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Retention Best Practices 
Retention in Indian health programs is built upon a series of best 
practices, which are outlined in this presentation.
They are:
 Recruitment
 Leadership
 Communication
 Shared Management
 Professional Development
 Government-to-Government Relations
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Recruitment
“If you fail in the recruitment and selection of 
great people, you won’t have great employees. 
And without great employees, how can you 
possibly have a great company?”
MICHAEL WRIGHT
IDEALPEOPLE LTD., MANAGING DIRECTOR

Recruitment Is: The act or process of supplying 
organizations with new members or employees.
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The Value of Recruitment 
Effective recruitment of new employees can be rewarding for 
both employees and the organization.
 Focus on recruiting strong team players.
 Offer programs that will maintain their motivation.

Presenter
Presentation Notes
Recruiting is about more than filling a position; it's about building a strong workforce. 
It’s also about developing individuals’ professional skills so that they can progress throughout their personal and professional lives. By focusing your recruitment from day one on keeping an employee, rather than simply hiring a new person, you are 
making a long-term investment that will add more value to Indian health programs.
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Recruitment in Action 
Building long-term relationships with new 
hires will reduce your turnover rate and
 Create trust 
 Support and encourage
Make your team feel secure and valued 

Presenter
Presentation Notes
When you find a highly qualified candidate and have the opportunity to hire them, the important thing to remember is that you’re building a long-term relationship. This will, in turn, reduce your turnover rate because you won’t have to replace lost 
employees and spend more money on training new hires.
 As in any relationship, there must be a foundation of trust. 
 As a manager, you must provide support and encouragement, as well as an ear to listen to and resolve issues that arise. 
 In doing so, you will be establishing a level of interaction with your team members that will make them feel secure and valued in their professional lives.
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On-Boarding for the Long Term 
A focus on retaining good employees begins before they’re hired.
 Bringing in qualified people who fit with the 

organization and staff. 
 Discuss Tribal culture and the IHS system.
 Avoid those who won’t stay. 

Presenter
Presentation Notes
A focus on retaining good employees begins before they’re hired.
It starts at the interview, by bringing in qualified people who fit into the culture and interact well with current staff.
Talk to them about the community, the culture of the Tribes, and whether or not they think they would fit into the kind of health care system provided at IHS.
Do what you can to avoid hiring someone you sense will leave after a short period of time. (If they do, not only will you have to pay the cost of replacing them, but your patients will lose continuity of care.)
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Make the Most of Orientation
A thorough orientation ensures new hires feel comfortable 
from the start:
 Don’t assign regular work during the orientation period.
 Give them a taste of every department. 
 Begin with the basics.
 Help them make benefits and other decisions.

Presenter
Presentation Notes
Your efforts to offer new hires a thorough orientation will go a long way in ensuring they feel comfortable on their first day, and each day that follows:
 Set aside time for an effective orientation; don’t assign regular work to health professionals until the orientation is completed.
 Give new hires a taste of every department within your facility – right from the start.
 Begin with the basics, such as training them to log on to the computer system and receiving their login codes.
 Have them meet with personnel to help them make selections for their health benefits and other human resources-related policies. The meeting should include the Succession Planning Committee’s IHS 101 PowerPoint presentation.
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Build Your Team in Blocks 
Use connections to build your team:
 Ask your staff to recommend acquaintances
 Hire a group of people from the same school 

– They will have a built-in social network
– They will form a stable nucleus

Presenter
Presentation Notes
Sometimes, who you know can make a real difference. Apply that same strategy to building your team:
 Ask your professionals if they know anyone who would be a good fit for the IHS health care team.
 Hire a small group of three or four people from the same school. 
 New employees coming in as a group will arrive with a built-in social network.
 Although it costs more initially, you will be forming a stable nucleus for the department.
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Finding Opportunities for Spouses 
 Explore arrangements with local 

businesses or private entities. 
 Work with your personnel 

department to create 
flexible positions.

Presenter
Presentation Notes
One of the hardest things about a new hire moving to a new location isn’t just blending into the new environment; it’s finding a purpose for their spouse. 
 Explore creative arrangements with local businesses or private entities at or near the facility, such as partnering with them to fund and staff their positions for spouses.
 Work with your personnel department to create part-time and job-share positions.
 These jobs may not always be ideal for those involved, but it may mean the difference of keeping your medical staff in place.
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Leverage Your Location 
 Many sites are like 

vacation destinations.
 Use their beauty as a 

selling point.

