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� How Hendrick communicates expectations to 
employees after survey.

� How employee feedback is turned into a plan 
of action.

� How Hendrick has built an engaged team.
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� Once scorecards come back, top to bottom line 
managers are required to attend training each 
year.
• Memory refreshment and learn new tools.

� Receive results at the end of training.
• Communication is open and honest.
• Take 5 and freak out.

� Each managers’ results are posted on our 
Intranet site.
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� Managers have 30 days to share results with 
staff.
• Present scorecard and let the results drive the 

dialogue.
• It is important for managers to withhold assumptions 

or thoughts and let the employees come to their own 
conclusions.

� Employees choose 2 areas to work on.
• One strength and one opportunity.
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� Managers’ plans of improvement are 
submitted on our Intranet site.
• Track completion.
• Share “Best Practices”.

� Access to all scorecards.
� One on one training is available to 

further delve into unit specific problems.
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� Plan of action must be time specific with 
scheduled dates of follow up.

� Managers give a status report on 
Intranet site.

� Keeps the plan an ongoing discussion 
instead of a one time event.
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� Managers are required to meet one-on-
one with each staff member within 6 
months.

� Discuss “Main Things”.
• Expectations are aligned above and below.

� Key Measures?
• “What have you done in the last 6 months to 

effect these measures?”

Success

Financials

Satisfied Patients

Quality Care

Engaged Employees

Communication
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� Rounding.
• Staff level.
• Front-line supervisor level.

� Shared Governance Committees.
• Employees have the opportunity to discuss 

problematic situations and/or processes with 
fellow co-workers and then establish a 
solution.
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� Monthly breakfast w/ CEO.
• Rewards and feedback opportunity.

� Breakfast w/ VP of Nursing.
• Crucial in Healthcare to “keep your best”.
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� Literature Training.
• Conduct bi-annual training from popular 

management literature.
• Encourage leaders to read 10 min. a day.

� “Learning to Lead”.
• Provide leaders tools to help develop 

engaged teams, communicate more 
effectively, and better handle conflict.
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� Management Council Retreat.
• Get to know peers in a personal setting rather 

than professional.
• Re-engage at manager level.
• Review year’s accomplishments.
• Focus/Goal setting for new year.

� Shared Governance Committees.
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� Maximum Impact Simulcast.
• Inspiration for new leaders.
• Instill the mindset that “It is a privilege to lead 

others”.

� Leadership Lunches.
• Top managers are selected to share best 

practices.
• Credible outside speakers.
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� Crucial to set the expectation through 
communicating with employees and 
knowing their expectations of you.

� Continue educating yourself on new 
tools that can drive engagement.

� Be a multiplier, not a divider.
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� “When you depend on another’s perceptions to match your 
expectations, you’re setting yourself up for a 
disappointment.” – David Cottrell (Monday Morning Leadership)

� “When expectations are not clear and shared, people  begin 
to become emotionally involved and simple 
misunderstandings become compounded, turning into 
personality clashes and communication breakdowns.”        
– Stephen Covey (7 Habits of Highly Effective People)

� “All great communicators have one thing in common… 
they connect with people.” – John Maxwell (21 Indispensable 
Qualities of a Leader)


