A STUDY TO DETERMINE HOW
A HOSPITAL MAY EVALUATE ITS
EMPLOYEE PUBLIC RELATIONS PROGRAM

A Problem Solving Thesis
Submitted to the Faculty of
Baylor University
In Partial Fulfillment of the
Requirements for the Degree
of

Master of Hospital Administration

LTC John W, Dean, MSC

Waco, Texas

August, 1971




APPROVED BY THE U.S. ARMY MEDICAL FIELD SERVICE SCHOOL:

APPROVED BY THE THESIS COMMITTEE:

APPROVED BY THE GRADUATE COUNCIL:

DATE:_Zecgual , /72




e

ACKNOWLEDGMENTS

The writer wishes to express his gratitude to the adminis-
tration and staff of Research Hospital and Medical Center for their
courteous and cooperative assistance during the period of this study.

Special recognition is due John R, Dreves, Director of
Public Relations; Mrs, Patricia A, Fox, Public Relations Admin-

istrative Assistant; and Lee Thomas, Reproduction and Printing.

ii




HISTORICAL SKETCH

On January 17, 1886, German Hospital, now known as
Research Hospital and Medical Center, was founded, In the words
of the original founders, the hospital was "Dedicated to Suffering
Humanity. "

In the beginning the sick were cared for in a six-room house,
By 1892 two additions had been made to provide for 75 patients. As
the city grew, German Hospital expanded also. In 1918 construction
was completed on a new building at 23rd and Holmes with provisions
for 254 patients,

In 1918, because of anti-German feeling prompted by World
.War I, the hospital changed its name, The Board of Directors
chose the name Research Hoépital,

Plans were started for the new Research Hospital and Medical
Center in 1955, The old buildings were becoming obsolete and could
not accommodate an expansion program, The city had expanded far to
the south and so the Board of Trustees acquired property at Meyer

Boulevard and Prospect Avenue for the new medical facility,

The new hospital, costing in excess of $18 million, was dedicated

in August of 1963, It originally opened with a capacity of 347 beds, but

later completion of the 6th and 7th patient floors brought the hospital's
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capacity to 517 beds and 36 bassinets,

Construction of a student nurse residence, hospital staff
residence, and an adjunct office building for medical staff members
was all completed shortly after the dedication of the main hospital,
The present Research Hospital and Medical Center Complex is shown
in Figure 1, page v.

The hospital has fully accredited residency programs in
family practice, hoséital administration, pathology and radiology.

As a teaching center, the hospital also conducts accredited educational
programs in professional nursing, inhalation therapy, medical records
technology, medical technology, practical nursing, and radiologic

technology,
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CHAPTER: I

INTRODUCTION

General Information

Today the community nonprofit hospital system is exper-
iencing a degree of intensified public scrutiny that has no historical
precedent in this country, Perhaps this rising clamor regarding the
practices and costs of hospital care is a result of the transition of
the hospital from an institution endowed by charitable funds to one
principally receiving its income from third-party payees, Perhaps,
in part, the conceptual reference of the hospital as a charitable and
welfare institution has changed, and, as a consequence, the public
is no longer willing to overlook uneconomical and inefficient operations,
Perhaps the ready criticism met today is a result of the increased
sophistication and knowledge of the consumer public--the veil of
mystery surrounding the practice of medicine is being pulled aside
by the continuous dissemination of information through the many modern
communication means and the rising educational standards of the nation,

Regardless of the reasons that may have prompted the move-

ment of the hospital from the fringes of public attention to the center




stage and limelight, the hospital today must communicate with its

"public" to remain a viable institution, No longer can a hospital
remain satisfied that it is providing excellent quality patient care in
an excellent institutional setting and that through natural osmosis
everyone will become aware of the facts, Ins‘tead, the hospital must
communicate the facts to its public on a local, state, and national
level, This public--composed, in fact, of many different groups--
consists of a hospital's patients, employees, and visitors to begin
with, but expands to‘include outside professional organizations,
governmental agencies, national press, and even members of Congress,

In recognition of this necessity for communications with its
public, there has been a rapid growth in formal public relations
programs in hospitais within recent years, In the small rural or
suburban hospital, public relations has become an additional func-
tion of the hospital administrator and the trend, in the larger urban
hospital, has been to establish a public relations department with
a full-time public relations director,

In essence, a public relations program is a conscious di-
rected effort by an institution to maintain or change the attitudes of
people., The measurement of the effectiveness of any public rela-

tions program is difficult by the very nature of its anticipated or
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desired results--the attitudes of people.