Presenter
Presentation Notes
A beautiful vista or lush prairie may be a dream come true for a future employee. They’re the kinds of places people would like to travel to for vacation. Use your location to your advantage whenever you can because, although many Indian health facilities are in remote locations, they’re also in very beautiful ones. You’re in a unique position to use that innate remoteness and beauty as a selling point for new hires and any professional needing clinical experience.
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Show Your Appreciation Before You Hire 
A welcoming pre-hire orientation package could be the final 
selling point. The package can contain:
 A description of the Indian health program.
 Information from the chamber of commerce.
 Additional local area information. 

Presenter
Presentation Notes
A pre-hire orientation package is a great way to introduce all that the Indian health care system has to offer to new employees. This welcome package could be the final selling point for a career with the Indian health care system, showing just how much 
the organization cares about who it brings on board, and about helping them settle in. This welcome package can contain:
 A description of the Indian health system. 
 Information you can get from your local chamber of commerce as well as information about area housing.
 Additional helpful information, including contacts for real estate agents, schools and local businesses.
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Focus on the Mission 
Describe the unique clinical and cultural opportunities.
 Talk to candidates about the unique community of caregiving.
 Explain what to expect. 
 Show you appreciate their value. 

Presenter
Presentation Notes
Describe the unique opportunities that exist clinically and culturally.
 Talk to candidates about how they may fit into such a unique community of caregiving.
 Explain what the environment is like – what to expect and what not to expect – and emphasize how they are part of an expansive mission. 
 Always show your support for the value of the care and knowledge they provide in their area of expertise.
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Make Time for “Meet the CEO” Conferences 
CEOs can
 Schedule half-hour or one-hour meetings with new hires.
 Find out what brought them.
 Learn why they chose to work in your community.

Presenter
Presentation Notes
Often, a CEO doesn’t get to meet with the health professions staff in a situation other than an occasional formal meeting. Try something different. Make a one-hour personal meeting with the CEO a standard part of your hiring process. Meet with every new 
professional that’s hired. It’s an important and valuable way for you to learn what brought that individual to your location, and why they made the choice to be a part of the Indian health system.



INDIAN HEALTH SERVICE

Leadership

“Management is doing things right; 
leadership is doing the right things.”
PETER F. DRUCKER

Leadership Is: The ability or function of a leader; 
the act of providing guidance and direction.
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The Value of Leadership 
Strong leaders are able to 
successfully direct the actions 
of others toward a goal, 
whether it’s individual or 
organizational.

Presenter
Presentation Notes
When objectives are achieved and people feel supported by their leader, not only can employees grow professionally and personally, but the organization to which they belong will grow considerably as well.
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Leadership in Action 
Employees look to their managers for guidance in:
 How to view the organization
 How to view their place in the organization
 How to perform their role

Presenter
Presentation Notes
The message employees receive from executive leadership could mean the difference 
between the success or failure of their careers, or of the organization itself. 
Employees look to their managers for guidance in how to view the organization, how to view their place within the organization, and how to perform their role within the organization.
That’s why it’s vital for executive management to set an unwavering standard of excellence in the workplace  – leading the way by incorporating into daily use, the organization’s values, mission and vision.
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Leadership 
 Executive managers should:

– Know your employees   
– Identify unique abilities
– Provide support and guidance
– Make yourself available

Presenter
Presentation Notes
We believe it’s important for our executive managers to take the time to really know their employees, including their unique abilities.
When you provide support and guidance as needed, and make yourself available on a regular basis, you are better prepared to respond to and overcome any departmental issues.
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Set the Standard
Nurturing your staff can positively 
affect such things as:
 Spending
 Effective cooperation
 Community relations

Presenter
Presentation Notes
As an executive manager, you know how important it is to nurture the staff who serve under your leadership. It can affect everything from:
 How budgets are spent 
 How effectively everyone works together
 How well your organization fits into the surrounding community
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Set the Standard (cont’d) 
 Demonstrate that every staff member counts. 
 Show your support daily. 
 Create an environment that fosters personal success.

Presenter
Presentation Notes
Set an agenda that demonstrates to every staff member that they are the heart and soul of the organization. 
Show your support for your staff and for the Indian health program every day. 
Create an environment where staff can do more than just practice their profession – they can achieve their own personal success.
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Make the Right Decision 
To gain staff acceptance when you make difficult choices: 
 Emphasize the patients as your top priority.
 Depersonalizes the decision-making process emphasizing your 

role as the patients’ advocate. 

Presenter
Presentation Notes
Sometimes you have to make difficult or unpopular choices that your staff doesn’t fully understand.
Your top priority as a leader in the health care community is the patient population served at your site.
Take the opportunity to emphasize your role as the patients’ advocate by making decisions based on what is best for them.
This will depersonalize the decision-making process and ensure that your staff does not interpret your actions in relation to themselves.
Although the decision may not be agreeable to everyone, they will be more likely to accept it.
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Encourage Longevity, Not Turnover 
High turnover is bad for Indian health programs on multiple levels. 
 Employees leave unstable work environments. 
 Vacancies create heavier workloads.
 It is difficult to create unity and attain goals in unstable settings.

