
Otterbein St. Mary’s 
 
High Performance Culture/Engaged Workforce (formerly Innovation/Culture) 
 
Candidate organizations should describe in essay form how they systematically* create and sustain a 
culture in which leaders and workforce members are actively engaged, focused on high levels of 
performance and committed to improvement/innovation that positively impacts customer satisfaction 
and employee satisfaction/engagement. Responses to this item will address the following: 
 

• How do senior leaders create a healthy workplace environment characterized by high 
performance expectations and strong workforce engagement? The key to the applicant 
exceeding the criteria requirements for High Performance Culture/Engaged Workforce is the 
fact that the “Otterbein Experience” is the foundation for a systematic approach to so many 
aspects of the item requirements (the four bullet point questions). Not only does this defined 
set of behavioral expectations focus the organization’s collective ability to build and sustain 
both high performance expectations and strengthen the culture of workforce engagement, it 
defines the very specific behavioral expectations that will lead to these simultaneous “goals” 
being achieved and sustained. This work was done by the senior leaders of the organization 
who do not view culture as a passive result or as the responsibility of the Human Resources 
Director; the leaders view such culture development as their clear responsibility to create and 
model through aligned actions as leaders. 

• How do senior leaders promote a consistent focus on customer and employee satisfaction 
throughout the entire organization? This focus is explicitly part of the comprehensively defined 
“Otterbein Experience,” and as a result, the work of leaders in modeling the behaviors 
prescribed through the components of the “Experience” as their normal way of working will 
result in focus on customer and employee satisfaction being common to the daily activity of 
work and service to residents.    

• How are learning and development opportunities identified and provided to support workforce 
members in improving job performance and accelerating personal and career growth? Again, 
the components of the “Experience” drive the focus of leaders, managers and supervisors to 
prioritize the development of team members as fundamental to their leadership role, and as 
they mature in the implementation of the “Experience,” results will be good for the 
organization and will benefit each individual employee regardless of position or role. So many 
times, organizations reference that they “encourage” employee development rather than 
proactively ensuring it. The applicant’s emerging approach to more proactive employee 
development, supported directly by the demonstrated emphasis on their foundational belief 
in development of people as the organization’s responsibility, lifts the system beyond just 
meeting the basic requirements of the criteria. Clearly this component part of the 
“Experience” remains in early stages of development, but the adherence of the organization’s 
leaders to these behavioral commitments will ensure that this systematic part of their culture 
and operations will produce high return on efforts and actions on a sustainable basis. 

• How do senior leaders create a focus on improvement and innovation within all aspects of  
operations? What steps do senior leaders take to keep workforce members informed about 
changes in the market, the customer base, technology, organizational performance, etc. to help 
them prepare for potential organizational and operating changes and identify potential 
improvement/innovation opportunities? Every organization, even those who receive a rating of 
“exceeds” for their approaches, has room for improvement, and this is one area where such 



improvement opportunity is available. It is clear that the organization has the framework 
through which effective communication takes place, that improvements in operations are 
encouraged and that the employees are empowered to take action to implement such 
improvements, but the applicant does not demonstrate that it has a systematic approach to 
foster true innovation in operations. Support for breakthrough innovation requires a 
tolerance for risk in terms of the fact that not all new ideas or strategies actually succeed, and 
it is not explicitly part of the “Experience” to encourage and support the pursuit of innovation. 
True innovation support means that “failure” of an innovative effort or approach is not a 
failure of performance, but rather it is considered a healthy and important part of learning 
and growth within an organization. 
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