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Locally-owned,
locally-governed
NORTHBAY HEALTHCARE’S JOURNEY
TO GREATNESS

I

magine not having to give up the pay and benefits larger institutions offer—to work
locally where your voice is heard and your great work is appreciated daily. Where
patients choose to go because of the community feel—delivered with the latest
medical technologies.
At NorthBay Healthcare this is the promise to 2,200 employees and the communities
in Solano County it serves. It’s a place where culture is at the forefront of the employee
value proposition. And recognition is seen as an essential element of everything they do.
“Our culture is what sets us apart,” explains Chief Executive Officer Gary Passama.
“It helps us keep a tighter connection with our staff and involve one another in
decision making. As the only non-union healthcare organization in our area, we work
hard to make sure our employees feel their voices are heard.”
“For us, it’s all about building a high-trust culture where employees enjoy and
trust the people they work with,” points out Ken McCollum, Vice President
of Human Resources. “We appreciate what they do, and show how we
consider them a big part of our success.”
With just over one percent nursing turnover, this focus on culture
is paying off. A recent Magnet certification for nursing—along
with opening the first Center for Neuroscience (one of many
medical firsts NorthBay takes pride in)—reinforces the
power of having a human resource initiative as a top five
strategic priority.
FROM GOOD TO GREAT

This effort all started in 2008 when leadership
developed a strategic initiative to better navigate the
healthcare challenges everyone was facing. One
official element of the plan: the goal of formally
being recognized as a great place to work.
With this in mind, McCollum reached
out to the Great Place to Work organization
to get insights into the journey ahead. The
organization’s first Great Place to Work trust
survey score of 74 reaffirmed the perception of
being a very good place to work. But how does one
go from good to great at the national level?
continued inside
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1.2%
N O R T H B AY ’ S Y E A R B O O K —
AVA I L A B L E O N L I N E A N D I N
P R I N T— A L L OW I N G P E E R S A N D
L E A D E R S T O C E L E B R AT E A
T E A M M E M B E R ’ S L I F E AT W O R K
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This is where McCollum took note of
specific findings from this first survey. While
the organization did a lot of recognition, the
employees weren’t feeling particularly well
recognized.
At the time, NorthBay had a variety of
traditional recognition programs: quarterly
“All Star” awards, manager awards, and annual
service awards. However, the majority of the
recognition was informal and at the department
level—dependent on the leader of that group.
What was needed: system-wide recognition
that every employee, in every department
could easily access and use.
ABOVE , AN DR E A RODR IG U E Z ,
TERI DODD, MARVIN MCGREGOR

NURSING
TURNOVER
ALIGNED TO WHAT MATTERS
Partnering with O.C. Tanner, the framework for
a strategic recognition solution was put in place.
The first step of the process—delve deeper into
what employees were really thinking.
Through a survey, managers were asked,
“How do you currently recognize your staff?”
Employees were then asked, “How would you
like to be recognized?” Comparing the two
lists was a revelation.
“All the nice stuff that we thought did a
great job of recognizing our employees was the
opposite of what the employees wanted,” says
McCollum. “And not that they didn’t appreciate
the recognition, we just weren’t recognizing the
right things.”
Executive interviews and employee focus
groups provided additional data and from
these insights, “Living NorthBay,” NorthBay’s
online recognition platform was developed.
Launched in 2010, with a refresh in 2013,
Living NorthBay ties recognition to specific
values and behaviors. Every employee has
the ability to give and receive meaningful
appreciation. Fun, interactive eButtons
and eCards offer shout-outs of thanks. And
performance recognition—redeemed for brandname awards—is available to appreciate
above-and-beyond achievement. This program
provides powerful tools to appreciate great
work and provide leaders the opportunity to
connect in a meaningful way.
“People love how recognition now provides
specific feedback,” says Sandy Piedra, Director
of Emergency Services. “It’s not just ‘you did a
great job yesterday’ but exactly what you did
that made a difference.”
According to Heather Troutt, Clinical
Nurse Manager Women & Children Services,
Living NorthBay demonstrates how her team
is supporting themselves. “Seeing all the
appreciation being sent makes me smile,”
comments Troutt. “I know the team is taking
care of each other.”
Recently, the organization’s service award
program also received a facelift. Yearbook—a
highly personalized keepsake that leaders and
teams contribute to—creates ongoing career
celebration opportunities.