Even in the world of business and product manufacturing,
management has encountered gaps in quantitative data that inhibit
evaluation of a specific public relations program., According to pub-
lic relations practitioners, the principal problem seems to lie in
the lack of an ability to determine and control all of the influencing
variables in the environment, These influencing. variables inhibit the
" establishment of a clearcut cause-and-effect relationship between a
specific program and its end results, An example, from the business
world, is product publicity, which is, in actuality, a marketing pub-
lic relations program consiséing of advertising, salesmanship, point-
of-sale, previous pﬁblic relations programs of the company, and the
variables of pricing, economics, and competition, All of these variables
impinge on the successful sale of the product, which is the desired end
result, 3

The hospital administrator faces the same evaluation problem
for his public relations programs--how to arrive at the same yard-
stick of measurement to determine the effectiveness and value of a
specific public relations program when mixed among all the vari-

ables of other integrated programs and of the environment,




Conditions Which Prompted the Study

The executive director of Research Hospital and Medical
Center endorses the management technique of establishing program
- objectives, and evaluating the programs by an appraisal of the re-
sults obtained, As a result, this study has been initiated for the pur-
pose of arriving at a means of evaluating the effectiveness of a
specific hospital public relations program,

The hospital employee public relations program has been
selected on the basis of mutual agreement between the executive
director and the writer that the hbspital emplbyee plays the most
critical role in the ultimate public relations image projected by
the hospital as an institution. This premise is taken from the basic
assumption that a highly motivated employee is one who is efficient
and effective on the job and therefore forms the solid foundation
which will foster an efficient and effective institution, The only firm
basis for any public relations communications is an institution that
is, in truth, worthy of its claims, The point of view is also taken that
the attitudes of patients and visitors within the hospital are directly
affected by the attitudes and actions of hospital employees through
continuous personal contact; that the hospital employee, which off the
job, continues to project the hospital image through contact with

friends, neighbors, and the general public,
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Statement of the Problem

The problem is to determine how the hospital employee
public relations program may be evaluated at Research Hospital and

Medical Center, Kansas City, Missouri,

Objectives

The final objective of this study is to provide management
with a productive method of determining and evaluating the results
of its specific hospital employee public relations activities and the
related attitﬁdes of the hospital employee towards the institution
as a whole.

The specific objectives of this study are:

1. To determine the means that may be utilized to evaluate
the results of each specific hospital employee public relations device
or activity,

2, To determine the channels of communication within the
hospital system that permit overall employee attitude feedback,

3. To determine potential indicators that may be utilized to
evaluate the impact on the employee of the total hospital employee

- public relations program,
4, To determine potential employee attitude feedback re-

sources that the hospital may utilize in the future,



Criteria

A solution to the problem should:
1. Provide management a means to evaluate a public
relations program directed towards hospital employees.

2., Provide a method to measure individual awareness and

reaction to the specific public relations programs directed towards
the hospital employee.
3. Provide a method to measure the personal identification

of the employee with the institution and the goals and objectives of

the institution,

Limitation
The process of evaluating a public relations program must
remain within the constraints imposed by the budget allocated for

personnel and expenses,

Assumption
The assumption is made that the public relations effort

directed towards the hospital employee will remain a viable program,

Definitions

A public relations program is a package of long-range

and short-range objectives that attempts to maintain or change the




attitudes of people with concurrent specific operational activities

directed towards the accomplishment of those objectives,

The term hospital employee is confined to employees below

the executive director and assistant director level, and excludes
contract physicians, students, clerkships, residents, and pharmacy

interns,

The abbreviation PR will be used throughout this study

and stands for Public Relations,

Research Methodology

In order to ascertain existing hospital policies and pro-
cedures and to determine overall guidelines for the administration
and supervision of the hospital employee PR program, the hospital
executive director and the assistant director for administrative
services were interviewed., Copies of the hospital's Director,

Assistant Director, and Department Head Administrative Guide and

the Departmental Procedures Manual were obtained and reviewed.

