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Financial Vision

Customer Strategy

Process Improvement

People Investment

Mission

Guiding Principles

Vision

Strategic Priorities

Promoting public health and the prevention of disease.
Protecting people and the environment.

Accountability
Integrity
Quality

Teamwork

The Leader in Population Health
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SP # Project Owner Completion

PREVENT. PROMOTE. PROTECT.

Huddle Board
What Needs to Change

Strategic Priorities

Financial Vision

Customer Strategy

Process Improvement

People Investment

2
3

Deploy Mobile
Health Clinic (XL)

Karim
Shannon

2
3
4

Improve
Communication (M)

Chad

1
2
3

Go Paperless (L)
Craig

Lindsay

1
2
4

Keep Staff and
Customers SAFE (S)

Alexa
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PREVENT. PROMOTE. PROTECT.

Owner CommentsTask

Projects & Tasks

Start Date

Project:

Desired Outcome:

Project Lead:

Project Team:

End Date
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Employee Engagement Survey Results, cont.
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Employee Engagement Survey Results, cont.
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*See page 11



DETRACTORS (0-6) PASSIVES (7-8) PROMOTERS (9-10) NET PROMOTER SCORE

19.05%
4

42.85%
9

38.10%
8

19

e-Net Promoter Score
11

Promoters respond with a score of 9 or 10 and are typically loyal and enthusiastic.
Passives respond with a score of 7 or 8. They are satisfied but not happy enough to be
considered promoters.
Detractors respond with a score of 0 to 6. These are unhappy respondents who are unlikely to
be supportive, and may even discourage others from supporting you.

It’s simple to calculate your final eNPS score – just subtract the percentage of Detractors from
the percentage of Promoters.
For example, if 10% of respondents are Detractors, 20% are Passives and 70% are Promoters,
your eNPS score would be 70-10 = 60.

Employee Net Promoter Score is a metric used to measure loyalty to a company or organization.
eNPS scores are measured with a single-question survey and reported with a number from the
range -100 to +100. A higher score is desirable.

It measures employee perception based on one simple question: How likely is it that you would
recommend [Organization X/Product Y/Service Z] to a friend or colleague?

Respondents give a rating between 0 (not at all likely) and 10 (extremely likely) and, depending on
their response, those surveyed fall into one of 3 categories to establish an NPS score:

How do we calculate eNPS?

A study from QuestionPro Workforce found that the average eNPS score is 14. We often advise
clients that anything between 10-30 is considered a good score (50 is excellent), but the most
important thing is to benchmark against historical scores and industry averages, if available.
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Retreat Breakout #1

Retreat Expectations

What are the Board’s expectations?
What is working well and what needs
improvement?
How can we improve the perception of public
health to the community?

Who are our customers?

Core Competencies

Deploying consistent use of the mobile health
clinic and creating a document which lists all of
our mobile services
Staffing *501c(3)*
Better marketing: Social media? Commercials?
Website?

Does the public understand “public health”?
Can we provide our services to more people in
the community?
What is the plan for using the mobile health
clinic?

Customer Requirements

Competitors

Anyone who comes in contact with Hancock
County who may need our services
Anyone who lives, works, visits Hancock County
People traveling from other states to receive
vaccinations
Special needs services – low income, women &
children, medical handicaps, injury prevention

Communication
Licensing
Keeping everyone healthy
Consistency
Timeliness of our responses
Honesty and transparency
Knowledgeable employees who may
know what other services are available

Misinformation from social media and politicians
School Boards
Employers
Surrounding health departments/healthcare
system
Staffing – other businesses hiring staff

Public health expertise – broad
knowledge and education
Community collaboration with health
districts
Personal service

Opportunities for Improvement

Grant opportunities: what % of our budget
comes from grants?
Go paperless: Electronic filing system would
help streamline existing programs. Online
registration for customers.
Communication to the public: prevention
messages
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Retreat Breakout #1, cont.

Teamwork, learning about other departments,
cohesiveness
Utilizing technology
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What learning from the past two years has changed our
work, process and purpose?

Mission Statement Discussion

Values Discussion

Vision Discussion

Balancing and juggling work duties
Expansion of services to meet needs of
customers
Keeping local control

Do we need the first sentence? “Improving ourselves and our communities.”
Does our “why” align with the Mission statement? Is it clear enough? Brian mentioned not
understanding the Mission statement and how it aligns with the purpose of HPH.

Reached consensus for the 4 words: Accountability, Integrity, Quality, Teamwork
Under the Accountability section: include “team member” instead of “each member of our team”
Clean up and simplify each description under the four words.

The existing statement is too long and unclear. Should we reassign the “tag line” as the vision
statement? “Your recognized leader in population health”
Should “public health” replace “population health”?
Is the word “recognized” needed? Should we replace that word with “accredited”?



Retreat Breakout #2

VFO: People Investment

VFO: Process Improvement

VFO: Customer Strategy

#1. Improve Engagement Score & Safety; e-NPS 2-year
#2. Improve Retention and Recruitment % of FULL staffing
#3. Invest in Professional Development; Core Trainings; Licenses
#4. Improve Team Performance (will need rewording) 
 TACTICS: Performance Review

#1. Enhance Web Presence & Social Media
 TACTICS: Communication specialists

#1. Improve Customer Satisfaction
 DESIRED OUTCOME: Engage public through SA surveys      
TACTICS: Improve survey participation
#2. Improve Outreach (Number of Contacts) 
 DESIRED OUTCOME: Measure each touch/contact
 TACTICS: Use mobile health clinic to improve outreach
#3. Maintain and Support Strategic Community Partnerships. Contacts 2/year
#4. Execute CHIP through MAPP

VFO: Financial Vision

#1. Increase and Manage Grant Funds
#2. Manage and Grow HPH Fund
 DESIRED OUTCOME: Mobile Health Clinic
 Establish Foundation – Board TCF

14



Retreat Surveys
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