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TODAY'S OBJECTIVES



PART I
Un d e rst a n d in g  Pe rfo rm a n ce  Issu e s



THE IMPACT 

Wh a t  is  t h e  d iffe re n ce  b e t we e n  Em p lo y e e  
Pe rfo rm a n ce  a n d  Em p lo y e e  En g a g e m e n t ?  

Ho w d o  Em p lo y e e  Pe rfo rm a n ce  Issu e s  a n d  
Em p lo y e e  En g a g e m e n t  im p a c t :

• Org a n iza t io n  Ou t co m e s?
• In d ivid u a ls?
• Le a d e rs  wit h in  t h e  Org a n iza t io n ?

Exa m p le s: d e c re a se d  p ro d u c t ivit y , lo w m o ra le , 
in c re a se d  e rro rs , co m p ro m ise d  p a t ie n t  sa fe t y

Wh a t  e lse  h a ve  y o u  se e n  o r e xp e rie n ce d ?



Wh a t 's  y o u r cu rre n t  p rim a ry  
co n ce rn  re g a rd in g  e m p lo y e e  
p e rfo rm a n ce ?  

Wh o 's  re sp o n sib le  fo r 
co m m u n ica t in g  e xp e c t a t io n s?

Wh o 's  re sp o n sib le  fo r 
im p ro vin g  p e rfo rm a n ce ?



Employee Engagement
33.3%

Pe rfo rm anc
e

33.3%

Qualit y o f Care
33.3%



PART II
Id e n t ify  & Asse ss  Co m m o n  
Pe rfo rm a n ce  Issu e s



COMMON ISSUES 
IN HEALTHCARE
Co m m un ica t io n  Bre akd o wn s
Re sis t an ce  t o  Ch an ge
Burn o u t
Lack o f Acco un t ab ilit y



BEHAVIORAL

MOTIVATIONAL

SKILL-BASED



Ro o t  Ca u se  An a ly sis  - Th e  5  Wh y 's

Wh o 's  re sp o n sib le  fo r 
co m m u n ica t in g  e xp e c t a t io n s?

Wh o 's  re sp o n sib le  fo r im p ro vin g  
p e rfo rm a n ce ?

EXPLORING UNDERLYING 
CAUSES



DIAGNOSIS VS. SYMPTOMS



POSSILBE UNDERLYIN  
ISSUES

• In a d e q u a t e  Tra in in g
• Un cle a r Exp e c t a t io n s
• La ck o f Re so u rce s  /  Ap p lica t io n  o f 

Re so u rce s
• Le a d e rsh ip  Co n ce rn s

EXTERNAL
• In d u st ry  Ch a lle n g e s
• Wo rklo a d  De m a n d s
• Org a n iza t io n a l Cu lt u re



DISCREPANCY VS. DEFICIEN



PERFORMANCE DISCREPANCY 
CLUES

A.  They don't know what's expected of them
B.  The y  d on 't  g e t  fe e d b a ck a b ou t  q ua lit y
C.  The y 're  p un ishe d  whe n  t he y  d o  it  rig h t
D.  The y 're  re wa rd e d  whe n  t he y  d o  it  wrong
E.  The y 're  ig nore d  whe t he r t he y  d o  it  rig h t  or no t
F.  The y  d on 't  know how t o  d o  it



Analyzing Performance 
Case Study



PART III
The Role of Data in Analyzing 
Performance Issues



Wh a t  a re  y o u  m e a su rin g ?

Wh a t  d a t a  d o  y o u  n e e d  t o  g a t h e r?
Provides objective insight and supports 

e vid e nce - b a se d  d e cision - m a king

Ho w will y o u  t ra ck, re vie w, a n d  
a n a ly ze  t h e  d a t a ?

