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Ideal For
 > Hospitals, medical centers  
  and clinics confronting  
  challenges in employee  
  engagement, customer  
  service, team alignment  
  and implementing change.

 > Executive - and senior - level  
  decision-makers responsible  
  for developing leaders, culture  
  change, new technology rollout,  
  labor relations, talent management,  
  and clinical, professional and  
  service operations.

 > Healthcare leaders: facility  
  director/associate director,  
  operations chief, nurse  
  executive, chief of staff, service 
  chief/department head, and 
  directors of experience/  
  transformation and strategy. 
 > Development of a common  
  values-driven culture through  
  all levels of leadership,   
  including front-line individual  
  contributors who directly  
  interface with veterans and  
  must collaborate across  
  organizational teams.

Outcomes
 > Create measurable  
  improvements in patient and  
  customer experience metrics.

 > Produce effective plans to  
	 	 achieve	specific	AES	and	 
	 	 FEVS	outcomes.

 > Improve employee engagement,  
  performance and trust. Increase  
  adoption of new technologies,  
  and enhance workforce culture  
  and productivity.

Overview
Successful organizations 
create an empowered culture 
that prioritizes organizational 
values, service to one another, 
and commitment to patients 
and customers. The Serving 
Leader Culture Change 
offering moves beyond 
transactional leadership 
techniques and tactics to 
establish a culture that can 
successfully navigate conflict 
and change, and rapidly 
improve results. Our approach 
incorporates evidence-
based practices and tools 
that build personal capacity 
leaders’ to gain their teams’ 
commitment, to focus on 
creating what matters most 
and achieve the organization’s 
greater goals. 

Based on the proven and 
widely used Serving Leader 
Development Experience 
(SLDE), culture change 
occurs through the cascaded 
development of leaders at 
all levels. From the executive 
office to the first-line 
supervisor, the SLDE produces 
profound shifts in mindsets, 
attitudes and beliefs that 
become a shared leadership 
approach and drive a high-
performance culture.

Elements
 > Cohort-based team 
  development using an  
  interactive and experiential  
  learning strategy that creates  
  strong bonds within teams  
  and opens collaboration  
  across teams.

 > Leadership practices create  
  desired organizational behavior  
  and build on leading-edge  
  adult learning and cognitive  
  behavioral concepts.

 > Online performance support  
  tools: videos, worksheets,  
  readings, job aids, and  
  reference materials.

 > Multiple delivery modes:  
  Facilitated group work, 
  coaching, peer accountability,  
  and e-learning.

 > Follows	the	underlying	5	Actions	 
	 	 of	Serving	Leaders	from	the	 
  international best-selling book  
  co-authored by Ken Jennings,  
  co-founder of Third River Partners.

Serving Leader Culture Change

 

Organizations that  
implement Serving  
Leader Culture Change  
will rapidly improve the 
employee experience,  
increase employee 
engagement and  
measurably improve  
customer service  
and satisfaction.

 

Align workforce to  
ICARE values and  
mission requirements.

Ken Jennings, Co-Founder  : :  Deb Lantz, Vice President 
412.979.2500  : :  info@3rd-river.comContact  



 > Leaders seeking a  
  complementary leadership  
  platform to pair with existing  
  process and technology  
  improvement, quality and  
  wellness methodologies (e.g.,  
	 	 Lean,	Six	Sigma,	clinical	quality,	 
  Whole Health and patient- 
  centric care models).

Outcomes
 > Serving	Leader	frameworks	 
  adopted and operationalized  
  through in-house  
	 	 certified	resources.

 > Peer-to-peer	Serving	Leader	 
  facilitation provides ongoing  
  development tailored to the  
  organization’s culture.

 > Implementation frameworks  
  for organization’s and   
  department’s response to  
	 	 AES	and	FEVS.

 > New behaviors, skills and  
  processes that solidify working  
  relationships and leverage team  
  strengths and values.

Overview
Organizations gain a 
competitive advantage 
through a Serving Leader 
Culture that is laser-focused 
on customer service and 
aligned to organizational 
values. To sustain the 
momentum of cultural 
development Third River  
offers a Facilitator 
Certification Process to 
develop internal trainers 
and strategic advisers to 
deliver the Serving Leader 
Development Experience.  
Certification and materials 
licensing provide an intensive 
and affordable option to 
cascade learning and embed 
the mechanism for ongoing 
cultural alignment.

Elements
 > Create	a	cadre	of	Serving	Leader	 
  advisers from among your  
  cultural champions and  
  functional internal consulting  
  groups: Quality, CI, HR, OD,  
	 	 Strategy.		These	leaders	and	 
  support personnel receive the 
  core training and apply the  
	 	 Serving	Leader	Development	 
  Experience frameworks.

 > Candidates receive coaching  
  and feedback from experts,  
  peers and those they serve.

 > Access	to	online	performance	 
  support tools: videos,  
  worksheets, readings, job aids  
  and reference materials.

 > Assessment	and	knowledge	 
	 	 testing	to	confirm	successful	 
  learning and application.

Ideal For
 > Organizations assuming greater  
  ownership and control of the  
  cultural rollout and experience.

 > Teams and departments  
  introducing substantial change  
  through technology and systems 
  redesign, culture change and  
  customer experience initiatives.

