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Toolkit

Reward
and
Recognition

A Manager’s Guideto
Rewarding and Recognizing
Great Work

Packed with Fun,
Innovative Ways fto ...

Boost staff morale

Retain good talent
* Motivate and inspire
* Build Confidence

Instill loyalty

IT'SUP TO YOU!

You've Got the Power

Believeit or not, recognition for a job well
done, even more than money, isthe top
motivator of employee performance. That's
why as a manager, you have the potential
power to inspire your staff to amazingly
high levelsof performance. And very often,
all it takesisyour thoughtful, personal and
sincere appreciation.

Theideas contained in thistoolkit vary
greatly. Some are simple—liketaping a
thank-you note to someone’s locker. Some
pack alittle more punch - like awarding an
outstanding employee with two free movie
tickets. But rest assured, with alittle
creativity and alot of the right attitude,
every idea can make your employeesfeel
special and appreciated.

First, the Basics

Your positive words, actions and the environment you
create can beinstrumental in bringing out the best in
your staff. But it’simportant to reward appropriately.

Here are some tips:

Match the reward to the achievement

- Customize your award to the significance of the
achievement. For instance, anurse who spearheads an
ideato improve call bell response time should be
rewarded in amore substantial way than someone who
givesdirectionsto alost visitor.

Match the reward to the person

- Consider the preferences of theindividual or of the
department and reward accordingly.

- Find out what your staff prefers by asking them tofill
out the “ Award Preferences Survey” at orientation
time or during a department huddle. (See page 8)

Be Timely and Specific

- Reward staff as soon as possible after the desired
behavior or achievement.

- Always say why the person is being awarded, asthis

“Good treament of workersresultsin similiar
treatment of customers.”
- Todd Englander, Incentive
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HOW DO | THANK THEE?
LET ME COUNT THE WAYS!

There are many WONDERFUL waysto say “thank you”, for example:

Informal Thank You'sare usually spontaneousand require minimal planning and effort, such asathank
you note, acongratul ation’s balloon or apocket praise card.

Formal Thank You's such as the Five Sar Quarterly Award Program* (or other award programs)
take alittle more effort (preparation of essays, nomination forms, etc.) but the payoffs are big!
Imagine how exciting it isfor awell-deserving employee to enjoy abeautiful sit-down luncheon
with the CEO, have their names posted on the Wall of Fame and have their story printed in the
Five Star Quarterly News!

* Nominate someone TODAY for the Five Star Service Quarterly Award!
Page 6 - Shows you how!
Page 7 - Givesyou theform

...now there’sno excuse!
r . <& }
% Lo B, N ] )
27 770 o N Five-Minute Huddles...
=) are perfect for highlighting the accomplishments of an
Y & \ employee or department. Did your department receive a
- & touching thank-you note from a grateful patient? Why not
~ ‘,)( ' gather the group, read the letter aloud and lavish on the
; S o praise. In five minutes or less you can make alot of people
p fedl special!
P &
- ™ Department Celebrations...
AN can be used to reward staff AND create a happy, fun work
’ atmosphere. Try a department breakfast, pizza party or international
- “family style” luncheon featuring entreesfrom the native homelands
P of your staff!
“

)

L No-Cost Thank You’s...
like asincere word of appreciation, avote of confidence, a hearty congratulations or a
“pat on the back” can do wondersfor individual and departmental morale.
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TOOLS OF THE TRADE

The Five Star Tool Box

To to be truly successful in the art of reward and recognition, just think inside the
box! The Five Star Tool Box containsavariety of inventive items specially
designed to help you express your appreciation to staff. There are hundreds of
ways to use them. Here are afew:

SIMPLE Thanks You’'s

e Pocket Praise Cards—Keep theminyour pocket and hand them to employeesfor aquick
“onthespot” thank you.

e Fishand Star Notes - Tape them to lockers, telephones, paychecks, computers along with
your personal thanks for good performance.

e Five Star Mini Chocolates and other assorted candies - How about dolling them out to the
secretary who is always the first to unjam the copier or the staff member who despite a
heavy workload, consistently hasa* can do” attitude.

e Balloons—Likeroses, you can use them by the bunch for events and parties or singly, to say
thanksto ahighly dedicated employee.

WOW Thank You’'s

e Five Star Mugs, “T” Shirts, etc.
... Perfect for the nurse who took home a patient’s laundry and returned it washed and ironed or the
Environmental Servicesworker who always provides translation servicesto patients and families.

BLOCKBUSTER Thank You's
e MovieTickets, Gift Certificates, etc.
...Reserved for staff memberswho have accomplished the extraordinary....like the Transporter who
designed a plan for decreasing transport time or the EMT who ventured out on a snowy night to
rescue an employee with abroken down car. Heroic events occur everyday in al areas of the
hospital. Don’t missthe opportunity to thank the staff that makes them happen!

