Acts of Appreciation.
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Ensuring the success of the
TE2024 reform
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Project Brief.

Ensuring the success of the
TE2024 reform,

by focusing on the needs of
the public servants.
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The overall reform landscape.
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The story of a caseworker, Maija.
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The story of a caseworker, Maija.
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The story of a caseworker, Maija.




However,

Maija wants to provide the best possible customer
service but
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However,

Maija wants to provide the best possible customer
service but feels overwhelmed and burnt out.
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The story of a caseworker, Maija.
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“If | had a magic wand over
the reform, | would make
sure all the solutions are
thoroughly scrutinized and
all workers have no more
than 50 clients.”

- KELA employee Helsinki



"Some [jobseekers] don't
believe in the system
and advice and then we
need to do the
psychological work
with them."

- TE employee Espoo



This results in..

Work is currently
measured in

\4 l, Quantity >> Quality.
* Jl

Caseworkers are
stretched thin
working on so many
cases every single day.
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This results in..

Employees are burnt out,
undervalued and
under-appreciated.
Resulting in high |
employee churn.

Work is currently
measured in

l" Quantity >> Quality.

PN

Caseworkers are
stretched thin
working on so many
cases every single day.
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Which impacts everybody.

()
€
&)

Collaboration and Being overworked, Overall customer

rapport with other feeling undervalued experience and
stakeholders in the and working under success of the
system. pressure. reform.
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Maija(s) are the heart of a successtul reform.
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Project Brief.

Ensuring the success of the
TE2024 reform,

by helping municipalities making
their employees valued
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Our proposal.

Acts of appreciation



Our proposal.

ety g Jieeises A toolkit for municipalities to

envision the new reform as an organization that moves

from burnout to generating an appreciative culture that

values caseworkers.



Our proposal.

ety g Jieeises A toolkit for municipalities to

envision the new reform as an organization that moves
from burnout to generating an appreciative culture that

values caseworkers.

Thereby, supporting the success of the TE2024 reform.



But, what is an Appreciation Culture?
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But, what is an Appreciation Culture?

Entrepreneur

The 4 Pillars of Employee
Appreciation

People want respect, not pastries.

By BenErwin  March 30, 2020

Jpinions expressed by Entrepreneur contributors are their own.

2 Creating cultures of appreciation:

H 2 z 2 Zmployee Appreciation Day needs an overhaul. Free pastries once a year do not actually
Organisational innovation through _ ) :
& anyone feel appreciated, let alone respected. And respect is what really drives success f
employee well-being srganization. It's my goal as a leader to show my employees respect day in and day out

‘eam knows you trust and value them, they're going to feel more confident and fulfille’

TONY GHAYE AND EWA GUNNARSSON imit those efforts to one day per year? Employee Appreciation Day is simply not enot

Abstract
This chapter is about developing a high road strategy for improving organisational
i ion through empl lI-being in the financial sector. It reports part of an on-
going four year action research project conducted by a Nordic university in

ion with a bank. It Tudes by ing that even in times of crisis,
organisations can be innovative if they invest in building cultures of appreciation.
Keywords
Culture of iation, well-being, i 3l
A winter’s tale 2009

We are writing this chapter with the words of the 44" US Presidential Inauguration
speech, by President Barack Obama (January, 2009), ringing in our ears. He said, “Our
“hallenges may be new. The instruments with which we meet them may be new. But

“e values upon which our success depends, hard work and honesty, courage and #

‘erance and curiosity, loyalty and patriotism, these things are old. These *
" st is demanded then is a return to these truths. What is requires
~ansibility.” In this statement we find words of ho~
“+ Wall Street executives takine =~
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But, what is an Appreciation Culture?

Sense of Agency +
Sense of Belonging +
Willingness to share experiences



Appreciation themes for TE employees.
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Appreciation themes for TE employees.
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Appreciation themes for TE employees.

Incentives
Investmen




The Toolkit Framework.

INFORMAL

From the
employees

SEMI-FORMAL
Collaborative b/w
employee and
organisation.

FORMAL
Organised or
controlled by
Organisation
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The Toolkit Framework.

INF?:E[‘:‘;I; Peer :- ’? ; Talent Shafing : ’? : : ? :
employees Support : . || Training stories ey Yt
SEMI-FORMAL ™
Collaborative b/w Debriefi ' ' Buddy Workload Paid
employee and pzs:falsneg ' ? I chains Support Perks
organisation. , |

Bonus
+ Raise

FORMAL Sl
Organised or
controlled by
Organisation

~
~

I
Coach '
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Now, let’s see some examples.



Putting the toolkit into practice | #1

Customer-case Debrief

"I'm expecting to
be emotionally
and physically
safe at work"

- Helsinki
municipality
worker



Putting the toolkit into practice | #2

Recognition System

"The most
rewarding is when
you can help
someone and

customers are
happy when they
leave"

-TE employee
Helsinki



How to use the Toolkit?



How to use the Toolkit?

Understand local needs and co-create acts of

> .
appreciation - together.




How to use the Toolkit?

Understand local needs and co-create acts of

> .
appreciation - together.




How to use the Toolkit?

Assign and train
> “Appreciation coordinators’.




How to use the Toolkit?

@® Improve and iterate on the ideas and practices
found through the co-design actions. ‘A‘X /



Why now is a good time to implement the toolkit?

ith the Nordic Reform
..new people are being hired, new resources are available and

major bureaucratic changes are happening.

This toolkit -

- opportunity to identity acts of appreciation in municipalities

- allocate these resources as needed for the most impact.



What is the impact?



What is the impact?

Acts of
Appreciation
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What is the impact?
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A Recap.

‘Acts of Appreciation’ 6
themes based

on our research for TE

case-worker needs.

Support
success of
TE2024, by
New value
culture.
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Help stakeholders
recognise need +
co-design,
experiment and
develop together.

A Recap.

‘Acts of Appreciation’ 6
themes based
on our research for TE
case-worker needs.

Existing, obvious
but systemic

Support need BUT
success of Re-looking
TE2024, by value & work
New value

culture.
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Finally, the value of this proposal, to You.
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Finally, the value of this proposal, to You.
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‘We have gone through massive
changes and..sometimes it is
difficult... but we have survived
and are still here...’

- TE Office employee Helsinki
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