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Reducing Employee Reducing Employee 
Turnover in Long Term CareTurnover in Long Term Care
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Your Goal is not to have Zero Your Goal is not to have Zero 
Turnover Turnover 
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PrePre--Interview QuestionnaireInterview Questionnaire

• How do I feel when I have a peak 
experience?

• If I had all the money in the world how 
would I use my talents to serve humanity?



3

Promote Flow in your 
Employees
� We find fulfillment in activities that develop 

a skill, challenge us and provide ongoing 
feedback
� What do dogs and employees have in 

common

Rational Thought

Anatomy of Emotion
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Depression to HappinessDepression to Happiness

Democratic vs. AutocraticDemocratic vs. Autocratic

There is only 1 situation where Autocratic There is only 1 situation where Autocratic 
environment will give you improved results environment will give you improved results 
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�� Invite Employees to Participate in the Invite Employees to Participate in the 
Interview Process with New HiresInterview Process with New Hires
�� Shows that you respect their opinionShows that you respect their opinion
�� They can’t blame you if they don’t get along They can’t blame you if they don’t get along 

with the new hirewith the new hire

1st Day on the Job

� Send employee welcome card

� Glad you joined the team

� Include what impressed you about them 
during the interview
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Send e-mail to CEO or 
Department Head

• Outline Employees Efforts and 
Accomplishments

Take Responsibilities for your Take Responsibilities for your 
MistakesMistakes
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Show AppreciationShow Appreciation

�� Use the employee in your next Use the employee in your next 
print adprint ad

�� Ask company president to write Ask company president to write 
a personal note to employees a personal note to employees 
who make a remarkable who make a remarkable 
contributioncontribution

BenefitsBenefits
Basic Health, Dental and 401 KBasic Health, Dental and 401 K
Reduced Turnover by 25%Reduced Turnover by 25%

RewardReward

�� Perfect AttendancePerfect Attendance
�� Contributions to a Safe WorkplaceContributions to a Safe Workplace
�� Initiate a rehire bonus for seasonal Initiate a rehire bonus for seasonal 

employees who were superstarsemployees who were superstars
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� Reward the courage to try something new
� This causes a trusting environment 

Reasons Good People LeaveReasons Good People Leave
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Creative IncentivesCreative Incentives

�� Hire a crew to mow an Hire a crew to mow an 
employees lawn 1/week for a employees lawn 1/week for a 
monthmonth

�� Hire a personal chef for dinnerHire a personal chef for dinner

�� Limo service Limo service 
�� Drive an employee to workDrive an employee to work

RecognitionRecognition

�� Work/Life ConflictsWork/Life Conflicts
�� The next time an employee goes the The next time an employee goes the 

extra mile spending extra time at workextra mile spending extra time at work
�� Thank the family by sending a basket of foodThank the family by sending a basket of food

�� Makes you part of the familyMakes you part of the family

�� Help Resolve a difficult situationHelp Resolve a difficult situation
�� If their child is failing mathIf their child is failing math

�� Give them lessons with a tutorGive them lessons with a tutor

Multiply your Thank you

� Print up coupons for a free snack

� In honor of ____________on back of coupon

Tell story of accomplishments

Hand out to employees
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Comment Cards

� How am I doing
� What did I do to make your day?

Give Some Perfect Scores in 
an Annual Review

� Lowering scores keeps achievement down
� Changes their perception of themselves
� Changes their perception of their employer

Universal StudiosUniversal Studios

Say it cardSay it card
�� SSomeone omeone AAppreciates ppreciates YYouou

Redeem for free movies and other giftsRedeem for free movies and other gifts
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Respect Staff

If you were the employer what would you 
change? 
- this is the most important thing 
employees want a new boss to ask

Find and Label Success in Every Employee
Students labeled successful vs. low 
potential
Changing tennis players reaction time

- good shot
- bad shot
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MicromanagingMicromanaging
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Constructive ComplimentsConstructive Compliments

�� Don’t say, “you’re a genius”Don’t say, “you’re a genius”

�� Say, “Everyone listened intently Say, “Everyone listened intently 
to your report. The statistics you to your report. The statistics you 
gave drove home the pointgave drove home the point

�� You showed so much You showed so much 
compassion by helping Mrs. compassion by helping Mrs. 
Johnson get back to her roomJohnson get back to her room
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Changing BehaviorChanging Behavior

�� AntecedentAntecedent
�� BehavioralBehavioral

�� ConsequencesConsequences
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� Traditionalists (64 +)
� Paycheck is praise enough

� Baby Boomers like self indulgent treats
� Women  … Free massage, high tech gadgets
� Men       … High Tech Gadgets, free massage
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•Change, Change, Change 

� Generation Yers don't expect to stay in a job, 
or even a career for too long 

� Skeptical of employee loyalty 

� They've seen the scandals that imploded 
Enron and Arthur Andersen 

They believe in their own self They believe in their own self 
worth and value worth and value 
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Career Balance Feedback

Traditionalists Build a legacy Work but no one 
disturbed them at 
home

No news is 
good news

Baby 
Boomers

Build a stellar 
career

Little Work/Life

Balance

1 X/year 
w/documentation

X Portable Little More Sorry to 
interrupt but 
how am I doing

Millennial 
(Y)

Parallel Live for 
Balance

Feedback 
whenever I 
want it at the 
push of a 
button

Motivational InterviewingMotivational Interviewing
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Discover Employees PassionsDiscover Employees Passions

Why Resumes are Written Upside DownWhy Resumes are Written Upside Down
Take advantage of hidden talentsTake advantage of hidden talents

Nurture Employees passionsNurture Employees passions
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Why paychecks do not Motivate Why paychecks do not Motivate 
EmployeesEmployees

Hint:Hint:
�� What do million dollar athletes have in What do million dollar athletes have in 

common with your employees?common with your employees?

