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O el We Are Mission Health

OUR PURPOSE | g 7 THE MISSION EXPERIENCE
T

enhance the / The Mission Experience is what we do and how

i we do it. We make a positive impact in every
OUR MISSION | #ox e i Purpose Interaction with those we serve: residents and

Bringing the Mission Ex t . farmilies: colleagues and spouses; payors and

— R A providers; partners and owners; and our
surrounding neighborhoods.
OUR PRIORITIES | where we

OUR CARES VALUES
OPPORTUNITY UE GUIDE OUR ACTIONS
We lead the way. We open doors to possibility | We deliver sustainable results
1 CHARACTER
— @ ‘, @ —— P We cothe rignt thing for those we
.Y ¢ serve—especially when no one Is looking,
i i | ATTITUDE
° ° . « Outperform the + Unite our communities + Bethe first choice for THFOHGh QL ESIOns. WS Craie SnentIraniiane
competition in quality 10 work together for team members, payors, swhereisthexs washts be
and outcomes shared success providers, and residents
° and their families RESPECT
+ et industry-leading + Offer ways for team . With the Golden Rule as our guide, we expect
service scores members to connect, + Grow sustainably in ways the best, honor differences, and indlude syeryone,
grow, and advance that best position us to
» Push the boundarles care for our residents EXCELLENCE
of how and where we + Develop strong leaders Jreiqlisfepition Wo.aim to bs accountabls by improving
orovide care at all levels who hire,
ourselves, how we work, and our results.
train, inspire, and retain |+ Empower team
+ Use new technologies extraordinary team mermbers to make SERVICE
o Improva senvica memboers the most beneficial We make it pleasant and easy to work
decisions for our with us and stay with us.
+ Give Backoour long-term success
local neighbors + Adapt our business
and profession model so we can
nimbly and efficiently
respond to changes
in market dynamics
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Investing in Employees

2> With the emergence of the novel coronavirus, we’ve had
a chance to put our integrated employee engagement

platform to the test.
The story of how the

employee engagement
makes a difference when
we need it most!

> Lead by our values and priorities, we created a strong,
transparent employee safety net, leveraging the
information gathered from staff satisfaction surveys.

> The goal: to increase the reach to our employees in
meaningful and effective ways to support strong
outcomes for residents and family members.
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Employee
*” Approved °°

AWARD

Back to Back

Winners

RECOGNIZED BY EMPLOYEES FOR
OUTSTANDING CULTURE
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Multiple
locations

Common
opportunities
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MISSION HEALTH

CURBSIDE
GROCERIES

q/ \\ WE ARE ROLLING OUT A FOOD RELIEF
\ PROGRAM FOR OUR EMPLOYEES!
N\ ¢ > 4,583 Curbside Participants
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Employee
Support
Continues
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MISSION HEALTH
PTO—YOUR WAY

I order to care for the employees asked to

retum home to selfisolate as a esult of highisk
exposure to COVID-19 or instruted by & health care

For the duration of our COVID-19 response,
employees il be able o "sel” theiravailable:

acerued PTO hours, as part of our efforts to assist

provider to self iolate
advance on their PTO by up to 80 hours. This is
inclusive of any hours they have already taken in
advance.

‘experience. Employee are allowed o sell up to
halfof their accrued PTO, up to a total of 16 hours,
Employees may sell PTOn 8 hour increments only.

MISSION CARES
EMPLOYEE RELIEF FUND

uneral o ravel expenses
for stending a funeral or caring for &
terminaly il employee or iminediate fanily
mermher.

short ployecs
siguificant hardship 35 a et of a natural disaster, amily death, medical
emergency or other unforeseen designated events.

Exampl
their acorued PTO. They

for 202
‘an additonal 40 hours of advance PTO, for a total
of 80

‘would recelve §120 (minus taxes applled atthe regular
faxrate).

“This s your PTO, tumed Into money for your usel
‘Things ke childcare, extra grocerles, and other
necessities—great ways to make use of this program
if needed!

Fan mployoe s a Mision Hlthcommundy, nd s o
negatid o, Mision Health i o o s o tho
naipaychecc

pois Personal or Medical Emergency

Funds needed where an employees eaming
ity s e nterupted o impaired as
atesut of: accident oriness of cmployec:
and/or immediate famiy member;outof-
pocket health care expenises not covered
uner the employeeis health corerage; care
el resources for aciically il immediate
fannily merriber; et oss of employmment by

employes.
apply for and receive no more than one (1) grant per year (rolling basis).

