





A Leader in Innovative Community and

Health Care Services

CANADA

e VON sites reslaond to the unique and
changing health care needs of communities
across Canada

e In addition to nursing services we provide
programs and services that no other home
care providers offer — e.g. volunteer visiting
and meal programs.

e \We touch the lives of sick, lonely and isolated

people that other providers cannot and will
not serve.

Health Starts at Home ¢ www.von.ca



Building the Case for Investing

CANADA

: Launcpgdt.a grc%\évtf% and . e Leading the Way with
consolidation effort resulting
in large scale transformation Talent Management
across provinces — significant at VON Canada
impact on the way we do :
business and deliver care e ... awork in progress
SErvices A healthy work environment is
e IBM partnership launched- ... @ practice setting that
anchored in technology maximizes the health and well
infrastructure improvements ngc?gn%fcﬂgrﬁeosatchgqlg
* The need for change organizational performance and
management societal outcomes. *
and talent management was
Clear. RNAO Healthy Workplaces Best

Practice Guidelines
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Building the Case ... @

CANADA

e Vacancy Rates: On average 'A
150 open requisitions in 4
any month-60% are for
nurses

e Average cost of turnover
ranges from $25,000 to
$65,000 per RN

e Number of nurses hired at
VON in 2009 = 409

Health Starts at Home ¢ www.von.ca



Building the Case for Engagement

CANADA

e Total Cost of RN Turnover
409 x $30,000= $12.3 Million

The Big Question:

What can we do with that $
if we keep our nurses
engaged in delivering

- : quality care?

Health Starts at Home ¢ www.von.ca






Build capabilities to
achieve personal and
business goals

Capability

Create
experiences to :
enable nctwtl\r/?te ‘
employees to =HWOTES ©
high quality

perform to the
full extent of
abilities

relationships

An integrated Talent Management Strategy reinforces the pillars Of the Care and
Service Model :Learning, Integration, Innovation and Partnerships

9 Deloitte 2007



VON Engagement Action Plan

Step Two
Executive
Summary

Step Three
Take Action
Solutions

Step Four
Engagement

Step One

Step Five Pulse

Surveys

Survey Workshops

Report

'/ Onsite leadership. ~ Equip leaders, . | Simple and
Engagement; sessiontoreview |- managersand e S e customized
Assessment | executive summary teams with set | | rain managers surveys to
Survey " report of Take Action | and directors TMeasUre
«2000 *Full analysis of Solutions -hand_s on current
employees | data *How to take | exercises and performance
*Online . *Set of - actions on RIS on top ten
-12 minutes | recommendations  results, develop | | Concepts for most critical
inlength = +60-90 minute | manager ~ cracking the | I
~Team . meeting with capabilities | VolviElenieoee | -Reports
engagement ; leadership to - impacting *Use retention | generated to
reports for | present key points. . employee | cards show current
each Site and reinforce key . engagement ~ “Calculate performance
Director, areas impacting = and retention | | Pottomline L with
Functional | organization ability = Customized | | Impactof costof summary
Director and | to deliver talent . and online tools | tUrnover statements
all SMT results and and reportsto | °Learnthe team for

improve bottom
Irne performance

show impact of

. actions

. member talent
i i plan framework

stakeholders



VON

Engagement Survey Report /S fai
September 2009 Y o s

What is “most critical” to

engage you to perform at

your best and create a place
All VON you want to stay?

What is it really like in your
current work situation?

Desire to change jobs?
Leave?

Your viewpoint...




