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EXECUTIVE PLAYBOOK:

How Southwest Airlines,
Zappos and Other Top
Brands Attract and Retain
The Best Workforce
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You can’t retain employees you don’t
have, and you can’t hire employees
you don’t attract. As senior living
industry association Argentum notes
in its 2018 forecast report “Senior
Living Labor & Workforce Trends,” the
overall rate of job growth was on pace
in 2017 to be the slowest in six years
partly due to a scarcity of qualified
employees!

Want to attract top candidates? Take
it from some of the nation’s largest
employers of hourly workers:

Get creative and meet employees
where they are.
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You have to reach people
where they are, and they’re
on Snapchat. And student
in particular are living on
Snapchat. It's becoming
one of the powerful
platforms 1ds.

Kristin

Senior living providers can use Snapchat to
connect with prospective candidates who

might otherwise not see these opportunities & >
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Attract the Best

Embrace video, 2.0

The innovation: In 2015, General Electric
launched its “Owen” ads,® a successful video
campaign about a man named Owen who takes
a job at GE as a developer, only to realize his
friends have no idea what the company actually
does. The ads were designed to change the
public’s view of GE from a manufacturing
company to a tech company, and were aimed
not at customers, but at potential employees.

The ads worked: in early 2016, Forbes reported
that applications to GE rose eight times in the
wake of the campaign. GE then produced a
follow-up campaign called “The World Catches
Up with Owen.”®

Whether on YouTube, Facebook Live, Periscope
or other video apps, it’s time for senior care
providers to embrace popular platforms and
create video content that can rejuvenate their

image.

Results: Memory care community Abe’s Garden
in Nashville, Tennessee, is using video to

reach new residents. They do this by creating
video content that provides evidence-based
guidance for families dealing with memory care
questions at home.

The video series has found an audience. The
most popular video helps viewers identify the
early stages of dementia and has more than
45,000 views on YouTube. By giving families
concrete, action-based tips, Abe’s Garden
achieves two of its goals: it contributes to the
wellbeing of seniors and to the list of available
best practices, and it organically grows its
potential customer base.’

How senior care can benefit: There are

several best practices for creating a viral video.

Tapping into a viewer’s emotions is among the
most commonly cited and it applies directly

to senior care, especially when targeting
experienced workers. Americans over 50
increasingly prefer video over print for their

news.28

General Electric’s “Owen” ads
used humor to change the public’s
view of GE from a manufacturing

company to a tech company.

We want videos that people
can watch and re-watch. When
they need to deal with a topic,
(the videos) are available for
them and will help walk them
through things that they might
not have thought about.

L
Beverly Patnaik™ .
Director of Staff Training and Cemmunity Education,

Abe’s Garden’ a - -
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Attract the Best

#ChallengeFo

The innovation: Seeking more interns, Mastercard
Canada found them through a hashtag challenge.
By using #internswanted, Mastercard Canada let
college students compete for an internship through
social media. Applicants submitted an idea that
could help the company create a “cashless future.”
Contestants were judged by the number of social

interactions.®

Results: Mastercard Canada received 532 qualified
candidates for its intern program.®

How senior care can benefit: Senior care providers
can use a hashtag across their social media
channels to share current job postings. They can
even go one step further to get employees involved
by having them share photos of themselves having
fun at work, using the hashtag. The benefits are
two-fold: providers can recruit new hires and

engage their current employees.

Screenshot: youtube.com/user/MasterCard



According to a June 2017 Argentum
report, there were more than 1.1 million
job openings in the health care and
social assistance sector, which was
more than double the number of hires.
This goes to show that the health care
industry faces more significant labor
challenges than the overall economy.

In other words, McDonald’s, Southwest
Airlines and other top brands have an
easier time hiring hourly employees
than the typical long-term care
provider.

These best practices can help senior
care providers close that gap.
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How senior care can benefit:
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Hire Superstars

Hire first for culture
and then for skill

Trader Joe’s wants employees who smile. So
when the late founder James Shields conducted interviews, he
eliminated candidates who did not smile in the first 30 seconds
of the interview.® Other companies, from Chipotle™ to Southwest
Airlines,” have also found more success when they evaluate
potential frontline employees based on personality traits rather

than resume bullet points.

Southwest Airlines has narrowed its hiring criteria to three traits: a
warrior spirit (which it describes as working hard, desiring to be the
best and being courageous), a servant’s heart (putting others first
and observing the golden rule) and a fun-loving attitude (being a

passionate team-player).”

With this criteria driving hiring decisions, Southwest
Airlines’s voluntary turnover rate was less than 2 percent
companywide’™ and their customer satisfaction rating is highest

among low-cost airlines, according to a J.D. Power report.”®

Soft skills valuable for caregivers
include being positive, warm, engaging, flexible and creative.
Employers can look for these traits in interviews — and weigh
them alongside education and work experience. Hiring those with

compassion and a commitment to care could help reduce turnover.

