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Wendy's Soapbox

The Keys to Accountability: Clear Agreements
(Part 3 of 4)

=S

In organizations with strategies to enhance the patient and family experience, it's
not unusual to hear people complain about behavior infractions -especially among col-
leagues and other departments. The hue and cry: "People aren't held accountable
here and that's why we're not doing better!”

Is your service strategy toothless?

While there are many keys to accountability (e.g. leadership clarity, commitment,
courage and coaching to name a few), the foundation for accountability is clear
agreements.

During a performance discussion, Gary says to his manager: “I didn't realize that's
what you wanted.” Had Gary and his manager had a clear agreement, Gary would
have known.

When Martha's supervisor asked Martha to redo a job a different way, Martha said
to her supervisor: “That's not how I understood the task!" Had her supervisor and
Martha reached a clear agreement upfront about the task, she would have under-
stood it.

When Randy's supervisor confronted his lackluster (although inoffensive) perform-
ance, Randy exclaimed, "I haven't changed. I always did it this way, and it was never
a problem beforel?" Randy's supervisor had raised her standards without clear
agreement with Randy.

In one organization, the Pharmacy and Nursing staff were known o be at odds. Peo-
ple from Pharmacy thought nurses ordered far too many meds “stat” just to put
pressure on the Pharmacy or because they put of f making med requests until the last
minute. The nurses thought the Pharmacy staff couldn't be trusted to show up with
meds in a timely fashion so they ordered a lot of meds stat just to play it safe. In
the relationship between Pharmacy and Nursing --no clear agreements.

In every case, clear agreements upfront could have eased the tension.
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L_I_T\ECIecw Agreements (continued)

“Without clear agreements, Of course clear agreements are no panacea for accountability prob-
people have wiggle room, and lems. They are a necessary, but not sufficient condition. If you
they wiggle like crazy.” achieve clear agreements, you at least have a chance to hold people

accountable, assuming that you then provide feedback, coach and
Wendy Leebov show the courage to create consequences.

“Clear Agreements” Dissected

First let's look at the concept of CLEAR.

In reaching clear agreements, behavioral expectations are ideal.... But it's utterly
impossible to reach agreement about every possible behavior relevant to effective
performance. While you can't agree on every behavior, you can agree to a limited
set of core values, codes of conduct, house rules, service expectations, standards,
and scripts or key words.

Clink on the links
below to see
examples

e Performance
Standards

e House Rules for
Residents

If you enlist agreement to such lists, you at least have a framework for evaluating
and discussing the specifics of performance. For a whole host of behaviors, you
can simply ask:

o "Does this fit or align with our core value on.....?"
o "Does this conform to our Code of Conduct item #6?"
. "Did the employee cover the key message points included in the script?”

The better you do to spell out the behavior you want, the easier time you'll have with accountability.
Now let's look at the concept of AGREEMENT.

"Agreement” is a fwo-way street -- different from an announcement or edict. Agreement requires discussion.
Based on open discussion, when you then enlist employees in a process resulting in their signing an oath or
pledge, you strengthen the foundation for accountability. Such oaths or pledges say, "I agree that I will at all
times do the following..." They don't just say, "My supervisor has made me aware of the expectations by giv-
ing me the document called...." For an example, click on Commitment Statement.

Of course, after achieving a clear agreement, we have to act on it in the face of infractions. Otherwise, what
started as a clear agreement becomes nothing more than a wish list without teeth.

Click on the links below for additional tools that help to achieve clear agree-

ments:
° Reaching Clear Agreement Between Managers: The Partnership
Dialogue

° Interdepartmental Partnership Contracts to Reach Clear Agreements
about Expectations
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Featured Service: Speech by Wendy Leebov

% ﬁ How to Achieve BREAKTHROUGHS in the Patient Experience

Has your organization has hit a wall in patient satisfaction, ?

Have you demonstrated success and now want to move even higher?

In this powerful and entertaining
speech, Wendy:

. Presents five compelling prin-
ciples key to achieving break-
throughs and sustaining
higher levels of patient satis-
faction

o Identifies concrete practices
that have demonstrated their
power to enhance the patient
and family experience.

o Pinpoints three ways to FO-
CUS - to avoid becoming
overwhelmed by trying to
pursue a multitude of great
ideas all at once in the face
of multiple priorities.

NewsByte

Customer Comments

"Thank you so much for a wonderful
presentation for our service excel-
lence teams' annual event. You pro-
vided inspiration and valuable infor-
mation; and you also gave us direc-
tion and practical action items we
can implement. ”

Deb Levengood Director, Quality;
The Readling Hospital and Medical
Center

"You did great!ll Thanks so much

for all the time and effort you put
into your presentation for our
Board/Executive/Medical Leader-

ship Retreat...it couldn't have been

9 w Peace at Last - on the Unit

Healthcare Training Weekly (Volume 8; Issue 2) fea-

tures a "Quiet Time" program in the pediatric unit of
UC Davis Medical Center in Sacramento, California.

The pediatric unit has instituted one-hour of unit-

wide quiet time daily. The program is valued by par-
ents and staff because it helps to create a more re-

laxing environment and some peace every day at the

same time.

During quiet time, unit staff:
. Dim the lights
° Turn down TV volume

better. I've read through all the
evaluations and people loved your
presentation—many cited it as the
single best part of our retreat.”
Keith Gee, Senior Vice President,
Organization Development: Well-
Span Health

Available on-site or via

webinar or teleconference.

