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Learning Objectives

1. Discuss employee engagement data trends, including those 
related to the COVID-19 pandemic.

2. List “talking points” for making a business case for 
workplace culture.

3. Identify signs of an individual’s current location on an 
engagement index.

4. Recall ways to enlist support for change, including how to 
coach employees.

5. Apply engagement tools and practices in the workplace to 
expand your “culture club” and your commitment.

A bit of
background

3

4



3

And 
then …

Engagement and 
Organizational Outcomes

Correlation between EE engagement and 
performance is .43 (Gallup, 2016 Q12® Meta-
Analysis: Ninth Edition)

• Differences between top-quartile and bottom-quartile 
units:

• 17% production
• 21% profitability
• 24% turnover 
• 28% shrinkage
• 40% quality (defects)
• 41% absenteeism
• 58% patient safety incidents
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Engagement Index: Gallup Q12

1. I know what is expected of me at work.
2. I have the materials and equipment I need to do my work right.
3. At work, I have the opportunity to do what I do best every day.
4. In the last seven days, I have received recognition or praise for doing good work.
5. My supervisor, or someone at work, seems to care about me as a person.
6. There is someone at work who encourages my development.
7. At work, my opinions seem to count.
8. The mission or purpose of my company makes me feel my job is important.
9. My associates or fellow employees are committed to doing quality work.
10. I have a best friend at work.
11. In the last six months, someone at work has talked to me about my progress.
12. This last year, I have had opportunities at work to learn and grow.

Avg Mean (5-pt scale): 4.02

What is 
Normal

?
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Pharmacy Employee Turnover

Which is most accurate historically?  

Recent Trends

• First decline in over a decade 
in EE engagement (Gallup, 
2022)

• 4 million/month US workers 
on average quit (Zippia, 2022)

• Leading causes: feeling 
disrespected (57%) 
insufficient benefits (43%), 
long hours (39%) (Pew 
Research, 2021)

• 28% healthcare workers quit 
because of burnout (Forbes, 
2022)

Quitter’s Market:  www. shrm.org

Source:  U.S. Bureau of Labor Statistics
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Mass Exodus? 

Up to x% of healthcare workers plan to leave their 
positions by 2025:

Got Burnout?
• “A syndrome conceptualized 

as resulting from chronic 
workplace stress that has not 
been successfully managed.“ 

1.depleted or exhausted
2.mentally distant from their 

job or negative feelings or 
cynicism about their job

3.reduced professional 
efficacy

Source: World Health 
Organization 
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Employee Experience Rebranded

1) Manage your managers

2) Provide clear and frequent 
communication from leaders

Focus on the Basics 
(Gallup)
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Gallup’s Focus on the 
Basics, continued

3) Re-establish role clarity
Reinforce formally:
• Job description, employee 

handbook, policy updates
Conversationally:
• Huddles, 1:1 meetings, stay 

interviews
Engage your team in the journey:
• Process mapping, core values 

(UI Health Care: WE CARE),           
re-boarding

Solution? Be an Employer of Choice

• Consider and convey workplace differentiation
• What do we do?  
• What do we have?
• What do we want to be?

• A toxic culture is 10.4x more powerful than compensation in 
predicting a company’s turnover. (MIT Sloan Management 
Review)

• Prioritize workplace well-being.
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Framework for
Workplace Mental Health 
and Well-Being 

Activate “Thriving” at Work • Lower absenteeism
• Higher customer/patient 

ratings
• Faster problem-solving and 

change 
• Thriftier: save in healthcare 

costs and turnover
• 81% less likely to seek out a 

new employer in the new 
year

• 80% of employers offer 
wellness resources and 
information yet struggle with 
executing well    

(Gallup 2017)
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My Principles for 
Managing Safety 
and Security

• Consistency

• Mutuality

• Accountability

Protection from Harm

• Prioritize workplace physical and psychological 
safety

• Enable adequate rest

• Normalize and support mental health 

• Operationalize DEIA norms, policies, and 
programs
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Business Case: EE Wellbeing

• Workers continue to feel the effects of the pandemic on their mental 
health and well-being: >30% of Americans reported they felt 
symptoms of anxiety or depression between March and April 2022, 
vs. 10.8% pre-pandemic. (National Center for Health Statistics)

• Employee expectations around wellness are changing: 65% of workers 
surveyed report their approach to wellness has changed over the last 
two years, and they expect more support from their employers. 
(Workhuman) 

• Mental health resources can help companies retain workers: 80% of 
surveyed employees were more likely to stay at a company that 
provides high-quality resources to care for their mental health. 
(Forrester)

Diversity, Equity, Inclusion Matters

54% of global respondents said that transparency around a company’s 
record on addressing diversity and inclusion in the workplace is extremely 
or very important, with a similar share (53%) saying the same about a 
company’s impact on the environment. (PwC)
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Connection and Community

• Create cultures of inclusion 
and belonging

• Cultivate trusted relationships

• Foster collaboration and 
teamwork

Apply the Basic Change Model  

Source: Franklin-Covey

23

24



13

Can trust be measured and rebuilt? 

