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Hearing
employee voices

Keeping in touch is a two-way street
at Community Health Network

mpowerment. It's what employees
feel when they know someone is re-
ally listening.
Community promises to give all em-
ployees a voice—a say in matters that affect
them, an avenue for sharing ideas and

Each employee has a voice—an opportunity
to provide input and feedback—into decisions experience of specific segments of
that a ect him or her.

Surveys
Focus groups

Complaint resolution policy
and procedures

Irritations/Solutions committees

Town Hall/People-to-People/

Heart Happenings employee meetings

offering feedback. Making this happen takes
a number of forms, and it happens every day.

One tool open to everyone is so simple
that some may overlook it: e-mail. Every
employee has an address, and all addresses
are listed in the address book, from immedi-
ate supervisors all the way to the top of the
organization. Employees who hear CEQ Bill
Corley refer to their notes and suggestions
in his weekly voice-mail message know that
someone is listening,

Listening through surveys
and focus groups

Surveys are another frequently used way
that employees can share their thoughts.

Inthe SPOtlight

At a recent People to People meeting atr Community East, topics
ranged from how Community scored on HCAHPS compared
with local competitors, to an overview of the network’s financial

performance, to employee recognitions and awards.

Throughout the year, the network makes
contact with employees, asking what they
think about their benefits and work environ-
ment, what they like and what they would
change. Surveys ask about the culture of
safety, what’s working and what could be
done better. On a more intimate
scale, focus groups do much the
same thing, as do special committees
focused on improving the employee

employees.

Look around and you're bound
to spot ways that the employee
voice has been heard and heeded.
Employee suggestions have led to
new procedures that are keeping
patients safer and improving their
experience. Employee requests led
to improvements in benefits for
bariatric surgery. Employee con-
cerns led to policy changes designed to
help workers who have maxed out in their
position’s pay scale.

Be heard, stay informed
through employee meetings
Have your questions answered. Meet with
network leaders. Learn what’s happening in
your organization. Applaud the accomplish-
ments of your colleagues. Grab a snack and
enter to win prizes. Did you know you can
do all of this in just an hour or so?

The name is not the same everywhere.
Employees at The Indiana Heart Hospital
know this event as “Heart Happenings,” VEI
staff members gather for “Town Hall

efforts are the network’s vari-
ous service awards for those

Meetings,” and employees of Community
Hospitals Anderson, East, North and South
as well as Community Home Health Ser-
vices call it “People to People.”

The purpose, however, is similar. Several
times a year, senior leaders invite employ-
ees to a special meeting intended to bring
employees up to speed on all the latest
news around the network and to provide a
fun and comfortable forum for discussion
and input-gathering. Topics include new
programs or building projects, recent accom-
plishments, changes that affect employees
and ways to achieve exceptional patient
experiences.

“The meetings are informative,” says
Community East respiratory therapist Pat
Keller. “They let me catch up on all the new
things that are happening, especially at my
location.”

James Dennis, a caterer at Community
East, sometimes finds it difficult to take the
time to attend the live meeting. In an effort
to reach employees who do not work every
day or cannot be away from their work for a
full hour, hospital leaders presented the first
virtual People to People meeting last year.
Employees were able to access the presenta-
tion through InComm on their own time.

“Our People to People sessions play a very
important role in creating an exceptional
employee experience,” says Mark Dixon,
president and CEO of Community Hospi-
tals of Indiana Inc. “I really enjoy the oppor-
tunity to have this dialogue with our front-
line employees. It helps us all remember
that patients are the reason we exist.” ®

recognition, they also get a $125
gift card, 16 extra hours of PTO

Better relationships, better care

Community fosters teamwork to improve the employee experience

elivering exceptional health care

takes teamwork, and teamwork

takes solid relationships. That’s
why fostering healthy relationships—friend-
ships as well as working relationships—is a
primary focus of the network.

There are lots of ways to accomplish this.
One is simply to get employees together for
team-building and recreational activities. At
VEI, for example, “we might take employees
to an Indians game,” says Liz Cave, human
resources project specialist for VEI.

“And we had a big activity at The Chil-
dren’s Museum in January, with 200 to 300
people,” Cave adds. Employees and their
families were admitted at a discounted rate,
received a special lunch voucher and en-

At an event for VEI employees and families at The Children’s Museum of Indianapolis,

The holiday party with Santa is one of the
fun-focused events, but employees also work
together to benefit the organization’s patient
emergency fund.

