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11  WWhhaatt  iiss  MMaannaaggeemmeenntt??  
What is Management? What does it mean to be a Manager? At this organization, the idea of 
Management takes on profound significance, far beyond its meaning at most organizations. In 
fact, it is Management and the development of, not only Managers, but Extraordinary 
Managers that we aspire to take to uncommon levels. We use the identification of Manager 
over Leader as the word “leader” seems to be overused and is a bit nebulous. We highly value 
people that can “Manage!” There are tons of people with “ideas” who lack the “means” to make 
ideas reality.  A Manager is a person that take ideas and make them real in the concrete world. 
A Manager can organize time, space, resources, people, Energy and other factors to fulfill 
intentional purposes. These intentional purposes would be some benefit, ROI (Return on 
Investment) or result. We hold a True Professional Manager in the highest esteem…to the 
point where every person in this organization aspires to become a Manager.  
 
This organization uses “the Model.” The Model is an ultra-modern approach to management or 
a “system of care” where everything in the patient/family experience is meticulously considered 
based on how it makes people FEEL! Every word & phrase, look, smell and action designed to 
create a predictable, high-quality experience/FEELING. All decisions are based on this…and 
all Supporting Services LIVE to make sure that FEELING happens for every patient, every 
time…a world of “non-exception.” 
 

What is Management? 
 
In our Model of the World, Management is 
 

It is the direction of Energy(1) and resources(2)  
towards the fulfillment of the mission or 

purpose(s). 
 
There are a lot of “academic” definitions for Management, but this is the definition that is 
important to us. All human activity is based on Energy. Energy is Life. When you have little or 
no Energy, little or nothing gets done. Therefore, Energy is the #1 thing that any anyone 
manages! We must be conscious of this fact. Energy is more valuable than resources.   
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A Manager directs resources. These resources would include people, money, time, other 
assets, physical space, etc. Of course, Energy also included in resources as it is part of each 
person.  
 
In this organization, we deliberately refer to “Managers” as Managers. This may not seem like 
a big deal, but it is to us. A Manager is a clearer picture of what we want. Talented people with 
the “means” of creating and doing this in the real world. Even the CEO is referred to as a 
Manager as he or she in ultimately Accountable for the Management of the enterprise.  
Therefore, a Manager is 
 

A person that can direct Energy(1) and resources(2)  towards the fulfillment 
of the mission or purpose(s). 

 
 

The Essence of Management is Self-Control 
The Quality of the Most Successful People    
 
Self-Control is the quality of the most successful people on the planet. An individual’s own 
thoughts, emotions and behavior are really the only thing a person can control to a great extent 
as you can’t control other people or many times even circumstances and conditions. All 
Extraordinary Managers have great Self-Control. In fact, it is the quality of Self-Control that we 
cultivate in all Students (our staff). In order for your Students to learn Self-Control, you will 
have to Model it in your personal as well as professional Life.  
 

The Essence of Management is Self-Control. 
 

The Primary Things a Manager Manages through Self-Control are 
Energy and Emotions 
 
The primary thing an Extraordinary Manager needs to manage or have Self-Control over is his 
or her emotions and FEELINGS. Emotions are linked to Energy. Most decisions in Life are 
linked to emotions. Emotions and FEELINGS are drivers of human behavior. Therefore, we 
must exercise Self-Control over our emotions.  
 
To illustrate this, let us consider a few examples within a Managerial context:  
 

 A Manager has a Student that is angry with some situation or person. In most cases, it 
is the Manager’s job to remain calm and cool, even if personally attacked. Students 
want a Manager that will make sound and rational judgments.  



TThhee  EExxttrraaoorrddiinnaarryy  CClliinniiccaall  MMaannaaggeerr      
 

________________________________________________________________ 
Multi-View Incorporated Systems 

PO Box 2327 
Hendersonville, NC  28793 

828-698-5885 or multiviewinc.com 
 

©Copyright 2017 Multi-View Incorporated Systems:  1st Edition                                                                                                                                                    Page 38 of 328 

 

 

 A Manager is not FEELING well physically or emotional. The Manager must have 
enough “self-awareness” of how his or her demeanor will impact all they observe or 
interact with. Sometimes this means not coming into the office if the emotion can’t be 
adequately controlled. It may mean having to “put on a cheery face” even if you are not 
in a great state of mind.    

