Professional Pointers

O R G A N I Z AT I O N A L D Y N A M I C S
Encouraging Work/Life Balance
Healthcare employers often say that their greatest assets are their employees—people who must juggle their work responsibilities and life
obligations. Employers of choice understand that work/life balance has a strong impact on job performance, recruitment, and retention.
These employers continually evaluate employees’ stressors and strategically respond with policies, programs, services, and attitudes that
foster well-being through the effective management of job duties and personal commitments. To encourage work/life balance in your
organization, use the following strategies:
• Complete an audit of programs and
services in place at your organization that support work/life
balance. This inventory will
reinforce what you are doing
right and will also reveal
potential areas of weakness
or gaps in services. A variety
of tools exist to help you.
The National Work/Life
Initiative has created Categories
of Work-Life Effectiveness, a basic
tool that guides you through the
audit process. To download the document,
go to www.awlp.com/nwli/homepage.jsp. A more
detailed assessment tool is available from the Boston College
Center for Work & Family. The Excellence Index is useful for
organizations just getting started and those that want to assess
work/life efforts over time or across departments. To access this
index, go to www.bc.edu/cwf and follow the “Standards of
Excellence” link.
• Identify workplace problems that occur when employees
have trouble balancing work duties and personal
demands. Supervisors are most likely to “feel the pain,” so be
sure to ask for their input in addition to surveying your employees. You can also review company data—including turnover and
absenteeism rates, recruitment costs, cost of unfilled positions,
and productivity indicators—to explore the type and source of

problems. Once you’ve identified specific
needs and areas of weakness, rate
the “pain” in your organization
by answering the following
questions: Is the problem
localized, widespread, acute,
chronic, or a combination
of multiple types? Which
employee groups are affected? (For example, is it difficult
to retain IT professionals or easy
to find clerical support?) How is
the quality or performance of work
affected? (For instance, do preoccupied
unit clerks negatively influence the efficiency of
doctors and nurses?)
• Prepare to implement solutions. To address the work/life problems in your workplace most effectively, make sure you set the
stage for success. First, pay attention to your organization’s culture. Are there written, or unwritten, policies that stall creativity
and block attempts to introduce workplace flexibility? Second, set
priorities and analyze the benefits and costs of possible solutions.
Consider both the results of your work/life audit and the workplace problems you uncovered. Use that information to craft
reasonable solutions and effect sustainable change. Third, incorporate work/life efforts into quality improvement and employee
benefits programs. This step will ensure that work/life efforts
remain a strategic, vital part of your organization.

Christina Beach Thielst, CHE, health administration and work/life balance consultant, Santa Barbara, CA; (805) 967-5032;
gthielst@aol.com.

The Truth about Creating a Coaching Culture
Do you want to support managers and staff in discovering and maximizing their professional and personal potential? Create a coaching
culture! As a first step, consider these realities:
• Creating a coaching culture involves action, not just
words. Simply adding a statement about coaching to your list
of organizational values will not do much to foster a culture
that truly embraces coaching. Instead, as a leader, you must
model coaching behaviors and support your staff in implementing the concepts and actions of coaching. In addition,
your organization should develop descriptions of coaching
competencies that are then evaluated in each employee’s
performance review. This strategy will ensure that everyone
is held accountable for demonstrating a commitment to, and
proficiency in, coaching.

• Creating a coaching culture is an ongoing process, not a
onetime accomplishment. As a leader, you have the privilege
of being able to initiate a coaching culture by demonstrating
the appropriate behaviors and creating awareness of the
importance of coaching. You also have the ability to devote
organizational resources to supporting coaching through
training sessions and educational materials. Once your managers and employees learn and adopt basic coaching behaviors,
your organization will form a foundation for future coaching
concepts, which in turn will lead to enhanced accountability
and communication that promote more coaching.

Debbie Frame, founding partner, The Coaching Group, St. Simons Island, GA; (800) 698-2938; www.thecoachinggroup.com.

38

Healthcare Executive
MAR/APR 2005

RECRUITMENT

AND

RETENTION

Five Questions to Ask New Hires
You’ve spent months remedying a major staff shortage. After reviewing countless applications, conducting interviews, assessing performance skills, and completing all the other necessary processes, you’ve finally hired the “cream of the crop” for your department. But it’s too
soon to breathe a sigh of relief. Attracting the best and the brightest is only part of the equation. Now that you have them, what can you
do to keep them? According to healthcare management educator and leadership coach Quint Studer, you must find out what is really on
the minds of new employees during their first three months. At one-on-one meetings with your new hires, ask the following questions to
secure long-term relationships and gain insight into your organization:
1. How do we compare with what
we said we would be like? When
expectations aren’t being met, new
hires may feel as though you have misrepresented the situation. They may
even feel lied to. This question will
open a dialogue for clarifying new
employees’ expectations and will give
you a good perspective on whether you
are delivering what you promised.