“Employees buy snacks, and the pro-

Strong relationships serve as the foundation

for a healthy work environment.

Relationship development training

ceeds go toward patients in need of items
such as blankets and fans,” Cooper says.
And on “Jeans Days,” employees pay to
wear jeans to work. “The proceeds goes
toward our patient emergency fund.”

Teamwork for

better outcomes

Many hands may make light work, but they
also make for better work. The network is
always on the lookout for ways employees
can improve care and increase efficiency by

VEI employee Trena Fleming served as a face-painter.

joyed the museum’s regular activities as well
as face painting by VEI employees.

At Community Home Health Services,
employees get together both for fun and to
collectively help others, says Sherry Cooper,
marketing and communications manager.

There is a culture of recognition and

thank yous to celebrate employee

Recognizing and thanking
Community employees

very day, Community

employees are asked

to deliver exceptional
experiences to patients, fami-
lies and co-workers, and every
day they come through. The
network wants to say “thanks”
and “congratulations” for a job
well-done.

Community does so in

numerous ways that go beyond
a simple, verbal “thank you.”
For example, the monthly Hot
Shot awards honor an individual
whose efforts have gone above
and beyond the call of duty.
Hot Shot winners earn a mon-
etary award and network-wide
recognition.

Also honoring employee

who have been on the team

for a long time. Those reaching
milestones in increments of five
years—five, 10, 15, 20, etc.—are
invited to a recognition lun-
cheon and can choose a thank-
you gift.

A new addition at many
network employers is the Super
Service Society, for those reach-
ing those five-year milestones
beginning with 20 years. In
addition to the usual five-year

and a lapel pin signifying their
membership in the society. “I
just think this is great!” says
honoree Becky Collins, a Com-
munity Anderson administrative
assistant and 35-year employee.
“It really makes me feel appreci-
ated and proud to work for such
a wonderful organization that
values their staff”

Then there are the special
recognitions for the daily work
of all Community employees—

contributions and accomplishments.

Service awards

Hot Shot awards

Nursing Excellence awards
Health Care Team Week

Recognitions and celebrations

at the site and team level

the most recent example is Health Care

Team Week, a local spin on National
Hospital and Health Care Week, which

working together more effectively. In fact, it
even takes teamwork to create such solutions.
Currently, multidisciplinary teams of
Community employees are focusing on
clinical integration. It’s a concept that has
everything to do with relationships and

takes place each May. From com-
plimentary ice cream sundaes and
breakfasts to network-wide cookouts
to individual departmental and unit
activities to a special gift for each

Relationship expectations in
performance evaluations

Emphasis on building manager-
employee relationships, and

team member, Health Care Team
Week gives the Community family a
few days to step back and admire the
service of fellow employees.

“Health Care Team Week is a
special week dedicated to celebrating
our employees,” says Carrie Wilson,
human resources project coordinator.
“Our staff gives so much of themselves
each day, and this week of celebration al-
lows us to say the thanks they deserve.” ®

on teamwork

teamwork, because it’s all about ensuring
that all of the various employees who have a
hand in a particular patient’s care are on the
same page, communicating effectively and
working from the same playbook.

“This is not a matter of individuals just
trying harder, this is us learning how we all
have very important roles and responsibili-
ties in caring for patients, and how we learn
how to link those roles as part of an interde-
pendent team,” says Community Physicians
of Indiana CEO Tim Hobbs, M.D., who is
overseeing the network’s efforts to improve
clinical integration.

Another example is creating lean process-
es. It's a concept borrowed from the world of
manufacturing, and involves a highly de-
tailed examination of processes—any kind of
processes, from billing to cleaning to delivery.
Applying the lean concept requires creation
of a team that includes those on the front
lines of whatever process is being studied.

It's very much a team effort, as partici-
pants meticulously map out the process as
it's being done now, then study the map
to find steps that can be eliminated. “Team
members become sensitive to other people’s
processes,” says Lainey Docque, Ph.D., direc-
tor of organizational development. “When
you understand other people’s procedures as
they come together, we build better rela-
tionships across multiple disciplines.”

Academic relationships
Enhancements in evidence-based practice

is the goal of a group of Community nurses
called the Council of Nurse Scientists. “It’s a
new group of nurses within the organization
who either have completed their doctoral
education or are embarking on that process,”
says Cindy Adams, R.N., Ph.D. and director
of the Healthy Heart Center at The Indiana
Heart Hospital. “Our overall aim is to use
scientific inquiry to improve patient care.”

