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Healthcare leaders who engaged employees through continuous listening strategies during the COVID-19 pandemic gained actionable insights into the health and wellness of their workforce. Listening also helped organizations improve job satisfaction and nurse retention during a time of high turnover—and a troubling nursing shortage. 
Cleveland Clinic is a shining example of how listening to nurses during a crisis directly led to action, helping them decrease RN turnover and improve nurse retention rates. The healthcare organization leveraged pulse surveys, which allowed it to understand how to promote caregiver wellness when the stressors and pressures of patient care peaked. 
Cleveland Clinic created the Office of Caregiver Experience, led by Kelly Hancock, RN, to unify its 70,000 caregivers system-wide in all elements of the professional care continuum, from pre-hiring to retirement and beyond.  All aspects of employee engagement—including professional growth and development, health and well-being, recruitment, retention, compensation, diversity, and inclusion—fall under specific business units that support each area.   
Cleveland Clinic also took a hard look at its professional nurse persona. The system conducted focus groups to better understand personnel, then launched a campaign around what it means to be a nurse at the Cleveland Clinic. Promoting a positive image of nursing in this way reinforces Magnet® values and positively influences employee engagement among healthcare workers. The office is also defining health and well-being strategies for caregivers.  
The initial framework for the system-wide well-being initiative included a governance council that represented different constituents and disciplines across the healthcare organization. Wellness programs include virtual interdisciplinary peer-to-peer support groups, mindfulness activities, and bereavement support. These programs, along with Cleveland Clinic’s other wellness resources and initiatives, are housed in the “Hero Handbook for Leaders,” giving leaders—who are on the front lines themselves—easy access to programs that they can suggest to employees.   
Providing a diverse set of well-being resources all but ensures every nurse finds a program or solution that supports their physical and mental health. In this way, Cleveland Clinic is taking a proactive stance against nurse burnout. Hancock and her team are eager to see results from their biannual Press Ganey survey to learn what additional programs might be helpful to further improve nurse satisfaction.   
 
 “It is when people are at their most vulnerable that they need their voices heard. We didn’t hesitate to pulse survey, and it turned out to be the highest participation survey we’ve had to date. We used the feedback to develop different initiatives, such as resiliency programs, better peer-to-peer support, and more wellness options.” —Kelly Hancock, Chief Caregiver Officer, Cleveland Clinic 
 

Key takeaway: Check in on your nursing workforce’s well-being and mental health.  
Those in the nursing profession face extreme conditions in their pursuit of optimal patient outcomes through the delivery of high-quality patient care. Many hospitals have put well-being programs in place to support the physical, psychological, and emotional health of employees, but they don’t have data to show whether the resources made available have made an impact on nursing staff. Nurses have routinely reported the highest levels of stress during the pandemic, so run regular pulse surveys across your healthcare facility to review whether their engagement and well-being have been positively affected when they take advantage of the help provided to them. 
This is the second article in our three-part “RN Crisis” series. Check out our first article featuring Bon Secours nursing leaders to see how they reduced and prevented RN turnover through a flexible staffing model, and our third article exploring how UCLA Health assessed its leadership structure and opened communication between unit directors and the C-suite. 



  



              
            

            
  

    
      
    

    About the author


    
      
        As Chief Nursing Officer, Jeff leads Press Ganey’s focus on improving patient and caregiver experience and developing nursing leadership at healthcare organizations nationwide. He also plays an integral role in the company’s workforce initiatives, including Press Ganey’s Workforce Well-Being Collaborative, which focuses on supporting caregivers as they deal with the ongoing challenges of the pandemic.

Prior to joining Press Ganey, Jeff served in various chief nursing officer roles at both community-based organizations and major academic medical centers throughout the US. In addition, he was the inaugural Vice President of the Magnet Recognition and Pathway to Excellence programs at the American Nurses Credentialing Center.
      


      
      
        
      
      
    


    
      

      

      

      

      
        
          More by Dr. Jeff Doucette, DNP, RN, NEA-BC, FACHE, FAAN
        
      
    

  



            
              
                





  
  






  



  




  



  
  
    
    Loading, please wait
  


  
  
    
      
    
    Error - something went wrong!

  


  
  
    
      Stay in the know. Join our email list.

    

    
      
        
          Work email address
        

        

      
    

  


  
  
    


    

    
  
    Subscribe now
  




    
      
      Close form to hide form fields
    
  


  
  
    
      
    
    Thank you!


