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The Torture Begins



Our Time Together

Dive into the recruitment and retention issues 
plaguing our field 

Assess your organizational culture and 
determine how it might be secretly hurting your 
ability to find and keep the right employees

Act on tips that can help keep your best team 
members and attract the “right” people



What You Have in Common

Most unusual?
Highest number!



3 Types of Employees



33% Actively Engaged 
51% Somewhat Engaged
16% Actively Disengaged 





A Quote from Debbie Downer

“No one tell me anything about our 
marketing plans.”

-VP of Marketing





A Quote about Homer

“The aides are mostly nice, but there 
are a couple that don’t want to be 
bothered.  It’s to get them that is the 
problem.”

-Resident





A Quote from Target Lady

“My goal is to keep getting smiles from 
residents and to hear my name called 

when they need something. If I’m doing 
that I’m doing my job.”

-Maintenance Assistant





Poll Time: Turnover



25%



65%







Big Cheesecake Pic



Please Don’t!

Item Monthly Cost

Monthly Overtime Costs $10,000

Monthly Agency Costs $6,000

Monthly Referrals/Sign On Bonuses $800

Monthly lost revenue (open beds) $50,000

$801,600



REALLY Please Don’t! 

Item Monthly Cost

Monthly Time for Hiring Activities

Monthly Ads

Background/drug/physical/TB 

What else?

$ ????



Thank You!Your 

cheesecake!



The Reasons Why

Caring for the Residents
Occasions for Celebration

Opportunities for Development





You are Not a 10



The mission or purpose of the company 
makes me feel my job is important.

• Do you have a sense of what our mission or the 
purpose of our organization is?

• Do you feel that your work supports our mission 
and purpose?

• How could we better share with you how your 
work is an important part of our purpose?



Your Turn!

What formal and informal processes say,

“You are a 10!”?

What formal and informal processes say,

“We don’t believe in you?”



Occasions for Celebration



Celebrate What You Want

Huddle Superstar!



Why it Matters!

Staff state that new communication 
techniques are helping them better 

support the needs of residents.  



Free Toolkit! 



Schedule Fun!



Your Turn!

How do you celebrate the 
small and big moments?



Opportunities for Development



They Want It!

“If we get more information and 
education, we can help the resident 
more too!”

Nursing Assistant



Ask!



This last year, I’ve had opportunities at 
work to learn & grow.

• Do you feel that you have the knowledge you 
need to do your job to the best of your abilities? 

•What training or education programs do you find 
most effective?

• Do you feel like you have new and exciting 
challenges at work?



Your Turn!

What education and growth opportunities 
are serving you well?

What can you be doing differently?



The Reasons Why

Ineffective Communication 
Input not Respected

Inconsistent Appreciation



Ineffective Communication



We Don’t Know!

“We’re here so why can’t we know? 
We are part of it! Seems like half the 
people are on one page and half are 
on another…”

-Nursing Assistant



I know what is expected of me at work.

Think about what is expected from you here at 
work, what are you supposed to do every day 
when you come to work?

How do you find out what's expected from you 
and what do you think about the expectations?

Do you get enough feedback about your work 
and when you are successful?



Ineffective Communication

How are you modeling good 
communication in your 

organization?



Input Not Respected



Input Not Respected

“Don’t worry about the money that 
you pay me. Worry about how you 
treat me.”

-Dietary Aide



A Doctor?



At work, my opinions seem to count.

•Do you feel your opinions are valued? 
Why or why not?
•What would make you feel that your 
opinion was more valued?
•What is an example of when you 
shared your opinion and it mattered?



Your Turn!

What more could you be doing to 
show people you value their 

opinion?



Inconsistent Appreciation



Appreciation

“In the end you will come ahead if you show 
your employees you appreciate them.”

-Staff Member



5 Languages of Appreciation

Words of 
Affirmation

Quality 
Time

Acts of
Service

Tangible
Gifts

Physical
Touch



In the last seven days, I have received 
recognition or praise for doing good work.

•Do we do a good job of catching you 
doing things right?
•How often do you feel recognized for 
your work?
•What do you think is the best type of 
recognition to get? 





Your Turn

What are the ways that you are showing 
appreciation to your team members?  



The Why

Caring for the Residents
Occasions for Celebration

Opportunities for Development
Ineffective Communication 

Input not Respected
Inconsistent Appreciation



Discussion about Objective 1:
The reasons behind

recruitment & retention issues



Be Prepared When You Return!





“Engagement, satisfaction and 
happiness often depend less on the 
conditions in which one works and 
more on whether expectations are 

aligned and met.”