FEELINGS
ARE 
NOT

FACTS



KEY PERFORMANCE INDICATIOR  
(KPI'S)

Common KPIs in Healthcare Settings:

• Employee Engagement Surveys
• Patient Satisfaction Scores
• Error Rates
• Productivity Measures
• Readmission Rates
• Employee Turnover



Tre n d  An a ly sis : Examining performance data over 
t im e  t o  id e n t ify  p a t t e rns a nd  t re nd s.

Co m p a ra t ive  An a ly sis : Com p a rt ing  p e rform a nce  
m e t rics a cross d iffe re n t  un it s, t e a m s, or t im e  
p e riod s.

Ro o t  Ca u se  An a ly sis : Ut ilizing  t oo ls like  fishb one  
d ia g ra m s or t he  "5 Why s" t o  id e n t ify  und e rly ing  
ca use s of p e rform a nce  issue s

LEARNING FROM THE DATA



Utilize visualization techniques to share the data 

COMMUNICATING THE 
FINDINGS



CASE STUDY
DATA ANAYSIS



PART IV
Effective Communication & Feedback



COMMUNICATION
Wh a t  d o e s  t h a t  m e a n  t o  y o u ?

Yo u r su p e rviso r?

Yo u r e m p lo y e e s?



COMMUNICATION & IMPAC
• Build  Trus t

• Cla rify 
Exp e c t a t io n s

• Ad d re ss  
Pe rfo rm an ce  
Issue s

• Em p lo ye e  
En gage m e n t

• Co llab o ra t io n

• Ove ra ll Te am  
Pe rfo rm an ce



TECHNQUES FOR 
EFFECTIVE 
COMMUNICATION

No n ve rb a l Co m m u n ica t io n

Act ive  Lis t e n in g

Cla rit y  & Tra n sp a re n cy



• Be Sp e c ific , Tim e ly , a n d Fo cu se d o n Be h a vio rs -
No t Pe rso n a lit y Tra it s

• Fe e d b a ck Sa n d wich Me t h o d (Po sit ive - Fe e d b a ck
- Po sit ive )

• Use Po sit ive Re in fo rce m e n t

Wh a t is t h e lin k b e t we e n fe e d b a ck & p e rfo rm a n ce ?

FEEDBACK



CULTURE FOR SAFE FEEBACK
How comfortable do you feel giving feedback?

How do you receive feedback?

How do you ensure emotional safety while giving feedback?

What positive experiences have you had with feedback - giving / receiving?

What causes us to not give feedback effectively or not at all? What is the 
cost?

How can we improve in both offering and receiving feedback?



ROLE PLAY 
SCENARIOS



PART V
Im p le m e n t  St ra t e g ie s  t o  Cre a t e  
Su p p o rt ive  & Mo t iva t in g  En viro n m e n t



Th in k o f so m e o n e  y o u  wo rke d  fo r t h a t  su p p o rt e d  a n d  
m o t iva t e d  y o u  ...

What qualities did they have and how did they make you feel?

Th in k o f so m e o n e  y o u  wo rke d  fo r t h a t  d id  n o t  su p p o rt  o r 
m o t iva t e  y o u  ... 

Wha t  q ua lit ie s d id  t he y  ha ve  a nd  how d id  t he y  m a ke  you  fe e l?

Wh ich  o f t h e se  ch a ra c t e ris t ic s  h a ve  y o u  a d a p t e d  in  y o u r o wn  
le a d e rsh ip  s t y le ?

Fo st e r Em p lo y e e  En g a g e m e n t , Sa t isfa c t io n  & Pe rfo rm a n ce
Po sit ive  Im p a c t : Mo t iva t in g  Wo rk En viro n m e n t  fo r Em p lo y e e  We ll- Be in g  & Re t e n t io n

CREATING A 
SUPPORTIVE & 
MOTIVATING 
WORK 
ENVIRONMENT



STRATEGIES TO CREATE A SUPPORT  
WORK ENVIRONMENT AS A LEADER

• Begin with the End in Mind: what are the desired results/outcomes?
• Establish Clear Expectations: give a sense of purpose and direction
• Encourage Open Communication: to create trust, collaboration, and 

openness
• Empower Employees: delegate authority, provide decision - making 

opportunities, promote autonomy
• Promote Work - Life Balance: flexible scheduling, wellness programs, EAPs
• Generate Innovative Solutions: how can a process be improved?
• Understand Business Operations: how do other departments run?



