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employees who have left their

70% job to get away from their

manager
variance in employee 3 OO/
engagement caused by O

managers
employees who strongly agree

that their manager involves
them in goal setting

Source: Gallup



WHAT WE COMMONLY ASSESS

| Reactive I Difficulty in
| Average Results advancing strategies

| “People” issues



THE PROBLEMS

Confusion & lack of standardization

The power & distraction of the "whirlwind”

Inconsistent (& optional) training

Lack of investment



RESULTING INE..

' VARIATION

| ODEFAULTO BEHAVIORS/ACTIONS
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THE ANSWERS

» Specifically define the
“standard work’ of leaders

» Execute a development process

CapstonelLeadership.net



THIS IS HOW WE

AROUND HERE




- .
CASE STUDY
Ohio Surgery Center, Columbus, Ohio

2017 (Baseline) |2019 (Most Recent)
Overall Assessment 84.9 97.7
Communication 65.2 ?0.2
Facility Safety /3.7 92.7
Leadership /3.2 39.1
Supervisor /5.5 86.6
Physician Relations /3.2 85.9
Personal /7.8 90.2
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STANDARD WORK OF LEADERS
'he Leadership Bundle”




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

BUNDLE



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.

Standard Work



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

Standard Work



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

Standard Work



Important goal of standard work is to decrease
wasteful motion

Standard Work



Standard work comes from teams and is
continuously improved

Standard Work



STEPS TO BUILDING A BUNDLE

CapstonelLeadership.net



STEPS TO BUILDING A BUNDLE

1. Know Your Why
2. Select & Define Bundle Practices
3. Study/Adjust



» Decrease Variation
» Minimize “default” focus/activity
» Stability/Predictability = Peace of Mind/Trust

» High performing/achieving organization

1. Why




| Detailed Bclarity to what, how, who, when

| Management Tasks v Leadership Tactics
| Aligned with Strategic Priorities
| High-Performance/Evidence -Based

2. Select & Define Bundle Practices




The tasks & tactics In the
leadership bundle are not
Oextra work,O they are how we
do our work as leaders.



Management
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Leadership
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Management Tasks

Leadership Tactics

Payroll Stay Rounding
Scheduling Sending Thank Y ou Notes to Home
Budgeting Direct Dialogue (Feedback:

Compliment, Coach, Correct)

Follow Up to Errors/Mistakes/
Problems/ Complaints

Validate (Patient Rounding,
Employee Rounding, Data/Surveys,
Competency Assessments)

Personnel Requisition

Behavior Based Panel Interviews

Purchasing Supplies

Engaging Employees in Goal
Setting, Action Planning & Execution




N

CATEGORIES OF

LEADERSHIP COMPETENCIES

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




Detailed Dclarity to what, how, who, when

Example Leadership Standard

Department managers to honor Metric Mondays (CQvital timeO
bleading change ) every other Monday opposite OPayroll
MondaysO by analyzing the departmentOs goal metrics
(OmeasurementO - goal cycle) and transparently reporting them

on the Communication Board for use in daily huddles

(Ovisual managementO - transparent communication ).



EXAMPLE: Leadership Responsibilities Checklist

(DALY 3]
Rounding (Employee, Inter-departmental, Physician)

Validation (Patent) Rounding

Daily Safety Briefing (DSB)

Communicate/F oliow Up:. Rounding & DSB

Direct Dialogue (Compliment, Coach)

Accountabiity Meeting
Financial Operational Assessments by XX day of month

Departmental Staff Meeting (start at Comm. Board)

Update Communication Boards

Scheduling

nation for Monthly Employee Award

Correction)

, behavior-based selection/onboarding

'or 90-Day Evaluations-New Hires

ed Suggestion: Employee Suggestion Program
to Peers (leaders as teachers)
mmunity Connections (promotion/marketing)

Y
80-Day Goal/PDSA Action Plans (Jan 1/April 1/July 1/0ct 1)

| Celobrate goal progressiwins -
Attend Leadership Training & Complete Road Map

Promote attendance at Employee Forums

UALLY

nce at Employee Training Events

Performance Evaluations

lopment

— Per Budget Schedule

Service Awards

in Annual Healthcare Week Celebration

Mid-Year Performance Conversations

Alignment

Employee Engagement Survey Promotion & Follow Up Actions

Mandatory Education

Participation in 1 Community Board or Maior Community Event
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Absolute ? Guidelines

Employee * Quarterly at Minimum
Houndeg I smgdaWinslsms

o What support, tools do you need, what

barriers are you encountering?

o Who can | recognize?

o Flight Crew developed question.

o Manager developed unit based question
Employee to sign summary.
Mid-year rounding form to also include check-in on
goals and how the leader can help employees.