Click to Contact Us.
Call 215-413-1969

Or

Do you and your team experience screech-
ing carts, doors banging, people yelling down
the hall, beepers and cell phone rings, loud
TVs, and generally hectic work?

If so, consider a once-a-day "quiet time" that lasts

even 15 minutes. This can help your team and your
patients and families relax, rest, regain grounding and
feel refreshed so that the rest of their day and night
go much more smoothly.

. Make sure they preset IVs to minimize avoid-

able beeping

....and more
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Encourage visitors to relax in lounge chairs
Discourage onslaughts of visitors
Stop the use of med and food carts
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Patients Speak

T've conducted more than 200 focus groups to learn patient and family viewpoints on their health-
care experiences. In the process, patients and family members have spoken up about many service
factors that influence their experience and their trust and confidence in the healthcare team.
Here, I share five pointers from patients in the form of comments made by focus group partici-
pants.

About DIGNTTY

—_

"It's humiliating to be seen by so many people when I have on a patient gown. I'm not only
nervous about staying covered. I feel stripped of a bit of my identity, because my
clothes express me."

2. "When I see patients uncovered in the hallway and nobody on the staff does anything
about it, I feel embarrassed and then angry. I think it's the staff's job to keep people
covered.”

3.  "“It's hard to maintain my dignity in the hospital. Groups of doctors lift my gown to exam-
ine me. My body functions aren't working right, so I risk embarrassing myself. And I feel
really vulnerable. T wish the staff would help by closing curtains, lowering their voices,
and covering me up.”

4.  "When people call me ‘honey,’ it feels discounting.”

"When my nurse takes care to cover me, I really appreciate it.”

ol

6raphic With A Message

Enjoy and share to make an important point.
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Stress-Buster

Make a pad of "Today's Ta-daahs"
| for yourself (and your team).

At the end of your workday or eve-
ning, jot down a few ta-daahs of any of the included
types... so you help yourself focus on the positive, up-
beat aspects of your everyday experience. It's ele-
vating!

Click here to check out
Wendy's Stress-Busting Speeches

P
Last Month's Question

In our January issue, I asked this mini-survey question:

www.quality-patient-experience.com

Today's Ta-daahs
The high point of my day
Something I learned
A few moments of joy
My appreciations of others

My self-appreciations

If there were one thing you knew you could count on discovering in every issue of my newsletter, some-
thing that would cause you to NEVER miss reading it, what would that one thing be?

Here's what one reader said:

"Quarter-hour of Power" In-service of the Month for soft skills education during staff meetings or stand-up
sessions: team-building, communication, time mgmt, stress mgmt, etc.”

Thanks for taking time to respond/

Here's a quick In-Service for you:

Handling Typical Complaints with Caring

Attention Readers:

Please take a moment to respond to "One Question For You" (below) so we can continue to benefit from your

views and ideas!

One Question For YOU

What is it about your workplace that you find

strongly motivating? CLICK HERE Quotewor'fhy

(We'll post highlights in the next issue or “People won't remember what you say, people
Wendy will respond to you personally.) won't remember what you do, but people will

always remember how you made them feel.”

Maya Angelou

Page 5

©2009;Wendy Leebov quality-patient-experience.com


http://www.quality-patient-experience.com/support-files/in-service-complaint-handling.pdf
http://www.quality-patient-experience.com/wendy-leebov-e-zine-monthly-question.html
http://www.quality-patient-experience.com/stress-busting-speeches
http://www.quality-patient-experience.com/index.html

. Wendy Leebov's HeartBeat on the Quality Patient Experience www.quality-patient-experience.com

Two Timeless Classics Now Available by Electronic Download
(10% discount off BOOKSTORE during the month of March with code)
Are you TOOL hungry? Both of these classic best-selling books are packed with concrete tools and strate-

gies—and are just as current as everin terms of content. Electronic download saves you fime and money.
10% discount thru March with this code: 114EEC74A

STRATEGIES FOR THE Service Quality Improve- STRATEGIES FOR Achieving Impressive Cus-

Gz e ment: The Customer Sat- THE MANAGER tomer Service: 7 Strategies
isfaction Strategy For ACHIEVING for the Health Care Manager
Health Care |MPRE55WE By Wendy Leebov, Gail Scott,
By Wendy Leebov, Ed.D. and CUSTOMER and Lolma Olson (1998)
Gail Scott, M.A (1994) v
SERVICE IS This book helps the individual
This book focuses on how to (RSN manager create a culture of

build a culture of service service excellence in the de-
partment. Packed with practi-

cal tools!

excellence throughout the

L NN

organization. It's literally

s packed with tools. . .
Save on price and ship- Save on price and ship-

ping with electronic ; ping with electronic
e L ot Click here to learn more download PLUS 10% off

Your Price: $22.50 Click here to BUY NOW Your Price: $16.20  (Click here to BUY NOW

Click here to learn more

Coming Up:

J Wendy's Soapbox: Keys to Accountability Part 4 of 4 -- Accountability Across Lines
. Patients Speak...Healthcare Jargon

THANK YOU FOR TUNING IN!

If you like this e-newsletter, please forward it to a friend/colleague. If a friend/colleague sent this e-
newsletter to you, and if you like what you read, please subscribe by visiting our website. We'd appreciate
your feedback on this e-newsletter. Click here to share.

Thank you!

Wendy Leelrov
Contact Us We're on the WEB!

Wendy Leebov and Associates
Phone: 215-413-1969
http://www.quality-patient-
experience.com/
contact-us.html Concrete, Sustainable Solutions

For Your Healthcare Team

www.quality -patient-experience.com
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