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HRpathways+
presents:

G G fGood Beginnings are Good for 
Business

Moving from orienting to 

on‐boarding private duty caregivers
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Good Beginnings…

“Nothing is worse for new employees than to be Nothing is worse for new employees than to be
left on their own to make sense of the 
organization they’ve just joined.  

And, for the new employee who’s out there on 
her own…untethered to an office, cubicle or 
other physical connection it can be the beginningother physical connection, it can be the beginning 
of the end.” 

Sandra A. Smith, HRpathways+
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Today’s Program Objectives…

• Why most orientations fail

• Orienting vs on‐boarding: is there a difference?

• First things first: define your destination

• Why good beginnings are good for your business

• Anatomy of an awesome on‐boarding process

• Suggested Orientation Day agenda• Suggested Orientation Day agenda

• What does on‐boarding success look like?

• On‐boarding Summary Game Plan 
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Top Ten Reasons Orientations Fail

10. The Senior Manager doesn’t attend

9. There’s no plan nor checklists

8. Assume that the same program from year to 
year is ‘good enough’

7. Don’t seek nor listen to feedback

6.   Use lecture almost exclusively 4
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Why Orientations Fail…

5. Keep attendee participation at a minimum and make the focus 
“forms completion”

4. Keep copying the same materials over and over; don’t worry if 
copy is ‘crooked’ on pages

3. Don’t identify your company through vision, values, mission or 
strategic goals

2 Don’t begin by stating program goals2. Don t begin by stating program goals

1. When concluded, assume everyone “got it”

5

ORIENTATIONORIENTATION 

vs. 

ON‐
BOARDING

6
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Orientation…an event

An adjustment or 
adaptation to a new 

environment, situation, 
custom or set of ideas. 

An event that takes place 
within a specified time 

frame.
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On‐boarding…a PROCESS

PostPost

Welcome 
Letter    

Post Post 
OOrientation

Follow‐up: 14 
days

Performance
and 

Relationship‐

Pre Pre 
Orientation

Actual
Orientation

Session

p
building 

“conversations”   
every 30 days
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Where Will Your Agenda Take Them?

• What Successful Take‐Aways will they ‘own’?

– Your perspective as a business owner?

– Their perspective as a caregiver? 

– Your customers’ perspective from a service 
and value‐added expectation?

9

Your Business Perspective…

• How to align your orientation topics/formats 
with your business goals and objectives?with your business goals and objectives?

• How to convey your “Employer of Choice” 
differentiators?

• How to instill “Wow” factors that will remain 
memorable and turn attendees into 

it ?recruiters?
• How will you connect with them and help 

them see what a great decision they made?   

10
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Your Caregivers’ Perspective…

• What is your plan to motivate, inspire and energize 
them? 

• What elements will prepare them clinically to handle 
any and all cases? 

• How will you communicate the importance of 
emotional care and feeding of your customers?

• What will cause them to see ‘quality’ as the goal in all 
that they do? 

• What will you do (and how) to begin building one‐on‐
one relationships?

• How will you set the stage for positive retention?  
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Your Customers’ Perspective…

• What is it your customers are “buying”? 
H d k thi ‘ d t’ t ibl ?• How do you make this ‘product’ tangible? 

• Are you aware that you are always ‘modeling’ 
certain behaviors…for good or bad? 

• How do you model “world class” customer 
care? 

• How do you instill in caregivers the priority 
objective of providing a “great customer 
experience”?

12
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Good Beginnings are Good for 
Your Business!

Introduce you as
“ Employer of Choice”;
model ‘quality’‐‐‐they’ll 
mirror it back

Emphasis on customer 
care reduces risks and 
promotes referrals

Decision to join you is 
reinforced. They’re more 
productive sooner/stay 
longer

Your vision, values, culture, 
purpose, direction

Customer care is #1 Opportunity to:

Quality, excellence, ‘great 
customer experience’

Priorities: clinical/risk 
management/safety/
communication

Inspire, motivate, 
engage, value   

Seeing quality touches 
triggers quality in their 

i t t

Compliance & Ethics: know 
and follow regulatory 

i t Al d

Begin building trust,
relationships/make 
h tservice to your customers requirements; Always do 

the ‘right thing’
honesty easy         

They feel welcomed, 
valued and ready to go 
‘above and beyond’

How to provide a ‘great 
customer experience’?

Create synergy between  
what you & they expect; 
define their “success”

Senior Manager 
underscores importance 
and talks about their rights

Excellent care/experience =  
referrals:
Customers & Employees! 