A stable, effective environment:
 Attracts individuals who will stay
 Perpetuates good work and career habits 

To encourage longevity, employ effective leadership:
 Be available to staff daily
 Attract the best by being the best 

Presenter
Presentation Notes
High turnover is bad for the Indian health programs on multiple levels. 
 People want to work in a successful atmosphere; employees tend to leave an unstable work environment. 
 Vacant positions create a heavier workload and cause stress for remaining staff members.
 In an unstable, stressful setting, it is difficult to create unity, build morale and attain goals.

A stable environment that runs effectively and efficiently will: 
 Attract individuals who will stay on board 
 Perpetuate good work and career habits 
. 
To encourage longevity, employ effective leadership tools: 
Make yourself available to employees every day; this will help you stay on top of high turnover and eventually gain the momentum to reverse it.
Attract the best by being the best.
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Work the Late Shift 
If your facility is open 24/7 or has a night shift: 
 Include those hours in your own work weekly.
 Extend your day or come in later.
 Work a weekend regularly.

Presenter
Presentation Notes
If your facility is open 24/7 or has a night shift: 
 Include those late hours in your own work schedule once a week.
 Extend your day or come in later.
 Work a weekend on a regular basis.
Not only will you be making yourself available to staff members during these times, but you will be showing your affiliation and camaraderie as part of the overall caregiving team. 
You’ll soon find that your willingness to do this will be appreciated and reciprocated as others mirror the actions of their leadership.
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Let Your Professionals Practice 
One reason employees leave the Indian health system, is that their 
work environment doesn’t allow them to do their job well. To 
avoid this:
 Create a practice setting in which employees can perform to 

the best of their ability.
 Help employees by staying actively involved in their 

professional activities.
 Protect your staff from interference caused by problems 

within the system.

Presenter
Presentation Notes
Professionals come to the Indian health system to serve people. The primary reason some employees give for leaving is that their work environment doesn’t allow them to do their job well. To avoid this:
 Create a practice setting in which employees can perform to the best of their ability.
 Help employees by staying actively involved in their professional activities.
 Protect your staff from interference caused by problems within the system.
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Increase Your Exposure 
Stepping into the clinical setting twice a day so staff can interact 
with you:
 Builds closer relationships
 Empowers staff and communicates that their welfare is a priority
 Makes staff members feel more valued 
 Gives staff the chance to communicate concerns 

Presenter
Presentation Notes
Your open door policy should include you walking through it yourself to talk with employees. This vital step should happen twice a day, preferably each morning and afternoon. Stepping into the clinical setting where staff can see and interact with 
you will:
 Build a closer relationship with your team.  
 Send the message that management’s priority is the welfare of the staff and empowering them to provide good patient care.
 Make staff members feel more valued. 
 Give staff the chance to communicate concerns. 
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Communication

“The single biggest problem in 
communication is the illusion 
that it has taken place.”
GEORGE BERNARD SHAW

Communication Is: An imparting or 
interchange of thoughts, opinions or 
information.
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The Value of Communication 
 Communication is an essential 

component of any relationship. 
 Communication is an important 

skill for managers.

Presenter
Presentation Notes
Communication is an essential component of building any relationship – specifically one that will stand the test of time.
When managers are able to adeptly leverage the power of communication, they can set into motion practices that will align and motivate their employees in the workplace to effectively move the efforts of their department forward.
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Communication in Action 
Successful organizations communicate effectively. 
The benefits are:
 Increased employee commitment 
 Improved morale
 Reduced turnover 
 Better decision-making 
 Improved workplace relations
 Workplace learning 

Presenter
Presentation Notes
The most successful organizations are those that have learned to communicate effectively. The benefits to an organization of good communication are:
 Increased employee commitment to their work 
 Improved employee morale
 Reduced turnover, resulting in lower recruitment and continuing education costs
 Better decision-making through shared information 
 Improved workplace relations
 Encouragement of workplace learning 
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Communication 
IHS managers must:
 Provide encouragement 
 Recognize achievements
 Step in when assistance is needed 
 Give and receive feedback
 Respond to ideas and concerns

Presenter
Presentation Notes
The act of communicating with others goes beyond the standard minimal manager-staff member interaction. Managers must:
 Provide motivation and encouragement 
 Recognize and reward successes and achievements
 Constructively step in when assistance is needed
 Give and receive feedback
 Respond appropriately and immediately to ideas and concerns
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Be Accessible 
When you are proactive instead of waiting for your staff to come 
to you with problems:
 You deal with problems before they become larger
 You improve perceptions
 You build relationships
 You show your willingness to help employees

Presenter
Presentation Notes
Be a proactive problem-solver; don’t wait for your staff to come to your office with a problem. When you make yourself available to talk about issues:
 You can deal with problems before they become larger and more difficult to manage.
 You improve the perception of your support.
 You build a relationship with your employees that gives them more confidence in you.
 You show that you care and are willing to help employees if they need it.
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Everyone Has an Idea That Can 
Make a Difference 
Use your staff’s knowledge to inform your decision-making.
 Establish regular staff meetings.
 Meet with staff leadership routinely. 
 Use all your resources to interact with staff. 