The public relations director provided a history of the
hospital and the hospital organizational chart, including a specific
breakout of his department with the annual budget allocation. The
public relations director was interviewed and provided pertinent

information on the specific PR activities directed towards the employee




and reference data for each activity.

A complete one-day physical orientation tour of the hospital
was conducted, with numerous return visits to specific departments
during the period of this study for informal observations,

To provide information relative to employee attitude indica-
tors and feedback mechanisms, the directors of the following depart-
ments were interviewed: Public Relations, Food Service, Out-
patient and Emergency Room, Plant Operations, School of Nursing,
Physical Therapy, Personnel, and Volunteer Services. The assistant
executive director was interviewed and interviews were also held
with the committee chairman of the Employee Food Service Advisory
Committee and the Employee Safety Advisory Committee,

All previous inhouse opinion surveys conducted by ques-
tionnaire and reflecting employee attitudes were collected and ana-
lyzed., To explore the resources available for employee attitude
surveys outside the institution, interviews were held with the Director
of Multi-Purpose Training Center, University of Missouri, and a
staff member of Behavioral Consultants, Inc., Kansas City, Missouri,

A review of the pertinent literature was conducted to de-
termine the professional methodology proposed for evaluation of public

relations programs,




Literature Review

In general, an employee PR program involves a consciously
directed effort on the part of management to communicate to the
employee the institution's policies and practices, Such a commu-
nication system must be a two-way channel and provide for an upward
communication to management of employee attitudes, opinions, and
matters affect.'mg employee personal interests, ‘s

The specific purposé of each communication should imple-
ment to some degree: the transmittal of information that will be
of interest and importance to the erhployee; the motivation of the
employee in order to elicit a better-than-average contribution; the
establishment of an atmosphere that creates, on the part of the em-
ployee, a feeling of personal interest by management; the desire of
the employee to contribute ideas and suggestions for improvement
of the institution's operations; the conscious concept on the part of
the employee that he is a daily representative of the institution
when in personal contact with nonemployees, +

A recognition of several basic factors that influence human
behavior is considered important in the development of employee
public relations., One of the more important factors is the desire
on the part of the employee for recognition. Another factor is that

people desire to feel part of something, to be a member of a group, to
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feel part of a larger organization that has public recognition and
esteem--in a sense to belong.

A number of specific PR devices may be utilized to
communicate with the employee, The quantity selected by any one
institution is dependent on the local environment and the needs of the
institution, as modified by available resources. Some of the devices
being used in hospital PR practices are: hospital fact cards, monthly
employee newspaper, orientation presentations, employee information
racks, bulletin board posters and displays, service awards, merit
awards, payroll inserts, employee meetings, suggestion systems,
public news media releases, and open house for employees and
families,

Can the effectiveness and value of the devices, activities,
and employee PR program as a whole be determined and evaluated ?
The answer to that question in the literature ranges from a doubtful
maybe up to a qualified affirmative,

At the lower range of belief there are the comments that,
until the behavioral scientists develop the tools and techniques for
determining what really motigrates people--to the degree that their
specific reactions to stimuli can be predicted--there can never really

be a true evaluation of public relations, 7 This concept is reinforced
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by the implication that in the endeavor to quantify and evaluate public
relations, there is an attempt to take measurement standards designed
for tangibles and bend them to the measurement of intangibles.

At the upper range of belief in the evaluation process are
those who contend that an evaluation of a PR device, activity, or pro-
gram begins with a careful analysis and establishment of specific
objectives; that once specific objectives are established, then the eval-
uation process can be successfully accomplished. The evaluation may
take the form of a simple tabulation of the number of issues of an
- employee newspaper distributed, up to and including attitude research:9

Attitude research can start with a simple self-analysis and
continue on to the use of questionnaires and face-to-face interviews.
Depending on the degree of aécuracy desired, and the skills and
knowledge available to the institution, attitude research may be

accomplished inhouse, through university assistance, or by an out-

side consultant'service,

Footnotes

!Alden B. Mills, Hospital Public Relations Today (Berwyn,
Ill.: Physicians' Record Co,, 1965), pp. 3-7.