Patient Rounding An opportunity for 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 Outpatient units: Dedicated rounding daily as
to build trust. Patient appropriate to your patient population.
rounding allows Focused patient rounding in non-primary dept (i.e.
leaders to hear pharmacy rounding on inpt): Define with Senior
opportunities for Leader
improvement, do Documentation: Bring patient rounding log to
service recoveryand 1o Accountability meetings
validate and/or 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
Complete Service Recovery

To ensure actions are Monthly scheduled — Prioritize commitment to
being taken in support prepare and attend

of the strategic plan. Agenda: RH Leader Absolute Dashboard and a RH
To reinforce the accountability template to include department / unit
message that “what specific responsibilities.

gets measured gets Preparation: Leader Absolute Dashboard and



Uncover Barriers & Best Practices
Continual advancement

Maintain Alignment with Strategic Priorities
New evidence

3. Study/Adjust



EXECUTE A DEVELOPMENT PROCESS

CapstonelLeadership.net



LEADERSHIP DEVELOPMENT
IS A PROCESS,
NOT AN EVENT




DIFFUSION OF INNOVATION

Critical Mass

> a Time

Innovators Early Adopters Eorly Maojority  Late Majority Loggards

20 ADOPTER CATEGORIES




INCONSISTENT & OPTIONAL
TRAINING

INCONSISTENT & OPTIONAL

RESULTS




Q1 Q2 Q3 Q4

Elevating a Culture of 0 Rounding - employes, 0 Daily Safety Briefing ] Creating a Robust Goal Cycle
Positivity & Appreciation: physician, nterdiscipinary, | ) Service Recovery - Getting Ready for Next
[ Book: Grateful Leadership senior leader, patient/ 0 Resiliency Topic Year (2 hours)

(Focus on Principles of validation, and physician ] Time, Priority & Energy ) Transparency/Communication

Acknowledgement) (1.5-2 hours) Management Boards (30 minutes)
[0 Video: Mike Robbins 0 Changing How We Change | ] Behavior: Professionalism | T Performance Conversations &
[7] Book: The Employee (75-90 minutes) ] Goal Setting ( Evaluations (60 minutes)

Experience (Chapter 3:
Recognition, Celebration &
Appreciabon -~ Focus on
Thank You Notes &
Recognition Tool Kits)

[ Process Improvement Model

] Resiliency Topic

[ Introduction 1o Positive
Communication Standards

[ Feedback: Performance
Conversations & Direct
Dialogue ~ (Compliment,
Coach, Comrect) - 3 hours

] Increasing Resiliency - 15-
20 minutes (or 210 mioute
resilency “pauses’)

™ SILO is a8 4 Letter Word -
ing Collaboration




Leadership Training Agenda

. Road Map
Monthly Accountability
Meeting




LEADER LEARNING ROAD MAP
Quarterly Leadership Training

Due

Completed
Y/N

Resources: Laurie and Steve

'Direct Dialogue (Feedback: Compliment, Coach, Correct)

(if criteria met)

[ 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 Deog;nber

Resource: Katie

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

Implement one recommendation to eliminate,
automate, or delegate to free up your time so
that Sacred “Vital” Time can be honored
consistently in the new year.

December
31

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

Evaluate/Elevate Compass Checks

Conduct and document 10 Compass Checks Decg;nber
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 Jar;t(l)ary




Monthly Leader Accountability Meeting Agenda

o

o

Leader brings to meeting:
Leadership Training Road Map
Scorecard: Progress/Results
Satisfaction Scores

Rounding Log & Stoplight Report

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

OpoDo

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 individualteam efforts in department completed
o 30-day conversations & 90-day evaliconversations: % 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 Convos)

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




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).

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

© Organizational Goal Updates
© 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
1 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 Conyos)
o Low Performance Work Plan(s)Correction Conves Follow Up Report

SERVICE
o Patient Satisfaction — scores/comments/itrends reviewed
o Hourty 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/Li '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, efc.) in Department




* Develop and denote internal

experts

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

* Your audience will change over
fime




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 Champion(s)
8:30-9:15 Vision — Purpose — Journey CLO
Annusl Goals — Organization & Department
Principles and To-Dos
Leadership Responsibliities Checklist
Sacred Time (Measurement Monday, Sacred Service
Time, Meeting-Free Fridays)
[ 9:15-10.00 Behavior Standards, Llkminating ~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, Mourly
Rounding, Discharge Phone Calis to Home, Bedside Shift Report
DAY TWO ~ 8:30 a.m. to 1:00 p.m. =
TIME Internal Champion(s)
8:30-9:15 Hiring & The First 90 Days: Employee Status, FTE Tree, Behavioral
Assessments, Bchavior Based Panel interviews, The First Five Days
Checklist, Orlentation — Mospital & Department, 30 & 90 Day
Conversations
EEEEE TAtroguction to High Rellabilty Tactics
Ca o a m“
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 s
30 ~ Financlal Management
Operational Assessments, Losights, Anaual Budgets
9:35-9.45 BREAX
45-10; Work Orders & Project Management
10:50-11:00 BREAX
11:00-12:00 Meeting Agendas by Pillar, Pillar Boards, Calendar
Management/Outiook
12:00-12:30 LUNCH
12:30-1:30 Accreditation — DNV/IS0, Quaniies, Compiaints/Grievances, POSA,
Policies & Procedures — PowerDMS$ Contracts, Dally Safety Brief
1:30 Evaluate & Acjourn Day 3