The Employee Experience, Tracey Maylett & Matthew Wride





Culture Can Secretly Hurt Support









Our Mission: 

To provide services that 
avoid deficiencies and 

lawsuits regardless of what 
the residents want.





Be Intentional

“How do we make our culture more intentional?” 

“How do we not leave our culture to chance?”  

“How can we make all of the positives that 
happen here the norm for new and seasoned 
employees alike?”





Are You Being Intentional?

• 17% of an Administrator’s day is spent on 
regulations

• 4% of an Administrator’s day is spent on mission 
and culture

• 39% of a DON’s day is spent on problem 
management

• 6% of a DON’s day is spent on quality assurance





Worst behavior tolerate 
slide



Current Team Members

Focus Group Feedback



Thank You!
Your 

Handouts!



Thank You!Your 

Handouts!







Leadership Starts with Trust

“The biggest issue is to expect leadership 
qualities when they aren’t acting like leaders.  
There is no accountability here.  When we talk 
to management there is a wall.  They say they 

will fix it and it never gets fixed.”  

“I think that administration is 
trying hard but they need to spend 
less time in their office and more 
time walking around and saying 

hello to us.” 

“Management doesn’t like to see two 
people together at one time.  

Sometimes they don’t realize we are 
training one another.  We are still 

working and doing our job, but they 
expect the worse.”  



Ppl that Said No



Rockstar





Questions to Ask









Share culture through stories, residents 
and team members!





Your Goal?
• # of Applicants
• Time to Hire
• % Overtime Hours
• % Agency Hours
• Average Tenure
• % Overall Turnover
• % Turnover less than 90 days/6 months/1 year
• % of people retained over ____ months



Thank You!Your 

Handouts!



Discussion about Objective 2:
Assess your organizational culture

and determine how it may be hurting you







How did your performance differ 
when you were working with a 

“good boss” versus a “bad 
boss”?



The Evolving Role of Leadership



“My supervisor doesn’t really know 
me.  I don’t want to look at the last 

20 years and see myself just as a 
housekeeper.  I want more, but they 

never think I am worth more”

“Communication here is difficult.  
Everything is last minute and has to 

be handled right away.  It is so 
disruptive and we are all running 

around trying to fix things.”



What else can I do to 
evolve my leadership 

and focus on 
engagement?





Other Tips









Beyond the Referral Bonus



Backdoor

Backdoor References



Google increased referrals 33%
by jogging people’s memories!



Public and private displays of
appreciation keep referrals coming!



Put team members
to work!



Reviews Matter!
• “Really is as bad as the worst reviews!”
• “I’m not sure this box is big enough to write all 

the cons of this company.”
• “This place is a joke. A sad, terrifying joke.”
• “Turn around and walk away.”
• “Stay away!!!”
• ”Worst experience of my life.”
• “WORST COMPANY EVER TO WORK FOR”



The Formula:
5.  Sell by Educating



Raise the Stakes



Put residents & family members
to work too!



Questions to Answer and Ask!

• What skills and attributes do residents and 
team members think make the best fit for that 
position?

• What value based interview questions can 
anyone use to talk with a candidate?



Sample Questions
Positive Attitude 
• What is the single most important factor that must be 

present in your work environment for you to be successful 
and fulfilled?

Successful Team Building 
• How would your former coworkers describe your work 

style?
Developing a Rapport with Managers
• Describe the management style that motivates you and 

inspires you to do your best work. 
Caring
• Tell us how you show patients/residents/clients and their 

families that you respect them and care about them.



What 3 words would you want current 
and potential applicants to us to 

describe your organization?”

With a Partner



Thank You!

Find more tips, tricks & techniques at:

www.cultureoutcomes.com
Objective 3:  Cast the Net Wider!



Breaking the Script



Our vision is “To be a daily blessing to all we encounter.”





Did You Know?

Only 11% of candidates apply to a job 
when they visit a job description!

For the other 89%, offer up other 
“Recommended Jobs”.



Reach Them with Ease!

• 68% of people think it’s professional to text regarding a job!
• Text messages have a 98% open rate, email is 23%!
• 75% of people looking have a job and can’t talk via phone!
• 87% of people have changed their mind about a job they 

doubted based on the interview experience.  
• One way to create an experience:  a culture book that 

highlights your unique culture that they can read while they 
wait in the lobby or between interviews!



What will YOU do to cast 
the net further?



Discussion about Objective 3:
Act on tips that can help you keep your

best team members & attract the “right” people





Thank You!

Find more tips, tricks & techniques at:

www.cultureoutcomes.com