Engagement Level

s

Fully .
Engaged

Passionate about their work and the
organizafion

Nill do whatever it takes fo deliver
results

Feels like a true owner

Delivers consistent, high guality results
is their trademark

Finds innovative solutions to the
toughest problems

Seen as a role model and leader

Focused on their deliverables, project,
and individual responsibilities
Delivers good, solid performance

ways does their fair share of work
Works well with others and will help out
when asked

Somewhat
Engaged

Selective about where they put their
energy

Spends a lot of time doing things that
are not helping customers or the
organization

Delivers when they have to, or when you
are watching

Coes what it takes to get by

A "Master” at distracting cthers

25%

(o] rks when they have to,
really want to be doing something else
Results are NOT meeting the standard
Haz a "We" - "They" perzpeciive
Megative about the organization, as wel
as in their interactions with coworkers
and customers




“"Most Critical” AND Current
Work Situation

Top 10 Most Critical Needs

Employees were asked to select the items that are "most critical” to engaging them to perform at their best and/or creates
a place they want to stay.

Below are the Top 10 items your employees selected as "most critical”. The data below presents the percentage of

employees who selected the item as "most critical”, as well as how all participating employees evaluated each of the "Top
10" items.

B MostCritical [i] Stength [ GoingWell [J NotGoingWell [l] Weakness [I] NotAppicable

1. | feel appreciated and valued,
50 1love to do what I'm doing.
46. | have the necessary resources 1o do a good job.

13. | can adjust my work schedule andior work arrangements 1o meet my
needs.

21. | can make a positve impact here.

17. We have great teamwork-people pull together.

2 My manager stands up and supports me.

15. | have a great balance between work and my personal ife.
11. Ihave a network of paople | can tum to f | nead help.

18 | feel comfortable asking my manager questions and discussing

Health Starts at Home ¢ www.von.ca



Most Critical Needs Profile Description

A Most Critical Meads Profile was created for @ach surveéy participant. This profile shows the current parfarmance of @ach
errployaa’s 15 "Most Crtical” needs and s basad on the number of Strengths, Goming VWell, Nat Going Well and
Weaknesses, The Most Cntical Needs Profile provides leaders with a more in-cepth understanding of their employee’s
current situation, thus giving insight nhlhumdhnluvphvurﬁ'wu"ln'Hl4'|1u1bnrmvln'qup1uu|un|unruerJnH|hn
desire to stay

(] wrsgih B Gong Vel B notGong el [l Weakness B st Appicahs

mpcyse | 12 3

w—

——

roved 1
VON e 7
Department Most e ] 1|
Critical Needs Erpryss T ¥ .-
(1s omployess) = T Em

o ?

rpkeyme 11

rplopes 1

mpleyes 13

Erployes 11

wployes 12




2,646 Healthcare New Hires
“Most Critical” Needs

1. | feel appreciated and valued
eat teamwork-people pull together
50. | love to do what I'm doing
11. I have a network of people | can tum to

3. | can adjust my work schedule and/or work arrangements to

46. | have the necessary resources to do a good job

25. My salary is competitive in the marketplace
15. | have a great balance between work and my personal life
]

2. My manager stands up and supports me

18. | feel comfortable asking my manager questions and discussin
mportant




Top Ten Things that VON Staff who say this is
employees say are important to going well here
them

699%

889%

699%

76%

889%




Top Ten things that VON employees say
are important to them

Staff who say this
Is going well here

71%

74%0

72%

80%

80%




PSWs across all three regions
show high levels of engagement,
with 22-28% Fully Engaged

Nursing groups range fro 11-
16% Fully Engaged

One half of all Central Region
nurses is either Somewhat
Engaged or Disengaged



141

# of employees 14 | 475 794 197 193 126
gaged 20% 25% 18% 13% 159 14% 7%

gage 50% 50% 47% 47% 44% 35%, 40%
g°n g" a'°;za‘ 14% 17% 31% 2 f% 259 40% 28%
sengag 7% 7% 4% 14% 16% 11% 25%

i oo 79% 75% 65% 60% 59% 49% 47%

e Four out of every five executives is fully engaged or
engaged whereas one out of two directors/managers are

fully engaged or engaged

e One in every four client services employee is disengaged;
one out of two are disengaged or somewhat engaged

EP






Step 4: Bottom Line Impact of All Employees

Yhat is the current financial impact on our omganization fnancials?