    
  






              

            
          
        

        
          
            
              
              









  
  







  



  



  
    	
            
              

              
                
                  Previous blog
                


                
                  
                    
                      
                    
                  

                  
                    RN crisis: At UCLA Health, leadership must be visible, accessible, and transparent

                    
                      Press Ganey shares how UCLA Health listened to unit managers to improve its leadership structure and transparency between directors and the C-Suite.

                    
                  

                

              

            
          
	
          
            
              
                Next blog
              


              
                
                  
                    
                  
                

                
                  
                    RN crisis: In a time of high nurse turnover, Bon Secours kept staffing models flexible
                  


                  
                    Press Ganey examines how Bon Secours Mercy Health kept nurse turnover rates low by listening to its workforce.

                  
                

              

            


            
          
        


  


            

            
            


            
              
              


  
    
      Most recent blog


      
        
          
          Show previous
        

        
          
          Show next
        
      

    

    
      	
  
    
      
        
          
          
        
      

      
        
          14 days ago
        

      
        
      

        
          Aligning insights, data, and resources to support nurses' health and well-being
        

        
          Nurse burnout threatens healthcare. Industry leaders are collaborating on solutions for nurse well-being—leading to better patient care.

        
      

      
        
          
            Read blog
          

          
        

      
    
  

	
  
    
      
        
          
          
        
      

      
        
          about 1 month ago
        

      
        
      

        
          Navigating the future: AI, and its impact on healthcare
        

        
          Explore the influence of AI in healthcare. See how artificial intelligence is reshaping patient care and revolutionizing the future of medicine.

        
      

      
        
          
            Read blog
          

          
        

      
    
  

	
  
    
      
        
          
          
        
      

      
        
          about 1 month ago
        

      
        
      

        
          Celebrating excellence in healthcare at HX24
        

        
          Celebrating excellence in healthcare at Press Ganey's annual Human Experience Conference.

        
      

      
        
          
            Read blog
          

          
        

      
    
  

	
  
    
      
        
          
          
        
      

      
        
          about 2 months ago
        

      
        
      

        
          High standards, high stakes: How healthcare provider reviews drive patient choice
        

        
          Online doctor reviews build trust and drive consumer choice. See how online reviews are a critical factor on a patient's healthcare journey.

        
      

      
        
          
            Read blog
          

          
        

      
    
  

	
  
    
      
        
          
          
        
      

      
        
          2 months ago
        

      
        
      

        
          Why continuous employee listening is the best financial investment of 2024
        

        
          Explore the power of continuous listening in healthcare—boosting engagement, patient experiences, and financial gains. Learn why a connected HX platform is vital for industry-wide change.

        
      

      
        
          
            Read blog
          

          
        

      
    
  

	
  
    
      
        
          
          
        
      

      
        
          2 months ago
        

      
        
      

        
          NSIs: Analyzing key trends before, during, and after COVID-19
        

        
          Nursing-sensitive indicators (NSIs) provide insight into nursing practice and quality performance. See the latest NSI trends.

        
      

      
        
          
            Read blog
          

          
        

      
    
  

	
  
    
      
        
          
          
        
      

      
        
          3 months ago
        

      
        
      

        
          Navigating new challenges for nurse managers in 2024
        

        
          Dive into the unique challenges faced by nurse managers today, and gain insights into navigating dynamic shifts in the healthcare landscape.

        
      

      
        
          
            Read blog
          

          
        

      
    
  

	
  
    
      
        
          
          
        
      

      
        
          3 months ago
        

      
        
      

        
          Charting the course to zero harm: A nationwide call to elevate safety
        

        
          See how to improve patient safety nationwide with these 3 foundational areas of focus.

        
      

      
        
          
            Read blog
          

          
        

      
    
  

	
  
    
      
        
          
          
        
      

      
        
          4 months ago
        

      
        
      

        
          Consumer experience in 2023, and its critical role in PX
        

        
          Healthcare consumerism significantly influences the patient customer journey and your patient acquisition strategies. See how to improve your healthcare digital front door.

        
      

      
        
          
            Read blog
          

          
        

      
    
  

	
  
    
      
        
          
          
        
      

      
        
          4 months ago
        

      
        
      

        
          The state of nursing turnover and key nurse retention strategies
        

        
          Nearly 1 in 5 RNs left their organization between 2022 and 2023. Focusing on listening and supporting during selection and onboarding is critical.

        
      

      
        
          
            Read blog
          

          
        

      
    
  

	
  
    
      
        
          
          
        
      

      
        
          4 months ago
        

      
        
      

        
          Top tools and technologies for continuous workforce listening
        

        
          Employee feedback is key to driving healthcare improvement. See how high-performing organizations continuously collect this meaningful data.