 A Student has a tragic personal loss. In this case, the Manager must be as 
compassionate as possible for the welfare of the Student, but he or she must also 
demonstrate compassion, but still be able to make decisions from a place of inner 
strength.   

 A Manager that loses his or her temper easily will shut down Students as well as other 
Managers as they learn to fear the wrath of the person with the ill-controlled temper. 
They simple do not want to expend the emotional Energy. 

 A Manager may hear a seemingly great idea that solves an immediate frustration and 
make a quick decision that sets a poor precedent or one that will cause problems in the 
future. The Manager in this case has let his or her desire to alleviate short-term pain 
overwhelm good long-term judgment.  

 A Manager has a “convergence” of foreseen and unforeseen challenges, seemingly at 
the most inopportune time. This is the FEELING of being “overwhelmed.” The Manager 
must get control of this FEELING as it is simply a FEELING, one that can be overcome 
more easily than the Manager may think in that moment!  

 
Of course, with all Management decisions, there is a large degree of Professional Judgment 
that must be exercised at the discretion of the Manager. There is a time to demonstrate anger. 
There is a time to cry. It is important to be authentic, but to have enough awareness to 
consider the example you creating for your Students.      
 
Common workplace FEELINGS that must be managed are: 
 

 Overwhelm/Stress/the Loss of Control – This is common for people in general. 
People with great attitudes often will bite off more than they can chew and this 
FEELING follows.  

 Anxiety – This FEELING is needed for growth as most growth will come from places of 
discomfort and non-familiar.  

 Anger – Anger is destructive on many levels as it can cloud good judgment and  (which 
is usually a derivative emotion coming from a deeper source) 

 Depression/Sadness/Unhappiness – These are emotional states that can be a 
problem as a Manager when they color the Energy we emit. They are normal and are 
necessary for personal growth, otherwise we would not have them. One of the ways out 
of such a state is to manage your Energy and shift your FOCUS to others and all 
expressions of Life. These emotions usually come from a belief that a loss or an 
impending loss may occur.    

 Too much Joy/Happiness – One can be in a state of so much “bliss” that Student’s are 
alienated and will not approach the Manager. They may not want to “bring them down” 
with business issues that need to be addressed. 
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Most of these are rooted in fear or the fear of loss in some form. At this organization, we 
encourage a Model of the World that provides great relief from many worries and negative 
emotions. See the section on Model of the World for more on this.  
 
We also must distinguish between behavior/FEELINGS that are habitual or non-frequent. Any 
negative emotion on a habitual frequency is a problem. With that said, most all people have 
incidences where we FEEL these emotions. Awareness helps us be conscious of them as they 
arise so that we can deal with them to exercise Self-Control.   
 

How Can a Person Develop Self-Control? 

   
Self-Control comes from Confidence and Confidence comes from Practice. Confidence is a 
self-assessed state or belief. Practice builds confidence. A person without confidence cannot 
have Self-Control, especially under stress conditions as a person will revert to the lowest level 
of his or her understanding in this state. This is why we use System7 for training our most 
valuable asset, our people. System7 has multiple ways for Students to demonstrate their 
learning and practice under stress conditions. Students must believe that they are not only 
trained, but are extraordinarily well trained! This will translate into a phenomenal care 
experience!  
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The 1st Duty – The Manager as a Multiplier  
 
A Manager is a Multiplier! He or she “multiplies” only what they have become and know in the 
Students that they lead. A good Manager multiplies good. A poor Manager multiplies problems. 
An Extraordinary Manager multiplies “extraordinary.” We all can only give what we have. To do 
things on any significant scale involves the help of others. For the mission to be accomplished, 
it takes many people. We are a human organization serving humans.  
 
In order to accomplish the mission of the organization to our Standards and ideals, our 
Students need to be trained in our Standards and ideals. This leads us to the topic of training 
our staff, your Students. The organizing paradigm of this organization is not the services or 
products we provide, but rather, that we are a Teaching organization first and foremost. This 
means that Teaching is what we do. We are all Teachers. A Teacher is a Multiplier. We believe 
the following Statement:  
 
The Truth about Quality: An organization’s quality is no more or less than the quality of its 
People Development System. We are human organizations serving humans! It is a complete 
fantasy to think an organization can be extraordinary without an extraordinary People 
Development System. If we are a Teaching organization first and foremost, we should consider 
where learning takes place.   
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Where Does Learning Take Place in Our Organization? 
 