Reinforce support
system and reaching out; 
1st alert; invite the ‘bad 

13

“Continuous” On‐boarding Outputs 

“Holistic” approach 
from day one and Reinforcing Course correctingfrom day one and 

beyond

Building 
relationships Inspiring 

Reinforcing Course correcting

Motivating

Setting 
expectations Engaging Mentoring 

14
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On‐boarding…before Orientation Day

Pre

Welcome letter

Company FAQ’sPre‐
orientation 
welcome 
letter and 

information

package

p y

Needs Survey

Benefits materials/forms

Referral Cards

Handbook excerptsp g
Care Plan format

Orientation Day agenda/schedule

Directions/map/contact info

Company novelty 15

On‐boarding…Orientation Day
Forms completion (before clock starts)
Training pay
All hands on deck

Meaningful 
& 

Stimulating

Orientation 
Session

Values/vision/mission
Customer cues (+testimonials)
Share client experiences
Clinical/tools/demos
House rules
Compliance/ethics
Photos/ID/job tools
Hands‐on practice

f / kSession Safety/risk management
Communication  tips
Inspire/motivate/value/appreciate
Handouts
Celebrate: food/fun/games/rewards!
Caregiver “Creed” (contract)
Staff cases
Assign mentors  16
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On‐boarding…First Follow‐up

With supervisor
In person

f h k f

Follow‐up
meeting NLT 
14 days after 
orientation

Refresher on key orientation info
Do you have what you need?
Can I clarify anything ?
Are the care plans clear and present?
How is your communication with 

Staffing going?
What can I can do to help you do and 

enjoy your job? 
Your attributes areYour attributes are_________
Expectations for success
Suggestions for me?
Ideas for our orientation? 

17

On‐boarding…Monthly Meetings
Monthly get‐togethers

Ed ti l i d d ‘j t i ti ’Educational: required and ‘just in time’

Reward and recognition

Celebrate monthly new   
hires/anniversaries/birthdays

Tap into their skill sets/ideas to present 
to group

Performance  
and      

relationship‐building
conversations                                  
every 30 days

to group

Games/fun/food/door prizes

Private conversation with each: their 
needs/areas of improvement/what they 
do well: respect/value/appreciation

18
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Anatomy of an Awesome Orientation  
Set the stage: Frame topics 
re: desired ‘take‐aways’/ 
emphasize open&frequent
communication/why their 

Mix it up!
Ice‐breakers, videos, 
exercises, demos, role 
playing; break up tedious 

Clarify:
Light housekeeping; duties 
may or may not perform,  
Supervisor’s role,  

role is so important tasks interaction w/family
members; when to call

Share strategic plan, vision,  
goals, differentiators; begin 
building relationships; 
explain how they will 
remain connected

Sprinkle  in quizzes and 
games w/prizes; Include 
one + WOW factors‐‐‐i.e., 
cookbook/new hire 
‘survival’ kit!   

Priorities: customer care & 
safety/added value/great 
customer experience/
clear communication 

Details: use prep Engage them: their Stress need for honesty re:Details: use prep 
checklists; error‐free 
materials; topic order & 
time; room set‐up/temp; 
nutritional menu

Engage them: their
experiences, solutions; ask 
for referrals & best 
practices

Stress need for honesty re: 
their availability; need for 
training; reporting
problems & errors

Open/Close by Senior 
Manager; presenter scripts

Define standards of 
performance” &  their  
rights

Refresh state requirements 
Include sign‐off forms &
certificates

Q lit h d t t bl M d l t d b h i I i ti t

19

Key Topics

Part I
• First 30 minutes Set up Logistics

Part II
B k d T f S f t (R l• First 30 minutes: Set‐up Logistics

• Welcome by Senior Manager
• Ice‐breaker
• Part I: Time & Attendance system 

training  
• Compliance and Ethics (Game)
• Safe Environment
• Break
• Being Prepared for Cases (Care Plan

• Back and Transfer Safety (Role 
Play)

• Infection Control
• “Adding Value” (Pantomime Quiz)
• Lunch (Discuss forms/employee 

referral bonus and performance 
reward programs)

• Managing Common• Being Prepared for Cases (Care Plan 
Review)

• Activities of Daily Living
• Characteristics of a ‘Great 

Customer Experience’

Managing Common 
Diseases/Conditions

• Alzheimer’s Training
• Observing Changes (Case Studies)
• Managing the “At Risk” Resident

20
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Key Topics

Part III
H dli Ch ll i

Part IV
• Relationship with Supervisor• Handling Challenging 

Behaviors/Situations
• Break (review forms)
• Part II Time & Attendance 

Training
• Communication Tips
• Interaction with customer family 

members (Role Play)

