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Building Resilience: Tackling Phlebotomist Turnover Head-On

Original Session at ADRP Annual Conference 2024
Original Speakers: William J. Brittain, South Texas Blood & Tissue

Summary

In the fast-paced world of healthcare, blood donor centers play a crucial role in saving lives. Yet, these centers
face a persistent challenge: high turnover rates among entry-level phlebotomists. South Texas Blood & Tissue
(STB&T), a nonprofit community blood center serving over 100 healthcare providers, has taken a bold step to
address this issue. Their comprehensive soft skill training program offers valuable insights for organizations
grappling with similar retention problems.

The Heart of the Matter

At the core of STB&T's initiative lies a simple truth: people don't leave bad jobs; they leave bad bosses. This
revelation, backed by a Gallup poll of over one million workers, sparked a revolution in how the organization
approaches leadership development.

The journey began with a deep dive into the root causes of turnover. Surveys revealed a startling disconnect
between entry-level phlebotomists and their leads. New hires reported feeling unsupported, lacking
confidence, and perceiving their superiors as unapproachable. Meanwhile, lead phlebotomists, often promoted
based on technical expertise or tenure, found themselves ill-equipped to mentor and guide their teams
effectively.

Cultivating a Culture of Growth

Recognizing the need for change, STB&T developed a multi-faceted soft skill training program. This initiative
aimed to transform lead phlebotomists from task masters into mentors, fostering a learning culture that
nurtures talent and builds resilience.

The program's cornerstones include:
I. Workshops to cultivate a learning-centric environment
2. Mentorship skill development for lead roles
3. Increased leadership engagement
4

Instructor-led training sessions
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By focusing on these areas, STB&T tackled the core issues head-on, addressing the gaps in communication,
support, and guidance that were driving talented phlebotomists away.

The Ripple Effect of Change

The impact of this initiative has been nothing short of remarkable. In just the first quarter following
implementation, voluntary turnover rates plummeted by 33% compared to the previous year. But the benefits
extend far beyond retention numbers.

Post-training surveys revealed significant improvements in key areas:
e A I5% boost in growth mindset
e A 10% increase in positive attitudes
e An [8.3% enhancement in communication
o A staggering 20.2% improvement in psychological safety

These statistics paint a picture of a workplace transformed — one where employees feel valued, supported, and
empowered to grow.

Lessons in Leadership

STB&T's journey offers valuable lessons for organizations across industries:
|. Tailored training yields powerful results
2. Leadership involvement is key to driving engagement
3. Regular feedback fuels continuous improvement
4. Recognizing progress, no matter how small, reinforces positive change

As Mary Kay Ash wisely noted, "A company is only as good as the people it keeps." By investing in their
people, STB&T has not only stemmed the tide of turnover but has also laid the foundation for a more resilient,
engaged, and effective workforce.
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Looking Ahead

While the initial results are promising, STB&T recognizes that building resilience is an ongoing process. The
organization remains committed to refining its approach, expanding the program, and implementing stay
interviews to proactively address employee concerns.

In an era where talent retention is more critical than ever, STB&T's innovative approach to soft skill
development serves as a beacon for organizations seeking to build a more resilient, engaged workforce. By
focusing on the human element of leadership, they've not only reduced turnover but have also cultivated a
culture of growth and support that promises to yield dividends for years to come.

LOOKING FOR MORE?

Connect with the speaker in the ADRP Member Directory

Post about this article and connect on ADRP CollABOrate Community
Find additional resources at ADRP Resource Library
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