For more information, to apply or to donate:

per month

employee contibutions 0 e M Gares Ernployee Relif FUnd 100% U0 o impaiean crployoe'scaming ity

100,000 per calendar year. To support your fellow empioyees by donating 10

Fund,

This s your PTO,
make It work for you! for

‘Should an employee n fonger workfo a Missan Heath communty,
MH Employes Handbook guideines apply

2907 W. Bay to Bay Bot

Tampa Florida | missionhealthcommunities com

"w ) MISSION
HEALTH

MHCARES @misslonhealthcommunities.com.
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2907 W. Bay to Bay Boulevard, Tampa Florida | missionhealthcommunities.com
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ABOVE AND
BEYOND PAY!

UPDATE 06/29/20

Because of your incredible dedication and courage to provide
care and services throughout the tenacious COVID-19 outbreak
North Ridge was able to flatten the virus curve for its residents
and tend to many others from surrounding neighborhoods who
found themselves ill. It is due to your consistent efforts and
outstanding outcomes that the virus has now been isolated to
less than a handful of rooms.

Your tireless approach has proven not only to be courageous,
but also awe-inspiring!

With that said, as of July 4, 2020, we will be retiring the Above
and Beyond Pay Program as the virus has shrunk to a level tha
it is no longer considered to be wide-spread.

Should the critical need arise again, we will be able to re-activate
the program. Isolation unit direct care staff will continue to
receive the additional pay of $10/hour added to base wage until
otherwise notified.

Thank you, again!

-~

North Ridge
Health and Rehab

A MISSION HEALTH Managed Community
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MISSION For your safety and the safety of residents, patients, and co-workers, wearing masks
is essential right now. However, we know this can cause physical, as well as emotional
H E AL-I_ H reactions; that rmay fee] difficult to'manage: Hers are & few tipe for ow to keep your skin
healthy and your mind calm while wearing a mask.
If the mental stress is getting to you, try techniques such as going to a closed-door office

and taking a few deep breaths (while remembering proper steps for safely transitioning in
and out of a mask). Utilizing scents such as essential oils that bring you comfort may also

-
I V I a na g I n g be a good trick. Try applying a little to your inner arm, or carrying it with you to bring some

calm when you're in a closed door environment. These methods can help remind your
brain that while the mask may be uncomfortable, hot, and frankly no fun, it is not causing

M as kS, W | t h physical harim, Iiifact:tfs kespligynsafa

Calming/grounding music: www.youtube.com/watch?v=JLJqUipWRWk

M iss i O n H ea I t h 5 senses coping technique: www.youtube.com/watch?v=70-0gjiLAQs

Square breathing coping i www.youtube. h?v=HAITJscAuy8

For those experiencing skin issues, try these best practices to prevent
or alleviate discomfort!

How to Avoid Skin Problems when Preventing Rashes from

Wearing a Mask Wearing Face Masks

1. Wash your face before applingmask 1. Keep your skin clean, dry and free

2. Apply moisturizer of sweat.

3. Use makeup only in eye area not 2. Use moisturizer and barrier creams
covered by mask such as zinc ointment

4. Reapply moisturizer when you 3. Relieve the pressure from the mask
safely can after removing mask every two hours

4. If you feel the mask rubbing, take it

More info: www.refinery29.com/en-
Us/2020/04/9657212/face-mask-skin- offies soon:as;you.adfely.can:

RIS AChe RS coORtARS More info: dralanviau.com/2020/04/05/
masks/
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Support on Demand We help

support
yvour life

i o=

TAKE A BREAK WITH CHELSEA AND ROSIE

Through a new series focused on spotlighting S
resources Mission Health has to offer, we are e
helping our employees feel better prepared to
manage stress, balance, and more!

vour lif

ro o
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I Just Need to Relax

TAKE A BREAK WITH ROSIE AND CHELSEA!

* There are resources available to anyone wheo
needs to clear their mind through meditation

* Headspace

* Articles on meditation, sleep, stress,
anxiety, healthy living, etc.

* Free trial for 30 days, and for one year to
anyone unemployed
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Supporting Families, Take a Break with Anne and Rosie
2> An innovative way to connect
our family members during
this time
> Education and camaraderie S
opportunities created just for s i S
our caregiver spouses — lead ; K
by Anne Lindeman o
>  When in doubt, Mission
Health is here for you! Mission Health Family
PUBLIC GROUP - 1562 MEMBERS
n rC EEIESEI_?E NRC Health Symposium | Understanding in focus | #NRCSymp 12
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Support
Communities
through Good Food!

+  Through fun programs and
community participation, we're
facilitating new experiences for our
residents (and employees).