• Relationship with Supervisor
• Emergency Protocols
• What does “success” look like?
• Closing Activities:

– Purchase  or provide uniforms
– Provide handout kit and tools
– Assign first cases
– Complete time sheet

• Complete Evaluation/Trainingmembers (Role Play)
• Human Resources “House Rules” 

& their rights
• Caregiver “Creed”/honor 

schedule availability (read aloud) 

• Complete Evaluation/Training 
Needs Form

• Close by Senior Manager
• Send off with 

inspirational/motivational 
message

21

Successful Take‐Aways… 

• They know the qualities that make you Employer 
of Choice and they’re glad that they “signed on”of Choice and they’re glad that  they “signed on”.

• The materials, room and surroundings are of high 
quality so they feel valued and want to ‘pattern’ 
this for their customers.

• The majority of time was spent on 
clinical/customer care topics so they feel 
prepared to take on cases. 

22
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Successful Take‐Aways…

• They felt a sense of belonging because they were 
encouraged to share their customer stories and encouraged to share their customer stories and 
“care solutions”.

• They liked the presenters and look forward to 
getting better acquainted.

• They have a solid sense of what is expected of 
them, both from the company and from 
customers.

23

Successful Take‐Aways…

• It felt good to hear someone talking about their 
rights‐‐‐nice to know that someone cares about rights nice to know that someone cares about
the caregivers.

• The mix of games, case studies, hands‐on 
demonstration and relevant videos made the 
time go by quickly and parts were even fun.

• The “Caregiver Creed” set forth “non‐
negotiables” clearly; this provides a reference 
‘road map’ on how to be successful.

24
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Successful Take‐Aways…

• They like knowing that they will get together monthly: 
this will help them stay connected and grow in their 
job.

• The overall environment made them feel comfortable 
about raising questions, reporting problems and being 
honest about training needs and their availability for 
cases. 

• They understand fully that they have a support system 
behind them: they won’t hesitate to reach out any time 
they have questions or concerns.

25

Quality begets Quality…

26
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New Hire Orientation Evaluation & 
Training Request Form

• Use feedback to improve future programs/fine tune training agenda

• Ensure adequate space to answer fully

• Thank them for their time

• Reissue at Monthly Meetings to keep finger on pulse of changing training needsReissue  at Monthly Meetings to keep finger on pulse of changing training needs 

1.  What was the most valuable part of the session for you and why?

2. What part was least valuable and why?

3. Please list other topics that you would like to see addressed.

4.  As a result of today’s program, how do you rate your understanding of the 
topics listed? Please also indicate if more or less time should be spent on each 
topic.  If the time spent was adequate, do not check either of the last two 
columns.

Session Very
High

High Low I would 
like more 
training 
on this 
topic

Spend 
less time

Spend 
more 
time

27

‘Good Beginnings’ Game Plan
• Aim for a multi‐level “on‐

boarding” experience
• Frame topics re: desired ‘take

• Include senior manager, fun, 
food & multiple media

&• Frame topics re: desired  take‐
aways’

• Top goals: prepare them, 
inspire them & begin building 
relationships

• Think good “hospitality” and 
“quality”  

• Model expected behaviors 

• Priorities:  customer care & 
safety/communication  

• Seek their feedback & training 
needs

• Pepper time w/quizzes & 
reinforce important points

• Make honesty ‘easy’
• Paint a picture:“Employer of 

Choice”; then Walk the Talk!
• Solicit their experiences, 

dilemmas, solutions, best 
practices, referrals

• Refresh state requirements
• Remember: Good beginnings 

for them spell good business 
for you!

28
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Thanks for joining me!

Sandra A. Smith, SPHR, CHC, DDISandra A. Smith, SPHR, CHC, DDI
434‐245‐8044

pathsas@aol.com 

HRpathways+

A healthcare human resources, 
compliance and ethics practice 

dedicated to enhancing: 
People~~Principles~~Productivity

29
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HRpathways+ Private Duty Orientation/On‐boarding    
          Toolkits 
 
Module I:  Orientation Day: Preparation Toolkit 
 

• Program Objectives---Over 20 key take-aways of a successful PD 
Orientation 

• Preparation Checklist---Over 20 “to-do’s” that will help you keep 
track of important activities 

• Maximize your PD Orientation’s Return on Investment---Over 
30 tips, ideas and thoughts on how to hold and facilitate a PD 
orientation that achieves your objectives and helps propel your 
business 

• Program Ice Breakers---Ten activities and games that help lessen 
tension and increase honest participation and feedback 

