance
Conversations & Direct
Dialogue — (Compliment,
Coach, Correct) — 3 hours
Increasing Resiliency — 15-
20 minutes (or 2-10 minute
resiliency “pauses”)

oo Ooogogd

Daily Safety Briefing
Service Recovery
Resiliency Topic

Time, Priority & Energy
Management

Behavior: Professionalism
Goal Setting (

Creating a Robust Goal Cycle
— Getting Ready for Next
Year (2 hours)
Transparency/Communication
Boards (30 minutes)
Performance Conversations &
Evaluations (60 minutes)
SILO is a 4 Letter Word —
Strengthening Collaboration
(75-90 minutes)

Increasing Resiliency — 15-20
minutes (or 2-10 minute
resiliency “pauses”)




[++]

LEADER LEARNING ROAD MAP
Quarterly Leadership Training

Due

Completed
Y/N

Direct Dialogue (Feedback: Compliment, Coach, Correct)

Resources: Laurie and Steve

Take Away Coaching Activities: One for November
Behavior; One for Job Task Performance 30

Develop a daily cadence of complimenting Just Start!
Take Away Activity: Correction Conversation Decg;nber

(if criteria met)

Sacred/”Vital” Time: Priority, Time & Energy Management

Resource: Katie

Implement one recommendation to eliminate, December
automate, or delegate to free up your time so 31
that Sacred “Vital” Time can be honored

consistently in the new year.

Employee Rounding (aka “Compass Checks”)
Resources: Luke & Dave

Conduct and document 10 Compass Checks Decg;ﬂber
Follow up, as needed, regarding rounding (e.g.,
training/equipment needs, Thank You Notes, Ongoing
stop light report)

After completing the 10 Compass Checks,

submit your evaluation to the Steering Team to Jaqlaary

Evaluate/Elevate Compass Checks

19



Monthly Leader Accountability Meeting Agenda

Leader brings to meeting:

o Leadership Training Road Map o 90-Day Action Plans and PDSA(s)
o Scorecard: Progress/Results o Financial Operational Assessment
o Satisfaction Scores o Monthly staff meeting agenda/notes
o Rounding Log & Stoplight Report o Thank You and Community Logs

o Organizational Goal Updates
o Department Goal Updates (action plans & measurements)

FINANCE
o Monthly & YTD Operational Assessment (compare to budget and to last year)

PEOPLE
o Rounding Log: Documented Roundings
o Stop Light Report Review
o Thank You Note Log: Thank You Notes Sent
o Reward & Recognition for individual/team efforts in department completed
o 30-day conversations & 90-day eval/conversations: % Complete
o Communication Board up-to-date
o Staff Meetings — staff meeting agenda/notes; staff attendance trends
o Annual Performance Evaluations Status Update (when applicable)
o Annual Mid Year Performance Conversations Status Update (when applicable)
o Direct Dialogue (Compliment, Coaching
o Low Performance Work Plan(s)/Correction Convos Follow Up Report

SERVICE
o Patient Satisfaction — scores/comments/trends reviewed
o Hourly Rounding hardwired: Avg. Call Light Volume/Shift

o Discharge Phone Calls to Home hardwired: Percent Complete
o Validation (Patient) Rounding hardwired: Percent Complete
o Support Department Satisfaction Trends/Action Plan

QUALITY
o Quality/Safety/Licensing/Accreditation/Regulatory Updates
(Sentinel Event Alerts, NPSGs, Tracers/Audits, FMEA, etc.)
o Update on PDSA(s), Daily Safety Briefings, and other improvement efforts

GROWTH
o Volumes compared to last year and budget
o Revenues compared to last year and budget

COMMUNITY
o Leader/Department Involvement in Community
o Community Involvement (volunteers, etc.) in Department
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Leadership Development...

*Develop and denote internal experts

*Don’t declare victory to soon (Not “1
and done”)

*Your audience will change over time



Leadership Development...

*Roundtable Learning/Sharing
Format



Onboarding

WMH New Leader Learning Series

DAY ONE — 8:30 a.m. to 12:00 p.m. (Nurse Leaders until 1:30p)

TIME

TOPIC

Internal Ch

8:30-9:15

Vision — Purpose — Journey

Annual Goals — Organization & Department

Principles and To-Dos

Leadership Responsibilities Checklist

Sacred Time (Measurement Monday, Sacred Service
Time, Meeting-Free Fridays)

CEO

9:15-10:00 Behavior Standards, Eliminating “We/They”, Work Rules, Employee
Satisfaction Survey, We Matter Here Team

10:00-10:15 BREAK
10:15-11:00 Patient Satisfaction

Surveys — Questions & Process, The Data

AIDET, KWKT, Managing Up, White Boards, Banned

Words

Service Recovery
11:00-11:30 Employee Rounding & Thank You Notes
11:30-12:00 Monthly Accountability Meetings — Binder Overview
12:00 Non-Nursing Leaders Evaluate & Adjourn Day 1
12:00-1:30 Nurse Leaders Only Lunch-N-Learn: Nurse Leader Rounding, Hourly

Rounding, Discharge Phone Calls to Home, Bedside Shift Report

DAY TWO - 8:30 a.m. to 1:00 p.m.