Presenter
Presentation Notes
Use the collective depth of knowledge of your staff in your decision-making process so you don’t have to manage solely from your own knowledge base. 
 Establish open, regularly scheduled, mandatory staff meetings to talk about issues.
 Schedule regular meetings with the staff leadership in which the divisions, including the clinical services staff, are invited to sit down with the CEO. 
 Interact further with staff through your management, administrative and support resources. 
These meetings are an excellent opportunity to hear from staff members and provide them feedback on financial and other such challenges of the organization.
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Recognize the “B” Team 
Most often, positive feedback is given to the “A” employees, 
but a pat on the back works for employees at every level.
 Thank the “B” and “C” players who helped the “A” 

employees achieve success.
 Recognize efforts on a personal level. 
 Validate all employee achievements. 

Presenter
Presentation Notes
A pat on the back can go a long way in improving someone’s morale or sense of accomplishment. 
Most often, this type of positive feedback is given to the “A” employee, and usually in a formal manner. 
 But it’s also important for you to take time to recognize their efforts on a personal level, and to extend that gratitude and appreciation to those who helped them achieve success  – the “B” and “C” players on their team. 
 Recognize efforts on a personal, not just a formal level.
 By validating the achievement of all individuals involved, you reinforce a positive sense of teamwork, shared ownership of outcomes, and working relationships.
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Good Timing Can Be Crucial 
How you communicate is often less important than when. 
 Take care of situations immediately. 
 Follow up on requests. 
 Respond to email. 
If you don’t pursue problems as they occur, you may be 
incubating a larger problem.

Presenter
Presentation Notes
How you communicate is often not as important as when you communicate. It’s critical for your communications to be timely. 
 If a situation comes up that needs to be dealt with, take care of it immediately. 
 If you receive a request, follow up on it. 
 Respond to email when you receive it. 
If you don’t acknowledge and pursue problems as they occur, you may be, over time, incubating a larger problem that ultimately requires much more of your energy and attention.
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Using the Chain of Command 
Some situations could potentially impact or 
undermine a supervisor: 
 Understand the supervisor’s position 

and respond supportively. 
 Coach your supervisors before

issues arise. 

Presenter
Presentation Notes
There are certain instances that require a careful response. This is especially true in situations that may potentially impact or undermine a supervisor. 
 Before you escalate an issue, be sure you understand the supervisor’s position and respond appropriately in a way that supports him or her. 
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Get Feedback and Use It 
Use customer feedback to improve customer satisfaction.
 Develop a customer satisfaction survey that:

– Uses a brief, simple form. 
– Doesn’t allow too much writing space.

 Respond personally to comments and complaints.
 Post your responses where patients can see them.

Presenter
Presentation Notes
Customer satisfaction is imperative in the health care arena.
 An easy way to discover how your customers feel about the services you provide is to develop a customer satisfaction survey.
 Use a brief, simple form that offers room for open comments of up to 25 words.
 Allowing too much writing space can lead to complaints that are more appropriately addressed in another forum.
 When you do receive feedback, be sure to personally respond to any pertinent comments and common complaints.
 Post your responses in the waiting room so patients can see that you’ve considered and handled their concerns.
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More than a Suggestion Box – An Action Box 
Having the CEO act on suggestions 
breeds good will.
 Respond with concrete action.
 Use your authority to get results.
 Be timely with your response.

Presenter
Presentation Notes
One of the most empowering experiences for employees is to have the CEO act on their suggestions. It breeds a lot of good will, and the good news travels fast. Conversely, bad news will also get around quickly.
 Respond to good suggestions with concrete action.
 Use your authority to cut through extraneous considerations that may otherwise hinder implementing an employee’s good idea.
 Be timely with your response.
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Shared Management 

“Never doubt that a small group of 
thoughtful, committed people can 
change the world. Indeed, it is the 
only thing that ever has.”
MARGARET MEAD

Shared Management Is: A partnership; a working 
relationship that depends upon a joint effort.
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The Value of Shared Management 
 Partnering with others to achieve goals spreads the weight of 

responsibility as well as the thrill of success.
 Building an inclusive environment is an important way to 

achieve buy-in.

