Unleashing a Passion for
Customer Experience
through Appreciative Inquiry

Mary Tess Crotty
Vice President, Quality
Genesis HealthCare - NE Division

Does your team need
more knowledge,
more training or

more energy?
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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 (Al)
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 thinl{ about “pOSitiVitY” http://www.youtube.com/watch?v=_hFzxfQpLiM

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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Find a partner,

introduce yourself

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

Concluding Question

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

* Write your themes on the flipchart sheets

The 4-D Cycle

AfffirmativeTopic:
Passion foran
Exceptional Custome!

Experience in Every
Center
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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.
2. Focus on the value of the individualized approach.

3. Recognize and nurture the value of direct caregivers.
4. Center must be home.

5. This group will be more of a support than a driver.



AfffirmativeTopic:
Passion for an Exceptional
Customer Experience in Every

Center

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)
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our job 1s, no matter if it’s from a regional level
or a center perspective, it comes from each and
every one of us, that’s why were all employed,
1t’s really at the heart of what we do, and 1t gets
the word out about what kind of service that we

1. We Are CareGivers
Jan. Marnissa, Jim, Rebecca, Michelle

What we envision in the Spring of 2013 15 a
care specialist campaien roll-out. We want to be
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3. The family-led customer service
experience team.

2. “We Are” Program

Dawid. Lynda. Jane. Marian

10



Stories of and for Caregivers
Jess. Sally. Sharon

Alnight. we didn’t have time for a storyboard.
So... we decided just to do a quick sketch to

Avﬂl ‘)l’ﬂ Mmiar ;f‘ﬁ’l

Get to Know Your Neighbor

Arthur, Trevor, Colleen P-M. Denise
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AfffirmativeTopic:
Passion for an Exceptional
omer Experience in Every

Center

Not a traditional action plan

» Engage passion
» Form Customer Experience Teams

» Introduce the competencies: affirmative, expansive,
generative, collaborative

12
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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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/Quality/Pages/Customertx; © ~ & | @ Pages - Cust... * | (& Pages - Welco... | &
Central > Operatons. Welcome Crot
& Quality (s v
Marketing _Business Planning | Quality | Outcomes | East MA/SE | Northeast  West
Operations > Quality > Northeast Customer Experience Team
Northeast Customer Experience Team
Quality Home
GHC QAPT Oversight 2013 - The Year of the Team
[ Stocmssions 2013 is the Year of the Team! The. st Division Customer Experience Committee has updated the “Our Customer Experience Philosophy” brochure (see. 3
thumbnail image at right). 1f you didn' receive a copy of the brochure, you can download a POF by Gicking this ink:
* Ufe Long Care il our
Centers Share Your Click here to download the Customer Experience Philosophy brochure e g‘“’"‘"
s rience
ANCA Our goal for 2013 is for each center to establish and/or energize a Customer Experience Team. Click the link below .
access the matenals distrit your center by your Customer Experience Officer (CEO).
* AHCA Quality Award -
* Prior Quality Award Click here to downicad the 2013 CEO Project Resources ! 7
| Resources Join a CEO Project! 2
+ Cuture Charge CEOs are sponsoring four projects that are of universal interest in customer experience. Centers are welcome E it
10 direct their team members to these resources. ot of e
* Quaity tmprovement
Divisions. A Warm Welcome i tor
T Ok o th Virm Wekcme'resmrces [ e
Northeast Customer \Jeo
Exerience Team -
rp—-
sl Family as Partners
+ East Division Cick for Family as Partners” resources
* West Dvision H
* East Owvision Qualty Ll
Inprovement Toos
Get to Know your Neighbor
Soceonon Chck for Xnom Your Neighbor” resources
Guest Services
CEO - A Warm
Viekome
& Recyde Bin The Power of the Story

Cick for Power of the Story” resources

(AR

2 i

13



4/8/2014

[Coman atar e |-Gl ol | Frme |G- Taret | dcames 74| Syt elsbenl | Gy |

Operations » Quality > 2013 CEO Projects - “Family as Partners

2013 CEO Projects - "Family as Partners"

Quality Home
GHC QAPI Oversight Purpose: Are your families simply a customer, or are they members of your care team? This team
Discussions invites you to explore new perspectives and approaches on partnering with families - including involving
= o your staff with direct experience of being a family member of a nursing home resident. This team will
Thoughts help your staff think about what you do every day from the family’s perspective.
AnCA
+ AHCA Qualty Aviard What to Expect: The Customer Experience Team will provide resources and best practices from other
CEEE= centers for making the family member a part of the care team. Be part of a learning community as
= - you try out these practices. CEOs will help you track your progress (see call information below) and
'j‘n’:mgn document your success so that we can learn from each other.
* Quslity Improvement Resources:
Divisions
+ Northeast Division 1. Watch the Harris Hill Best Practice on Engaging Families—a 22-minute webinar that presents a series
e of approaches used at that Center to promote family engagement:
+ Mid- Atlantic/Southesst

Division Click here to view the "Engaging Families" webinar
+ East Division
+ st Divisen 2. Create a unique welcome for new patients and families who arrive after hours. If you can’t make them
e welcome yourself, try this pictorial rendition of how staff care!
2:&;::5 Click here to download the "After Hours Welcome Board" document

& Recydle Bin

3. Let families know you care with a meal!

Click here to download the "Welcome Meals" document and Invitation

4. Wellness Calls

Click here to download the "Wellness Calls" document
5. Leverage your staff's own experience as a family member on your Customer Experience Team. Watch
this 8-minute webinar as Jim Fairman shares why he is involved in the Customer Experience Team and
believes others should join.

Click here to view the "An Untapped Resource” webinar

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

14
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Living Our Core Values

Care & Focus &
5 Compassion Discipline
Respect & Creativity &
Appreciation Innovation
Teamwork & Honesty &
Enjoyment Integrity
our
Customer
Experienc

phxlos%hy

= Know each person as an individual
with unique ires.

ﬁ: Genesis HealthCare™

ipport relati ips that are
We are a Team of Care Partners. alued and pre: "
Every staff member is a partner in care— ¥ u Take eve st
showing we care and partnering for the 0. x
care you need. ctah mem together.

I am a caregiver because... ﬁ Genesis Healtheare™

Our Core Belief is that patients and residents
are the center of our work. Our employees are
the vital link between Genesis HealthCare and
our patients and residents.

mployees, whether th

Thank you!
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