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Today’s Presenter

Ryan Donohue is the Corporate Director of Program Development and 
Strategic Advisor for NRC Health. He also an advisor to The Governance 
Institute. Through NRC Health's consumer perception division, Ryan has 
partnered extensively with hospitals and health systems to leverage 
market intelligence and build consumer-centric healthcare brands. Ryan 
has studied the effect of consumerism across multiple industries and 
collaborated with Mayo Clinic, Northwestern Memorial Hospital, 
Vanguard Health Systems, Trinity Health, Medical College of Georgia, and 
other providers big and small to analyze and understand consumer 
decision making. Ryan specializes in creating simple yet effective 
strategic models any healthcare brand can use to reach and influence its 
customer base.
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Learning Objectives & Continuing Education

After viewing this Webinar, participants will be able to:

• Identify the major flaws in employee engagement in healthcare.
• Connect the C-suite and senior leadership to the employees who will deliver 

their strategy.
• Explain what consumers value and how those values can connect the internal 

dots for healthcare organizations.

Continuing Education Credits Available:

Jointly Accredited Provider: In support of improving patient care, The Governance Institute, a 
service of NRC Health, is jointly accredited by the Accreditation Council for Continuing Medical 
Education (ACCME), the Accreditation Council for Pharmacy Education (ACPE), and the American 
Nurses Credentialing Center (ANCC) to provide continuing education for the healthcare team. This 
activity was planned by and for the healthcare team, and learners will receive 1 Interprofessional 
Continuing Education (IPCE) credit for learning and change.
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Continuing Education (continued)

The Governance Institute designates this live activity for a maximum of 1 AMA PRA Category 1 Credit(s)™. Physicians 
should claim only the credit commensurate with the extent of their participation in the activity.

The Governance Institute is authorized to award 1 hour of pre-approved ACHE Qualified Education credit for this 
program toward initial advancement, or recertification, of FACHE. Participants in this program who wish to have the 
continuing education hours applied toward ACHE Qualified Education Credit must self-report their participation. To self-
report, participants should log into their MyACHE account and select ACHE Qualified Education Credit.

CPE: The Governance Institute is registered with the National Association of State Boards of Accountancy (NASBA) as a 
sponsor of continuing professional education on the National Registry of CPE Sponsors. State boards accountancy have 
final authority on the acceptance of individual courses for CPE credit. Complaints regarding registered sponsors may be 
submitted to the National
Registry of CPE Sponsors through its Web site: www.nasbaregistry.org.

Program level: Overview
No advanced preparation required
Field of Study: Business Management and Organization
Delivery method: Live Internet
Maximum potential CPE credits: 1.0

Criteria for successful completion: Webinar attendees must remain logged in for the entire duration of the program. 
They must complete the evaluation survey and include their name and degree (M.D., D.O., other) at the end of the 
survey in order to receive education credit. Evaluation survey link will be sent to all registrants in a follow-up email after 
airing of the Webinar. 
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Disclosure Policy

As a Jointly Accredited Provider, The Governance Institute’s policy is to ensure balance, independence, objectivity, and scientific rigor 
in all of its educational activities. Presentations must give a balanced view of options. General names should be used to contribute to 
partiality. If trade name are used, several companies should be used rather than only that of a single company. All faculty, 
moderators, panelists, and staff participating in The Governance Institute conferences and Webinars are asked and expected to
disclose to the audience any real or apparent conflict(s) of interest that may have a direct bearing on the subject matter of the 
continuing education activity. This pertains to relationships with pharmaceutical companies, biomedical device manufacturers, or
other corporations whose products or services are related to the subject matter of the presentation topic. Significant financial interest 
or other relationships can include such thing as grants or research support, employee, consultant, major stockholder, member of the 
speaker’s bureau, etc. The intent of this policy is not to prevent a speaker from making a presentation instead, it is The Governance 
Institute’s intention to openly identify any potential conflict so that members of the audience may form his or her own judgements 
about the presentation with the full disclosure of the facts. It remains for the audience to determine whether the presenters outside 
interests may reflect a possible bias in either the exposition or the conclusion presented. In addition, speakers must make a meaningful 
disclosure to the audience of their discussions of off-label or investigational uses of drugs or devices.

All faculty, moderators, panelists, staff, and all others with control over the educational content of this Webinar have signed disclosure 
forms. The planning committee members have no conflicts of interests or relevant financial relationships to declare relevant to this 
activity. The presenter has a financial relationship with The Governance Institute due to his employment status with NRC Health. This 
relationship has no bearing on the educational intent and content of this program.

This educational activity does not include any content that relates to the products and/or services of a commercial interest that would 
create a conflict of interest. There is no commercial support or sponsorship of this conference.