Capture the Moment

e Disposablecamera
Take photosof your staff’s shining moments! Display them on your bulletin board or AEESE/
UHNEet. You can haveyour photos devel oped by bringing the disposable camerato ==
Vivian Greenfogel (C242). How’'sthat for service? ! §0

Service Recovery

e $5.00 Mea Voucherg/Gift Certificatesto the Gift Shop Emporium
Thingsdon’t always go as planned. If you find yourself facing adifficult situation which could be
remedied by food or abeverage, feel freeto offer visitors or family member ameal voucher or gift
certificate. Very often akind word and warm meal isall it takes to turn things around.

Final Notes on “The Tool Box”

e Fill’er Up - Wewill be happy to replenish your Tool Box as needed. Simply bring the Box to
Kitty Donohue (C437-X2365) or Vivian Greenfogel (C242-X1709). Your itemswill be
replaced and your box can be picked up within 24 hours. To replace individual itemsonly,
just call us.

e KeepUslnformed—To monitor our staff appreciation efforts, pleasefill out the Employee
Reward and Recognition Log (located in Tool Box and on page 5) and returnitto The
Department of Service Excellence. You can sendit by mail or in-person when you cometo
replenish your Tool Box.

e Expect Change- Theitemsinthe Tool Box may change with time. Why? Our goal isto
always supply you with itemsthat are real crowd pleasers. So if wetell you we're not
supplying aparticular item, don’t worry! Another great item ison itsway! 804
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SHARE THE GOOD NEWS

Half the fun of of being rewarded is the thrill of sharing the good news
with loved ones and work colleagues. Allow us to help!

UHNet

e Post Information

UHNet (www.umdnj.edw/UHNEet) isthe hospital’ swebsite dedicated to
employee newsand information. Itisreadily accessiblethrough all Internet
connections. UHNet contains val uableinformation about UH aswell asnews,
accomplishments, and photos of your staff and department. To post PRINTED
information, send documentsinword or PDF format to Victor Aviles,
avilesvh@umdnj.eduin Marketing and MediaRelations (X 2-9502). To post
PHOTOS, send your best photoin digital format, along with acomplete

caption.

e Click on the Picks
The' Click Picks weekly email messagehighlightsthelatest and most important newson UHNEet that you should
know about. If you have anemail account with the hospital , youwill receivethese messagesautomatically.

If you DO have an email account at work, but HAVE NOT been receiving Click Picksat
work: Go to the email address book, click on your name and scroll over to the DOMAIN’ and ‘ POST
OFFICE’ columns. The domain should read UHDOMAIN and the Post office should read UHMAIL.

If it doesn't, or your name does not appear in theAddress Book, contact Victor Avilesat avilesvh@umdnj.edu

If you DO NOT have an email account at work, but want to receive your Click Picks at
home: Send your persona email addressto Victor Aviles, avilesvh@umdnj.edu and tell him you want to
receive your Click Picksat home.

e Celebrate Each Other

If one of your staff members or your entire department has been featured on UHNEet (in Eye on UH, the
Virtual Photo Album, Hot News, the Five Star Quarterly News, the Thanks We Get, Thanks 2 You, etc.),
why not print out the article and post it on your department bulletin board? Create a five minute huddle or
department celebration in honor of the occassion and you will have made your staff’s day!

e Make UHNet Your Home Page

If you have an Internet connection at work, UHNet should be the home page of your browser - Netscape
or Internet Explorer - whatever you use. That way, every time you open up your browser, you' l| have the
opportunity to quickly scan the UHNet homepage for new information or hot news. It's easy to set
UHNet as your homepage:

*on Internet Explorer: go to Tools; Internet Options; set http://www.umdnj.edu/uhnet as
the Home Page. Hit Apply at bottom of screen and then OK.

*on Netscape: go to Edit; Preferences; set http://www.umdnj.edu/uhnet as the Home Page.
Hit OK.
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Employee Communication Boards

Stay informed and keep your staff updated by checking out the Employee Communication Boards
throughout the hospital for posted information and copies of publications and other notices. Don't
forget to distribute the information during your staff meetings and prai se employees anytime they
arehighlighted in apublication.

e | argeboardsareondisplay onfloors B —1I in the hospital, in the DOC tunnel and the lower
level of the DOC, and in the Bergen Building.

e Smaller boards are placed throughout the hospital and the DOC in locker rooms, staff lounges,
near time clocks, etc.

Five Star Communication Boards

Install acentrally located Five Star Bulletin Board to display thank-you notes, publications (where
your staff members or department are highlighted) and all other great news and words of praise. It's
just one more reason to have a Celebratory Five Minute Huddle and publically congratul ate your
colleaguesfor ajob well done.