R E CO G N I T I O N B E ST P R AC T I C E S

SHARED BY VICE PRESIDENT
OF HUMAN RESOURCES
KEN MCCOLLUM
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5 key best
practices
for strategic
recognition.

1
G E T T H E DATA

Find out what your employees
actually want. Use that data
and insight to get executive
buy-in.

“To be recognized in their unit and with
their peers is important,” explains Diane
Urbano, Human Resources Services Manager.
“People wanted to celebrate their career with
their NorthBay family. Yearbook offers that
highly personalized experience.”
LAUNCHED FOR SUCCESS
To get employees engaged and excited from
the get-go, a fun launch was planned complete
with floor decals featuring employees, email
communications, kickoff events and celebrations,
and lots of training sessions with employees,
senior leaders, and the management team.
Trainers from the O.C. Tanner Institute
educated leaders on the importance of recognition
and how to do it right. And, NorthBay sent three
champions to Salt Lake City to get formally
certified on appreciation training. Today,
appreciation stations are set up throughout
the hospitals and facilities and online training
sessions are available for new managers.
THE MANAGER CONNECTION
A self-described bottom-line organization,
NorthBay leadership knows the importance
of managers in creating a great work culture.

“We expect that our managers recognize
the people who work for them and encourage
their staff to recognize each other. We want to
make sure this is top of mind,” says Passama.
“Just like we build incentives for quality of
care, we see recognizing our employees as
equally important.”
At NorthBay, manager incentives are tied
to recognition. To help them with these efforts,
managers receive push emails that contain realtime data of what’s happening on their teams.
Each month they get a snapshot view of exactly
who’s being recognized and who’s not. In fact,
an initial test of this form of insight sharing
revealed the number of department recognition
moments that employees experienced doubled
after managers received these emails.
Reinforces Jim Smith, Senior Director of
Finance, “The culture here is one that’s very
employee friendly and reflects our leader.
Gary has an expectation that we will treat
people well. And that respect flows upward,
downward, and throughout the organization.”
“When you’re valued as a team member—
that you have been told you made an impact on
someone’s life—it makes you a more confident
caregiver. To recognize our people for all of
what they do—whether it be small or amazingly
great—that’s just what we do,” agrees Deborah
Sugiyama, President of NorthBay Healthcare
Group.

MAKING AN IMPACT
Since launch, use of the program at all levels
continues to grow. Employees at NorthBay like
to appreciate great work. A lot. And, it’s giving
managers a tool to boost morale and improve
performance.
To date 14,898 eThanks and nominations
have been given, with 86 percent and 70
percent reach respectively. Add in career
achievement and NorthBay employees have
experienced 16,229 moments of appreciation.
Not surprisingly, results from the Great
Place to Work trust survey (administered every
few years) have also steadily increased, from a
score of 74 in 2008 to 2013’s score of 87.
“At the end of the day, it comes down to the
nurses on the floor, the environmental service
workers, and everyone else who make it all
happen,” concludes Passama.
“The more inline they are with what
we’re doing, the more they understand and
appreciate their role in making that happen.
O.C. Tanner’s ‘appreciate,’ that’s such an
important word. That’s what we’re trying
to do every day—help our employees
feel appreciated.”

H E AT H E R T R O U T T ,
M ICHAE L CU RTI S , G R ACE S EO,
JENNA STEVENS-BERGERSON

“Whenever I’m
asked why I
love to work
at NorthBay,
I say it’s the
people and the
support.”
—H E AT H E R T R O U T T,
C L I N I C A L N U R S E M A N AG E R
WO M E N & C H I L D R E N S E RV I C E S
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E X T E N D OW N E R S H I P
B E YO N D H R

When other senior managers
feel invested in the program’s
success, the results come easier
and faster.

