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Content Disclaimer

The information shared in today’s presentation is shared in good faith and for general
educational information purposes only. It is accurate as of the date and time of this
presentation. Providers should seek further guidance and assistance from CMS. their
Medicare Administrative Contractor (MAC), commercial payers, state and national
associations, and continue to watch for new developments and information regarding the
topics discussed today. NARA is not responsible for the content shared within this
presentation. NARA does not endorse any products that may be mentioned during this
presentation.
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Today’s Agenda

e What is Change Management
e Who's here

e Learning Objectives

e Change Challenges

Vision for Change Tool

Break

Resistance Management
Practice

° Q&A

NARA Pre-Conference October 4, 2022 5

Hartford HealthCare &7

Rehabilitation Network

Change Management: the “People” Side of Change

Successful Change Requires
Both Technical and People Sides

Project Management —
sign
Deliver
Current Transition —
Change Management Embrace
Adopt »
Use
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NARA Pre-Conference

Real-time Participation & Feedback

Poll Everywhere

October 4, 2022
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Poll Everywhere Access via Browser ®
o
o
Join by Web Join by Text ®
F
o
H .
o
€ Go to PollEv.com @ Text H3WPMO to 22333
e Enter HAWPMO e Text in your message
9 Respond to activity
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o
Learning Objectives ¢
o
. o
e Understand the emotional roller coaster that can °
happen with change °
e Practice ways to communicate change so it sticks °
eReview change management best practices °®
e Develop ways to create leadership alignment
during times of change
e earn ways to effectively anticipate and manage
resistance to change
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The Adventure of Change for Teams begin® o
o
:
Letting go; sense of Love it or hate it! We never start from ®
loss scratch! ®
The way we “always Feeling uncertain Build on culture and ®
did things” sense of team
Ways that no longer “The fertile void” New technology and
work processes
Ways that DO work ... Fosters creativity New NORMAL
for the greater good
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oy ] )
The Transition Change Curve:
An Expected Emotional Roller Coaster ~__ ©
| 3 o
Denial l
- ADOPTION g
Disillusionment O'/
‘f e o
[
P Moving )
Happiness S Gradual  Forward
Anxiety Acceptance o
Threat
Anger Depression \/i"f
Change management goals: Hostility
+ Reduce the depth of the downturn
« Shorten the time to reach acceptance and moving forward
+ Key is to keep moving toward acceptance and not get stuck
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H3W Leadershi P Behaviors H2W Leadership Behaviors ®
( H ow H a rtfo rd H ea Ith Ca re WO rks ) A Commitment to Continuous Improvement .
1. Bein the moment
2. Be authentic and humanistic .
3. Volunteer discretionary effort constantly
R 4. Model high performance - desired .
o Creates a Common Cultu re’ Wh'Ch behaviors that drive desired results .
allows for a successful assimilation [ e e e °
6. Be curious vs. judgmenta
i Foundatlonal element Of our H3W 7. Look in the mirror first - be accountable
(0] pe rat' n g mo d e | 8. Have courageous conversations .
. Provide timely, clear and specific
L] Al I H H C em p I Oye es atte n d H 3W . :erform;nce prectations l.Zm.c] feedback
Leadership Behaviors training as a APt o 00 e St s
con d |t| on Of em p I Oy me nt Remember, “It’s about progress, not perfection!”
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Change Curve Check-in

Transition Change Curve:
TA:!Expaclsd Emational Rolter Coastel

>3

mand t goals:
Fh::g:um spth of the downtum
* ShMIMbmelﬂmd‘ud:ﬁmuﬂm of
. nvutakmmwmuﬂulladm:mnﬂmt

By Jud s
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Fostering Commitment:
Vision for Change Elevator Speech

« What is changing? WHY? Why now?
- What happens if nothing changes?
- How does it link to the big picture?

- Benefits to your organization, Department,
Colleagues & Patients

- Possible barriers & solutions
- Summarize: what'’s changing and why

LY
J
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Vision for Change Planning Aid

What is the change that is
happening?

Why is it happening? Why is it
happening now?

What is the risk of not changing?

How does this tie into:

... the your corporate vision?
... the goals of your rehab team?
... the patient experience?
What are the benefits:

... for your organization?

... for your department?

... for your colleagues?

... for your patients?

What are the possible barriers
and solutions?

LY
J
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HHCRN training on change mgmt.
What is the change that is Ongoing state of change within HHC and industry as
happening? we continue to navigate through COVID

H H C COVI D Recove ry Why is it happening? Evolving strategy to maintain patient access, safety

of staff and patients and sustain business
operations.