2Willa.rd Bailey, "Program Evaluation,'" Public Relations
Journal, XXIV (September, 1968), 25,
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3Bertrand Canfield, Public Relations: Principles, Cases,
and Problems (Homewood, Ill,: Richard D, Irwin, Inc., 1964),
pp. 106-108.

4Willian'l F. Keefe, "Developing Management's Communication
Skills,'" Hospital Progress, LI (February, 1970), 66,

5
Philip Lesly, Public Relations Handbook (Englewood Cliffs,

N.J.: Prentice-Hall, Inc,, 1967), p. 106,

U.S.A, MFSS, ''State Inventory of P, R, Activities Serves as
Check List and Fact Finder," Memorandum 11-230-511-2 (1969), p. 4.

7f |
John F, Budd, Jr., An Executive's Primer on Public

Relations (Philadelphia: Chilton Book Co,, 19609), p. 174,

8Ha.rold P. Kuntz, Public Relations for Hospltals (Sprmgfleld
Ill,: Charles C. Thomas, 1969), p. 107,

9
Bailey, pp. 25-26.

Alvin Schwartz, Evaluating Your Public Relations (New
York: National Public Relations Council of Health and Welfare
Services, Inc., 1965), pp. 16-37,




CHAPTER II
DISCUSSION

The central issue under discussion in this study is to de-
termine how a hospital may evaluate its employee public relations
program. In addressing this central issue, this discussion has
been organized in the sequence of the following specific components:

1. What are the overall objectives of the hospital em-
bloyee public relations program?

2, How is the institution-organizéd to support the employee
public relations program?

3. What are the statisﬁcal parameters of the employee
population?

4. What are the specific public relations activities or
devices directed towards the employee and the objectives of each?

5. How may each public relations activity or device be
evaluated to determine effectiveness and value?

6. What are the channels of communication, within the
hospital organizational structure, that permit employee attitude

feedback?

13
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7. What are the indicators that may serve to evaluate the
total effect of the hospital employee public relations program?
8. What attitude research proposals have been submitted
for management consideration?
9. What resources are available to the hospital that may

provide employee attitude feedback in the future?

Program Objectives

As notgd in the review of the literature, the first step in
a process of evaluation is to determine what the institution desires
as an end result for its program, In other words, there must be a
determination of program objectives, The end results of specific
operational activities cannot be measured except as they are related
to objectives stated or written, From an interview with the executive
director, the objectives of the hospital employee PR program are:
1. Increase the personal identification of the employee
with the insfitution, which may:
a, Increase job motivation,
b, Enhance efficiency, and the quality of job performance,
c. Increase the desire of the employee for self-
improvgment through inservice and continuing educational programs,

2., Reinforce the employees' concept of the important role
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the hospital plays in the community,
3. Promote the active participation of the employee in
the role of PR representative for the hospital in his daily personal

contact with patients, visitors, and the external public, 1

Organization

Hospital organization

The hospital is organized on the basis of a functional struc-
ture with the top management position held by an executive director
with an assistant executive director, and then assistant directors
for Patient Services, Professional Services, Administrative Services,
General and Fiscal Services, and Community Development, respec-
tivély. The hospital organizational chart is shown in Appendix A,

Considering the levels of authority as links in the communi-
cations system of the organization, it can be seen that from the apex
of the organization to the employee base there are six levels in total,
This total is arrived at by including the front-line supervisor and
the employee himself in levels below departmept director. In con-
trast to the utility value for authority and control in this vertical
chain of command is the loss of flexible and free communication, both
downward and upward., In other words, potential barriers to com-

munication may exist in such a classical system of organization,
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An initial examination of the hospital functional organization
chart led to the supposition, by the writer, that the function of public
relations was vested in two organizational units: Community Develop -
ment and the Public Relations Department, Upon investigatidn this
was found not to be true,