Presenter
Presentation Notes
Partnering with others to achieve goals spreads the weight of responsibility and problem-solving as well as the thrill of success in overcoming challenges across multiple shoulders and minds.
Building an inclusive environment where all opinions are heard and all options considered is an important way to achieve total buy-in.
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Shared Management in Action 
 Sharing decision-making with employees can dramatically 

advance an organization. 
 Success depends on total buy-in from the top down. 
 Staff are empowered to take ownership of outcomes.
 Executive leadership must fully support its team members.

Presenter
Presentation Notes
When responsibility and decision-making are shared by executives and employees, workplace dynamics can constructively and surprisingly advance an organization. 
Success in this area depends upon total buy-in from the top down, as staff members are given the authority to make some decisions on their own. 
Staff are also empowered to take ownership for the outcomes of those decisions.
Equally important, executive leadership must support its team members by giving them a venue to be heard, responding to any issues and providing a workplace that fully engages and sustains the employee.
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Shared Management 
Give your staff responsibility to 
lead initiatives,
 Allowing staff to make decisions 

fosters ownership. 
 Employees will recognize that 

management values them as 
professionals.

Presenter
Presentation Notes
Give your staff members the responsibility to lead initiatives, showing your full support of their ideas and actions. 
 Allowing staff to make decisions for the good of the department will help to create an environment of ownership. 
 Your employees will come to understand that upper management truly values and respects them as professionals.
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Support From the Top Is Critical 
The entire executive leadership team must support 
implementing initiatives. 
 Establish a forum for executive.
 Gain the support of all clinical and medical staff.
 Provide accurate information throughout the process.

Presenter
Presentation Notes
In order to successfully implement initiatives, policies or procedures, support from the entire executive leadership team is needed. 
 This may be accomplished by establishing an open forum for executive leaders to meet, discuss and agree on upcoming changes or decisions. 
 Following this step, it is essential to gain the support of all clinical and medical staff. 
 Make sure that information is provided accurately throughout the process – good communication will ensure a fuller understanding.
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Let Others Lead 
Your professional staff has a voice; 
take advantage of it:
 Let them set the agenda. 
 Encourage them to share 

their knowledge.

Presenter
Presentation Notes
Your professional staff has a voice; take advantage of it.
 Give them the flexibility to set the agenda.
 This will provide them with a sense of ownership in the organization, as well as the care of the patients they serve.
 When you involve your staff in leadership roles, they will gain the ability and opportunity to influence the future of the facility.
 You can help to guide them by encouraging them to share their knowledge.
 Doing so will enhance their decision-making ability by offering an opportunity to learn how to address limitations or challenges facing Indian health programs.
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Give Ownership to Others 
Give everyone has a stake in the success of the organization. 
 Sharing responsibility shares risk. 
 When staff face outcomes, they learn to correct outcomes. 
 Holding staff responsible for outcomes lets them know 

you trust them. 

Presenter
Presentation Notes
Make sure everyone has a stake in the success of the organization. 
When you spread responsibility across the staff, you are engaging them in an environment where they are exposed to risk. 
When you let staff face outcomes, they can discover how to correct any problems resulting from actions that have been taken. 
Be assured that by holding them responsible for outcomes, they will feel respected and know that you trust them to handle issues – an empowerment they will take seriously and apply to future decision-making.
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Leave Hiring Decisions to Your Staff 
Make a point of relinquishing the hiring authority to your staff 
members – you may be surprised and gratified by their choices.

Presenter
Presentation Notes
Who has the best ability to select employees with the skills necessary to succeed in your facility?  Ask your staff members.
Make a point of relinquishing the hiring authority to them – without requiring job candidates to be reviewed by the CEO. (But be there to meet and greet health professionals.) You may be pleasantly surprised by their choices, as they will likely hire 
people who will be the best fit among the staff, patients and facility.
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A Consensus Speaks Volumes 
Presenting a united front among your leadership team offers 
several benefits:
 It sends the message that you are a team.
 Sharing information and decision-making fosters a committed 

relationship with staff.
 Communication among executives prevents wasted effort.

Presenter
Presentation Notes
Presenting a united front among your facility’s leadership team: 
It sends a clear message to the staff that you operate as a team, with shared decision-making.
The more information is shared and the more you incorporate the voice of your staff, the better able you will be to form a committed and unified relationship,
Good communication among the executive team will help to prevent going around in circles over an issue.
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Professional Development

“When inspiration does not come to me, 
I go halfway to meet it.”
SIGMUND FREUD

Professional Development Is: The act or process of 
acquiring and developing new skills.
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The Value of Professional Development 
 Up-to-date skills are necessary 

to today’s workplace 
environment. 