4. Are there things you did at your
previous workplace that might be
helpful to us? This question is a great
way to harvest intellectual capital.
Current employees may not be good at
taking input from new employees, even
if the advice is sound. Plus, new hires
may be reluctant to offer input for fear
of alienating co-workers. This question
allows you to create a win-win situation.
You get great new ideas for process
improvements, and new employees feel
as though they have made a valuable
contribution.

2. What is going well? Healthcare
workers are often trained to focus on
what is going wrong. By asking what is
going well, you give new hires a chance
to concentrate on the positive aspects
of the job. As a bonus, you will find out
what truly matters to people.
3. Which employees have been helpful
to you? By asking this question, you
can discover which employees are valuable in the retention process and then
recognize and reward them for helping
new hires learn the ropes. Once other

staff see that these employees are
being rewarded, they too will become
involved in the orientation/training process. Employee turnover affects everyone, and everyone should have a stake
in tackling the problem.

5. Do you know anyone who might
be a valuable addition to our team?
At this point, your new employees
are likely still in touch with former
co-workers. If they are having a good
experience with your organization,
encourage them to let former coworkers know. This question can spark
effective recruiting efforts.

Quint Studer, Hardwiring Excellence: Purpose, Worthwhile Work, Making a Difference, Fire Starter Publishing, 2004.

“By asking for the impossible we obtain
the best possible.”
—Giovanni Niccolini

Johnson Controls provides innovative
solutions that measurably improve
facility and financial performance for
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healthcare facilities. Our strategies
target non-clinical areas, spanning the
range from improving financial and
operations performance, to providing
bundled support services, to capitalization of physical plants. We enable our
customers to preserve their capital and
reduce operating expenses, leaving more
resources to serve the community.
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Delivering comprehensive support services that enable the
best environments for the best patient care defines ARAMARK
Healthcare Management Services. Through innovative food,
facility, clinical technology, and senior living services, ARAMARK
advances service excellence and operational outcomes for
more than 1,300 healthcare partners.

GE Healthcare brings a unique portfolio of services to healthcare customers including asset management, performance
improvement and optimization, training and educational
programs for clinicians as well as patients, and a comprehensive range of financial offerings—all designed to
improve patient care and the bottom line.

HCA is one of the nation’s leading providers of healthcare
services, composed of locally managed facilities that include
approximately 190 hospitals and 81 outpatient surgery centers in 23 states, England, and Switzerland. At its founding
in 1968, Nashville-based HCA was one of the nation’s first
hospital companies.

Johnson Controls provides innovative solutions that measurably improve facility and financial performance for healthcare
facilities. Strategies target non-clinical areas, spanning the
range from improving financial and operational performance,
to providing bundled support services, to capitalization of
physical plants.

Aventis is part of the sanofi-aventis Group. The sanofi-aventis
Group is one of the world’s largest pharmaceutical companies.
Backed by a world-class R&D organization, sanofi-aventis is
developing leading positions in seven major therapeutic areas:
cardiovascular disease, thrombosis, oncology, diabetes, central
nervous system, internal medicine, and vaccines.

Cardinal Health is a leading provider of services supporting the
healthcare industry. Broad resources, knowledge and experience
help solve our customers’ most pressing issues and improve the
quality of patient care.

Hill-Rom helps healthcare professionals create safer, efficient,
and clinically effective patient care environments and processes
that improve the overall quality and cost of care delivered to
patients throughout the care continuum.

McKesson Corporation, a Fortune 16 company, is a leading
provider of supply, information, and care management solutions
designed to reduce cost and improve quality across healthcare.

Navigant Consulting’s healthcare practice provides expertise
in performance improvement, strategic planning, revenue
cycle management, financial advisory, supply chain, technology advisory, clinical operations improvement, regulatory
compliance, and interim management.

Phase 2 Consulting, a Division of RehabCare, is a national
healthcare management and economic consulting firm specializing in strategic planning, economic performance improvement
and turnaround, service line development and enhancement,
feasibility analysis, revenue cycle and physician practice management. For more information, visit www.phase2consulting.com.

Philips Medical Systems, a division of Royal Philips Electronics,
is a global leader with an extensive portfolio that includes
diagnostic imaging, medical device equipment, and medical
IT, as well as a complete range of services such as business
consultancy and financial solutions.

Siemens Medical Solutions is known for bringing together innovative medical technologies, healthcare information systems,
management consulting, and support services to help customers
achieve tangible, sustainable clinical and financial outcomes.

