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Happy Employees. Happy Patients: Changing a Culture from the Inside Out

The Challenge
Trover Health System, a regional health care provider, had developed 
a less-than-stellar reputation for quality — a situation that was 
suddenly made worse by two high-profile events. A consumer image 
survey revealed that Trover was lagging its principal competitor in 
every category, with gaps that were far more sizable than anyone had 
imagined. The leadership of Trover recognized that a renewal was 
necessary, but before Trover’s image could be changed with the public, 
the organization’s culture itself would need significant change.

The Solution
Rather than taking the shortcut of simply saying that Trover was new, 
Ten Adams designed and supported a process that helped truly create 
a New Trover. We performed an extensive review of their challenges, 
which included interviews with 50 key stakeholders and a formal 
cultural analysis. We then proposed a rebranding process that would 
take place from the inside out, which would start by focusing on a 
hand-picked set of 20 employees who were recognized by the CEO 
and their peers as leaders. This group was commissioned as “change 
agents” within Trover, people who would champion and model change 
for others. Once the process of internal cultural change had taken 
hold, a communications program with both internal and external 
components was launched to unveil “The New Trover” to the public. 

The Results
Happy employees. Happy patients. When a cultural analysis of Trover 
was repeated, it showed improvement in all categories. Employee 
morale improved significantly. Perhaps most importantly, patient 
satisfaction shows significant and steady improvement, jumping
18% for the ED and 6% for inpatient nursing.
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TROVER HEALTH SYSTEM RELAX.  WE KNOW HEALTHCARE.
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