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"APPRECIATION CAN MAKE A DAY, EVEN CHANGE A LIFE.”

We have heard some amazing stories over the past about colleagues who have gone the extra
mile to deliver whimsical patient care experience . To recognize such eventful resources a
defined thoughtful approach was set up, thus recognizing such diligent employees.

Three “C’s” of engagement was implemented

Communicate — Efficient and frequent ways to communicate with employees and patients
Collaborate — Effective collaboration means being integral part of the organisation

Celebrate — Being appreciated and acknowledged

“Gratitude is not only the greatest of virtues, but the parent of all the other”
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PROBLEM DEFINITION

Inclusive Patient experience combined rewards and recognition of employees

“The secret to multitasking is that it isn't actually multitasking. It's just extreme
focus and organization”

Need of the hour was to recognize and motivate employees combined with
patience's first.
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Method :

= Timely recognition not available
=  Employees were not aware what’s in it for them

Machine :
= Employees needed effective communication

Material :
= Quality of rewards to be enriched

Man :
= Enhancing the working culture

“Small Gestures Build Great
Companies “
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PROBLEM REMEDY Healthcare

Brain storming lead to timely recognizing of employees would lead to enhancing patience
experience. Employees who were going extra mile to be suitably rewarded and to create a culture
where in all other employees strive to be the recipient of this award

Implementation process:

Nomination form is filled by the HOD who has recognized the work of the employee and submit it to HR. On
approval from Unit head, a recognition letter duly signed by the unit head and a gift voucher would be a
surprise for the employee the very next day.
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LOCKING THE IMPROVEMENT Healthcare

1. CONTRIBUTION TO THE BUSINESS :
» Aimed at achieving a significant improvement in the productivity or standard of work
» Assisting in achieving a department / unit or business objective
» Observed significant prospect that had a positive impact on hospital patient care /
clinical outcomes (internal or external)

2. EXCELLENCE IN WORK:
» Helped to provide high level compassionate care to patient
» Positive feedback increased from Clients (internal & external)

3. ABOVE & BEYOND — “ BEYOND THE CALL OF DUTY AWARD” :
» Staffs made significant improvement and performed exceptionally well
» Staffs showed Good social responsibility — promoting positive morale
through actions of good spirit

4. EXCELLENCE IN LEADERSHIP :
» Leaders showcased exemplary performance and inspired others to follow
» Coached and lead others to achieve the vision through partnerships, collaboration

and mentoring
» Helped team members to enhance the skills and knowledge for the benefit of the

organization
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CLONING THE IMPROVEMENT

» The initiative was replicated in other location

» Hospital patient care / clinical outcomes improved



QUALTECH PRIZE 2020

TANGIBLE RESULTS Healthcare
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All these matrix (Patient & Employee) are in upward trend and we have seen improvement
= VOC score increased by 11% from 55% to 66% » NPSincreased by 6% from 64% to 70%

= Employee satisfaction improved by 6% from 85% to 91% = QOur NABH compliance improved
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With utmost gratitude | would like to
convey my heartfelt thanks to you for all

% s the support you gave my husband who
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supportive, giving him support both
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