None of the presenters intend to discuss off-label uses of drugs, mechanical devices, biologics, or diagnostics not approved by the FDA 
for use in the United States.
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Roadmap

• Current State of Employee “Engagement”

• Measuring Employee Engagement

• Employee Engagement + Consumer Experience

• What the Future Holds

• Discussion
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Current State of
Employee Engagement
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The Nature of Work

Source: Dale Carnegie EE Study, 2017; smallbizlabs.com, 2016.

• The nature of work tends to embody a natural negativity and has done 
so since the industrial revolution.

• In 2016, 49% of U.S. workers reported satisfaction with their job, good 
for a 10-year-high in satisfaction.

• Workers claim being overworked and underpaid are their two biggest 
barriers to feeling engagement in their employment.



What does 
“Employee Engagement” 

mean to you?
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Maslow’s Hierarchy of Needs

Self-
Actualization

Self-Esteem, 
Respect

Family & Friends

Personal Safety

Air, Food, Shelter
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Why Should We Care if Employees are Engaged?

Source: Dale Carnegie EE Study, 2017; smallbizlabs.com, 2016.

• We can all recall the damage caused by being unengaged at work.

• Nurse engagement is number one variable correlating to mortality (more 
than nurse-to-patient ratio).

• When engagement increases: absenteeism and staff turnover tend to 
decline (and sometimes dramatically).

• True engagement: emotional commitment to the organization and its 
mission.
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Engagement

Satisfaction or Happiness



Is Employee Engagement a Top 10 
Priority in Your Organization?



a) It is one of our top five priorities.

b) It is one of our top 10 priorities.

c) We are discussing moving this higher on our list of priorities.

d) We feel our employees are already fully engaged.

Polling Question: 
To what extent is employee engagement and its effects on patient experience 
a concern or priority for your organization’s leadership and strategy?
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• Just 26% of organizational leaders said employee engagement is  
“very important.”

• 31% of managers strongly agreed that their companies make employee 
engagement a top priority (16% disagreed).

• 41% of senior leaders believe they are supporting their managers in 
efforts to engage their employees (8% disagreed).

Current State of Employee “Engagement”

Source: Dale Carnegie EE Study, 2017.
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How do we increase employee engagement?
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How do we increase employee engagement?
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a) 25 percent

b) 12 percent

c) 5 percent

d) 1 percent

Polling Question: 
How much does a 10% raise boost an employee’s satisfaction in his or her role?
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The Link Between Salary and Employee Satisfaction

19

10% 
increase in 
Employee 

Salary

1%  
increase in 
Employee 

Satisfaction

Source: Glassdoor.com, 2015.
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Measuring
Employee Engagement
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• As an industry, we are not lost on the importance of measuring 
employee engagement.

• Human resources departments are often flooded with requests and ideas 
on how to measure employee performance and engagement.

• Measuring engagement enjoys much interest but very little consistency 
across the industry.

Measuring Employee Engagement

Source: NRC Health’s Employee Engagement Studies, 2018.



How Often Do You Measure 
Employee Engagement?
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Measuring Employee Engagement

Source: NRC Health’s Employee Engagement Studies, 2018.

0% 5% 10% 15% 20% 25% 30% 35%

Nothing, no downsides

Employee don't trust them

Employees only remember negative issues

They don't factor in new hires and employee departures

They don't provide enough information

Employees don't respect them/put throughtful responses…

They tend to be too long/take too much time to complete

They result in problems being left unresolved

Employees only remember recent events, not the full year

They don't account for a regularly changing workplace

Data isn't timely/can't make changes in real time

Reasons Managers Give for Dissatisfaction with Annual Employee Surveys
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National Average on Employee Engagement

As an employee, what is your level of engagement?

Source: NRC Health’s Employee Engagement Studies, 2018.
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National Average on Employee Engagement

As an employee, what is your level of engagement?

Average 
Consumer 
NPS = 14

Source: NRC Health’s Employee Engagement Studies, 2018.
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a) 14 (out of 100)

b) 25 (out of 100)

c) 50 (out of 100)

d) 70 (out of 100)

Polling Question: 
What is the average Net Promoter Score (NPS) given by a hospital patient?
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National Average on Employee Engagement

As an employee, what is your level of engagement?

Average 
Consumer 
NPS = 14

Average
Patient
NPS = 70

Source: NRC Health’s Employee Engagement Studies, 2018.
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Employees on the Patient Experience

How engaged is your organization on delivering the 
patient experience?

Source: NRC Health’s Employee Engagement Studies, 2018.
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• The employee view of engagement is more closely associated with a 
general consumer’s view, not the patients they serve.

• Our employees represent the largest section of consumers who we have 
an opportunity to educate on a daily basis.

• We have largely failed to connect the dots between our need for engaging 
our employees and our need for engaging our consumers.