[TimE

TOPIC

Internal Ch

o)

8:30-9:15

Hiring & The First 90 Days: Employee Status, FTE Tree, Behavioral

ior Based Panel Interviews, The First Five Days
Checklist, Orientation — Hospital & Department, 30 & 90 Day
Conversations

9:15-9:45 Introduction to High Reliability Tactics
9:45-10:00 BREAK
10:00-11:00 Evaluations, H-M-L Conversations, Crucial Conversations
11:00-12:00 Finance, Managing Grow & Decline, Staffing, FTEs
12:00-12:20 Get Lunch
12:20-1:00 “The ITs of Customer Service”
1:00 Evaluate & Adjourn Day 2
DAY THREE -8:30 a.m. to 1:30 p.m.
TIME TOPIC Internal Ch (s)
8:30-9:35 Financial Management
Operational Assessments, [nsights, Annual Budgets
9:35-9:45 BREAK
9:45-10:50 Work Orders & Project Management
10:50-11:00 BREAK
11:00-12:00 Meeting Agendas by Pillar, Pillar Boards, Calendar
Management/Outlook
12:00-12:30 LUNCH
12:30-1:30 Accreditation — DNV/ISO, Quanires, Complaints/Grievances, PDSA,
Policies & Procedures — PowerDMS, Contracts, Daily Safety Brief
1:30 Evaluate & Adjourn Day 3




Re S O u rce S & X Leadership Toolbox Contents_April 2019.xIsx X Open with Microsoft Excel | v

D

( Existing Leader Toolbox
R:\Leadership Team\Leadership Toolkits\Behavior Standards
Access Behavioral Standards Evaluation Tool
Capstone-Behavorial Standards Chapter

Mission & Excellence Staff Booklet-2018

R:\Leadership Team\Leadership Toolkits\Behavioral Interviewing
Behavioral Interviewing PowerPoint LDI Feb 2018
R:\Leadership Team\Cascading Goal Setting

Annual Goal Cycle February 2018 LDI Presentation

Capstone -Goal Setting

Cascading Goal Criteria

Cascading Goal Setting Agenda

Cascading Goals-Frequently Asked Questions

Cascading Goals-Timelines and Milestones

Evaluation - Department Cascading Goals Setting Meeting

Intro to Cascadingand Plllar Goals

PDSA PowerPoint

R:\Leadership Team\Leadership Toolkits\Change Management

) Change Management Capstone - Changing How We Change

OvercomingBarriers LDI Dec 2017

R:\Leadership Team\Leadership Toolkits\Communication Tools
Capstone - Communication Pitfalls and Pointers

Capstone - Conflict & Incivility

Ce ication EDI Dec 2018

R:\Leadership Team\Leadership Toolkits\Direct Conversations
Brief Guide of Behaviorals and their Classification as Coaching ~ Compliment or Correct
Capstone - Conversation Outline

Capstone - Direct Dialogue Workshop

Compliment Coach and Correct Presentation

Direct Conversation Scenarios

R:\Leadership Team\Leadership Toolkits\Formal Performance Management
ADP Performance Management Tool - Employees Job Aid

ADP Performance Management Tool - Manager Job Aid

LDI ber 2018-Mid Year Conversations and Intro to ADP Tool
Performance Management-How it all fits together PowerPoint
Snapshot of Effective Feedback

R:\Leadership Team\Leadership Toolkits\Grateful Leadership
Capstone - Celebration, Recognition and Appreciation 2015
Capstone - Gratitude, A Positive Communication Standard

9 Grateful Leadership Grateful Leadership LDI Sept 2016

Grateful Leadership Presentation January 24-2017

Gratitude as Medicine Survival Kit

Weekly Gratitude

R:\Leadership Team\Leadership Toolkits\Leaders as Coaches
Coaching Training October 2018 LDI

2 Behavior Standards

3 Behavioral Interviewing

4 Cascading Goals

6 Communication Tools

Direct Conversations

8 Formal Perfi

10 Leaders as Coaches Coaching Training September 2018 LD
Focus on Coaching Performance
Management-How it all Fits Together April 2019 LD
R:\Leadership Team\Leadership Toolkits\Positive C ication St r

Capstone - Positive Communication Standards
Positive Communication Standards LDl Dec 2017

1 Positive Ci icati dard: The Avengers "Banningthe Blame" video




6 CapstoneEDU Course Catalog X +

Res O u rce S & C @& capstoneedu.capstoneleadership.net

CAPSTONEEDU CATALOG

DIRECT DIALOGUE QUEST
By: Capstone

Coaching By .
Capstone EB% Community Support Iﬂ 10 Levels

Could you imagine the coach of a championship team not pro-
viding feedback to the players? You would likely agree that fre-
quent high quality feedback is required for individuals and
teams to reach peak performance.