The Bottom Line Impact of Employee Engagement

(A)

Total Employ ees

Average Salary

and B enefit Cost

(A)x (B) x (C)

Financial
Impact

8,990,258

46% : Employee delivers an organization “vaue

equal to the costs (Salary + Benefts)
Organizaion
LOSES

Level 1 Organization $
Disengaged LOSES

e Current Bottom Line Impact of Employee Engagement $

$ (13,620)( $ (15,962,816)

(24,516)

(14,941,196)

(21,913,754)




Step 5: Taking Action to Impact the Bottom Line

()

Polst 3% y
and Banafit Cost

Parforrmaroe
Deal ioaraecd

Ergage rerd

Bettom Lirm npaoct
Ll

L
Fully Emgaged

Organizason
GAIHE

§ 11,986

Employes delivers an
onganizaton “valua" aqual

[fwe TAKE ACTIOMN to impact amployes angadgemant
wihat financial impact will be achieved?
() w (BY m(C)

(=] [A)x (B) (D)

LCTION
ALTION Frarolsl

inpact

Ararcial
Irripact

oram s bottorm bna ra sults by
Imirad fing amiployies & ngagemisnt

B Ermnpl oyeas T Emgl o yeas

Kawap 1009 of aur Y O ]
Fully Engaged” Employes 3

,990,268 14 159 656

in tha oosts 46% $ “Engaged” Employie 51% ']-
CS'I.Y"' Bﬂﬂi} o “Fully Engaged
AN (13,620))  26% | § (15,982,016)] | “Somewhs Engaped” Ermplores 12% | % (7,981,408
w0 "Engagad"”
Oirganizason " . A L B 1T .1 A AT T
LOSES {24.516) 13% % (14,941 196) Dizengaged” Employies ]‘- Yo 1 |: ]_,I.:l.]_. I| I'rl'.l

w0 "Engaged

Currerd Firancial npact

(CURREMT - FUTURE) = Financial GAIN from "Taking Action” to Increase Employee Engagement

‘Rmbd baged o BTAEICTH clkat el

(21,913,754) Future Firancial Inpact (7, 2686,828)

$

14,644,926










“Talent Take Action - Agenda ltem’

What | DID to engage and retain talent.

(Describe Specific ACTIONS and IMPACT or PASS)
Maximum Time = 60 seconds per Leader/Manager)

Can NOT talk about what you “plan to do” or “others did”

<”

by

=



Length of Service Talent Results

Intentions Perform + Engage + Stay
Eliminate unexpected

departures and increase

desire to stay Talent Plan

Pinpoint key areas to address
and choose what to do
(take action, involve, or manage expectations)

/ Targeted \

Talent Solutions

. A pragmatic set of
Engagement One-to-One Dialogue besrz prgactices which

Engaged and Fully
Engaged Talent

Manager Actions
Build your capabilities to communicate,

coach performance, provide feedback, build credibility,
support work, show caring, and manage personal actions






(o>



A

“I think these solutions will make a difference at VON. There are a

lot of postings under building your manager capabilities which are
great resources. ltis a bit overwhelming to look at, but it would be
great for new managers and those of us who are having a difficult

time. The resources | looked at are really good!”

“It looks very professional. The tabs at the top make it easy to
navigate to different areas. It will be nice to be able to see results
and | like the tab about improving your survey results.”

“This will certainly make a difference in my practice!”

“The tool is very easy to use, very comprehensive and does an
incredible job at linking the survey results with relevant actions. |
very much appreciate the time frames and having so many options.
The topics are so good and so relevant. The structure of the
presentations is very clear and concise. | really like the ability to
track your actions, keep stories and hear about other
solutions/stories. | can see this tool being extremely helpful and
effective!! All | can say is WOW. This really is a great resource!”




