
Moving Organizational Performance
SAMPLE Conversations

High Performer
	Where the organization is going
	One of our goals is to make the organization a great place for employees to work, patients to receive care and physicians to practice medicine.  A key component of this process is the development of the Standards of Behavior.  These standards define in detail the behaviors that demonstrate our core values.  The standards assure that everyone is clear about our expectations for behavior and indicate that the whole organization endorses these behaviors.



	Thank them for being a role model
	I want to thank you for being a role model to your co-workers.  You demonstrate the behaviors that are defined by the Standards of Behavior on a daily basis. 

	Specific examples of what they do well 
	You are always on time for work.

You always come into work with a great attitude.  Your positive nature makes the department enjoyable.

You always complete your work in a timely manner.

You never complain about the workload or changes that we have to make to meet our patient’s needs.

	Ask if there is anything you can do for them
	You are a great asset to the department and the organization.  I want to do everything I can to make sure you are happy with your job and that you want to remain part of the organization.  Is there anything I can do better as a leader to support you?


Middle Performer

	Reassure

· Let them know they are valued
	Tracy, as you know your co-workers have defined the Standards of Excellence as the behaviors that demonstrate our core values.  You are a valuable employee and I would like to be certain that you stay with us. I want you to know how much I appreciate the work you do.  

	Support

· Specific examples of behaviors they consistently do well?
	Here are just some of the things I think you do exceptionally well.  You provide excellent care to your patients.  You are always willing to help others out when you are asked to.  You appear invested in your own professional development and you are always smiling.  Please continue to do these things.

	Coach

· One behavior that you feel needs to be improved?

· Specific examples to help them understand the issue.

· Ask for their commitment to work on improving.
	I would like to discuss an opportunity for improvement with you.  I would like you to be more pro-active in problem solving. While you appropriately bring problems to me, many times you haven’t considered possible solutions.  

Last week you brought _____to my attention and I certainly appreciate being made aware of it. When I asked you what you thought we should do to rectify the problem you stated you hadn’t really thought about it.  When you did give the problem some consideration you were able to identify 2 very plausible solutions.

What I would like you to do the next time you become aware of a problem is think about it before you bring it to me.  Come up with 3 possible solutions and recommend which solution you think is most viable.

	Support

· Reaffirm the value they provide to the organization.
· Demonstrate your commitment to making them successful.
	So we are agreed that next time you identify a problem you will not only bring it to my attention, but you will also be prepared to discuss possible solutions. 

I consider you an asset to our department.  Thank you for the valuable work you do for STCH.  

I am always available if there’s anything you need from me.


Low Performer Conversation
	Objectives
	To describe the employee’s behaviors that are 

below standard.

To have the employee understand how you feel about their performance and how it affects the department (evaluate).

To show the employee your specific expectations for their behavior.

To have the employee know the consequences of not meeting expectations.



	Preparation

· Meeting Date/Time/Location

· Specific behavior to address

· Documentation

· Consequences

· Follow Up
	Friday, 9/25 @ 10am in my office

Negative attitude

Standards of Excellence, Patient Complaints, Requests from employees to adjust schedule to avoid working the same shift.

Failure to show immediate improvement will result in the initiation of the formal disciplinary process.

We will be meeting again on October 1st to see how things are going.

	Describe

Behavior that has been observed
	Do not start meeting on a positive note.

The purpose of this meeting is for me to inform you that your behavior does not demonstrate compliance with the Standards of Excellence.

Provide specific examples of inappropriate behavior.

 

	Evaluate

How you feel about the behavior and how it affects the department and the organization.
	This behavior has a negative impact on your co-workers, the department and ultimately the patients who look to STCH for providing quality care.

	Show

Demonstrate what needs to be done for the employee to meet expectations.
	The Standards of Excellence that were developed by your co-workers and which you signed state the following, “I will maintain a positive, calm, and professional attitude when interacting with others.”  This means that you will not let issues that are occurring in your personal life impact the interactions you have with patients, families and co-workers.

	Know

Define the consequences if the employee fails to improve and meet expectations.
	Any incidence of you interacting with your patients or co-workers with a negative attitude after this meeting will result in the initiation of the formal disciplinary process.  We will be meeting again on October 1st to see how things are going.
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