Recognition that decision on change of operations and
communication did not go as well as well as it needed
to.
Many issues: tired staff, continuous changes,
transition within leadership, moving quickly, and
most importantly, impact on staff's home life

Self-reflection: what could 1 have done differently to
ensure: a clearer vision, consistent message and unity
of the leadership team
s Use system tools: Vision for change
planning aid and acknowledge transition
of change curve
e Ask for repeat back from each level of
management/time to digest
e Ensure we utilize our lean model/HRO
training to ask for clarity, stop the line
¢ Need to hear 7-10 times

Recognize Nancy for use of for PDPM
Reached out to Cindy Baker for help
We are going to continue to change and want to
incorporate best practices and utilize system

resources

How can we best support each other and teams ny
? e fu
NARA Pre-Conference through change? e
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HHC COVID Recovery
(cont’d)

NARA Pre-Conference

How does this tie into the HHC
Vision to be "most trusted for
personalized coordinated care?"
Balanced Scorecard? Patient
Experience?

HHC is learning organization with operating model for
continuous improvement

What are the benefits (WIIFM):
... for HHC?
... for your department?

... for your employees?

Investing time in learning and integrating best
practice, sharing feedback and creating better
strategies

Supporting each other and employees better through
change will lead to better unity, less confusion,
better engagement = #123

... for our patients?

What are the possible barriers? .

+» Change fatigue

Competing priorities to invest time.

* Personal emotional stress

changing?

What is the risk of not

confusion.

Not investing time, risk of disengagement, frustration,

Waste created = time away from other things

October 4, 2022
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Vision For Change: what changes are happening & why

What is the change that is
happening?

Why is it happening?

Why is it happening now?

What happens if nothing
changes?

» Each BU will create a Regional
Productivity Committee

«» Every department will submit a
Productivity Alignment Action Plan
(PAAP) to their Regional
Productivity Committee each pay-
period (every 2 weeks)

» The Productivity Lead in each
region will communicate when the
forms are ready to be completed &
when they are to be submitted

« Regional Productivity Committees
are an integral component of the
productivity management process
as they proactively identify
improvement opportunities &
connect struggling departments to
applicable resources to address
the root cause

« To increase the accuracy of data
used in the PRC process, driving
more efficient decisions & resulting
in decreased turnaround time for
requisition approvals

- Because we have recently
standardized & improved the
accuracy of productivity
measurements (Units of Service)
for all Cohort 1 & 2 departments,
making it viable for use

» Because it is important now more
than ever that we achieve &
maintain an adequately sized
workforce to safely deliver care &
prevent/reduce colleague burnout

« Continued reactive approach to
productivity management, instead
of taking a more proactive stance

« Right-sizing our staffing models
will continue to be challenge, as
will making more accurate &
timely PRC decisions

« Limited likelihood of preventing,
reducing, and improving colleague
burnout due to persistent staffing
/scheduling challenges

NARA Pre-Conference

October 4, 2022
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[ )

Let’s practice! ®
. ®

e Draft your vision for change °

e Share with partner PY

e Take a break ot l L = O

[ )

[ )
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[ )

10-Minutes Break o

[ )

[ )

[ )

[ )

[ )

[ )
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Hartford *
HealthCare

Vision for Change Review

happening?

e HHC Campus Care examples
e Other examples el bl
e Questions?

What T nothing
changes?

How does This Tie Intor

«+ the HHC Vision to be "most
trusted for personalized
coordinated care?”

... the aspirational goal #1237
... the Balanced Scorecard?

... the Patient Experience?
WHat are the beneflts (WITFH
What's In It For Me?):

. for HHC?
- for the department?
<. Tor colleagues?

w. for patients?

What are The possible barriers
and countermeasures?

™
9
Hartford HealthCare £«
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Who here has encountered resistance to change?