 It is vital to give employees 
opportunities for continued 
learning.

Presenter
Presentation Notes
Skills sets that are kept current are not only valuable, they’re necessary to today’s ever-changing workplace environment. 
It is vital not only to employ individuals who possess the skills required on the job, but also to empower them by ensuring they have the opportunity to enhance their abilities with continued learning. 
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Professional Development in Action 
Continual learning means ensuring that the proper, most current 
tools are in place. When you invest in your employees, you invest 
in the community. Being creative with your budget to provide 
training is crucial to the level of care you can provide.

Presenter
Presentation Notes
Providing an atmosphere of continual learning for health care professionals isn’t just about improving their skill set. It’s also about ensuring the proper, most current tools are in place to provide the best quality of care to the patients you serve. 
When you invest in your employees, you’re investing in the greater community. Although your budget may occasionally seem too tight to satisfy this need, when you have a community depending on you, it’s easy to see how critical training can be in a 
workplace. Learning to be creative with your budget can make a crucial difference in the level of care your facility can provide.
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Professional Development 
 Employees are our greatest asset
 By providing them opportunities for 

continued learning throughout their 
careers, we demonstrate our 
commitment to them

Presenter
Presentation Notes
Employees are our greatest asset. They are the dedicated professionals who make the difference for the patients we serve in the communities in which we live. 
By providing them opportunities for continued learning throughout their careers, we are also showing them the depth of our commitment to helping them achieve the lifestyles they desire outside of the workplace.
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You Have to Spend to Save 
Can you afford to lose well-trained staff? Probably not.
 Continuing education is a crucial cost of doing business. 

Training opportunities enhance staff performance, morale and 
retention.

 The cost of replacing professional employees is more than 
twice their annual salaries, so money spent on training will 
save many times the amount in turnover costs.

 Plan your budget to include staff training, and hold to it.

Presenter
Presentation Notes
Can you afford to lose well-trained staff? Probably not.
That’s why it’s so crucial for you not only to support your employees’ continuing education, but also to invest in it. Consider it a cost of doing business, because CME and other training opportunities enhance staff performance, morale and retention.
Studies show that the cost of turnover of professional employees is more than two to two-and-a-half times their annual salaries. So when you’re investing a couple of thousand dollars a year in an employee, you’re actually potentially saving as much as $200,000 in the cost of replacing them should they leave.
Plan your budget at the beginning of the year to include adequate ongoing training for your staff  – and then hold to that budget.



www.peoplesmart.ihs.gov

Shared Management INDIAN HEALTH SERVICE

50

Reap the Benefits of a Well-Trained Staff 
Set aside a portion of your budget and give your staff a dollar 
amount that is available for training.
 Build up a funding cushion and using prior-year monies to 

eliminate crunches.
 Staff members need to maintain their licensure and keep up 

with their professions.
 No effort is too small.

Presenter
Presentation Notes
Set aside a portion of your budget and give your staff a dollar amount that is available for them to apply to training.
 You can do this by building up a funding cushion, using prior-year monies to eliminate the crunch when there are critical choices to be made about continuing education.
 Your employees not only deserve it; staff members need to maintain their licensure and keep up with their professional education.
 No effort is too small. Often it’s the little, inexpensive expenditures that send the biggest message.
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Better Practices Result in Better Patient Care 
A little education goes a long way. 
 The more your employees learn, 

they better they’ll perform. 
 Better patient care will encourage 

patients to return.

Presenter
Presentation Notes
A little education goes a long way in developing a well-trained, happy professional staff as the heart of your organization. Show that you value their skills by investing in them and allowing them to enhance their ability to perform on the job. Remember, the more your employees learn, they better they’ll perform for you. As a result:
 Your staff will provide excellent customer service and interact more positively with patients. 
 Better patient care will encourage patients to return for more services. 
Give your staff members the training they deserve so they will provide you with the level of professional commitment your facility deserves. 
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Be Innovative 
If budget limitations restrict training for your staff, find new 
ways for them to learn. 
 Use university programs as field educational sites. 
 Consider onsite training. 
 Bring trainers in house.

Presenter
Presentation Notes
If budget limitations restrict training for your staff, find new ways for them to learn. 
 Look into establishing relationships so you can use university programs as field educational sites, especially for the medical and pharmacy fields. Staff members will become field faculty and thus eligible for free or reduced tuition to earn advanced 
degrees. 
 Consider onsite training to keep up staff morale and encourage staff to remain committed to the organization. 
 When funding can’t cover the cost of sending staff out for training, bring the trainers in house. It costs less to bring in one trainer than it does to send out multiple team members.
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Government-to-
Government Relations 
“The glue that holds all relationships 
together – including the relationship 
between the leader and the led – is trust, 
and trust is based on integrity.”
BRIAN TRACY

Government Relations Are: A relationship between 
local, state and/or federal entities.
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The Value of Government Relations
 The spirit with which relationships are maintained affects how 

organizations work together.
 Constructive attitudes, optimistic actions and friendly 

interactions create successful relationships.