Community Development

The personnel assigned are the assistant director and his
administrative assistant, The assistant director functions princi-

pally in the area of fundraising and acts as advisor to, and coordi-

nator of, the programs and activities of the Advisory Board of Trustees,

which is an honorary service organization of 200-plus members, The
assistant director is not involved in the employee PR program,
Mutual interest activities are coordinated between the public relations

director, and this community development assistant director, but the

two functional departments are not in the same formal line of authority, 3

|

PR Department

The personnel assighed directly to the Public Relations
Department, and who are engaged in the primary function of admin-
istering the hospital PR program and the employee PR program per se,
are the department director and his administrative assistant, Due to

the relationship of function, the public relations director has also

RE—
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been assigned the responsibility of supervising the information desk
and the internal and external communications systems, 5 The organ-
izational chart of the department is shown in Appendix B, It is to be
noted that the public relations director also devotes time and effort
to special projects assigned by his supervisor, the assistant director
of administrative services, that may not be directly related to PR
activities,

Annual Budget of the Public Relations Department, --The

budget for the department (1970) is shown in Appendix C, 2 The prin-
cipal expenses that may be directly related to the employee PR program
would be a proportional amount of salaries, based on a detailed man-

hour study: the cost of The Grapevine, the employee newspaper, and

a proportional amount of the photography and publications expenses,
Detailed data for the proportional costs are not available at this time,
but a future analysis might prove interesting, The expense data ob-
tained could be used, by the executive management of the hospital, to

weigh the value of the program from a cost-and-effect point of view,

Hospital Employee Population

The hospital table of organization recapitulation was used
to determine the authorized hospital employee strength, The table was

provided by the Personnel' Department and is shown in Appendix D,
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The authorized strength, in accordance with the study definition of
hospital employee, is 1, 340,

Turnover rate

Statistics were obtained from the Personnel Department on
employee turnover rates for calendar year 1969, The statistical
summary provided is shown in Appendi;c E, The figures are sig-
‘nificant in that any program directed towards the employee public
must consider its permanence and stability. As can be seen, the
annual turnover rate for the hospital as a whole is 56,8 per cént. : |
Turnover rates range from a low of 14 per cent to a high of 118
per cent, These statistics will be referenced in a subsequent section

of this discussion relative to evaluation indicators,

Employee PR Program

The PR devices and activities directed towards the hospital
employee by the Public Relations Department per se were deter-
mined, by interview, with the Public Relations Director, and personal

observation, to be:

1. Publication of the employee newspaper, The Grapevine,

2, Dissemination of comments from the Patient Opinion

Poll to the employee.

3. Employee news releases to the local press.
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4, New employee orientation program,
5. Employee-of-the-Year program,
6. The annual Volker Day celebration,

The Grapevine

The Grapevine is published once a month and is distributed

on the Thursday afternoon prior to the first Friday of each month,

‘The distribution is accomplished by placing portable literature racks

at the employee entrance to the hospital building, the entrance to the

6

hospital cafeteria, and the entrance to the employee snack bar/lounge,

The established objectives for The Grapevine are to increase

the identification of the individual with the institution, and to provide
an informal communication means for management to transmit infor-
mation that will be of interest and importance to the employee, These
long-range objectives are translated into the short-range objectives
of printing employee personal interest ''news' through the utilization
of employee reporters; and management '"news'' through solicitation
of articles from the executive staff,

To evaluate the effectiveness and value of The Grapevine

two approaches may be used. The first approach is simply a physical
analysis of distribution or, in other words: are the employees

picking up the newspaper? Starting with the shift departures and
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arrivals, on the initial Thursday afternoon of distribution, an in-
dividual stationed at the employees' entrance to the hospital could

observe the number of employees picking up a copy of The Grapevine

from the literature rack, Another method of counting distribution

is calculating the number of copies printed, the number of copies
placed in the literature racks, and, subsequently, taken from the liter-
ature racks. It is interesting to note here, from an interview with

the public relations administrative assistant, that the number of

copies printed of The Grapevine has had to be increased from 1,250

to 1,300, and then again to 1,400 within the last four months, This
wé.s necessary to maintain available copies in the literature racks
from the period of distribution on Thursday afternoon to removal of
the racks on the following Monday afternoon, &

The other approach to an evaluation of the employee news -
paper is taken from the point of view that physical distribution does
not necessarily imply that people are reading the publication, nor
does it indicate which parts are effective and which are not. The
employee must be asked to determine his opinions and attitudes re-
garding the specific content of the communication, 9 Basic questions
that may be asked are:

1. Do you read the publication, all or in part?
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2, Do you find the employee personal '""news' content
interesting?