> Round 2 of our Secret Ingredient
Cooking Challenge featured the
mighty potato. Here’s a look at just
one of the many creations chosen,
whipped up, and tasted tested by
our employees and residents

> (potato pancakes from Dickson)
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Enhancing Engagement Across Platforms

P ResQURCE
ENTER

AT

ion Health Communities
e

WP Today's spotight i on fwo of our Kansas communities Lansing
ab, https://Inket in/otf8pfk and El Dorado Care and Rehab,
n/eqZ_naW where they are excited to interview potential n _ses more

> We've been able to reach a
Wlde aUdlence Of employeeS! IRl;s[PNs 4 m Mission Health Communities
residents, family members, e ks B & Dt M G T AR DRI O
volunteers, and more through [ bt Han e R ety e s
our Varlous Soclal medla nd others! #spreadfactsnotgerms #missionCARES
platforms.

missionhealthcommunities

Mask Effectiveness

filtered out

2> This has been particularly
important in helping our
employees, and family
members of residents, feel
connected
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~~ ] MISSION
HEALTH

Do you know
someone
in need of
temporary

employment?

i
WE'RE HIRING!
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CNA fast track — team awesome!

<+ Our sincerest thanks and congratulations to
Robin Jones, who has officially graduated her

50TH CNA!!!

» through the waiver program that is helping us
provide quality care during COVID-19.

> There are so many members of team Mission
who we have been able to welcome thanks to
Robin (featured bottom, center) — we look
forward to those to come!
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Retention Rates (Q2)

Stte v e
688 92

Retention Rate

Georgia 64% . .

> Making great strides to
Tennessee 150 40 68% Support our current
Kansas 686 254 72% teams with a safety net

that they need to care
Minnesota/W| 196 93 53% for our residents
Cumulative 1720 479 67%
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Engaging Strong Leaders
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MH Employee Resource App

o TELADOC

2 9 4

n & Family Mental Health Medical E

5—‘

With the added pressures everyone is facing

During this period of uncertainty caused
the outbreak of COVID-19, the HR team hi
developed a toolkit to support mental,
physical, and emotional relief needed du
this unprecedented time.

thi i "
Please take your time to review the folloy Welcome to Mission Health! during this pandemic, especially those in the
materials, links, and guidance available t healthcare profession, we know how

you sheuld the need arise to help you an We belleve that in order to create a viable,

important it is to have easv. affordable

"w ] MISSION
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Partnership with NRC Health

Q 2= 94

v ' & & & & ¢
Employee Real-time customer Third party Star ratings and
engagement feedback monitoring reviews
an N HEE'R& NRC Health Symposium | Understanding in focus | #NRCSymp 21
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Online Reputation Matters
o Average Rating
2> Let's Google it! 4.65

2> Over the past two years, we have invested
meaningful time and effort into elevating our
online reputation, with a specific focus on
Google

+48% vs. previous 2 years

»  Through targeted programs, how-to-guides,
and incentives with our Business 0 Total Reviews

Developments teams, administrators, and
community champions,
1,211
> We have been able to raise our overall rating
across communities by 48% and increase our +604% vs. previous 2 years
total number of reviews by over 600%
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22

PAGE 11
26" Annual NRC Health Symposium - Virtual Event
August 24-25, 2020




Rethinking Voice of Consumer Programs

TODAY

Obtaining a score to
measure the
Satisfaction

Program Focus

leedback Sources Mailed Paper Survey

‘'ocus of Analysis Survey Responses

Detailed multiple-choice

Survey Design questlions

Reactive, based on

Action Items S i
what happened

TOMORROW

Uncovering insights to improve the experience

Integration of survey, operational and CRM datd

Drivers of loyalty (and disloyalty) across
continuum + data sources

Targeted open-ended questions

Proactive, based on anticipating what will
happen

Looking to the Future of Customer Intimacy: Real Time

In 2020 we launched a new
program for collecting
dynamic feedback from our
residents, patients, and
family members

Real Time through NRC
Health allows us to reach
out through phone and
email surveys, on a rolling
basis, to begin our journey
of live feedback!
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Real time feedback from Residents and Families
p—
Shift from paper long surveys Immediate results on an Identified patient/resident
to short phone calls or email ongoing basis vs once a year data
> Move to a service
recovery program
an K uIIESEIL?'u NRC Health Symposium | Understanding in focus | #NRCSymp 24
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Thank you!
HEROES WORK HERE. ) prsrviia

Enhancing the quality of life for those we serve
L v 7 —
Enhancing the quality of life M ISS!ON H E Ro ES <4 Teak . u ﬂ??"l‘“',"mdg‘!
for those we serve HEALTH work here- ' ,l- !EE-" ' - ;..-..
. (e 3 2
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