In a 2014 employee survey, when we
asked whether people felt like their job
was just a job,” ‘a stepping stone,” or ‘a
calling,” nearly 75% selected, ‘a calling,’
and 86% said they were proud to work for
Southwest Airlines. So hiring for values
seems to be working from our employees’
perspective as well as ours.

Julie Weber
Vice President of People, Southwest Airlines™
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Your Talent
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When evaluating the labor force,
age matters. According to BLS, the
number of U.S. workers aged 25 to
54 experienced a steady decline
between 1999 and 2014.' That’s a
figure that hits senior living hard: in
2014, about 60% of the top 10 senior
living occupations were held by
people in this age range, with 41% for
food servers and 71% for registered
nurses.'

Want to keep your frontline strong?
Engagement is key.
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Engage Your Talent

Collaborate with employees
to build schedules they love

The innovation: At Starbucks, store managers of the 20 best companies with the best work-
work with employees to build schedules that life balance.?°

are both consistent and flexible.”® The coffee

behemoth takes things a step further by How senior care can benefit: Every industry
allowing employees to trade shifts amongst needs employees to arrive at work on time.
themselves.® McDonald’s and Old Navy use That need is particularly prevalent in senior

this practice, t00. care since many residents require round-

the-clock care. Providers should consider
Results: Employees, several who are using technology that’s built to meet the

also working on degrees, appreciate that complex needs of senior care, and that gives

Starbucks offers schedules that fit their employees the ability to swap shifts, pick up
lifestyle.” In fact, Starbucks made Indeed’s list open shifts and set scheduling preferences.

We know many of our partners are balancing outside
obligations and interests. Scheduling must take an
individual approach, allowing for both the consistency
and flexibility that are important to each one of them. -

Starbucks Corporate Communications™
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she/v'es and return shom ] C
an oi'a/nary morning. Not only?oes this alleviate
the tedium standing behind a check stand for

eight hours would engender, it means that every

worker knows every aspect of the store.

Noelle Nelson
Author, “Make More Money By Making Your Employees Happy ™'




PV

i



Retain and Win ‘ ‘etention is simply just
% ¢ *n?? ' '
;; D on t & r eta n gantg/f.vg Z/;tcj sc;n?eth/ng.
o - S ustained talent is
s employees — sustaln - TN ¢

g . competitive advantage. ...

-} '?_ CI Stewa rd them,“: U% > " — q Your best resu/ts will come

r, - e oS ——

Lerncnada

Jj": - | a3 v B BEL IE

i g by - SR ) o

i;;_l \ ) ! |: l1 ‘ e y. ': | OI‘I)(Shiﬂ' t:s IIIIIIIIII NG ‘
r .. J | 4 , Y '_




Retain and Win

Evaluate performance
more frequently

Eli Lilly did some internal digging and found
that employees were surprised when they received their
performance rating at the end of the year. What’s more, they
noticed there was a major drop in engagement for 85% of
the company. As a result, they revamped their process, giving
managers the ability to deliver timely, more frequent coaching

to employees.?®

More opportunities to provide feedback fostered
open dialogue between managers and employees. In addition,
managers became more focused on helping employees grow,
learn and meet their goals. The new process also reduced what
they deemed wasted time and energy during cumbersome

annual reviews and catered to individual team member needs.?®

A study on what employees look
for in @ manager found that one in two people had, at some
point, left a job to “get away from their manager to improve their
overall life.” To bridge the gap between staff and management,
senior care providers can incorporate tech with prompted
messaging and actionable data to facilitate conversations that

build better relationships and boost performance.?®

‘ ‘ith this new process came a renewed focus
on coaching and a number of tools to support
both supervisors and employees to strengthen
this partnership. ... Empowering employees
means trusting them to take initiative, listening
to their ideas and being a good partner.

— (0 -

Steve Fry
Senior Vice President, HR and Diversity, El{l Lilly*°
INAIY '
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Staffing Success
with OnShift

OnShift helps thousands of senior care providers every day achieve their labor management
goals. Our award-winning software for scheduling and employee engagement is built for
senior care, prioritizing ease-of-use for all users—from employees to executives.

OnShift’s software and proactive services help providers deliver higher quality care, improve
productivity and increase profitability through a consistent and engaged workforce.

Our suite of products helps providers:

 Efficiently schedule staff, predict overtime to lower costs & fill openings

- Measure staff satisfaction, capture employee feedback & reward contributions to boost
engagement

- Ease employee financial stress with access to earned wages between paychecks
- Analyze staffing patterns to support hiring decisions

« Easily collect, review & submit required staffing data to remain compliant with Payroll-
Based Journal reporting requirements

- Achieve sustainable value through best practices, proactive communications & reporting
on KPlIs

ABOUT ONSHIFT, INC.