VON Take Action Solutions




tanams

for the following

Survey Report Key Questions
Engagement Survey Results Team Meeting PowerPoint Template

Step 1.
Interpret

Your
Survey
Results




Step 2. Select an Area to Improve

Success Stories

Intrepreting Your Survey Results Improve Your Survey Rsug Build Your Manager Capabilities'

Engagement Survey ltems

Viake a real impact engagement and re

h o . aeand ocsee e
e I emenst survey items

Work
Items

ranayce
Action
Items

Organization
Characteristic

Items Take Action




tenana

16

18

26

28

32

14

L in 2 way thal makes il sasy 1o wanl 1o imars

My manager knows how to handle his or her personasl frustratio

I feel cg asking my mana

My manager undersiands my work,

truth no matter what

manpqer gives great feed

My manaqger actively fistens

'q important is

re | stand.

seeks 1o understand my point of yview

My goals and performance expeclations are clear—1 know what it takes 1o be
S L

My manager often asks for my ideas

My manager ~walks the talk”

My mang ¢ and I have

My manoeger gets the facts before making judgments

¢ well logether

or taking action.




Step 3: Review Solutions

Solution Name and Description Target Audience

Feedback Guide
Use the Feedback Gude to mprove the effectiveness o L > Manager
feedback

Feedback Counter

Catch It Right

Catch your team members domng sometheng nght

Two for You, Two for Me

Y your team members

Ways to Reinforce Desired Results

25

Feedback Puzzie
Keep track of the feedback achons you take with your team ore Time  Manager
members

More Tme
performance




Step 4.

n
Two for You, Two for Me
Give and receive feedback from your team members

Two for You. Two for Me

uch base de Record the names of your team members below
uld ke them to
n member to continus or do more of
do more y member to do less of
One action they would ke YOU to do less of 3
Team Member Continue or Do More Do Less
Step 2:
a i iback f nar L W nt T 7i

Step 3:

For each team member, identify the following

e One achon you would like the team member to continue or do more of

e One acbon you would ke the team member to do less of

Every talent solution is clearly outlined with complete steps and all
necessary resources needed to successfully perform.




Step 5: Add to “My Solutions”

Delete

Off My Plate

feedback Gu

My Success Stories




Step 6: Share Success Stories
What did you do? What impact did you make?

Success Stories

What is a Success Story?

Success Stones are a3 summary of the actions we take and the mpact create know what
1S being implemented and to understand how these actions are creating ap yact fo yurselve smplovees, teams, and the
organization

plore Great Successes

ou will see great examples of Succes ed by others. Rewv

olving for, and become inspired

) rour

uccess Stones by tops solution, and mpacted created. Use the contact information
ife expenences, and learn how to implement actions and solutions that will help you make a pos

Se Success Stories
Tell us about a T > earch Success Stori

success you've created Sort Success Stories

Date Solution/Tool The Situation The Action The Impact Goal

11/09/09 Supporting Mother of a I talked with both the nurse  Employee/Team Impact Achieve
Actions patient was and the mother and danffied Supported the nurseby Care and
Scorecard upset with the that at the time their “proving” " that she had Service

bedside nurse - interaction occurred, all the shared accurate Outcomes
she felt that the information that the nurse information and making
nurse was not had shared was correct. The sure that mother
giving her correct child subsequently had other understood that the
information. events occur that would nurse was truthful and
explain the difference in trustworthy.
information that the mother
Was recemnving. Customer Impact
Helped the mother to
see that correct
information was shared
both times - and her child
had undergone changes
between contacts.










We are accountable ...

CANADA

e For setting clear performance
expectations with our teams

e Performance reviews PDPs are to be
completed for all staff

e Talent Watch in place to help build strong
career ladders for managers

e Take Action on Engagement activities by
site with Champions

Health Starts at Home ¢ www.von.ca







Small Changes Create Big
Fires

CANADA

VON Client Centered Care and Care and Service Model can only be
achieved when our employees perform at their best and stay .

To achieve this level of performance, every leader must take
action.

The talent situation will only get tougher in our sector.

Now is the time we need to build the talent practices needed to
attract, engage, and retain talent.

Don't let the wrong people leave — Don’t give up , make it stick
CEO Judith Shamian

Health Starts at Home ¢ www.von.ca