Below are the results of a leading research organization (which will go unnamed due to legal 
constrictions).  
 

 
 
 
It has been estimated that as much as 70% of an employee’s development comes from the 
immediate supervisor! All front-line staff take the majority of their behavioral/performance cues 
from this position! This 70% also includes the morale as well as the retention of staff!  
 
Therefore, the 1st Duty of all Managers is the responsibility to train the people they lead! This is 
the ONLY way excellence can be replicated and multiplied!!! Training is the most important 
thing a Manager does!!! 
 

The 1st Duty of all Managers is the responsibility to 
train the people they lead. Training is the most 

important thing a Manager does!!! 
 
This organization, being aware of this fact, therefore puts the majority of our FOCUS on the 
development of our Managers! We do not want ordinary or average Managers, but 
Extraordinary Managers!  
  
The Extraordinary Manager will devote most of his or her time to teaching. We have designed 
structures and systems in our proprietary Model that remove common tasks of management 
used by the 50th percentile such as the (1) monitoring of productivity, (2) monitoring of 
documentation as well as (3) the need to do annual reviews in order to free up time for a 
Manger to do the 1st Duty! Since Teaching is what we do, this organization will teach each 
Manager the Methods of Master Teachers so that the Manager can teach well. Teaching is 
perhaps the highest Spiritual endeavor one can do in Life!  
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A Manager Provides the Conditions for Success 
 
As a Manager cannot control other people, what can a Manage do to help advance the 
mission? The Extraordinary Manager must be aware of the factors he or she can control or 
influence materially. Perhaps the most productive thing the Extraordinary Manager can do is 
provide his or her Students the “Conditions of Success.” A Manager can’t make any person a 
success. The success of an individual comes from “within a person first” and flows out and 
manifests externally. The success of a person has less to do with external factors or “what 
happens to him or her.” It can be stated like this, “Your Life flows out of you and it doesn’t just 
happen to you.”  However, what a Manager can do is provide the most supportive atmosphere 
and tools as possible. The Extraordinary Manager creates an environment of success! The 
master gardener has no power to make a rose be anything other than what it is. He does not 
know the potential of the rose, whether it will half-open, be large or small, or be spectacular! 
The master gardener does know that he or she can help the rose by making the soil as fertile 
as possible, giving the rose optimal water and sun to give the rose the best chance for growth. 
This is what the Manager does for the Students he or she has been given to Teach.    
 
What is meant by the “Conditions” of Success?” There is a sequence with embellishments: : 
 

1. The Standards are defined! These are the promises (sometimes looked at as rules) of 
the organization. Students must believe that they can “win” in this system as the 
Standards should not be difficult to do. Clear and attainable Standards alleviate stress. 

2. The compensation system (SuperPay) tells the employee immediately when there are 
“in or out” of Standard without the need for a Manager’s Energy or physical presence. 
The compensation system teaches “automatically” and thus dramatically frees up the 
Extraordinary Manager’s time to do the 1st Duty, which is to teach and coach. 

3. The Extraordinary Manager is an inspiring, Life-Changing person who has much to give 
and learn from. The Extraordinary Manager is trained and utilizes the Methods of 
Master Teachers. With these 2 factors, the likelihood of a Student to believe he or she is 
well-trained is drastically increased. This translates into confidence. Confidence is a 
self-assessed FEELING. Confident people advance an organization. 

4. The Student receives attention on a day-to-day basis, enough they FEEL significant as 
the Extraordinary Manager has time to give this level of attention if necessary. A 
FEELING of genuine interest for the welfare of the Student is created. The 
Extraordinary Manager helps attach meaning to the work the Student performs. 

5. The physical environment is intentionally created to be conducive and support success, 
with special attention given to how it makes a person FEEL emotionally. In addition, 
work is laid out in a natural, logical and attractive way. A Student also FEELS that their 
insights are welcomed as a valuable partner.   

6. The Student FEELS inspired and that he or she is being transformed through this “Life-
Changing” experience.  
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You will notice the emphasis on the word FEELING. This is because this organization uses 
“the Model” approach to management with its extreme FOCUS on the creation of FEELINGS.  
In “the Model,” FEELINGS are recognized and are used as the primary drivers of human 
behavior.  
 

 
Figure 1 – Virtually all decisions can be made from this chair. 