LY
J
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] . . ¢
b Resistance Management Planning Tool Hartford HealthCare &
- : ow will you know i
. . (TAME) . Complete How will you know if the _ _ "
Impacted Group Why resistant? How do you know? Expected Resistance Plan to Address Resistance Reinforcement Strategy  the reinforcement
select from By (Date) plan worked?
strategy worked?
drop down
Objections Regional Leader rounding, 2 way
Front Desk Colleagues Featdtunkwn Questions, comments, non-verbal | Passive participation in training Mitigate Weekly townhall meetings with | o orcang | 973072002 Colleague engagement cirminaton throughi iy | | Haveleaderschecktedi
Conern of job secruity updates and Q&A engagement and readiness
Create work-arounds |Area Managers huddles
Demonstrate decsion trees and
Loss of autenomy of schedule Template creation Education on templates and cross- |  Regional S emplife-compeliionds validate tempate Tiovekialecs ieliitiam
Clinicians Fear of unknown Questions, comments, non-verbal Objections Mitigate | functional project team and decision| Direcorsand | /22/2022 P Ly SelectionLeader rounding, 2 way
Eudcation of all clinicians engagement and readiness
Specialty populations Create work arounds trees |Area Managers communication through tiered
Bt i emplbyes enpaiamati Reinforce the vision, rationale, and Demonstrate decsion trees and .
plOyec engngs Verbal questions in meetingsand | Objections, uncertainity how to i pre-work, expereince of Access | VP ops and Verbal di d sense of D .| Have sr. leaders check team
Leaders Unclear of reasons why iy & Mitigate 9/15/2022
e ‘rumor mill g g Center team and HHC study and Directors engagement Reinforce change mgmt engagement and readiness
adjust process strategies
LY
fa
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Coaching Guide

Working with Others: Coaching Guide
for Change-Related Emo

Emotional Colleague's Reaction Suggested Response
Response

Individual unable to adequately picture the future Create a vision/picture of what the change willlook like
LV ndividual s fidgety Help peaple determine what it means for them
Individual shows signs of relief that something is Recognize those who support the change efforts
going to change
C IS ndividual may perceive more to the change, or Ensure unrealistic expectations are managed
believe they will get more from the change than is
actually the case
Individual focuses solely on the negative implic Balance what is perceived as a negative with a positive
Individual continues to operate their work in much | Plan and prepare for impacts and objections
the same wa
I xpomeea oo Lara R iy W | (RRcie® G b v parecraly e a Fek el T
into the new change. ("What's in it for me?
Threat individual continually asks questions about how their | Identify what roles they themselves are occupying in the
job il it into the change process
Individual realizes the inappropriateness of their Discourage rash statements or behaviors; build a cimate

The Transition Change Curve:
A Expected Emobons Rater Cosste

Anger previous actions _ that is both supportive and Emotional Colleague’s Reaction Suggested Response.
behaviors are Encourage thought before action Reome
Individual is just going through the motions Focus on short-term, focused tasks where people can get a Individual tries to sabotage the change effort Anticipate, prepare and respond effectively to roadblocks
Dilusomhent sense of success Hostility Individual ignores new processes and undermines | Address inappropriate behavior by redirecting energy
individual is increasingly dissatisfied and gradually | Keep performance results the primary objective of behavior your authori
withdraws and skill change Individual shows a lack of acceptance of any changs Emphasize that the change will happen and refterate key
Individual shows a lack of motivation Provide a series of specific next steps and fallow Up Denial and denies that there will be any imj milestones
frequently Individual displays apathy and numhnsss :f ?‘/ou ‘want others to change, set an example for them to
S . : follow
I Tndividual's absenteeism may increase Ensure each person always knows why his or hier AT S AT O TSR o T o ST P o 6 v
performance and change matters Gradual
= A ndividual has a wait and see atlitude H»ghlight the pcsmve lmpsds the change will have to the
eemployee/dey
Individual has a positive attitude Provide lsedhack and ‘encouragement Recognize and
Moving celebrate successes
TR ndividual is helping others with the change Recognize and celebrate successes
Commitment
For addi nal support and il i contact i HHC's Employee i Program
provider, at 1.833.806.8721 or www.guidanceresources.com, 24 hours/day, 7 days/week.
LY
b
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Create a Personalized Action Plan

e Write down your plan
e Share it with a partner
e Let's hear some examples

)
H
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Learning Objectives: How did we do?

e Understand the emotional roller coaster that can
happen with change

e Practice ways to communicate change so it sticks
eReview change management best practices

e Develop ways to create leadership alignment
during times of change

e earn ways to effectively anticipate and manage
resistance to change

)
H
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L
o
o
o
o
o
o
L
QUESTIONS AND ANSWERS
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“"He who fails to plan is planning to fail.”
. - o
Winston Churchill °
o
o
o
L
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Session Resources

e H3W Leadership Behaviors Card

e Vision for Change (word)

e Vision for Change (excel)

e Resistance Management Planning Resource

¢ Transition Change Curve

e Working with Others Coaching Guide

¢ Transition Change Curve Video

e Resistance Management Resource Video

e Vision for Change Video

¢ Sign up for free Prosci Webinars on change management

)
I
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