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Why Cultural Fit Is Important
"One way to drive fear out of a rela2onship is to realize that your
partner's values are the same as yours, that what you care about is
exactly what they care about. In my opinion, that drives fear out and
makes for a great partnership, whether it's a corporate partnership or a
marriage." - Steve Jobs
Every company has a culture--and finding a vendor who is the perfect
cultural fit for your company's core values can mean the success or failure of
a key installation such as an EMR for your home health or hospice agency.
Most of the time when we
. talk about cultural fit it’s from
a human resource perspective.
And that makes sense since
we have seen the positive and
negative affects that cultural fit
has on the work environment.
Find the right fit, and you will
see higher employee retention
and business results. Hire the
wrong fit, and you end up in
crisis mode. So shouldn’t the
same hold true for our vendor
partners?
Understanding a company's values and how they align with yours sets a
foundation of trust and confidence from the beginning of the relationship.
What if your main value is quality and their main value is meeting
deadlines? That will inevitably lead to cutting corners and unmet
expectations. Taking the time to evaluate culture can mean the difference
between choosing a vendor that becomes a long term strategic partner
or having to go through the daunting process of switching vendors every
few years.
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Evaluating Cultural Fit

"Your reputation and
integrity are everything.
Follow through on what

Trust and Credibility
Leaders of well respected and high
performing organizations have long known the
value in building and sustaining trust. A

you say you're going to

company that has a reputation of happy and

do. Your credibility can

loyal customers does not create that by chance.

only be built over time,

It typically requires a personal communication

and it is built from the

effort by the leaders themselves. They are
known to “walk the talk”.

history of your words
and actions.”
- Maria Razumich-Zec

And you can evaluate trust and credibility
from your first communication with a vendor. Do
they respond in a reasonable timeframe? Are
they proactive? Do they seem to care to learn
more about your and your agency? If a vendor
is quick to just show you their product without
taking adequate time to get to know you, that
isn’t building a trust. I would feel more confident
if they are spending time to actively
communicate throughout the entire process.
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Compatibility
In performing your due diligence on a vendor, it is important to take
into account overall compatibility and alignment. We have all
experienced as some time the sting of customer – vendor relationship
gone south.
The root cause of the disintegrated partnership can usually be
linked back to being incompatible from the beginning. Just like in any
relationship, if we take the time up front to explore the areas of true
compatibility we will avoid a boisterous and painful breakup later.
The wrong vendor, like a bad relationship, can leave you:
•
•
•

Trying to figure out who was at fault, when no one was at fault.
Some couples... and companies... just aren't meant to be together.
Gritting your teeth when, once more, they leave you sitting at the
restaurant.. or waiting around when, once more, a deadline wasn't
met, a key installation didn't happen, and a promise was broken.
Shaking your head as you finish cleaning up the kitchen once
more... or cleaning up the mess left of your data by a company who
just didn't seem to understand what it takes to finish the job
completely, honorably, with integrity.

In a personal relationship, unfortunately, you just can't call up your
partner's ex-love interest and ask, "Hey, why did you break up? And
would you take them back again if you got the chance?”
It's been tried a few times, unsuccessfully, but there are no real
review sites for personal relationships where you can find out if
tonight's date gets five stars or just one!
But, luckily, there are ways to determine compatibility in potential
vendor partnerships. There are great resources like KLAS Research
that provide feedback from current customers on how their vendors
perform and asks questions such as, “Do they keep ALL promises?”
which will help you determine compatibility.
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Values
An EMR vendor should be viewed as a strategic partnership. If
during the selection process a vendor provides some thoughtful insight
and a tactical plan but does not have alignment with your company
values, a partnership with that vendor will inevitably be a difficult one to
manage. A long term vendor is typically considered an extension of your
team. Onsite discovery meetings are a great way to gauge chemistry and
get a sense for value alignment. In addition, when you ask for
references, look for agencies that share similar values to you. Ask
yourself questions such as “Is this vendor too big where we won’t
received top notch service?” “If I’m one of many, will I get their A team?”
“Is this vendor nimble enough to deliver industry changes?” “Do they
invest in marketing or infrastructure?” “Do their employees seem happy
to work there?”
“In matters of style, swim with the current; In matters of
principle, stand like a rock ”
- Thomas Jefferson
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Forward Thinking
Choosing the right EMR
solution is largely about
understanding your own goals and
picking the vendor that aligns best
with them. But there is another
criteria that will not only assure a
cultural fit but strategic growth: the
future.
Ask yourself, “Does this
vendor support interoperability?”,
“Are they talking about value-based
purchasing?”, “Do they provide
clinical decision support?”.
If the vendor only supports
your current needs, put on the
brakes. The entire point of having
the right EMR fit, is that it supports
the growth of your business.
It makes me think of when I
buy clothes for my young son. He
is constantly growing. I don’t buy
pants that fit him now, I buy clothes
that will grow with him. Otherwise,
I’m just wasting my hard earned
dollars on a short term solution.
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”Tell me and I forget.
Teach me and I
remember. Involve me
and I learn”
- Benjamin Franklin

Education and Training
I think we all agree that one of the keys to
success is to have a highly skilled and properly
trained employee base. So why do some
companies invest more in marketing than in
their infrastructure? It’s because their focus is
mainly on acquiring new customers and not
investing in and supporting the ones that they
have.

It’s important to make certain that your EMR partner values the same approach
to education and training as your agency. Do they have a blend of classroom and
online learning? What steps do they take to assure that all users are comfortable
after the implementation? What is their approach to onboarding new hires? Do
their current customers find it to be an easy and effective process?
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Vendors are a necessity to your business. Choosing the right
EMR partner should not be taken lightly. Your vendor partner will
influence your culture.
The question is – “How”?

NEXT STEPS
Ou

SCHEDULE A
CONVERSATION
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