Western University

Scholarship@Western

Medical Sciences 4300A: Addressing
Healthcare Misconceptions Using Scientific
Inquiry

Schulich School of Medicine & Dentistry:
Community Engaged Learning

12-2021

Restructuring Training (Participation House Support Services)

Victoria Lun
Western University

Do Yeon Oh
Western University

Nadir Saeed
Western University

Joe Thorne
Western University

Alexander Trusler
Western University

Follow this and additional works at: https://ir.lib.uwo.ca/schulichcel_medsci4300A

b Part of the Life Sciences Commons, and the Medicine and Health Sciences Commons

Citation of this paper:

Lun, Victoria; Oh, Do Yeon; Saeed, Nadir; Thorne, Joe; and Trusler, Alexander, "Restructuring Training
(Participation House Support Services)" (2021). Medical Sciences 4300A: Addressing Healthcare
Misconceptions Using Scientific Inquiry. 7.

https://ir.lib.uwo.ca/schulichcel_medsci4300A/7


https://ir.lib.uwo.ca/
https://ir.lib.uwo.ca/schulichcel_medsci4300A
https://ir.lib.uwo.ca/schulichcel_medsci4300A
https://ir.lib.uwo.ca/schulichcel_medsci4300A
https://ir.lib.uwo.ca/schulichcel
https://ir.lib.uwo.ca/schulichcel
https://ir.lib.uwo.ca/schulichcel_medsci4300A?utm_source=ir.lib.uwo.ca%2Fschulichcel_medsci4300A%2F7&utm_medium=PDF&utm_campaign=PDFCoverPages
http://network.bepress.com/hgg/discipline/1016?utm_source=ir.lib.uwo.ca%2Fschulichcel_medsci4300A%2F7&utm_medium=PDF&utm_campaign=PDFCoverPages
http://network.bepress.com/hgg/discipline/648?utm_source=ir.lib.uwo.ca%2Fschulichcel_medsci4300A%2F7&utm_medium=PDF&utm_campaign=PDFCoverPages
https://ir.lib.uwo.ca/schulichcel_medsci4300A/7?utm_source=ir.lib.uwo.ca%2Fschulichcel_medsci4300A%2F7&utm_medium=PDF&utm_campaign=PDFCoverPages

Q

Schulich

MEDICINE & DENTISTRY

Introduction

* The pandemic has brought on extra burden and stress for PSW's across
Canada and they often report feeling overworked and organizations are
understaffed*-?

* Due to inefficient training structures and new hires not understanding their
roles on the job, PHSS Coordinators have been left feeling burnt-out and
overwhelmed with their responsibilities, creating a negative culture in the
organization

* Qur overall aim was to improve the training process at PHSS and reduce
some of the responsibilities of the coordinators

« With the improved training structure and awareness of the roles that come
with the job, we hope to improve staff retention as well at PHSS

Project Aims

* To improve the culture of the PHSS organization, especially with management

 Make Coordinators and the employees at PHSS feel less overwhelmed and
ease some of the pressure they are facing from the pandemic

« Create a more efficient training structure that will help to improve the troubled
culture at PHSS and improve staff retention, reducing the staff turnover rate

« Adding an extra day at Project Hope training to reduce the burden put on the
PHSS Coordinators with having to continuously train new staffs

« Gather sufficient feedback from Coordinators through Communications Corner
meetings, listening to different perspectives about the new training structure

Initial brainstorm meeting to determine main problem, discussing burnout,
staff retention, and overall culture of resentment. The plan to address the
training framework was agreed upon to have the largest impact on all staff.

Literature review on burnout, negative culture, and plans to reduce them.
Focus was on specific burnout causes, COVID impact, and training methods.

« Search terms: Personal Support Worker (PSW) crisis, burnout, retention,
complex care, COVID-19, training, healthcare, workplace culture

Qualitative research done in Communications Corner meeting, where focus
groups were held with Coordinators. Feedback was gathered on current
training and the idea of part-time trainers.

Qualitative Research Questions
o What are your general thoughts about the current training
program + impact on your role as coordinator?

Pro-' eCt p iVOt based on gathered o z\l,::,ltn(:;; S:S:St;‘ink is the biggest problem with the way training
feec back Th e COI Iectlve d eC|S|O n was o What training requirements are feasible to be delegated to a

staff training role/ another potential staff?

Do you think it is feasible for a part-time trainer to train specific
items at two different locations?