 
Periodically, we all need to place ourselves in the “Patient/Family” chair and ask the questions, 
 

 “What could be “added” to make the FEELING/Experience better?” 
 “What could be “augmented” or done differently to make the 

FEELING/Experience better?” 
 “What could be “deleted” to make the FEELING/Experience better?” [Answers to 

this question take most Talent!] 
 

 

The Spiritual Path:  

Each of us are provided the “Conditions for Success”  
 

It is this organization’s view, that Life (God) is perfect in its design and function. To 
not believe this seems to diminish the creation the Divine or may actually be a lack of 
faith in God. Therefore, we believe that God has provided the perfect and even 
customized “Conditions for Success” for each person! Every individual faces 
challenges and resistance as well as perceived “good things” in his or her Life for 
GROWTH! It is not for anyone to judge another person’s circumstances or situation. 
God has it handled even if we cannot see the purposes!      
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Make Management Easy! 
 
One of the jobs of Managers is to “Make Management Easy!” The easier work is, the more 
successful your Managers will be! This may sound like an infomercial or something that is too 
good to be true, however management CAN be made massively easier when a few ideas are 
employed.  
 

1. Establish Impressive and Inspirational Standards. 
2. Eliminate, as much as possible, discretion at the operating level. Limit choices.  
3. Organize work in its natural order.  
4. Determine the Uniform Accountability for any non-Standard behavior or performance.  
5. Establish Accountability Structures that are not reliant upon the “Personal Inspection of 

Work” that can be automated or require very little effort.  
a. Bring your people as close to revenue as possible though our compensation 

system. Let them feel the immediate impact of changes to the business every 
paycheck so they can learn from the system.  

b. Create a world of “mutual reliance” so that no area is independent from the rest 
of the organization. This is most easily done via monthly compensation based on 
the revenue of the primary business unit. Example: A Hospice with Palliative 
Care would base its monthly performance as a percentage of Hospice Homecare 
revenue. This causes everyone to what the Hospice, the primary business unit to 
do well as the Hospice is the Mother Ship! 

6. Hire People that Don’t Need to be Managed with great “Personal Judgment.” Don’t 
waste your Energy on people that don’t work out! Spend your time on your Talent! Not 
the Energy-sucks!” Use methods to get the right “raw material” to work with! 

 

Integrity Makes Management Easier 
 
Integrity makes managing easier. There are less service failures. Less is breaking. Promises 
are kept. More Energy is able to be directed towards the future and progress! Decisions are 
easier to make when Integrity is in the culture. And Managers have to make a lot of decisions! 
These decisions must be based in Integrity. Integrity is a matter of judgment. Managers must 
have better judgment than those they lead…that is IF they are to be respected.  
 
With Integrity, the world is more peaceful. There is more harmony in the organization. In 
business dealings, you can make better decisions. Integrity is linked to quality! And quality is 
always in demand when dealing with high-quality organizations!  
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The Attraction and Retention of Talent 
 
People are attracted to this organization and are retained for fundamentally the same reasons. 
 

1. Financial Compensation 
2. Meaning & Purpose - An “Electric/Life-Changing” Atmosphere Compensation 

 
Human beings and all Life as we perceive it, seeks a payoff or some benefit from its activities. 
This continual advancement as well as our needs/wants are natural and are part of the design 
of Life. Most people in the modern world have material needs and wants. Economics drive the 
vast majority of ALL organizations. We also know that if we manage well, we can pay well. 
Therefore, this organization manages well so it can pay well!!! This another reason why we 
need Extraordinary Managers! Our organization pays better than most other healthcare payers 
in our service area(s).  
 
The Extraordinary Manager also is an extraordinary human being! The Extraordinary Manager 
knows that he or she is more than a physical body and that our work is rewarded Spiritually. 
Therefore, because of what the Extraordinary Manager has become, the Students the 
Manager leads will FEEL Life. The Extraordinary Manager creates an environment for affirms 
Life, what we call the “Conditions of Success.”   
 
The People Attraction Process is highly correlated to the People Retention Process, 
especially relating to the primary factors such as compensation, providing an electric 
atmosphere and Spirituality.  
 