13 Behaviors of 
High-Trust Leaders 
Worldwide 

(Covey et al, 
2008)

https://leadershipnow.com/Covey
OnTrust.html#13

Graphic credit to: https://okptacultivate.com

Practice Example:
911 Dispatchers

Source: Surgeon General’s 
Framework…2022

>40% of surveyed emergency dispatchers 
in LAPD reported high levels of burnout. 

UC-Berkley hypothesized burnout and 
turnover among dispatchers can be 
decreased by fostering a sense of 
belonging, support, and positive 
professional identity.

Results: City with 100 dispatchers can save 
>$400K in turnover costs.

Actions: A group of >500 
dispatchers across nine U.S. 
cities received a weekly email for 
6 weeks featuring a story of a 
dispatcher’s work experience, 
with a self-reflection prompt re: 
peers and mentors. 

Stories were collected and stored 
for future emails. 
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Work-Life Harmony

• Provide more autonomy over how work is done

• Make schedules as flexible and predictable as 
possible

• Increase access to paid leave

• Respect boundaries between work and non-
work time
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Hello HR! Sharing recent trends from a conference…
• “Today’s worker expects greater flexibility. They expect to have a greater degree                                

of freedom over when they work and for whom. Clinical professionals are no exception.”

• A major impetus for the Great Resignation outside of healthcare has been years of working from 
home. Employees who have enjoyed the flexibility of working from home find themselves reluctant to 
commute back to the office. Healthcare has been at the forefront of remote care through innovations 
such as telehealth.

• According to a new article in Medical Economics, the percentage of practices engaging in remote 
patient monitoring is expected to jump from 57% to 76% in the next two years. The more choices and 
flexibility you give your staff in where and how they do their jobs, the more likely it is they'll stick with 
you.

• The Great Resignation isn’t just about clinicians. Christopher K. Lee, MPH, 31, had been working in 
healthcare management for more than a decade. Last month, he resigned from a senior manager 
role at UCLA Health after being required to be in the office every day since October 2021. Forbes

• “I tried to make it work, but in March I decided I couldn't do it anymore,” Lee said. “Like many people, 
during the pandemic I reflected on my priorities, and spending 3+ hours commuting a day no longer 
aligned with what I envisioned for my life.” According to Will Patterson, CEO and founder of CareRev, 
Berlin reflects a growing trend among clinicians.
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Practice: My 
Pharmacy
5/10 quit last year; Hired 2 new 
PharmDs, 2 Techs in Training, down 
1 Certified Tech

2 actively disengaged (1 RPh, 1 
Tech) 
2 flight risks; 1 office manager on 
leave

Organizational Restructure 
Benefits cuts; New systems 
implementation

What can you do?

My Principles 
for Managing 
Flexibility:

• Planful

• Earned

• Equitable
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The Sabbatical Project (16% of SHRM member orgs offered in 2019) 

• 1. Identify the Why.   2. Determine Eligibility & Set Limits.    3. Figure Out How to Make the Most 
of Coverage Opportunities 4.  Be Prepared for Changing Priorities

Society for Human Resource 
Management Tools 

Sabbatical Project Field Guide

Mattering at Work

• Provide a living wage

• Engage staff in workplace 
decisions

• Build a culture of gratitude 
and recognition

• Connect individual work 
with organizational mission
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My Principles 
to Work by:

• Helpfulness

• Gratitude

• Humble Humor

What if they don’t show?
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Try It! 
Fly-By Recognition

• Specific (What)

• Significant (Why)

• Succinct (60 sec.)

• Sincere (Smiling eyes)
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Opportunity for Growth

• Offer quality training, education, and mentoring

• Foster clear, equitable pathways for career 
advancement

• Ensure relevant, reciprocal feedback

How? Peer Mentors, certification funding, retention 
bonuses…
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My Principles 
for Feedback 

• Make it Safe

• Honor Intention; 
Express Impact

• Normalize 
Continuous 
Improvement

• Notice Efforts

Coaching with Feedback

• Privately share observation

• Patiently await response

• Remind of goal*

• Invite specific solutions*

• Agree together

• Re-visit
*Sidetracks? Repeat prn
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Questions?

Nikole-mac@uiowa.edu
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Resource Toolkit

• Surgeon General’s Priorities: Workplace Wellbeing

• Gallup Employee Engagement  

• The U of IA Supervisors’ Toolbox

• Society for Human Resource Management

• 3 Crucial Elements of a Great Pharmacy Culture

Be the Change!
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