Do you think implementing a part-time trainer position would
help to ease some of the burnout faced by the coordinators?

made to add a second day to Project Hope |-
training, allowing for reduced burnout of 0

COord | nato IS and P rOJeCt H Ope tra| N | ng o Wra;t ;0 E{hou fegl i? a rea'a?listic timeline to implement this new
] , . role? By the end of year”
Staﬂ: as We” as new hlres Increased o What incentives in addition to a training stipend could be

effectively offered?
What other solutions do you think can help reduce your
burnout?

understanding to limit staff turnover. :

Presentation of restructured training book to Coordinators and Project
Hope training staff during Communications Corner meeting, final changes
made from feedback.

Results and Deliverables

The deliverables include:

1: Conducted meetings with the Coordinators at PHSS to allow them to share their
thoughts and give feedback regarding the training regime to improve the workplace
culture

2. Restructure the training protocol for new hires at PHSS to reduce the workload for
Coordinators and increase staff retention.

3: Future questions were created along with the deliverable to gather valuable
feedback from Coordinators and training leaders

“Training takes a lot of time when
factoring in patient care that needs to
be completed"”

"Needs more flexibility and transparency”

"50 people are hired per month vs 30 ) . .

G, 3 More asynchronous learning to ease time
eople per year in prior years T —— M\ - s
PEORE PEr olit b = What are your general thoughts on MR L

the current training program?

"New hires are having a lot of Iy "create more visuals of the role so new hires

B Mhat 3 - oSS : :
problems retaining what was What are other possible have an accurate representation of what the job

solutions to fix current =

taught" entails”
\ coordinator burnout?
- i "need to keep person to person interaction to
e sooner the better : T
j , provide accurate representation of the job
| Coordinator Feedback Meeting |
.'. .'l
"Proper feedback needs to L >4 —— "Administrative tasks’
be gathered to make When iz a realistic timeline to Vi
improvements” mplement a new change? ;
—"Payroll tasks, time off requests”
"Current staff levels are low, we
need a new training program ASAP" ;S

_—— "(General safety sheets, fire training”

What are parts of your current training regime that can be delegared to someone —— "House and patient specific training should remain with the coordinator

elze? [t

T "Medication training needs to stay with the
coordinators”

Figure 1. Flowchart summarizing feedback from Coordinators gathered during Communications Corner

meeting
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Figure 2. Restructured training package with the extra added day of training at Project Hope.
Highlights show what was moved from PHSS coordinators into the Project Hope training days
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 Coordinators of PHSS — primarily benefits from the deliverable as it seeks to
reduce their burnout and create a positive change in culture that starts with
management

 Leaders of Project Hope Training — training content will be more
manageable and engaging with the addition of a second day at Project Hope
and an interactive guestion and answer period

« Patients at PHSS — with improved work ethic and culture at PHSS, new hires
and Coordinators will be able to focus on patient-centered care

 London Community — members of London community who join PHSS will be
provided with higher quality of care from an organization with a positive work
culture

 Beyond the London Community — If the pilot project Is a success, this new
training process will be implemented across PHSS’ 60+ locations across
Ontario

Future Directions

1. New format of training structure will be piloted for 20 new hires across different
PHSS locations, hoping to be implemented across all locations.

2. Training videos will be added to the new training program in January

3. Feedback will be collected from the Coordinators at PHSS using a
guestionnaire created by our team, allowing coordinators to share their
opinions regarding the new training structure - collect this data from the
Coordinators and pilot project by the beginning of February

O @ ¢

Dec 2021 Jan 2022

Implement across 60+ PHSS
locations In Ontario

Feb 2022 onward

Feedback Questions to Assess New Structure

For Coordinators: For Project Hope Trainers:

1. How effective did you find this extra day of training at Project Hope to
be?

2. Did you feel that it was beneficial to have new staff come into location
with additional information from the extra day of training at Project
Hope?

3. Did you find that the extra day of training at Project Hope relieved
some of the stress on you as a Coordinator?

4. What do you think could be improved on this new training structure?

5. Can you think of any other solutions to alleviate the stress associated
with training?

6. Please feel free to share any additional comments.

—

Did you find the added interactive Q&A period useful?

Did you find the amount of content covered on each day of training to
be appropriate in terms of timing?

Was training more manageable now that there is an extra day added?
What do you think could be improved on this new training structure?
Do you have any concerns related to the new training structure?
Please feel free to share any additional comments.

N

R

Figure 3. Future questions included at the end of the restructured training
package
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