Talent Attraction 
 
Reputation and image also play a huge role in our People Attraction Process. Our reputation 
and image in the minds of prospective employees should have these essential perceptions, 
perhaps more including:  
  

 High-Quality & Integrity 
 Great Compensation Systems 
 The Nurturing of Spiritual Values 

 
A reputation and image are built with great intention. It is constructed via how EACH person 
presents the organization as well as (and most importantly) how we conduct our work. “Our 
actions speak louder than words.” is a quite accurate saying in this case. We are known 
ultimately by our actions and the way be conduct our lives. 
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An organization can’t leave its reputation or image to chance. It must be designed. Therefore, 
all people that represent this organization must be trained to be able to present the company in 
the light of our intention. In addition, the quality of the organization must be more than 
image…we must be the “real deal.” Anything less than what you portray is a lie… It is 
deception.  
 
And where does all quality come from? It comes from the quality of our People Development 
system! No more, no less! So if you know specifically why and how our People Development 
system works as well as how well it is working in reality, then you should be able represent this 
organization to those outside the organization. You also should be able to write a pretty 
spectacular ad to draw Talent into the organization!  
 
This organization needs the very best Talent as Talented people can accomplish more and are 
normally easier to manage! The most Talented people do not want to work with mediocre or 
average people. Talented people do not want to work at a mediocre or average company! 
They want to work for an organization they believe is extraordinary! This gives them motivation 
and Energy! Talented people normally become frustrated and lose Energy then they work with 
average people in average organizations. Our biggest wins will come from developing our 
most Talented people…and being Talented is a choice for each person!    
 

Talent Retention 
 
It is sheer waste to train people well only for them to leave the organization. The ability to 
retain Talent is are Management, training and structural issues. Managers need know how to 
keep Talented people.  
 
There are at least 2 factors involved with Retaining Talent. They are: 
 

 Compensation 
 Providing Meaning/Spirituality/Vibrant Atmosphere  

 
Again, these are some of the same factors that attracted these Talented people to the 
organization in the first place! Most people understand that compensation is a factor as few 
people will work for free or at a level that is less than they think they should earn. In fact, most 
people desire (whether secretly or openly) increased compensation in the form of money.  
 
However, what most organizations miss is the recognition and nurturing of Spiritual Values is 
equally important to the retention of Talent. People want a work environment that makes them 
feel good and that aligns with their core beliefs. Workplaces are created. 
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The intentional creation 
of a workplace is one 

of the most 
underutilized ideas in 
most organizations. 

 
 
 
 
In our People Development System, Spirituality plays a major part in the 4 processes. 
However, it is in the Attraction and Retention processes (Process 1 and 4) where it is most 
easily grasped. Hospices need to attract Talented people. This can be boiled down to 
providing great compensation and an energizing atmosphere. Retaining Talent takes the same 
attributes as attracting Talent, plus a few more elements. The loss of Talented people destroys 
VALUE in any organization. The loss of Talent destroys consistency/predictability at minimum. 
Therefore, if an organization can retain Talent, quality is more likely to be maintained and 
advanced over time.  
 
Spirituality directly ties to your People Retention Process. As stated previously, people are 
retained by an organization when (1) they are paid what they believe they should be making 
financially and (2) if the work atmosphere is inspirational and positive. However, getting 
Spirituality into the DNA of an organizational culture requires intention and effort.  
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The Loss of Talent is Quickest Way to Destroy Value/Excellence 

 
When a Hospice loses Talented people, it hurts. In fact, it destroys VALUE. Loss of a top CEO 
(Chief Teaching Officer) will definitely make an organization less valuable. Loss of any talented 
Manager will result in a loss of value. Most loss of value and best known practices come from 
changes/loss in skilled Managers. This is especially true when the organization has 
established and proven structures and processes, but fails to properly train the new Manager. 
The “new” Manager will proceed to operate according to his or her own ideas. This results in “a 
disconnect” from the organization and demotivates team members if “I can’t be a hero in Billy-
Bob’s system” is messaged. Therefore, Uniform Standards and Uniform Accountability are 
demanded by elite organizations.   
 

Spirituality – An Unobvious Link to Phenomenal Quality and 
Profits 

Creating a Workplace of Spirituality and Meaning 

 
One of the keys to creating a sustainable, high-quality organization is the ability to attract and 
retain talented people. Turnover is extremely expensive and destroys quality. Loss of talented 
staff greatly harms an organization. The loss of talent destroys consistency/predictability at 
minimum. Loss of talented Managers is the quickest and the greatest destroyer of value as the 
loss has a multiplier factor. 
 
