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Objectives
At the end of this session attendees will be able to: 

Pharmacists:
• Discuss philosophies for improving employee engagement 

• Outline specific leadership practices to improve pharmacy efficiency and productivity 

• Illustrate quality improvement tools to improve their practice 

Technicians:
• Discuss improved communication techniques with colleagues 

• Illustrate ways to motivate employees and fellow co-workers 

• Discuss stretch goals for themselves as a leader 



Test your leadership knowledge…
1. Hard work is the key to success? True or False

2. What three steps should you consider when considering 
Employee Engagement?

3. Humor is a bad idea in the workplace? True or False

4. Leaders don’t just have goals but they have clear  
____________.





What’s Not Working
Work hard.

Be passionate.

Focus on strengths.

Practice a lot.

Stick to it.

Be grateful.



Authenticity

Achievement and Alignment

Accountability 



Accountability
Leave Management

Opportunity:  Technicians called out everyday, showed up late, unmotivated (except few), 
complained about each other, other staff stated there was no accountability

Metrics:  # of times called out, # of times arrived late or left early, # of times requested 
unplanned leave (my son needs to get a physical today for sports, I have an appointment, etc.)

Baseline data:  17 times during one week 



Accountability
Plan of action:

Technician Manager, Bob, will meet with the techs on 9.30.17 to outline clear expectations per policy 
on leave management/absenteeism/tardiness/early departures. This will be documented in writing 
and emailed to techs and Pharmacy Manager.  

Bob will meet with techs one-on-one by 10.15.17 where he will get to know more about the 
technicians and ask for any ideas for improvement.  Be genuine.

Tech Day will be celebrated on 10.21.17. Bob will get two movie passes for each tech and will make 
goody bags to show appreciation.

“A day in the life without our technicians, being thankful for our techs” will be presented at the 
11.18.17 staff meeting. Bob will work on presentation along with a few other pharmacists.

Bob will revise 2018 annual evaluations by December 1, 2017 to reflect measurable outcomes/data 
and set clear expectations. These will be reviewed at a staff meeting in December. New evaluations 
will be deployed in January 2018.





Book Club



Book Club

BELIEVE



Communication
Communication boards

PDSAs get posted

Wait times, orders processed, etc.

Daily huddles



Direction

Dance!



Employee Engagement
◦ Three Steps:

1. Anonymity – Do I really know my employees?

2. Irrelevance – Do they know their work is impactful?

3. Immeasurability – Do they know how to assess their own progress or 
success?



Anonymity
•Meet with your staff regularly

•Be genuine

•Complete employee assessments

“All human beings need to be understood and appreciated for their unique 
qualities by someone in a position of authority.” – Patrick Lencioni



Irrelevance
•Ask for input to improve operations

•Keep employees informed

•Paint the big picture and where each employee fits in

“Without a cause, most people waste their potential, or, as they fire unguided 
missiles, do as much harm as good.” – Guy Kawasaki



Immeasurability
•Develop objectives to support mission but also give them control of the 
measurement

•Stretch goals with defined metrics

•Regularly measure and evaluate employee performance

“Measure what is measurable and make measurable what is not so.” – Galileo



Fish! Teams

Favorite Things



Generosity

Humility

Humor

Innovative

Inspirational



Inspirational
Build-Your-Body Challenge

McKinley Challenge



Generosity

Humility

Humor

Innovative

Inspirational

Just



Know your employees

Level up your squad!

Mini-celebrations

Networker

Open-minded

(Be) Present



Query your staff

Quit the Wrong Thing Now



Rounding
Meet with EVERY employee one-on-one (anonymity)

Asked what needs to be improved, what are your ideas for improvement 
(irrelevance)

Took ALL ideas and posted each on an index card (QI)

Created a priority matrix with pharmacy leadership (QI) and posted in 
pharmacy (transparency, DAC)

Team worked through each idea, developed a solution, and implemented the 
change (immeasurability)





Service

Seek Clarity



Tell your story

Utilize your strengths

Visionary

Work on your weaknesses



X-Factor

Yearning

(Comfort) Zone  Get out!



Test your leadership knowledge…
1. Hard work is the key to success? True or False

2. What three steps should you consider when considering 
Employee Engagement?

3. Humor is a bad idea in the workplace? True or False

4. Leaders don’t just have goals but they have clear  
____________.



Questions?
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THANK YOU!

CAPT Kara King – kaking@anthc.org
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