Presenter
Presentation Notes
It’s not just the general maintenance of relationships that makes a difference for organizations that must work together; it is also the spirit with which those relationships are maintained.
Constructive attitudes, optimistic actions and friendly interactions all affect how successful a relationship can and will be.
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Government Relations in Action 
Local politics can affect your 
employees.
 Don’t leave staff members to deal 

with those issues on their own. 
 Initiate regular communication 

with local leaders. 

Presenter
Presentation Notes
Local politics can affect your employees on multiple levels.
Whether they’re directly or indirectly involved in issues, staff members must be able to depend on you to keep them from having to deal with those issues on their own – or at all.
You can keep such problems from escalating by initiating regular, open communication with local leaders and by working with them to respond with appropriate solutions.
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IHS Government Relations 
 The communities IHS serves encounter situations that can 

become confrontational.
 Solid, friendly relationships with local government entities 

are vital.
 Resolving issues can be as simple as developing a 

relationship of shared understanding.

Presenter
Presentation Notes
The communities IHS serves have varying needs and encounter special situations that at times can become confrontational.
At these times, solid, friendly relationships with local government entities are vital to sustaining the progress of the work we do, as well as meeting the needs of our patients.
Establishing an environment where issue resolution replaces conflict can be as simple as developing a relationship of shared understanding and support.
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“Every Patient Is Important” 
Patients want to experience concern on the part of their caregivers.
 Respond to every patient who enters your facility as if he or she 

is the chief or tribal chair.
 If a patient complains that needed treatment is not being 

supplied, explain the situation to the patient,
 Always treat patients with respect and concern.

Presenter
Presentation Notes
Individuals in need of health care want to experience the utmost concern on the part of their caregivers during every patient visit.
 It’s incumbent on you to acquire and maintain a philosophy that every patient who enters your facility is the chief or tribal chair – and respond to them accordingly.
 If the patient complains that they need a treatment that is not being supplied because of some limitation or issue, you must make a point of sitting down with the patient to explain the situation.
 Always treat patients with the highest level of respect and concern
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Be a Buffer 
Your staff may not have the training necessary to handle 
Tribal politics.
 You must be able to act as a buffer between professional 

staff and local politics.
 You must be versed in Tribal politics and have your 

professional staff deflect political issues to you.
 Meet with regularly with tribal representatives.

Presenter
Presentation Notes
Tribal politics can be laden with confrontation. Your staff may not have the training necessary to handle such situations, and should be able to rely on you to manage them and make the best decisions for the well-being of patients.
 To be a successful leader in these situations requires tact and the ability to act as a buffer between the professional staff and local politics.
 You must become well versed in Tribal politics and allow your professional staff to deflect to you any such issues that arise.
 You can do this by meeting with Tribal representatives on a regular basis.
 Keep in mind that when you support the Tribe, you could be saving yourself hours of work and stress that could take up your time and energy in the future.
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Work Together To Resolve Issues 
 Maintain open communication with 

the Tribal government. 
 Let patients know their issues will 

be addressed. 
 Remain open-minded and stay 

focused on good patient care.

Presenter
Presentation Notes
Open communication with the Tribal government makes a big difference. 
As the constituents of the Tribal leadership, patients need to know that their issues will be addressed and that you will act on whatever care-related recommendations they might have. 
Developing a positive relationship in this arena is possible if you remain open-minded and ensure that high-quality patient care is always provided.
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Communication is Vital to Council Constituency 
Council members must be informed in order to respond 
to their constituency
 Support them by providing information
 Share information they might not otherwise receive
 When you support Council members, you will find 

they support you

Presenter
Presentation Notes
It is incumbent on Council members to be knowledgeable in a full range of issues in order for them to respond to their constituency. 
 You can support and educate them by providing information they can use as a resource for those constituents. 
 For instance, you can share with them information they may not otherwise receive, such as changes related to federal activities or federal health care policies, Department of Health and Human Services developments, and other upcoming plans. 
 When you make a point of supporting Council members, you will find that they will support you.
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Retention Checklist 

“The culture of successful facilities creates 
a sense of belonging for employees and 
makes them want to stay.”
DR. CHARLES GRIM
FORMER DIRECTOR, INDIAN HEALTH SERVICE