3. Do you find the management ''news'’ content interesting
and informative?

To ask these questions, one or more of the following attitude
research techniques may be selected:

1. A suggestion or comment section, on the last page of
.the publication, which may be filled out and placed in a suggestion
box placed on the distribution racks,

2. One or two questions periodically placed as an insert into

the employee payroll envelope, or attached to the payroll check, for
return to the distributing department director and subsequently to
the Public Relations Department,

3. A questionnaire distributed on a periodic rotational
basis to the personnel assigned to the departments of the hospital
for return through their respective department director to the Pub-

lic Relations Department,

Patient Opinion Poll

The Public Relations Department mails a patient opinion
questionnaire to each patient discharged from the hospital, The

questionnaire, in addition to specific questions asked the patient,
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contains a section for general comments, In 1969, of the total number

of questionnaires mailed (15, 813), 46.2 per cent were returned, Of the

number of questionnaires returned, 46,5 per cent (or 21,5 per cent
of total mailed) included written comments, The questionnaires with
the comments, both positive and negative, are sent to the department
directors concerned., The comments are then brought to the attention
of the employee through departmental conferences or displayed on

departmental bulletin boards or both, )

The objective of the dissemination of the patient question-
naire comments is to promote the active participation of the em-
ployee in the role of a PR representative for the hospital in his daily
personal contact with patients and visitors., To accomplish this ob-
jective, it is a premise that the comments will create a positive
reaction in the employee. The basic assumption is made that praise

will enhance the positive behavior of the employee, and negative

comments will elicit a correction in behavior upon recognition of
: 11
an adverse response to that behavior,
Two evaluation techniques appear possible: one would be

maintaining recorded data that would reflect a trend in the comments by
department and employee- -those who get praise continue to do so

and those who receive adverse comments cease to do so, or in turn

commence to receive praise, The other would be to elicit informal

comments from the superior of the effected employee regarding
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the employee's observable behavior, as an implied reaction to the
comments received,

Employee news releases

News releases, on all employee activites deemed appro-
priate for publication, are sent to employee '""hometown'' newspapers
and the media located in Kansas City. These releases range from notes
on new arrivals and descriptions of job activites to human-interest items
concerning social functions and athletic accomplishments,

The objectives of this PR activity are to associate publicly
the individual with the hospital, and to display management personal
interest in the employee through individual public recognition, Once
again these objectives may be traced back to the long-range objectives
of promoting identification of the individual with the institution, e

A quantitative method of evaluating the activity would be to
establish a goal, in numbers, of the amount of releases to be sent
out each month, The number of releases sent out could then be
compared with the goal established. To determine the quality of the
news release and the technique of placement, the number of releases
sent out and the actual number appearing in the media could be compared.

The more intangible method would be through an interview with the

individual employee, The purpose of the interview would be to obtain
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a personal reaction to the news release, and to ascertain if fellow
employees have made favorable or adverse remarks relative to the
news release in personal conversation,

Employee orientation program

The current hospital-wide program consists of a one-hour
lecture -discussion-slide film presentation by the training coordi-
nator, and a one-half hour lecture by the public relations director.

A new program has been proposed to commence June, 1970, This
program will consist of a total of four hours, . The proposed program
will have four principal parts:

1. Orientation lecture--1,5 hours.

2. Tour of hospital--1, 0 hours,

3. Employee luncheon with executive director--, 75 hours,14

4, Two-week postemployment interview--, 75 hours,

The details of the proposed program are shown in Appendix F,

The objectives of the program are:

1. New employees will undergo a2 more sustained effort
to evidence that they are really important persons and valued for
the services that they are able to render to the hospital organization,

2, The program will result in more confident and capable

employees who understand more about hospital operations and
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activities and are better acquainted with the leadership of the hospital,