Facilitator Certification for Serving 
Leader Development Experience

 

Organizations that 
achieve the highest 
levels of employee 
engagement 
experience 17% higher 
levels of productivity  
vs. workplaces with  
low levels. 
- State of the American    
   Workplace (Gallup, 2017)

 

Certify your staff as 
Serving Leader  
advisers and trainers  
to establish and  
sustain a culture of 
high engagement.
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 > Newly appointed senior-level  
  executives or department heads.

 > Leadership teams that have  
	 	 been	reconfigured	or	 
  newly formed.

Outcomes
 > Clear roadmap that aligns  
  strategies and goals across  
  multiple teams.

 > Strategies	that	ensure	 
  outstanding patient experience  
  and high employee engagement.

 > Improved cycle time in support  
  of innovation, creative problem- 
  solving, initiative and informed  
  risk-taking.

 > Increased productivity and  
  organizational effectiveness  
  among self-directed teams.

 > Improved communication,  
  morale, mutual respect  
  and engagement.

Overview
Are you seeking an effective, 
repeatable process for 
keeping leadership and 
project teams aligned and 
collaborating on shared goals? 

Gaining clarity, focus and 
team alignment to greater 
goals and critical strategies 
are the primary challenges 
of leaders facing volatility 
and complexity in today’s 
healthcare landscape. We 
work with you to identify the 
powerful levers that align 
multiple teams within your 
organization to shared goals, 
in support of creating what 
matters most. 

Today, more than ever, the 
complexity of requirements 
and speed of change requires 
innovative and unified teams 
that understand how to create 
and capitalize on success.

Elements
 > Team	360	Assessment	to	gain	 
  new organizational perspectives  
  on team and leader performance.  
	 	 Can	benefit	any	type	of	team	at	 
  any level of the organization.

 > Team Continuity Playbook 
  processes designed to stabilize  
  operations and advance  
  strategy despite the ongoing  
	 	 flux	of	leaders	moving	in	and	 
  out of roles.

 > The proven principles and  
	 	 practices	of	Serving	Leadership 
		 	 focused	on	ICARE	Values.

 > Action	frameworks	for	creating	 
  shared goals to align teams at  
  all levels to mission-critical  
	 	 strategies.	Adapted	from	the	 
  best-selling book, “The Greater  
  Goal: Connecting Purpose and  
  Performance,” by Ken Jennings  
  and Heather Hyde, Third River  
  co-founders.

Ideal For
 > Leaders seeking improved  
  alignment among employees,  
  business units or locations  
  because of reorganizations,  
  systems redesign or  
  performance issues.

 > Leaders aiming to re-calibrate  
  and re-energize leadership  
  culture to achieve business  
  objectives, improved mission  
	 	 alignment	and	specific	 
  initiatives among teams.

 > Innovation project teams with  
  focused, aggressive goals.

Shared Goal Achievement

 

Organizations that use 
more collaborative 
approaches to 
innovation are twice  
as likely as their peers  
to expect growth rates 
of 15% or more. 
- PwC 2017 Innovation  
  Benchmark Report
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Outcomes
 > Tailored action plan for lifelong  
  performance improvement via  
  a virtuous cycle of learning  
  and application.

 > Development of next-generation,  
  high-potential leaders.

 > New behaviors that leverage  
  leadership strengths.

 > Practical	Serving	Leader	thinking,	 
  behaviors and tools that develop  
  leaders into powerful thought  
  partners as they transition from  
  being coached to effectively  
  coaching and serving others.

Overview
Successful Serving Leaders 
understand how to develop 
the hope, realistic optimism 
and confidence in themselves 
— and others — that must be 
sustained to achieve goals. 

Our high-performance 
coaching process focuses on 
identifying and developing 
talents and strengths, 
uncovering blind spots and 
limiting assumptions, and 
connecting to the strengths 
of others through a powerful 
model of shared leadership.  

High-performance coaching 
uncovers the individual’s 
capacity for powerful self-
direction and offers strategies 
and tools necessary to help 
the individual and others  
to succeed.

Elements
 > Collaborative assessment tools,  
  incorporating existing and new  
  forms of feedback.

 > One-on-one coaching sessions  
	 	 with	defined	actions	following	 
  each session.

 > Developmental action plans  
	 	 for	specific	goals	achievement,	 
  incorporating the actions and  
	 	 practices	of	Serving	Leadership.

Ideal For
 > High-potential individuals  
  seeking new behaviors and  
  approaches that reinforce  
  personal leadership strengths  
  to improve performance.

 > Leaders seeking to remove  
  barriers facing their teams with  
  ownership and action that  
  serves shared greater goals.

 > Senior	executives	and	functional	 
  and department heads ready  
  for a journey of self-assessment,  
	 	 reflection	and	development	 
  through which new insights  
  result in new impact for  
  themselves, their teams  
  and their organizations.

High-Performance Coaching

 

 In a recent study, training alone improved leadership  
 skills by 22%. When combined with executive coaching,  
 improvement jumps to 77%. 
 - Fortune Magazine

 

Your role as a Serving 
Leader is to foster hope, 
realistic optimism, 
confidence and 
compassionate presence 
in everyone around you. 
When relationships are 
working well, results 
can be improved 
exponentially.
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