How can you Recognize High Performers? 
What do they DO Differently? 

EXECUTION: A discipline integral to strategy
What Gaps Exist Between Performance & Execution?



Pro vid e  Le a rn in g  Op p o rt u n it ie s

Im p le m e n t  Me n t o rsh ip  & Co a ch in g

Pro vid e  c le a r fe e d b a ck a n d  co lla b o ra t ive  
g o a l- se t t in g

PROMOTE 
CONTINUOUS 
GROWTH & 

DEVELOPMENT
Cre a t e  a  Cu lt u re  o f Le a rn in g  & Gro wt h



PART VI
De ve lo p  Act io n  P la n s  t o  Mo n it o r 
P ro g re ss  & Me a su re  Su cce ss  + 
Mo t iva t io n



THE GIFT OF 
ACTION PLANS

• Acco u n t a b ilit y
• Tra ckin g  t o  Co lle c t  Da t a
• Id e n t ify in g  Ch a lle n g e s (IDS)
• Ce le b ra t in g  Su cce sse s



THREE CORE PROCESSES

0 1 Th e Pe o p le P ro ce ss

0 2
Th e  St ra t e g y  P ro ce ss
*Corporate*Divisional*Functional

03
The Operations Process
*Where's the Disconnect 
Between Operations & Strategy



COMPONENTS OF AN
EFFECTIVE ACTION PLAN

• Cle a rly De fin e d  
Go a ls  & Ob je c t ive s

• Prio rit ie s  

• Sp e c ific  Act io n  
St e p s  wit h  
Re sp o n s ib ilit ie s  & 
Tim e lin e s

• Acce ss ib ilit y o f 
Re so u rce s

• De t e rm in e  
Me t h o d  fo r 
Trackin g 
Pro gre ss  & 
Me asu rin g 
Succe ss



Re g u la r P ro g re ss  Me e t in g s /  Ch e ck- In s

Da t a  Co lle c t io n  & An a ly sis  Me t h o d  (KPIs , 
Ro cks)

Su rve y s

Co m m u n ica t in g  Fe e d b a ck

CHOOSE 
APPROPRIATE 
MONITORING 
METHODS AND 
TOOLS



SAMPLE ACTION PLAN TEMPLATE



MOTIVATING PERFORMANCE

Ho w d o  Le a d e rs  Mo t iva t e  t h e ir Em p lo y e e s?

T/ F - A Ha p p y  Em p lo y e e  is  a  P ro d u c t ive  
Em p lo y e e

Do e s Mo n e y  Mo t iva t e ? ?



MOTIVATIONAL THEORIES

• Maslow's Hierarchy of Needs
• Herzberg's 2-Factor Theory
• Expectancy Theory





He rzb e rg's  2-Fac t o r Th e o ry



Exp e ct an cy Th e o ry
De sire  vs . Like lih o o d

• Em p lo ye e s  wo rk fo r a  va rie t y o f re a so n s
• Th e se  re a so n s , o r e xp e c t e d  o u t com e s , m ay ch an ge  o ve r t im e
• It 's  n e ce ssa ry t o  c le a rly sh o w e m p lo ye e s  h o w t h e y can  a t t a in  t h e  

o u t com e  t h e y d e s ire





Motivation Video

Dan ie l Pin k o n  Mo t iva t io n  Lin k:
h t t p s :/ / www.yo u t ub e .co m / wa t ch ?v=u6 XAPn uFjJ c

https://www.youtube.com/watch?v=u6XAPnuFjJc


QUESTIONS / COMMENTS

THANK YOU!

Nicole Winkler, Executive Coach

www.liftyourfuture.com
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