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Pareto chart used to track occurrences of 
common service recovery opportunities

Countermeasure tracking grid to track 
experiments and trials
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Standard Work 

Owner vs. Renter 
Mentality

Interprofessional 
Collaboration
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Confidence and Trust in Nurses 
FY20-FY22
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 Focused rounding with both 

patients and team members

 Learn barriers to success

 Drive improvements 

Nurse Leader Rounding
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Identifying Trends in Care through Rounding

Round by 
Assignment

• Round with the 
nurse first

• Focused 
Questions to 
learn about 
behaviors

Use Focused 
Questions

• Choose focused 
patient rounding 
questions aligned 
with your 
strategic lanes

Provide 
Feedback and 

Coaching

• Provide the team 
member with 
feedback that 
encourages 
growth

Identify and 
Share Trends

• Reflect on what 
you learned

• Share learnings 
at huddles
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Coaching Excellence

To Elevate Frontline Staff Members’ 
Performance 
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Coaching Excellence Model
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When the Standard is not Met…

In this situation, re-educate the team member to the standard, and 
follow back up with the team member at the end of the shift. 
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Coaching Excellence: Leaders are on Stage
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CNO Gemba

Intentional Leadership



 Every Gemba Starts at the 

Visual Management Board

 Gemba should align with the 

strategic initiative of the unit. 
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Developing a Frontline Leadership Standard

Charge Nurse Development 
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Service Recovery Training Leadership DevelopmentEffective Communication

Utilizing the CARE 
Model to structure 
service recovery 
conversations: 
• Connect
• Apologize
• Repair
• Exceed

Utilizing tools to 
communicate effectively 
and respectfully
• SBAR
• THINK

Opportunities to grow 
future leaders:
• Book Clubs
• NCharge Training Course
• Preceptor Course
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Confidence in Doctors FY20-FY22
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 Daily Hospital Medicine Huddle

 Length of Stay

 Readmissions

 Confidence in Physicians

 Interdisciplinary Rounds (IDRs)

Collaborative 
Daily Huddles
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Physician Recognition

Acknowledging Values in Action
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 Hospitalist of the Quarter:

 Highest “Confidence in Doctor” Score

 Minimum number of Surveys

 Recognized in Newsletter

 Recognized at Department of Medicine

 Favorite Treat placed in Doctors lounge

 Plaque at End of Year

Quarterly Award
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 Agenda Set by Hospitalist Group

 Allows time to problem solve and trouble shoot

 Creates Social Capital

Monthly CEO Luncheon
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To Build  
Conf idence, You 

Got t a Own It !
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