Got Ideas?

If you feel you have a great ideas for staff recognition or
improving Five Star Service at The University Hospital, The
Department of Service Excellence would love to hear from
you. Here's our info:

Vivian Greenfogel Kitty Donohue
Manager _ Program Coordinator
greenfvt@umdn;.edu donohucm@umdnj.edu
(973)972-1709 (973) 972-2365
UH - C242 UH - C437

...Thanksfor providing

5tar
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[t's EASY to nominate someone for the
Five-Sar Service Awards...

EStar

Here's how...

FIRST KNOW THIS...

1. ANY employee can nominate another employeefor the quarterly Five-Star ServiceAwards.
2. Thenominee must have performed an act of customer servicethat iISEXTRAORDINARY
suchas...

Accomplished adifficult god

Removed obstaclesto hospital success

Implemented aninnovativeidea

Contributed to high employee morale and group effectiveness
Inspired and mentored others

Pioneered processor technology resultingin major cost savings
Repeatedly demonstrated extraordinary patient care

THEN DO THIS...

1. CompleteaFive-Star Nomination Form (found on the Communication Bulletin Boards, on
UHNEet or inthe Reward and Recognition toolkit).

2. Bring the completed form to the nominee’ smanager for his/her gpproval. If it isapproved,
send the nomination formto Kitty Donohuein Service Excellence, UH — C437.

THEN THISWILL HAPPEN...

1. All thewinnerswill beinvited to aluncheonwith the CEO. They will havetheir namesadded
totheWall of Frame (inthe cafeteria), befeatured inthe Five-Star Service Quarterly News,
and bedigibletowintheFive Sar Service Employeeof theYear Award. They will aso
receiveaGold Sar ServicePin, havetheir picturestaken and be given acopy of the

newd etter that they are” starring” in.

STILL HAVE QUESTIONS?
Call Kitty Donohue (x2365).
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BStar

Nomination Form
The Five-Star Service Quarterly Recognition Program

An award program for staff members who provide exceptional customer service

Submitter's Name:
Hospital Address:
Telephone #:

Date of Submission:

Employee you wish to recognize:
Their Hospital Address:
Their Telephone #:
Their Dept.Head's Name:
Their Dept.Head's Address:

Categories (CHECK ONE OR MORE)

Accomplished difficult goal(s)

Removed obstacles to hospital success

Implemented innovated idea (s) (quality improvement)
Contributed to high employee morale and group effectiveness
Inspired and mentored others

Pioneered process or technology resulting in major cost savings
Repeatedly demonstrated extraordinary patient care

Other

Please elaborate:

OOoO0O0O000Oo0

INSTRUCTIONS:

1. Fill inthenomination form completely.

2. If extraspaceisneeded, use back of nomination form or attach materialsto thisform.

3. Ask themanager of the person you are nominating to approveand sign theform.

4. After it hasbeen manager approved, mail formto Kitty Donohue, Service Excellence Dept, UH- C437.

5. If you have any questions about the program, contact Kitty Donohue at 2-2365.

6. Thewinner will beinvited to aluncheon with the CEO, havetheir names added to the Wall of Fame, befeatured
inthe FiveSar Service Quarterly Newsand and be eligiblefor the Employee of the Year Award.



The University Hospital’s
Employee Reward Preferences Survey

Dear Staff Member,

At TheUniversity Hospital, we believein expressing our appreciation to employeeswho provide great service. We
especidly try to acknowledge our staff in away that’smeaningful to each person. To do this, weask that you
complete thisform so we can learn more about your personal and unique preferences. Thanks!

1. Name: Nickname:
2. Shift: Birthday: (month and day only)
3. Favoritecolor: Favoritefood:

4. Favoritesnack:
5. Favoritekind of music:

6. Favoritecharity or organiation that’snear and dear to your heart?
7. Favoritemagazine: Doyou haveasubscription?Cd0Yes  [CONo
8. Favoritehobby or specia interest:
9. Tdl usalittleabout yoursdlf: (i.e., your family, children, etc.)

10. Favorite storeto shop:
11. Doyouliketogotothemovies? OYes ONo

12. Doyou enjoy alittle open praise (in the company of your own department) or do you prefer to bethanked in
private? OOpen Praise OPrivate OBoth...Pour it onand don’'t be shy!

13. Doyou liketo besurprised?OYes ONo O Either way! (aslong asthe surpriseisagood one!)

14. Intermsof department celebrations, which do you prefer? (check al that apply)

O Breskfasts O Lunches

O PizzaParties O Pot Luck lunches/dinners

O Persond gift O Thesearegreat, but | haveabetter idea....
My ideais.

15. What'syour ideaof aGREAT reward?
16. What do you feel contributesto agreat work atmosphere?
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