Measuring Employee Engagement

Source: NRC Health’s Employee Engagement Studies, 2018.
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Employee Engagement

Consumer Experience
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Employee Engagement + Consumer Experience

Source: NRC Health’s Employee Engagement Studies, 2018.
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Employee Engagement + Consumer Experience

Source: NRC Health’s Employee Engagement Studies, 2010-2016.
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Measuring the Employee/Consumer Connection

Source: NRC Health’s Employee Engagement Studies.

Employee Dimensions

Commitment

Manager Investment

Peer Relationships 

Job Satisfaction

Custom Culture Questions

Consumer & Patient Dimensions

Access to Care

Continuity and Transition

Coordination of Care

Emotional Support

Information and Education

Involvement of Family and Friends

Physical Comfort

Respect for Patient Preferences

Patient Safety
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Measuring the Employee/Consumer Connection
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Employee Engagement + Consumer Experience

Source: NRC Health’s Employee Engagement Studies.

75.6%

53.5%

66.0%

75.4%
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Employee Engagement + Consumer Experience

Source: NRC Health’s Employee Engagement Studies.

24%

38%
36% 37%

50%
47%

41%

58% 57%
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Friends

Patient Safety Physical Comfort Respect for
Patient
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NRC Average



Have You Improved 
Engagement? How?
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• Virtually every organization has some link between its employees and 
their engagement and its consumer and patient experiences.

• There is incredible potential for improvement in engagement from 
both key audiences: employees and consumers.

• Experiences aside, what about perceptions? And, can consumer 
perception and employee perception be linked?

Measuring Employee Engagement

Source: NRC Health’s Employee Engagement Studies, 2018.
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UIMC (Chicago, IL): Branding the Employee Experience

• Branding the employee experience
– Benefits fairs
– Physician directory
– Primary care Web page
– Find a Doctor resource
– Online appointment requests
– Leadership advocacy (testimonials)
– Open enrollment page
– Employee app
– C-Suite presence

Strategy: Support existing HR and 
employee benefits activities while 
continuing to improve the 
pathways to utilization for 
employees by considering their 
decision making.

Source: University of Illinois Medical Center.
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UIMC – Measuring Consumer Perception via Employees

Source: NRC Health’s Market Insights, 2019.
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Poll Question: 
How many of the 6 consumer awareness metrics can be applied to employee surveys?

a) 0 of 6 metrics

b) 2 of 6 metrics

c) 4 of 6 metrics

d) 6 of 6 metrics
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UIMC: Measuring Consumer Perception via Employees

Source: NRC Health’s Market Insights, 2019.
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Employee Perception

Consumer Perception
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• Employee engagement is truly difficult to attain and maintain.

• Reconnecting caregivers (and care support roles) to what the consumer 
and patient wants seems to work.

• Different types of employees must be treated differently in both 
measurement and engagement solutions.

• If we do all of this, will our employees be engaged?

Final Thoughts on Employee Engagement
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The Birth of 
Employee Enablement
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Improving the Culture:  Engagement + Enablement
D e c e m b e r  3 ,  2 0 1 948

Engagement Drivers
• Clear and promising direction
• Confidence in leaders
• Quality and patient focus
• Respect and recognition
• Development opportunities
• Pay and benefits

Engagement Employee 
Effectiveness Enablement

Financial 
Success

Employee 
PerformanceRetention

Enablement Drivers
• Performance management
• Authority and empowerment
• Resources
• Training
• Collaboration
• Work, structure, and process



How Will You Drive 
Employee Enablement?



50The Governance Institute  | December 4, 2019

Time Spent on Career Planning

2766.4

946.4

436.8 436.8 400.4
320.8

160.0
39.0 22.5 10.0 1.5

0

500

1000

1500

2000

2500

3000

Sleeping Leisure and
sports

Eating and
drink ing

Caring for
others

Household
activities

Education Planning a
wedding

House hunting Planning a
vacation

Car purchase Career
planning

Hours Spent in a Year
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Employee Enablement as the First Wave

“Don’t let your 
employees first 
lay eyes on the 

campaign during 
their morning 

commute.”

Kelly Brockmeier
St. Vincent’s



52The Governance Institute  | December 4, 2019

Conclusion

• Most employees struggle to stay engaged on their own.

• Our measurement of employee engagement has mostly failed us.

• Consumers and patients are an interesting triangulation of our internal 
relationship between leaders and employees.

• We must work to engage and enable employees to be their best.
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Discussion
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Questions & Discussion
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Contact Us…

The Governance Institute
9685 Via Excelencia, Suite 100

San Diego, CA 92126
Toll Free (877) 712-8778

Info@GovernanceInstitute.com

Ryan Donohue
NRC Health

1245 Q Street
Lincoln, NE 68508

Toll Free (800) 388-4264
Rdonohue@NRChealth.com