Meaning is essential in the workplace. If a workplace is not meaningful, it is not a healthy 
workplace. Most successful people have found that they derive tremendous satisfaction from 
work. In fact, work is an essential part of their lives and their lives would be far less fulfilling if 
they did not work. In addition, they are compensated not only monetarily in the form of money, 
but also mentally and spiritually. Meaningful work is a delight and makes work sustainable. 
 
Believe it or not, there is a direct and unobvious link to a number of our Hospice clients with 
some of the highest quality and profit levels…and the link is Spirituality. Yes… no kidding! I 
can hear people saying “Andrew, now you have drunk too much of the Kool-Aid!”  In fact, the 
HIGHEST profit levels we have EVER witnessed, are Hospices with incredible levels of 
Spirituality... profits almost beyond belief. These are Not-For-Profit as well as For-Profit 
Hospices, so tax status has little to do with this. Now any organization can chop quality and 
expenses in the short-term to increase profits (a super “dumb” move as an organization’s 
reputation is compromised). That is not what you want. You want long-term profits THROUGH 
high-quality and a reputation for an absolutely predictable world-class experience… every 
patient, every time!     
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Where Spirituality comes into play in a big-time way (that rhymes) is in the People Attraction 
and People Retention processes of your People System. The primary reasons that people 
come and stay at organizations are: 
 

• Compensation  
• Electric/Vibrant/Exciting/Meaningful Atmosphere 

 
I have written about compensation at length, so I’ll leave that alone in this piece. But the 
“atmosphere” is equally important, and is sometimes more important. However, with that said, 
do not believe that Hospice’s can’t pay their staff members well. That “poverty mentality” needs 
to be eradicated through running better Hospice businesses.   
 
The individuals that come to work at Hospices tend to seek meaning and purpose. This is a 
primary demographic of people that work in Hospice care. However, most Hospices DO NOT 
nourish this need for meaning and purpose in any material sense. They pay little more than lip 
service to Spirituality. Contrast this with the “few” Hospices that actively nourish Spiritual 
Values, the ones with these high levels of productively, quality, retention of staff and profit.  
 
When we refer to Spirituality, we are not favoring any particular belief system, but rather are 
admonishing Spiritual Values. Spiritual Values would include fairly generalized concepts that 
would be common to many faiths and belief systems. They are presented not as “doctrine” or 
“the way it is” dogmatically but rather as “this is how things might work.”  This might include the 
ideas of Intuition, Energy, Relaxation, Release & Surrender, Pain, Accountability, etc. All topics 
that relate to our Hospice workplace and that usually have overlap into our personal lives as 
well. 
 

 “Rot Your Competitors from Within” By Attracting Their Talent 

 
“This doesn’t sound like a very spiritual thing to do Andrew!” you might think. However, I think it 
is part of an organization’s job to advance Spirituality and Spiritual Values as far as you can. 
After all, each person and organization is Accountable for their learning/advancement. And 
there are definitely payoffs for structurally nourishing Spirituality!   
 
One of the biggest payoffs is that you will naturally attract the top talent in an area. Since most 
organizations do NOT nourish Spiritual Values intentionally, this makes it extremely easy to 
differentiate your Hospice. They will come to you. When the “word on the street” is that your 
Hospice is a fantastic place to work, where people feel fulfilled, a Hospice will no longer need 
to do very much advertising for talent. You will have many candidates applying for positions. 
This alone is a great payoff. But it doesn’t stop there! 
 
If top talent leaves your competitors to work at your Hospice, it is a double whammy hit… Not 
only does your Hospice get the talented, top-rung people, but your competitor LOSES 
capability. And what is the biggest destroyer of value? Loss of talented people! This double 
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whammy can be devastating…  Spirituality has a HUGE payoff…  You are also challenging 
your competitor to “up their game” and if that is accomplished, Hospice is better in that 
community. Everyone wins! Ultimately, all of us are on the same team in this totally integrated 
and interdependent world! No one is alone or solo… 
 

Record Volunteer Levels 

 
Imagine having as much a 50% of the labor of your organization done by volunteers… that is, 
the members of community themselves because they are so “into” what you do. Again, this is 
the reality for a few Hospices that intentionally incorporate Spirituality. People are grateful for 
organizations that truly love and care. People appreciate organizations that love their 
communities enough to meticulously create a high-quality, predictable experience so that 
virtually NOTHING is unconsidered. Communities understand that organizations dedicated to 
higher spiritual ideals will have higher levels of compassion and love. They are thankful for this 
and show their thankfulness by volunteering on these extraordinary levels. They give their time 
to these organizations whether they are Not-For-Profit or For-Profit. It is the QUALITY of the 
program ultimately that attracts volunteers… and a central characteristic of volunteers is they, 
like most human beings, seek meaning and purpose. Building great karma or finding spiritual 
benefit is their compensation. The obvious also happens to a Hospice’s bottom-line. But this is 
simply a natural by-product of Spirituality.   
 