• Motivational Messages---Over 12 motivational/inspirational 
messages keyed to PD caregivers 

• Orientation Invitation---Tri-color template that includes everything 
you need to help ensure prompt attendance with necessary 
documentation in hand 

 
Module II:  Orientation Program: Detailed Agenda and Handout Toolkits   
 

• Program Topics with Bullet Points---Over 20 pages of suggested 
topics, including specific bullet points under each. Used in tandem 
with the Handout Toolkit, this “script” is a turn-key package that can 
be plugged in and used as is. Includes clinical topics as well as key 
messages that address communication and listening skills, 
expectations from caregivers, Human Resources rules and 
requirements; relationship with supervisors, compliance 
requirements, and more 

• Hand-Out Toolkit---Over 20 handouts to reinforce key messages. 
Includes Alzheimer and General Communication Tips; Managing 
Residents with Common Diseases and Conditions; Home 
Environment Safety Evaluation Checklist; Observing and Reporting 
Changes; Sample Care Plan and more 

• “Caregiver Creed”---a powerful ‘contract’ that lists ‘non-negotiable’ 
expected behaviors of caregivers.   

• Program Evaluation and Training Needs Form---A 
comprehensive yet simple questionnaire that elicits opinions on 
program content and delivery as well as indications from 
participants on future training needs.  
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Module III:  Retention and Relationship Building On-boarding Toolkit 
 

• Timetable and Conversation Topics---Geared to building relationships 
with remote caregivers and to help improve productivity and customer 
satisfaction, this guide itemizes what to say and when at on-boarding 
milestones. 

• Retention-building Questions---Key questions that will help you 
ascertain if orientation messages ‘stuck’ and provide opportunities to 
course correct for better morale, productivity and retention. 
 
 
 
Module IV:  Continuous Assessment and Improvement of Program 
Effectiveness Toolkit 
 

• Five Key Points---By focusing on these points, you will be able to 
keep your finger on the pulse of what it will take to continuously 
plow improvements back into your orientation/on-boarding 
processes 

 
• Developing Business Metrics---A list of things to measure that 

will assess whether your Orientation/On-boarding experience is 
having a positive impact on your business 

 
• Satisfaction Measures---How to gauge supervisory and new hire 

satisfaction at various points post orientation 
 
 
 

 
*For all attendees of NAHC’s 2010 Leadership 
Summit:  20% discount on all HRpathways+   
    products* 



Product Deliverables by HRpathways+ 
Sandra A. Smith, Principal 434-245-8044, pathsas@aol.com 

 
…leading the way to excellence in human resources, ethics and compliance program 

management. 
 

Specializing in human resources products for the healthcare industry: 
 

Home Health 
Private Duty 
Acute Care 

Psychiatric and Physical Rehab  
 
Recruitment:  

• Customized recruitment strategies--- that truly fit your industry and organization  
• Recruitment training products---I train your recruiters  
• Cost effective methods that avoid high cost-little return print and ‘boutique’ web site 

postings  
• Recruitment ‘Tool Kit’ and cost tracking system---how to get biggest ‘bang’ for 

recruitment bucks 
• Recruitment services that source hard-to-find candidates: 

 Nursing, clinical and managerial 
 Nurse Practitioners 
 PT, OT, SLP and assistants 
 CNA’s/HHA’s 

 
Training and Organizational Development: 

• Private Duty Orientation---Good beginnings are good for business  
• Learning Needs Assessment---Where are the skill, ability, knowledge gaps? 
• Training program design and delivery---Build performance and wanted retention 
• Performance Management solutions---link Individual strengths to organizational goals 
• Process improvement solutions---Improve teamwork and ‘how’ things get done 
• Measure training ROI---Has your business improved post training? How do you know? 

 
Supervisory Success Strategies Workshops: 

• Union vulnerability assessment: assess, address, success 
• Enhance individual and organizational communication 
• ‘Continuous Performance Improvement’ performance management solutions 
• Coaching for team member excellence, motivation and retention 
• Focus on employment law and internal policies and procedures 
• Manage the ‘challenging’ employee 
• Manage workplace conflict 
• Develop leadership skill sets 
• Conduct effective meetings 
• Improve Talent Management---interviewing through employee exiting 
• HR policy and procedure development and training 

 
Ethics and Compliance Program Development: 

• Design and implement customized ethics and compliance programs 
• Train-the-trainer products and services 
• Compliance and Ethics ‘Tool Kits’ 

 
Accomplished presenter on all topics above 
 
        HRpathways+ 2009 All rights reserved.  