        
      

      
        
          
            Read blog
          

          
        

      
    
  

	
  
    
      
        
          
          
        
      

      
        
          4 months ago
        

      
        
      

        
          Changes to MCAHPS 2024: What’s new, and what’s staying the same 
        

        
          Modifications are being made to the survey administration process that will allow for web-based responses.

        
      

      
        
          
            Read blog
          

          
        

      
    
  

	
  
    
      
        
          
          
        
      

      
        
          4 months ago
        

      
        
      

        
          Lessons in safety from the U.S. Navy
        

        
          A veteran shares his insights into how healthcare, like the military, depends on a culture of high reliability.

        
      

      
        
          
            Read blog
          

          
        

      
    
  

	
  
    
      
        
          
          
        
      

      
        
          5 months ago
        

      
        
      

        
          Continuous listening 101: A healthcare leader’s guide to employee feedback
        

        
          Deep, intentional workforce listening is crucial to organization-wide improvement and outcomes. Here’s how to tune in to healthcare employee feedback.

        
      

      
        
          
            Read blog
          

          
        

      
    
  

	
  
    
      
        
          
          
        
      

      
        
          5 months ago
        

      
        
      

        
          The value of nursing preventative strategies in reducing hospital-acquired pressure injuries
        

        
          Press Ganey data shows the importance of nursing care in pressure injury prevention.

        
      

      
        
          
            Read blog
          

          
        

      
    
  

	
  
    
      
        
          
          
        
      

      
        
          5 months ago
        

      
        
      

        
          Star Ratings: Key strategies of high-performing health plans to drive improvement
        

        
          Facilitate a more seamless member journey, a better member experience, higher health plan member engagement, and improved health plan ratings.

        
      

      
        
          
            Read blog
          

          
        

      
    
  

	
  
    
      
        
          
          
        
      

      
        
          5 months ago
        

      
        
      

        
          Empowering and celebrating nursing excellence
        

        
          A CNO's takeaways from the ANCC's 2023 National Magnet Conference and Pathway to Excellence

        
      

      
        
          
            Read blog
          

          
        

      
    
  

	
  
    
      
        
          
          
        
      

      
        
          5 months ago
        

      
        
      

        
          Tech meets the human touch: Leveraging digital tools to improve healthcare experiences
        

        
          Healthcare PX leaders must embrace new digital technologies to listen to patients more deeply, strategically, and intentionally.

        
      

      
        
          
            Read blog
          

          
        

      
    
  

	
  
    
      
        
          
          
        
      

      
        
          6 months ago
        

      
        
      

        
          The impact of high-performing nurse managers across clinical settings 
        

        
          An analysis of high-performing nurse managers vs. bottom-performing nurse managers across all healthcare settings.

        
      

      
        
          
            Read blog
          

          
        

      
    
  

	
  
    
      
        
          
          
        
      

      
        

      
        
      

        
          Humanizing healthcare with Hospital-at-Home
        

        
          Hospital-at-Home (H@H) programs are proven to drive high patient experience scores, as well as employee experience scores.

        
      

      
        
          
            Read blog
          

          
        

      
    
  



    

  


            
          


          
          
        

        
          
            Return to home
          
        
      

    


    
  
  







  
    
      © 2022 Press Ganey Associates LLC
    

  



    
  






    

    
                        



            
    
    
        







    


    
    
    
    




    
    

    
        
            
                
                    


	
		
	
	
	




                
            

            
                
                    	Platform
	Continuous listening
	Healthcare big data
	Transparency
	Reputation
	Crowdsourcing


                

                
                    	Solutions
	Brand growth
	Patient experience
	Employee experience
	Diversity, equity & inclusion
	Patient & workforce safety


                

                
                    	Strategic consulting
	Our team of experts 
	Health plan consulting
	Nursing consulting
	Safety & high reliability
	Centers of excellence


                

                
                    	Company
	Leadership
	Careers
	News 
	Awards
	Resources


                

            

            
        

        
            	Copyright © 2023 Press Ganey
	Cookies settings
	Terms of service
	Legal and Privacy Policy
	Accessibility statement
	Cookie policy


            	
                    
                    
                    
                    
                    
                
	
                    
                    
                    
                    
                    
                
	
                    
                    
                    
                    
                    
                    
                    
                
	Copyright © 2024 Press Ganey


        

        
    






    
  