2018 Argentum jobs forecast:
info.argentum.org/labor_and_workforce_
trends_2017

Snapchat user data and McDonald’s
participation: news.com.au/finance/work/
careers/mcdonalds-launches-snapchat-job-
applications/news-story/353037fb571a87150
386c67ddab3dc80

Taco Bell and Snapchat:
business.linkedin.com/talent-solutions/blog/
recruiting-strategy/2017/snaplications-are-a-
thing-how-companies-like-mcdonalds-and-
grubhub-are-using-snapchat-to-recruit

JPMorgan and Chase and Snapchat:
businessinsider.com/jpmorgan-snapchat-
graduation-recruitment-campaign-2016-5

GE launches “Owen” ads:
business.linkedin.com/talent-solutions/
blog/recruiting-strategy/2017/12-innovative-
recruiting-strategies-that-savvy-companies-
are-usi

Impact of GE “Owen” ads:
forbes.com/sites/robsalkowitz/2016/03/14/
the-alarming-economic-trend-behind-ges-odd-
ad-campaign/#61e15d61cb36

Abe’s Garden’s video series:
seniorhousingnews.com/2017/11/28/famous-
faces-boost-memory-care-providers-video-
strategy/

News consumer habits of Americans over 50:
journalism.org/2016/07/07/pathways-to-news/

Mastercard Canada’s hashtag challenge:
social-hire.com/blog/recruitment/13-of-the-
most-creative-recruitment-campaigns/

Johnson & Johnson’s Al-powered writing
platform: jnj.com/innovation/3-ways-johnson-
and-johnson-is-taking-talent-acquisition-to-
the-next-level

Zappos’s “in the wild” interview technique:
hrzone.com/community/blogs/jcx/3-
companies-with-unique-hiring-practices

Zappos’s Tony Hsieh on the “in the wild”
technique: businessinsider.com/tony-hsieh-
zappos-hiring-strategy-2013-11

Trader Joe’s wants interviewees who smile:
nytimes.com/2014/11/10/business/john-
v-shields-jr-who-turned-trader-joes-into-
national-chain-dies-at-82.html

Chipotle’s national hiring day:
ir.chipotle.com/news-releases?item=122433

Southwest Airlines hiring by trait, plus
turnover rate: hbr.org/2015/12/how-
southwest-airlines-hires-such-dedicated-
people

J.D. Power report on Southwest Airlines
customer satisfaction:
investors.southwest.com/news-and-events/
news-releases/2018/06-15-2018-155031252

Automattic job auditions: hbr.org/2014/01/
hire-by-auditions-not-resumes

Starbucks helps employees build flexible,
consistent schedules: news.starbucks.com/
views/starbucks-approach-to-staffing-and-
scheduling

Companies that let employees swap
shifts themselves: bostonglobe.com/
business/2016/07/13/starbucks-baristas-
want-better-hours-there-app-for-that/
AXpGclqA36MeocludDJfVP/story.html

Starbucks named to Indeed’s list of best
companies for work-life balance:
indeed.com/Best-Places-to-Work/2017-US-
Work-Life-Balance

Trader Joe’s cross-training employees:
chiefexecutive.net/the-trader-joes-model-for-
employee-retention/

65% of caregivers are always looking for a
better job: leadingage.org/cast/predictive-
analytics-reduce-staff-turnover

Unemployment at 18-year low:
wsj.com/articles/unemployment-rate-falls-to-
18-year-low-solid-hiring-in-may-1527856298

51% median turnover rate for CNAs:
ahcancal.org/research_data/staffing/
Documents/2012_Staffing_Report.pdf

Senior care needs 2.5 million more jobs by
2030: ucsf.edu/news/2015/06/130076/ucsf-
study-projects-need-25-million-more-long-
term-care-workers-2030

How Chick-fil-A sustains and stewards
employees: amazon.com/Its-My-Pleasure-
Extraordinary-Compelling/dp/1937498883

Chick-fil-A’s corporate retention rate:
forbes.com/sites/kevinkruse/2015/12/08/
how-chick-fil-a-created-a-culture-that-
lasts/#13b939c43602

Eli Lilly performance reviews:
blog.teamwork.com/why-youre-approaching-
performance-reviews-all-wrong/

Employees leave managers, not jobs:
news.gallup.com/businessjournal/182321/
employees-lot-managers.aspx

Steve Fry of Eli Lilly quote:
docplayer.net/10941248-9-21-15-research-
educad4on-solu4ons-a-new-language-for-
leadership-transforming-performance-
management-an-eli-lilly-case-study.html

REI's employee feedback process:
cfm-online.com/marketing-pr-blog/2012/8/23/
around-the-company-campfire.html

REI on Fortune’s 100 Best Companies to Work
For: fortune.com/best-companies/2017/
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OnShift’s deep knowledge of the senior care workforce is
reflected in our intuitive software and proactive services

that help providers recruit talent, make quality hires, engage
employees and optimize schedules. The end result? High quality

care, improved productivity and greater profitability.

(800) 385-1494

info@onshift.com

On)(Shift

© 2018 OnShift. All rights reserved. OnShift is a registered trademark of OnShift, Inc.
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