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When we make the connection 

between communication and culture

Shift Happens

• Founded in 1989 with over 20 years dedicated to healthcare 

• Facilitating alliances between academic and rural hospitals

• Team of highly experienced professionals from multiple disciplines

• Specialists in caregiver, patient, and community stakeholder 

engagement

• Thought-partners with National Organization of State Offices of 

Rural Health transforming National Rural Health Day into a 

sustainable movement #PowerofRural

• Organizational development strategists, teaching tools, facilitators, 

advisors and coaches

• Host of Rural Matters Podcast

President & CEO

MICHELLE RATHMAN



ALL THE STARS IN THE WORLD 
MEAN NOTHING WITHOUT HEART



COMMUNICATIONS
Strategic v. Sporadic



Today, there is an unfortunate and growing belief 

that it is more important to say what is on our 

minds rather than be mindful of what we say.

Tell me how 
you really feel!

The number one problem in all relationships 

at work and at home is communication! 



CULTIVATING CULTURE
Emotionally Intelligent Communicators



How we relate to one 
another depends on our 

perspective.

How we communicate with 
each other has much to do 

with our personality.



LEADER PEOPLE FREE SPIRIT TASK

Impact! Communications, Inc. uses The PeopleMap© System, founded by Dr. E. Michael Lillibridge 

There’s no ‘better’ type – just different!

FOUR CORE
Personality Types

Four Core Types



What are the potential weaknesses 

(Achilles heel) for each type?



Emotional intelligence is the ability 

to identify and manage your own 

emotions and the emotions of 

others, and to harness emotions 

and apply them to tasks like 

thinking, decision making, and 

problems solving.

Organizational Culture is a 

culmination of the team’s 

collective emotional intelligence 

Emotionally Intelligent 
Communicators



“No matter how high your IQ (Intelligence 

Quotient), it is your EQ that is most often the 

culprit behind relationship derailment, friction 

with others, misunderstandings, hurt feelings, 

and the regret that comes from saying and/or 

doing the exactly wrong thing at the exactly 

wrong moment.”

EQ versus IQ



Before you can lift others, 
you must rise to the occasion.



• Decide what you want to accomplish and address your FEAR

• Set reasonable expectations

• Decide what you want them to know-feel-do

• Caution:  If you only want them to listen to you, it’s not a conversation

• Consider the primary communication style and frame your opening with 

words that won’t harm

• Tee up the conversation from the start…”In the spirit of improving the 

way we work together, 

I’d like to share with you…”

• Use “I” messages over “You” Messages

Same You
Enlightened Approach



CHANGING 

LANES

From Should to How





The 
Need for 

Something 
Different

CMH achieved its first designation in 2013

• Major environmental changes 

• Overall care delivery enhancements

• Full integration of the 10 tenants in all 
areas

Although culture was shifting in a positive 
direction

• Critically important to address roadblocks

• Communication barriers

• Pave the way to cement a culture of 
excellence



“Culture is the shared observation 
of the Leadership Team.”

It All Started With Leaders
– 12 months of Leadership Development for every member of 

the senior team and all managers

– Full staff followed with the development of a retreat plan created 

based on where they were and where we wanted to be

– Full-day experience designed to be the beginning of a new chapter 

for CMH with a goal of achieving designation again in 2016.



16 8 4 600
T O T A L  

R E T R E A T S H O U R  D A Y S M O N T H S E M P L O Y E E S

The Numbers



• Reignite and Build Team Trust

• Create Opportunities to Teach about Personal and Shared 
Accountability

• Improve Communication

• Reaffirm Service Excellence

• Teach Tolerance and Establish a Higher-Level of Awareness around 
Personal Behaviors and the Impact on Team and Patients

• Demonstrate Appreciation for all Team Members

• Reinforce the Commitment to Patient Centered Care Grounded in a 
Safe Culture

Retreat Goals



• Develop a new internal 
BRAND to reinforce the 
culture of excellence beyond 
a staff meeting. 

• Create a rejuvenation and 
recommitment experience.

Creating the Mood



Making it Personal



Internal Messaging



Caregiver VIP Service



The Importance of Seating
It’s in the cards.







Miles of Tiles

Unifying teams through art collaboration



Miles of Tiles



Miles of Tiles

Unifying teams 
through art 
collaboration





• It’s two way

• It’s more than words

• It’s generational

• It’s direct and indirect

• It’s easily misconstrued 

Keep these tips in mind
when it comes to 
internal communications

Speak from a place of strength. Don’t respond in moment of weakness.



The Actions of One Make an Impact on All



“Change is a constant state and 

achieving sustained excellence in a state 

of change is a tall order; however, not 

impossible. There is a way. The question 

is, do you have the will?”

~Michelle Rathman, 

President & CEO

Impact! Communications, Inc.



Michelle@doitwithimpact.com
Twitter: @MRBImpact
@RuralMattersPod
MichelleRathman.com

Make Shift Happen!

President & CEO
MICHELLE RATHMAN

S P E A K I N G  U P  F O R  E X C E L L E N C E !

M I C H E L L E R A T H M A N . C O M

@MRBImpact


