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Do you suffer from PowerPoint and/or In-
Service fatigue? 

Could it be you are pushing solutions at a 
problem vs engaging your staff to create 
what they need for a positive experience? 

A powerful engagement strategy is the 
Appreciative Inquiry 4-D Planning Cycle. 
 

Appreciative Inquiry (AI) 
 Focuses collective thinking on what IS WORKING and 

what we want MORE OF 

 Explores The Positive Core 

 Uses open-ended questions to create an experience of 
collaboration and connectedness 
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The Positive Core 
 The future is consciously constructed on the positive 

core strengths of the organization. 

 Linking the energy of this core directly to any change 
agenda suddenly and democratically creates and 
mobilizes topics never before thought possible. 

 A way to think about “positivity” http://www.youtube.com/watch?v=_hFzxfQpLjM 

Questions, Conversations, Themes 
 Start with the experience 

 Use emerging themes to organize people into action 

 

 Let’s Try! 

http://www.youtube.com/watch?v=_hFzxfQpLjM
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Opening Question: 
 

 Let’s start with something about you and your work—
and a larger sense of purpose.  What is it that most 
attracted you to your present work that you find most 
meaningful, valuable, challenging, or exciting? 

 

 

Topic:  Families and what we are to them 
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Topic Intro and Question 
 Question:  Please share a story of when you or a 

member of your staff had an exceptional experience 
of mutual benefit with a family.  A time when what 
happened in the context of the family/staff 
relationship touched both parties deeply.  How did 
you feel about this situation?  How did this 
situation affect the way you viewed the value of 
your work?  What impact did this situation have on 
your view of life’s possibilities? 

Topic:  Families and what we are to them 

 

 

 Looking toward the future, what is it that we in skilled 
nursing care are being called to become? 

 

Concluding Question 
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What Themes Emerged? 
 Write your themes on the flipchart sheets 

The 4-D Cycle 

Discovery 
“What gives life?” 

The best of what is. 

Appreciating 

Dream 
“What might be?” 

Envisioning 
Results/Impact 

Design 
“What should be –  

the ideal?” 

Co-constructing 

Destiny 
“How to empower,  

learn, and improvise?” 

Sustaining 

AffirmativeTopic:   
Passion for an 

Exceptional Customer 
Experience in Every 

Center 



4/8/2014 

7 

Opening Discovery Statement 
 Our task:  Expanding and Energizing our Work on the 

Customer Experience  Committee 

  

 Statement of our task:  Our CEOs keep alive our 
intention to continually understand and improve the 
experience we create -- for our staff, residents, 
patients, families and the stakeholder community -- 
as we bring our mission and values to life in our 
Centers. 

 

Themes – Our Starting Questions 
1.   Focus on families and what we are to them.  “We 
improve our own lives when we improve theirs.” 

2.   Focus on the value of the individualized approach.  
“Small things can have great impact.” 

3.  Recognize and nurture the value of direct caregivers. 

4.  Center must be home. “Feel ‘togetherness’–that 
everyone and everything matters” 

5.  This group will be more of a support than a driver.  
“We can change, move forward.” 
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Dream 
“What might be?” 

Envisioning 
Results/Impact 

AffirmativeTopic:   
Passion for an Exceptional 

Customer Experience in Every 
Center 

Design 
“What should be –  

the ideal?” 

Co-constructing 

AffirmativeTopic:   
Passion for an Exceptional 

Customer Experience in Every 
Center 
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Our Five Design Propositions 
 We Are Caregivers Campaign 

 “We Are” Customer Experience Modules 

 Family-Led Customer Experience Teams 

 Stories of and for Caregivers 

 Get to Know Your Neighbor (Resident Focused) 

 

Design Propositions 
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Destiny 
“How to empower,  

learn, and improvise?” 

Sustaining 

AffirmativeTopic:   
Passion for an Exceptional 

Customer Experience in Every 
Center 

Not a traditional action plan 
 Engage passion 

 Form Customer Experience Teams 

 Introduce the competencies:  affirmative, expansive, 
generative, collaborative 
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Final Projects 
 A Warm Welcome 

 Families as Partners 

 The Power of the Story 

 Get to Know Your Neighbor 

 

 We Are Caregivers – Promoted to 2014 “Year of”  
theme 
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2014 The Year of the Caregiver 

 December 2013, all Centers reported the chairs for 
their Customer Experience Teams 

 Co-chairs will lead satisfaction survey processes 

 Team will implement the “I am a Caregiver” campaign 
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