�� Law of Diminishing ReturnsLaw of Diminishing Returns
New houseNew house
New carNew car
RaiseRaise
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Team Spirit

• Don’t choose the accomplished dictator to 
be a team leader

• Reward for team success
– Reduce the number of seniors falling

Stress of Coming to Work in Stress of Coming to Work in 
the Morningthe Morning

�� Leaders set the MoodLeaders set the Mood
�� Others followOthers follow
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The Pitfalls of Giving AdviceThe Pitfalls of Giving Advice
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Changing Behavior

� Antecedent
� Behavior
� Consequences

Replace but with and

� I’m sorry I’m late …
� No buts in recognition

– Thanks for staying late but if you were more 
organized …
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Definition of nice

� Listen to employees
� Acknowledge their needs and weaknesses

How to Stop your Amygdala How to Stop your Amygdala 
from Firingfrom Firing

�� Empathy PhraseEmpathy Phrase
�� Why are they being so difficult?Why are they being so difficult?
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Thank people for complainingThank people for complaining

�� Agree Agree 
�� ApologizeApologize

�� ActAct
�� AppreciateAppreciate

%���������� 

Let’s get Along with Others

� Why are co-workers different
� Animal kingdom

� 60/40 Rule



23

8��,����3
������8��,����3
������

992
��,�8�������2
��,�8�������
994�	��1�
�����	��	���������4�	��1�
�����	��	���������

:: 3�����
��	�������//�
��	���	���	����	��	����3�����
��	�������//�
��	���	���	����	��	����
,�
���1���������,�
���1���������

*��1�
	�������	�7�����	��
D,,�
	���	����	�������

%������������

������������������
������!���

� �� ����



24

)�����������,��)�����������,��

99��������
99��������������

99��7��	���
�8����7��	���
�8��
99*���������
�<		�	���*���������
�<		�	���

+���
������+������5��+���
������+������5��
��,��������,������

99���	��
��������/����
�/�1�
�	����

�������	��
��������/����
�/�1�
�	����

����
������	�
��	�������	�
��	�

99)�1�
�	��+�	�����	�
�)�1�
�	��+�	�����	�
�

99���	�	�,���/�
���
����
����
�����	�	�,���/�
���
����
����
��
�������/���/�
�����������/���/�
����

+���
������+������	�������	�+���
������+������	�������	�

99 ���	�������
���
����6��	��������	�������
���
����6��	�����

99 ���	���
��
�
���
����6��	��������	���
��
�
���
����6��	�����

99 @/����������������//����	�������������E@/����������������//����	�������������E

99 D�	������/�	����
���
���
����������������7��	��D�	������/�	����
���
���
����������������7��	��

��
������5��
��
������5��



25

+���
�������+������	���+���
�������+������	���

99�
����������������������������������
�
����������������������������������

:: ��
	�
���	��	�����
	�
���	��	���

������!��(����������� ��������!��(����������� ��
����!�������!���

�� Getting employees to pick up after Getting employees to pick up after 
themselvesthemselves

�� How to motivate employees to answer How to motivate employees to answer 
the phone with enthusiasmthe phone with enthusiasm

�� Monopoly GameMonopoly Game
�� Ten Dimes Theory for Changing Ten Dimes Theory for Changing 

BehaviorBehavior
�� Weight loss and creative thinkingWeight loss and creative thinking
�� Creative ways to deal with your childrenCreative ways to deal with your children
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Parallel Thinking

� Facts
� Positive Thinking

� Creative Thinking
� Negative Thinking

� Emotional Thinking
� Overview

Don’t Let Creative Ideas DieDon’t Let Creative Ideas Die
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Synergism

� Link with Community Partners
� Fitness Center
� Restaurant
� Movie Theater
� Police

� How to Use Synergism in Assisted Living
� Restaurants
� Movies
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Nudging the Public Back to Health

The Power of Simple Steps
� Put Parks in the Middle of Town Centers

� Why Disney puts Trash Cans 27 Feet Away

� Problem Solving at Work
� Put  a mini-fitness center next to cafeteria
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Lateral ThinkingLateral Thinking
JuxtapositionJuxtaposition

�� JokeJoke
�� Stop Highway Drivers from Going the Stop Highway Drivers from Going the 

Wrong WayWrong Way

�� Making Money on Post Office Making Money on Post Office 
StampsStamps

�� How does this technique work in How does this technique work in 
Assisted Living?Assisted Living?
�� Monopoly GameMonopoly Game
�� Senior Center in Germany’s Senior Center in Germany’s 

Solution to Seniors Wandering Off Solution to Seniors Wandering Off 
on Public Buson Public Bus
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Who wants to be a Millionaire?

� Emotional vs. Rational Investing
� Doubling a penny to $1 million

� History of the Stock Market
� Rule of 72
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Bonus Material IIBonus Material II

�� If time permits …If time permits …

� Customer Service

Going the extra mile with 
Starbucks
� Local library moves a few blocks away

� Starbucks brought them coffee 

� Customer shows up one hour before 
opening
� Are you thirsty?
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Starbucks Method for Surprising

� Free coffee at the local train stationr
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�� Seek first to understandSeek first to understand
�� Detach and observeDetach and observe
�� Remove the blame factorRemove the blame factor
�� Leave ego at the doorLeave ego at the door
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Humor Humor 

• Be Consistent
• Make a point while leaving them laughing

– Muhammad Ali
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