Performance feedback from a leader is truly just a conversa-
tion, or a series of conversations. Even though leaders have a
lifetime of experience in conversing, it is with regular frequency
that leaders reach out to us for advice on what to say to their
employees.

As well, you don't have to be a leader for very long to...

WORK RELATIONSHIPS
THAT WORK




Resources

y CAPSTONE

Leodershrp Solutions, Inc.

Partner Resources

We value your partnership with us at Capstone Leadership Solutions. Whether you are just
starting or are in the midst of your transformational journey, we understand it’s vital to
provide the right information for positive change. Explore these exclusive, industry-leading

tools and articles to gain further insight into growth opportunities for you and your team.

MENU

SOLUTIONS
TOOLS
SCRUBS TO C-SUITE BLOG

EVENTS
WEBINARS




Monthly Leader Accountability Meeting Agenda

Leader brings to meeting:

o Leadership Training Road Map
o Scorecard: Progress/Results

o Satisfaction Scores

o Rounding Log & Stoplight Report

90-Day Action Plans and PDSA(s)
Financial Operational Assessment
Monthly staff meeting agenda/notes
Thank You and Community Logs

Oooao

A Leadership Tactic/Standard

Honor Metric Mondays (vital time — leading change)
every other Monday opposite “Payroll Mondays”
by analyzing the department’s goal metrics (goal
cycle) and transparently reporting them on the
Communication Board (transparent communication).

o Organizational Goal Updates
o Department Goal Updates (action plans & measurements)

FINANCE
o Monthly & YTD Operational Assessment (compare to budget and to last year)

PEOPLE
o Rounding Log: Documented Roundings
o Stop Light Report Review
o Thank You Note Log: Thank You Notes Sent
o Reward & Recogpnition for individual/team efforts in department completed
o 30-day conversations & 90-day eval/conversations: % Complete
o Communication Board up-to-date
o Staff Meetings — staff meeting agenda/notes; staff attendance trends
o Annual Performance Evaluations Status Update (when applicable)
o Annual Mid Year Performance Conversations Status Update (when applicable)
o Direct Dialogue (Compliment, Coaching )
o Low Performance Work Plan(s)/Correction Convos Follow Up Report

SERVICE
o Patient Satisfaction — scores/comments/trends reviewed
o Hourly Rounding hardwired: Avg. Call Light Volume/Shift

o Discharge Phone Calls to Home hardwired: Percent Complete
o Validation (Patient) Rounding hardwired: Percent Complete
o Support Department Satisfaction Trends/Action Plan

QUALITY
o Quality/Safety/Licensing/Accreditation/Regulatory Updates
(Sentinel Event Alerts, NPSGs, Tracers/Audits, FMEA, etc.)
o Update on PDSA(s), Daily Safety Briefings, and other improvement efforts

GROWTH
o Volumes compared to last year and budget
o Revenues compared to last year and budget

COMMUNITY
o Leader/Department Involvement in Community
o Community Involvement (volunteers, etc.) in Department
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Leader Self Assessment

Name: Rate yourself by shading the number of boxes that represents your performance of leader tasks:
1 box - | don't have awareness of this expectation.
2 boxes - | complete this task as expected of me.
3 boxes - | understand and communicate how this task benefits the team and/or organization.
| individualize this task based on the skillset & career goals of my team members.
4 boxes - | gather information related to my effectiveness of this task, analyze how my team is respo
and improve or tweek my approach based on that feedback.

Task .
Rating Comments
Write in any commenty related to- this task or’
Example: LDI AHtendance your ability to- perform it

Dignity: Rounding = meaningful connection with people

Responsibility: Pillar Board Reviews = communicating the vision and
how team and individaul roles impact the goals

Excellence: Onboarding/Department Orientation/Buddy System =
investing in our staff

Integrity: Positive Communication Standards = doing the right thing

Excellence: Celebrations, Recognitions, Appreciations = practice
graduitude for exceptional contributions.

Innovation: Hiring Right (For Culture)

Excellence: Giving Feedback = always learning

Integrity: Practicing Our Values = practice vs. profess

Excellence: Performance Management: Midyear & Annual
Evaluation Process, HML




Soaring to Excellence | The Richland Hospital, Inc.
Leader Absolutes Dashboard - [insert leader name]
2019

Employee
Rounding

Patient Rounding

Leadership
Accountability
Meeting

Department
Goals

Thank-You Notes



Leadership Bundle over the long term...

Optimize the bundle (study/adjust — refresh/re-inspire)

o Re-visit objectives for the bundle (as major changes occur in

operations or strategies)
o What to add, change, or delete?
o How to amend the task or tactic for better results?

PURPOSEFUL MEANINGFUL