Resources

ontents April 2019 xdsx

Existing Leader Toolbox

A Ueadershp Team Ll codership TosdtitsBenowor Standards
Access Bedavional Standards Evaluation Tool

Capstone Behavonal Standards Ohapter

Mission & Excellence Sta¥ Bookier-20138

R eodershp Team lLeodership Toadki s \Behoworeld nterviewing
Beravional interviewing PowerPoint LD Feb 2013

&L coderstvp Team|Cancoding Gool Setting

Anrual Goal Cycle February 2018 LDE Presentation
Capstone -Goal Setting

Cascading Goal Criteria

Castading Goal Setting Agenda

Castading Goats Frequently Asked Questions

Castading Goals-Timelines and Miestones

Evaluation - Department Cascading Goals Setting Meeting
Introto Cascading and PRar Goals

POSA Powe rPoim

K L codersthp Teom L codership Tootkits\/Chonge Monogement
Cagntone -Changing How We Crange
Overgoming Rarriers LOI Dec 2017

A:\Leadersivp Team |Leodership ToattesiCommunicotion Taols
Cagatone - Communitation Pitfalls sad Ponters

Capatome - Conflict & Mncivility

Commuenication LDl Dec 2018

AU eodersivp TeamLeodership Toaltits\Dirext Conversations

Briel Guide of Behaviorats and their Classification as Coaching  Complment of Correct
Capatone - Comversation Outiine
Capatone - Direct Dualogee Workabop
Complimert Coach and Correct Provent
Ouwrect Comveriation Scenarion

A-\Leadershp Team |Leoderidip Tootti il armal Performanc e Masopement
ADP Performance Management Tool -Employees Job Ad
ADP Pecformance Management Tool - Marages Job Nd

LN J015-Med Year Comwersations and intro to ADP Tool
Performance Management How it all 123 together PowerPoint
Snaprhot of tNective Feedback

R Leoderstvp Team L coderstip TooltitsiGroteful Leodership
Capatone - Colebration, Recognition and Appeeciation 201%
Capstone - Gratitude, APositive Communication Standard
Grateh Leadersig LDI Sept 2016

Grateld Leadershp Presemation Jaruary 242017
Gratitude 33 Med<ine Survival g

Weekly Gratitude

R eaderstvp Team L codership Toottitr'd eaders os Cooches

Coaching Tralning October 2018 LDS

Coaching Training SeptemBer 201510

Focus on Coaching Performance
Management-How it all Fits Together Agnil 2019 L0

AL eodenatp Teom|Lecodership ToolthitsPoutive Communication Standardhs
Capatone -Portive Communcation Standardh
Postive Communication Standards LD Dec 2017

The Avengers “Tanniag the Mame* video




Leader Seif Assessment

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.
Rating Comments .
Example: LDI Afftndance yowr abilidy do perform ot
Dignity: Rounding = meaningful connection with people

Task

Responsitity: Piior Boord Reviews = communicafing the vision and
how team and individauf roles impoct the goos

Excedence: Onboarding/Depariment Onentation/Buddy System =
investing in our stoff

Integrity: Positive Communicafion Standards = doing the right thing

Excedence: Celebrafions, Recognifions, Appreciations = proctice
grodutude for excephional contributions.

Innovation: Hiring Right (For Cuture]

Excedence: Giving Feedbock = always learning

Integrity: Procticing Owr Values = practice vs. profess

Excedence: Performance Management: Midyear & Annual
Evaluchon Process, HML




Month
Employee
Rounding

Patient Rounding

Leadership
Accountablisty
Meeling

Department
Goals

Thank-You Notes

The Richland Hospital, Inc.

Leader Absolutes Dashboard - [insert leader name]
2019




OVERCOME
> VARIATION

» "DEFAULT" BEHAVIORS/ACTIONS

BY.....
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I Specifically defining the
Ostandard workO of leaders

| Executing a development
process
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YOU
STRENGTHEN HEALTHCARE ORGANIZATIONS




Contact us:

Sue Tetzlaff, RN, RHIA, MHA, FACHE
sue@capstoneleadership.net

& Jane Mcleod, RN, MSN
[ane@capstoneleadership.net

Whitnee Cordes: 906-259-0542

SCHEDULE A CALL:
https://www.capstoneleadership.net/contact-us/



mailto:jane@capstoneleadership.net
https://www.capstoneleadership.net/contact-us/