To evaluate the orientation program there must be a method
to determine what the employee considers interesting and important
content, and then a measurement of how well the orientation program
meets the needs of the employee and the objectives of hospital manage-
ment, The questionnaire is a technique that may be used to obtain
the data for an evaluation, For example, one questionnaire would
elicit a response, on a rating scale, of the importance the employee
would attach to an orientation on selected topic headings, This
questionnaire would be given to a random sample of new employees
at the time of employment interview, At a later date, a question-
naire would be given to employees who had been on the job for thirty
to sixty days to ascertain how they had obtained information and
knowledge of selected items of topic interest, to include their opin-

ion of the orientation program per se. 16

Employee-of-the-Year program

The Employee-of-the-Year program is city-wide and is a
joint venture of the Personnel and Public Relations Departments. The
Personnel Department manages the administrative process of recom-
mendation and selection of the Research Hospital employee, with a
concurrent forwarding of the selection to the Kansas City Area Hos-

pital Association for first-place competition, The Public Relations
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Department manages the publicity, and jointly participates with
the other city-wide hospital PR directors in the arrangements for a
social recognition luncheon. X The material in Appendix G de-
scribes the program in detail, and includes an example of the Re-
search Hospital and Medical Center's internal nomination form,

The objective of the program is to promote the identifica-
tion of the individual with the institution through individual recogni-
tion and demonstrated appreciation for accomplishments, 18

An evaluation of the program is dependent upon the awareness
of the program on the part of the employee, and then the personal
reaction of the employee towards the program, Through the applica-
tion of random interviews, questionnaires, or payroll slips, basic
questions could be asked, with expansion as to content or detail,
The questions might be:

1. What is the Employee-of-the-Year program?

a, How are recommendations and final selection
accomplished?
b; What recognition does the selected employee

receive (benefits)?

2, Are the recommendations and final selection fair in your
judgment? If not, why not?

3. Would you like to be selected Employee-of-the-Year?
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Volker Day program

The Volker Day program is a Personnel Department admin-
istrative responsibility. The Public Relations Department provides
assistance on the social commitments of the program, and conducts
the employee oriented publicity campaign--before and after the
dinner ceremony.

Since 1927, the hospital has dedicated a day each year to
observe the birthday of William Volker, the hospital's greatest
benefactor. In conjunction with this annual dedicationk, selected em-
ployees are honored on the basis of loyalty and service. A dinner
is held and each honored employee receives a U,S, Savings Bond and
a service pin., The dinner is attended by the following dignitaries:
president of the Womens' Auxiliary, president of fhe Service
Auxiliary, president of the Alumni Association, president of the
Board of Trustees, and chairman of the Personnel Committee (board
member), The hospital execiutive director and/or the president of
the board presents each employee with the savings bond and service
pin, After the ceremony, the honorees are asked to stay behind and
pose for pictures, The honorees, their spouses, department heads
who have employees in their departments being honored, board

members, and assistant directors attend the dinner, 19




28

The names of the honored employees are printed in an

article in The Grapevine., For an example of the use of the employee

newspaper for this type of publicity, the article in the April, 1970,
issue is shown in Appendix H, In addition, news releases are sent
to the Kansas City newspapers,

The objective of the program is to promote the identification
of the individual with the institution through individual recognition
and demonstrated appreciation for accomplishments, 2 An evaluation
of the program must determine the degree of awareness of the
program on the part of the employee, and then the personal reaction
of. the employee towards the program, This evaluation could be ac-
complished through the application of random interviews, question-
naires, or payroll slips. Basic questions such as the following
could be asked of employees:

1. What is Volker Day?

a, How are employees selected to be honored?

b, Other than seniority, do you feel the selection to
be fair? If not, why not?

c. What do the employees receive for being selected
and honored?

Z., Who in your section, department, or service has been

honored on Volker Day?
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3. Would you like to be honored on Volker Day?
A more tangible method, that would provide an indicator of the value
placed by individuals on the award received, would be the number of

recipients of the service pin who frequently wear it on the job,

Organizational Channels of Communication

As referenced in the review of the literature, a communi-
cation system must be a two-way channel and provide for attitude
feedback from the employee, Established policy at Research Hospital
and Medical Center provides for a formal communication system
through organizational conferences and meetings on a scheduled basis
commencing at the assistant director level, The assistant directors
meet once a month with their respective department directors. The
assistant directors meet every Friday, with the assistant executive
director. The executive directo-r meets monthly, after the monthly
hospital-governing board meeting, with the assistant executive direc-
tor and the executive advisory committee, 'fhe executive advisory
committee consists of all key executive staff members, The formal
meetings are principally operational in nature and