Presenter
Presentation Notes
The most important thing you can do for staff members that are new to Indian health programs is to help them blend into your facility and encourage them to look forward to what they can achieve as a member of your team. 
It’s essential not only to the continuity of care that patients in your communities will receive, but also to the sense of respect and importance your staff will feel, which will encourage them to remain a part of the Indian health care system throughout their careers. 
We’ve created the following checklists to help you meet the needs of your new employees, as well as those of the site, every step of the way.
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Prior to the Start Date 
Welcoming an employee can be 
easy if you set up an action plan

Presenter
Presentation Notes
Welcoming an employee can be easy if you set up an action plan that appropriately addresses their ability to succeed with the organization. Your plan to integrate new staff into your facility should begin before their first day of work and incorporate the essential steps in the next slide.
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Prior to the Start Date 
Action To Be Completed By

Send a welcome letter and information packet one month prior to the new hire coming on 
board.

CEO

Identify a staff member with similar responsibilities to function as the new employee’s 
coach/mentor for work-related processes and procedures.

CEO/department 

Work closely with your HR representative and plan for the new employee’s arrival. CEO

Coordinate facility-supplied housing preparations if housing is being supplied for staff. Facilities 
Maintenance/Management

Notify your department’s information technology (IT) personnel and let 
telecommunications contact the new hire. Request email, phone and voicemail setup.

First line supervisor

Prepare the new employee’s work area with any necessary office supplies prior to arrival 
date.

First line supervisor

Add the new employee to the department’s and/or unit’s organizational contact and 
routing lists within a week of the reporting date.

CEO

Schedule the new employee’s first-week activities and prepare their agenda, including 
names, titles and departments/areas of key contacts that they will meet.

First line supervisor

Make plans to have lunch with the new employee on their first day. CEO/First line supervisor 
and/or department team
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The First Day 
 A new job can be exciting 

and nerve-wracking.

Presenter
Presentation Notes
While a new job can be exciting for someone new to your team, it can also come with the nervousness and stress of trying to fit in, meet new people and learn processes. You can help to alleviate these concerns by ensuring that your employees feel valued 
and respected, and that they understand they will receive your support throughout their careers. The following steps can help you to do just that.
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The First Day 
Action To Be Completed By

Make sure no regular work is assigned to the new employee during the orientation period. First line supervisor

Send an introductory email to staff announcing the new employee’s arrival, function and location. CEO

Schedule an appointment for the new employee to meet with an HR representative. Department

Schedule a one-on-one session to discuss the new employee’s first week on the job and address 
any concerns they may have.

CEO

Schedule the new employee’s attendance at orientation programs. CEO/department

Introduce the new employee to co-workers and a mentor. CEO/department

Introduce the new employee to their work area, including
 Using the phone system
 Using the computers, including common programs and useful Web sites
 Also, review and set up standard staff meetings. 

Department 

Tour the facility with the new employee to orient them to the worksite, including
 Bathrooms and lunch/break room
 Conference rooms
 Office equipment – copier, fax
 Office supplies
 Parking

Department 
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The First Week 
Orientation sessions aren’t just 
important to new employees.

Presenter
Presentation Notes
Orientation sessions aren’t just important to new employees. They’re also essential for the program, because they address the organization’s policies and procedures and new-hire concerns, and they help staff members form accurate expectations about the 
job they’ve just taken on. Performing the tasks below will ensure that your new employees are fully on board right from the beginning.
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The First Week 
Action To Be Completed By

Meet to review and discuss orientation, including
 Mission
 IHS 101
 Building cultural understanding
 Employee ethics
 Communication
 Customer service

CEO

Identify training and development activities needed in the next six months, and sign up the 
new employee for appropriate classes. 

Department

Set performance expectations and discuss how and when the employee will be evaluated. First line supervisor

Review and discuss the employee’s first week, answer their questions and gather 
feedback.

CEO/first line supervisor
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Within the First Six Months 
Inspiring a new employee 
to stay with IHS is not a 
one-time event. 

Presenter
Presentation Notes
Inspiring a new employee to stay is not a one-time event that occurs on his or her first day of work and sustains itself throughout their career. Retention is an ongoing process that must actively continue as long as an employee is on staff. By giving 
your employees the attention they require and deserve, you will be giving them a reason to stay with the organization.
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Within the First Six Months 
Action To Be Completed By

Check in regularly with the new employee to see if there are any questions or concerns. 
Provide feedback often – including positive reinforcement.

CEO/department

Schedule a six-month new-hire evaluation. Department

Provide monthly feedback to new employees regarding their job performance, including a 
formal performance evaluation in their third month.

Department

Celebrate each new hire’s six-month anniversary with a planned lunch. CEO/department
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