





CASESTUDY

therefore, critical to the quality of worklife resource
team’s success. The team applied four basic principles
when communicating to staff about the survey, results,
recommendations and actions to be taken:
e use a variety of vehicles to deliver the messages;
e write in simple, action-oriented language;
e reinforce individual and team accountability
for creating a healthy, fun and productive
workplace; and
e communicate plans and progress regularly.

The quality of worklife resource team reviewed the results
in depth and then offered a day-long workshop for all

St. Joseph’s leaders, where they reviewed the results

and began to establish corporate response priorities. In
addition to group discussion, workshop leaders used
electronic voting devices to gain consensus in a very
large group and reduce information collation time. This
also provided real-time results for decision-making and
generated enthusiasm within the leadership group, which
was subsequently accountable for sharing results with the
teams and creating team-based plans.

“The use of electronic voting devices to set our corporate
priorities from the survey results was so much fun!

In addition to bringing the input of leaders together
instantaneously, the buzz in the air was palpable. It

was a perfect foundation upon which to build our own
leadership commitment and share the energy with our
teams,” said Janice Vandevooren, director and quality of
worklife team member.

Implementation

Following leadership engagement, the quality of worklife
resource team reviewed the recommended priorities

and identified three areas of corporate focus. The team
presented their results to St. Joseph’s senior leaders along
with a first 90-day plan to ensure a responsive, action-
oriented approach that would be visible and meaningful
to staff:

Create a more positive, respectful and fun workplace.
Activities:

e gathered staff input about how to have fun in the
workplace and published the ideas in an employee
newsletter

e implemented a series of fun, “WOW” activities to
communicate the survey results and gather ideas
from staff about how to put the three areas of focus
into practice

e conducted focus groups to learn more about
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diversity in the workplace and gathered
recommendations from staff about how to increase
respect for diversity

e encouraged the implementation of quality of
worklife groups at the unit, program and/or site
levels

e organized a walking challenge program (based on a
most successful program implemented at one of St.
Joseph'’s sites last year) to encourage participation
in fun physical and team activity

e created a leadership toolkit for implementing
worklife strategies

Better recognize each other for our contributions.
Activities:
e provided tips for giving recognition in an employee
newsletter
e published more articles celebrating staff roles and
the contribution people make to St. Joseph’s
e created electronic “I noticed” cards
e introduced a ‘recognition menu’ of diverse strategies
available to staff and leaders for thanking and
recognizing colleagues

Enhance learning opportunities.
Activities:

e offered ideas in an employee newsletter about
building a resilient career through a commitment to
life-long learning

¢ developed new courses based on survey feedback,
for example in areas
of effective teamwork, dealing with
conflict and interpersonal communication

¢ developed new strategies to allow self-directed and
on-unit learning

e investigated “mobile” computer training
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HAT’'S IN AN EMPLOYEE
XPERIENCE SURVEY?

RC Picker’s instfrument design incorporates traditional
uman resources components and provides an assessme
f an organization’s patient care environment from the
rovider’s perspective. We have developed modules that
an be selected by an organization based on manageme
nitiatives or organizational concerns. With more than a
ozen years of employee experience data, NRC Picker ha

rich database of comparisons.

ORE COMPONENTS OF
MPLOYEE PERCEPTIONS
NSTRUMENT:

PATIENT-CENTERED CARE
ENVIRONMENT:

This component assesses the patient-centered care
environment at the unit level & identifies barriers of
care.

ORGANIZATIONAL COMMITMENT:

This component enables organizations to understand
the key drivers of organizational commitment and
how these drivers influence employee retention and
development.

EXAMPLE ADDITIONAL MODULES

* AHRQ Patient Safety Culture Assessment

* Compensation and Benefits

* Physical Environment and Safety

* Training

* Diversity

* Safety, Training, and Health Needs Assessment

We also provide resources for improvement, includin
-Reports and eToolkit. By automatically flagging specifi
roblem areas and linking to proven best-practice
ecommendations, eToolKit gives your staff the resources
mprove performance. It includes:

EVIDENCE-BASED BEST PRACTICES:

NRC Picker continuously researches the field and
industry literature for best practices, enabling manag
to focus their time on improvement efforts.

IMPROVEMENT PLANNING SUPPORT:
Access to resources to assist managers in the
improvement process, including improvement planni
guides and presentations by leading experts.

NRCPicker.com

There was extensive corporate and team-based
communication about the survey results and
follow-up action plan. Leaders held a range

of open forums and team meetings. Print and
electronic mediums were used to share information
and encourage ongoing feedback from staff.

“From the moment we shared the results and
implemented early activities to engage leaders

and staff in our collective response, we have been
able to build and sustain momentum on a range of
workplace satisfaction areas, while staying focused
on the corporate-wide priorities,” said Karen Stone,
chief human resources officer.

Making fun a priority in the workplace seems

to have opened new possibilities. Groups have
organized events such as motivational movie time,
unit pride events, treat days and “just because”
draws.

“By improving staff morale we can make a
difference towards patient care. This is an ongoing
project that the hospital has made a commitment
to, and the QWLRT will continue striving for ways
to communicate and improve the work life of St.
Joseph staff,” said Jessica Wall, nuclear medicine
technologist and another quality of worklife
resource team member.

The team has since introduced a second 90-day
plan and continues to sustain activities. The group
has implemented a project management software
tool to track planned initiatives and progress across
the organization.

St. Joseph’s organizational development and
learning services, quality measurement and
evaluation, human resources and communication
departments continue to provide support to the
initiatives.

“We think the success of our venture is in great
part due to the staff members who have been
given dedicated time to steer the course and corral
our energy. The interest of committee members

is high and the diversions in a very challenging
workplace are many, so having someone set

the meetings and keep track of the actions is of
critical importance,” said Kristen Goodman, team
coordinator and co-chair.