3

4

TURN TO THE EXPERTS

TA K E T H E T I M E

My original thought was that
we were going to develop these
programs all internally, I’m
glad we didn’t try. Not being
recognition professionals, it was
critically important that we had
good advice on the way to put
this program together so it
was done right.

Make sure that you’re not just
building a program, but that
you’re building a program that
really ties back to your values
and your mission so it becomes
ingrained into your culture.

5
KEEP IT FRESH AND
C O M M U N I C AT E O F T E N

“Don’t set it and forget it.”
We introduced the first
program in 2010 then completely
refreshed the tool three years
later. Look for new ways to
renew and expand your program
and its impact.
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Experience the Service Award Revolution
W
hen our exclusive product,
Yearbook™, launched two years ago,
it transformed how people experienced
service awards. Available online and in
print, this innovative keepsake allows
coworkers and leaders to upload personal
stories, photos, and videos. Year-specific
messaging, award selections, and symbols
important to the organization all create
a highly personalized and one-of-a-kind
way to mark a milestone moment in a
person’s career.
“What’s great about Yearbook—it
just keeps evolving,” explains Juliana
Groscost, Product Director. “We started
with giving leaders the ability to add
in comments and photos and have now
extended that to an individual’s entire

social network. Coworkers, family, clients,
previous mentors—anyone that has made
a difference in that person’s career can
contribute.”
“It’s changing how people feel about
work,” adds James Hilton, Director,
Product Development. “A recent survey
of Yearbook recipients reported a 39
percent increase in feeling connected to
their leader and 31 percent increase in
feeling connected to the company, while 94
percent say they’ll ‘treasure their Yearbook
forever.’”
Currently, Yearbook is being used for
anything from onboarding to retirement
and all career milestones in between. “But
because Yearbook is so flexible, it can be
used to help celebrate many different

types of recognition,” concludes Groscost.
“Pinnacle awards, sales performance or sales
incentives, holiday celebrations, corporate
events—the possibilities are endless.”

CONGRATS
Congrats on 5 years! Thanks
for always having a good
sense of humor and a great
knowledge of our systems.

Congratulations on 5 years! I
can’t believe it’s been that long!

– Peter Hill

Joe, Congratulations on your
5 years at OSKO! We’re so
happy to have you here! :)

– Michelle Montal

5 years at OSKO? I’m so happy
to be able to work with you.
Your knowledge of print and
design have made such a huge
difference for the company.
I’m so glad to have you on our
team, where you belong :-)

– Annie Enouen
Joe, we haven’t worked much
together but I still appreciate
that little sparkle and extra
effort you bring to the job.

Five years, huh? That’s quite
the feat. Now what’s next
along the horizon? So many
opportunities to choose from.
– Nick Centeno
Joe, know I have long respected
your professionalism. Know
your hard work, dedication,
and passion have never gone
unnoticed. Congratulations on
this milestone!!
– Lauren Patterson

– Corey Marr

– Paul Transik

Wow! 5 Years! You’ve always
been such a great asset for
all of us! (even us up here in
Canada ;) Congrats!

Congratulations, Joe, on
5 years! You are truely an
amazing person and I am so
glad that I got to know and
work with you. OSKO is very
lucky to have you. Thank you
for always being there for me.

Way to go on your five years
of service, it has been fun
getting to know you and work
with you over these past couple
of years. The first floor is not
the same without; stop by and
visit us once in awhile, we miss
having you in our team!

– Derek Holmes

– Brian Benjamin

– Patrick Waters
Congratulations! It’s been great
working with you all this time,
thanks for sharing your smarts
with me.
– Eric Richard

S E E YO U R C O M M E N T S O N L I N E !

To see a demo or get more information on bringing
the Yearbook experience to your organization, contact
your O.C. Tanner representative today.
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