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McLeod Health

= 7 Hospitals serving Eastern
SC and southern NC with
940 licensed beds

= 850 Physicians
= 2,700 Registered Nurses

=  Approximately 9,500
employees
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McLeod Health Patient Experience Team
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McLeod Health
Service Excellence
Standards
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You are tired from the past two years
You feel like it can be difficult to motivate staff

You feel that recognition is difficult to operationalize
with so many competing priorities



Learning Objectives

Define the importance of both formal
and informal recognition.

Discover how you can operationalize
recognition to increase staff resilience.

Describe the ways Real Time data can be
regularly utilized to increase staff morale
through consistent recognition.
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Guess that Stat

In 2013 according to a Tower’s
Watson study on healthcare
engagement, 44 % of U.S.
hospital employees reported

being highly engaged at work.
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Guess that Stat

In April of 2020, non-health employment
fell by over 14%. Total health employment
in February 2020 was 16.5 million, but
unlike past historical crisis’s, healthcare
also saw a ﬁ% decrease in
employment from February to April.
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Guess that Stat

The United States Bureau of
Labor Statistics projects that
demand for healthcare positions
will grow _ 16 9% by 2030,
totaling 2.6 million new jobs
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What are we truly facing?

Employees who are more...

= Stressed and worried, especially
younger than 40.

= Less engaged

= Leaving the workforce now more
than ever before
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Guess that Stat

RECOGNITION EDITION

According to a 2021 Delloite poll,
employee productivity, performance, and
engagement are 14Jhigher in
organizations with recognition programs
than in those without them.
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Guess that Stat

RECOGNITION EDITION

According to a 2019 SHRM study 79 o,

of millennials surveyed said an increase in

rewards would make them more loyal to
their employer.
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Guess that Stat

RECOGNITION EDITION

A recent study in February of 2022 by Morning Consult and
Axios showed that 31% of employees found hiring more
workers to be effective at keeping them happy at their jobs
versus _ 38 % of who said more frequent praise from
bosses kept them happy.
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Successful Recognition Programs

= Both Formal and Informal Components
= Sufficiently Funded

= Aligned with Mission and Values

= Appropriate

= Administratively Simple

= Timely

= Regularly Evaluated
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Formal
Recognition

= Merit Awards

= Stories of Ordinary Greatness
= Care Coupons

= MLSH High Fives

= Monthly High Five Award

= Quarterly Patient Experience
Improvement Awards
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Quarterly Patient Experience Improvement Award

= Based on specific PX metrics as
measured via NRC surveys. Utilizes
NRC Health “trend” report to track
chosen metrics quarterly

= Selected by administration and
presented publicly to the
department/team

= Award includes a trophy full of candy to
display for the duration of the quarter and
a banner signed by leadership
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Quarterly Patient Experience Improvement Award

= Trophy provided by SE and candy is funded by administration.

= Recognized department is announced at a hospital directors meeting and the
department director presents their team’s best practices with peers.

Department

Metric

Seacoast 1*' Floor Nursing

HCAHPS: Communication about Medication, Responsiveness

Seacoast 2™ Floor Nursing

HCAHPS: Communication about Medication, Responsiveness

Seacoast 3 Floor Nursing

HCAHPS: Communication about Medication, Responsiveness

Anesthesiology

OAS CAHPS: two anesthesia questions, Got Info Question

Case Management

HCAHPS: Care Transitions

Seacoast Emergency Dept

ED: Nurse Courtesy and Respect

Environmental Services

HCAHPS Cleanliness

Hospitalist Team

HCAHPS: Communication with Doctors

*Examples of Set Metrics
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* Monthly High Five Awards

McLeod Loris Seacoast Directors will’be gwardmg
"HightFive” certificates to recognize employees who
exhibit specific Service Excellence behavior.
This includes:

. Professionalism - Responsiveness/Customer

= Monthly 1 team member from each
- Embemelemlnass OO campus receives a gift basket
. Privacy, Respect, and Dignity No Pass Zone

Courtesy - Doing the right thing

g B e = Evaluated the program and adjusted

. Directions/Way-Finding - Stepping up when needed

- Telephone Communication who receives the monthly award from
random to purposeful in Oct 2021

Each "High Five” certificate can be redeemed for a FREE
medium hot/cold coffee or fountain drink.

= Expected that directors will utilize

Each month one individual from both Loris and Seacoast

e e e positive NRC comments to determine
This‘i*s a small token of appreciation for all you do! who receives a “hig h five”
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Monthly High Five Awards
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Informal Recognition

= Tear Away Sheets
= Take What You Need Station
= Chalk to Inspire

= Daily Reminder Note on Cars

Weekly Wednesday
WOWS

Monthly Moments
of Excellence
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Informal Recognition

= Tear Away Sheets

= Take What You Need Station
= Chalk to Inspire

= Daily Reminder Note on Cars
= Weekly Wednesday WOWS

= Monthly Moments of Excellence
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Informal Recognition- Tear Away Sheets
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Informal
Recognition-
Monthly
Moments
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Informal
Recognition-
Weekly
Wednesday
WOWSs
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The HOW?

NRC Real Time Surveys

= ED, OAS-CAHPS, medical practice = Email out to all directors weekly and monthly to all
= Subscribe to all comments on a weekly basis employees
= Use a template (publisher, word, etc.) = Track what areas are highlighted to keep it equitable
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Use Free
Resources
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If you’d like any of the files I've
shared or designs from canva
please complete this short form:

Nick.DeStefano@McLeodHealth.org
843-366-3902
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