Happier Hospice Cultures 

 
Just the fact that you will have a happier Hospice culture with spiritually is enough of a reason 
to embrace Spirituality! However, bringing Spirituality into a Hospice culture isn’t that easy… 
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The Value of Turnover 
 
As much as we discuss the negatives of employee turnover, there are also definitely positive 
aspects of turnover a professional Manager should be aware of… Loss of Talent is the #1 
Destroyer of Value in an organization. When you lose a Talented front-line staff member, it is a 
big loss. When you lose a Talented Manager, it is an exponentially more disastrous loss. Loss 
of a Talented CEO is DEVASTATING!!! When you take out an extremely Talented, effective 
CEO, the entire enterprise will sink to the level of consciousness of the new CEO Manager! 
Strong Accountability will crumble. There will be a confused overall direction. Structures that 
enable a high-quality, predictable experience will probably turn to mediocrity… as that is the 
nature of the world. Average is average and there is more of average than anything else!   
 
However, the retention of the untalented is almost as bad. Why? 
 

 It is disrespectful… Keeping sub-performers and non-Standard adhering staff disrespect 
all of those who are doing their jobs!  

 It demotivates the hardworking and Standard adhering.  
 It harms everyone in the organization. A Manager owes it to the people they lead to 

place the best/right individuals in the positions where they can be successful and 
provide the best returns for the company.  

 Sometimes a Manager needs bigger or different Energy in the organization than there is 
at the present time. This may require trading one person for another, as you often can’t 
keep both people.  

 The Talented become frustrated working with the untalented.  
 Talented staff do not see you as a Manager as “kind & caring” when you are weak and 

slow to act; rather, they hold you with contempt. Staff see through the “veil of 
compassion” that often masks a Manager’s lack of Integrity/Courage to act.  

 
A Manager needs to be respected. Employees need to know that you mean what you say and 
that you stand for something.  
 
Years ago, I held a “Hospice Forum” at a local college where 80+ Hospice CEOs and 
Executives flew from across the country to Hendersonville. I had each write down the biggest 
problem they perceived. Do you know what it was? The vast majority of these Hospice CEO 
Managers expressed that “not getting rid of sub-performers” was the #1 problem! “We kept 
people that were sub-performing TOO long!”  
 
A Hospice is not a “rehab” program for weak and ineffective employees. We are not “Hospice 
Acres” where people come because the work at the hospital or other healthcare employer was 
hard. Hospice is for the most competent and productive people we can attract because our 
care and business must be near-flawless as there are no re-dos when dealing with the dying! 
Our organizations need structures that will detect and “spit out” the sub-performing 
automatically with little effort. The keys to these structures are the use of Standards linked to 
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immediate Accountability feedback and Compensation is the most practical and easiest way to 
accomplish this. The use of Compensation (in all of its forms) cannot be overemphasized as it 
helps cure so many “people” issues including problems in Talent Attraction and Retention. It is 
better to have fewer employees (and thus can pay more) that do 100% of the Standards than 
to have many doing sub-Standard work. It is better to have a smaller organization with higher-
quality than large and sloppy. So floating the “deadwood” down the river actually makes a 
stronger organization! It is a win!  
 
In addition, sometimes when you get rid of an under-performer, unanticipated benefits can be 
experienced as human dynamics come into play! For example, an average Manager that has 
been with the company for a decade or two is removed when the CEO is fed up with 
mediocrity or is forced to make a tough call. The mediocre Manager is removed. Then you find 
that this “seasoned” person was holding others back as they did not want to disrespect or 
challenge this senior and tenured person. As the CEO, you also notice that the “feel” of the 
area is more “free” and life-affirming. You notice a new energy where before it was stale. 
People start to rise to fill the voids. Even other Managers start to behave differently, in a more 
energetic way. More new innovations are brought forward. All because a “block” has been 
removed! After the removal of this person, it seems like it was a “no brainer” move and that it 
should have been done a long time ago.    
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 