The group will be focusing on questions
that impact how nurses care for patients,
she says. Members will survey research that
has been published in scholarly journals, and
also may sponsor their own studies.

What'’s unusual about Community’s
Council of Nurse Scientists is the fact that
it exists somewhere other than a major
academic institution, Adams says. “It’s very
special that this has been established in a
community hospital setting.” ®
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Making the case

Employer brand ads let job-seekers
know it’s a big deal to work here

ommunity already has

a solid reputation as a

health care employer
of choice. The network’s new
“employer brand” advertise-
ments are intended to reinforce
that positive image. The ads are
designed to show from an em-
ployee perspective what makes
Community different from other
health care organizations in cen-
tral Indiana.

What's different? According to
Craig Gagnon, vice president at
Community’s advertising agency,
Meyer & Wallis, there’s a sense
of pride in being associated with
Community, and a strong culture
of caring, both for patients and
for one another. “We’re constant-
ly trying to capture that as best
as we can to use as a differentia-
tor” in advertising, he says.

There’s also the knowledge
that the network is highly
invested in the well-being and
satisfaction of its workforce, says
Karen Shanks, vice president,
human resources. “We recognize
and are sensitive to the unique

work/life cycle needs of our em-
ployees,” she says. “The employer
positioning ads really address the
needs and the flexibility, depend-
ing on what stage of life various
employees happen to be at.”

One of the ads, pictured here,
cites the waiting lists that exist
for many Community positions
as evidence that “the best and
brightest are competing to work
here.” Another ad is titled “We
believe there’s no such thing as
part-time passion,” and focuses
on the commitment to patient
service common among Com-
munity employees no matter
what schedule they work. “You'll
find when you press that nurse-
call button, our nurses aren’t just
answering a flashing light, they’re
answering a deeper calling,” the
ad states.

The employer brand ads also
tell of the exceptional experi-
ences of individual employees,
including Forest Stone, R.N.,,

a nurse at The Indiana Heart
Hospital whose experience as
a student nurse extern helped

CORLEY’S CORNER

oving your job is a great feeling.

How many of you feel it? When

the Indianapolis Star asked why
you love your job in health care, you
certainly represented Community well.
It's overwhelming to know so many of
you love what you do and want to share
it with others. Work shouldn’t just be
work, especially when you are part of a
health care team. When you are part of
a mission like we are, your dedication
and passion is bigger and brighter. I want

At -
Commumty, it's no coincid,

Conmuni
Health Network

open the door to a nursing career
(read more about Forest Stone
on page 6).

Many of the early ads spotlight
nursing, a highly competitive
area when it comes to recruit-
ment, says Betsy Allen, account
director at Meyer & Wallis. As
the campaign progresses the
focus will shift to employees in
other roles as well.

In creating the ads, Meyer
& Wallis worked from research
on various segments of
Community’s employee popula-
tion. This research found that
people work in health care—and

Clinical
Excellence

Community
Service

Financial

Community to be the place where you

find and nurture your passion!

[ know you all have days when disap-
pointment or discouragement surround
you, but it’s that love for what you do

Health Care Employer

of Choice

&% Community
Health Network

Performance

My passion is creating and cultivat-

ing an organization dedicated to helping
employees learn and grow personally and
professionally. I love what I do because I
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at Community in particular—for
widely varying reasons. The ads
will address the unique nature of
these different employee groups,
Gagnon says, just as the network
has. “The organization has tried—
by understanding the different
needs of these different types of
people—to create an exceptional
employee experience for each of
them.”

With the ads, says Jill Parris,
network vice president of human
resources, “we want to reflect to
the community what we stand
for as an employer.” ®

that gets you through. That passion runs
through so many of you. It’s one of those
contagious behaviors that I wish every-
one would catch and keep spreading.

Your patients and families, physicians
and co-workers feel it. They talk about it
to others, send messages to me, and write
about it on blogs. I've said it many times;
you are the heart, soul and strength of
this organization. It's not only the tal-
ent and skill that you use to heal and
help—it’s the care and passion you use to
change the lives of each other.

get to work with you each day. This issue
of Perspectives touches on some of the ways
the network strives to make your experi-
ence exceptional. I always love to hear of
your successes and suggestions, so please
e-mail me at bcorley@eCommunity.com
if you have a story to share.
Thank you for all you do! ®
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Bill Corley
CEO, Community Health Network
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