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Standards of Behavior

	Standard

	Definition

	[bookmark: _GoBack]Respect
	· Treat everyone  courteously 
· Always Listen attentively without interrupting 
· Respond with  empathy and kindness 
· Address others(patients/customers) using sir name or asking others “how would you like to be addressed” or “May I call you___”  
· Use a respectful tone of voice at all times   
· Be aware and seek to understand cultural differences ; actively seek patient feedback “Do you have any special cultural needs I can assist you with ?”
· Acknowledge each other in  hallway by name
· No use of cell phone or texting in public places (hallways and patient care areas/work stations) 
· Demonstrate Concern and Compassion in our words, facial expression, body language  at every patient interaction 

	Communication




	· Promptly welcome your customers in a friendly manner, smiling warmly and introducing yourself
· If a visitor/guest approaches, stop conversation and acknowledge 
· Use RELATE to introduce and acknowledge  patients and others
· Always ask follow-up questions to clarify understanding
· Follow Telephone  and Email Etiquette

	Professionalism
	· Always manage up associates, physicians and organization
· Commit to do your best every day and demonstrate a willingness to continually improve
· Be accountable :  We are all Owners not  Renters 
                Owners believe their work is a reflection of themselves
                 Take pride in what you do; accept your  job responsibilities
                 Adhere to policies and procedures; Live the values
                 Recognize, acknowledge and  be accountable for problems
                 Do the right thing
                Take personal responsibility
               Focus on quality and cost containment
· Choose to Bring a Positive Attitude every day
· Follow dress code at all times, name tag visible at eye level
· Pick-up trash, clean up spills, be clutter free, return equipment to proper place
· Honor “Onstage/Offstage Etiquette” /Code of Conduct
· Always smile and greet customers/guests following 10 ft “make eye contact and smile, 5 ft –greet with Good morning/” rule

	Service 

	·  Reduce wait time and inconvenience by educating families about process and provide comfortable atmosphere for waiting 
· Provide more that what our  customers’ need every day
 

· Every associate in SMCHH can impact the ‘ patient experience” by
                       Demonstrating through words and actions ‘we care about you”
· Actively Protect other’s privacy                                  
· All Associates will respond to call bells
· Call bells will be acknowledged by 5th ring and respond to request <4 minutes
· Close each encounter with a customer, stating “Is there anything else I can do for you, I have the time”
· Always Utilize Telephone and Elevator Etiquette
· Always seek out customers that are “lost” or in need of assistance.  Escort all persons to their destination              

	 SAFETY
	· Ensure a Safe environment for self and others( look for and report any patient or associate safety , environmental or equipment problems)
· Assure consistent execution of all Evidence Based Practice  tactics
                  Hourly Rounding-Bedside Shift Reports-SBAR for Handoffs-D/C calls
· Respect Patients Right to be included in decisions regarding care ( inform, manage expectations and always ask “do you have any questions at this time?”
· Always use your “HEART” when responding to patient concerns

	Commitment
To 
Co -Worker
	· Live by the Associate Covenant
· Always Manage up ( every handoff, every transition, every time,)
· First seek “common ground” and always strive to reduce silos 
· Choose open attitude and demonstrate willingness to collaborate
· Problem solve together: choose a Win-Win Solution/Approach
· When making decisions ensure all stakeholders are considered/ Is the patient at the center of all decisions 
· Be inclusive 
· Share knowledge and skills
· Cooperate and support courtesy and honesty
· Praise, encourage, assist associates
· Respect and value diversity 




COMMITMENT STATEMENT 
Seton Medical Center Harker Heights is a success because of our Associates. We practice what we teach and believe that through our values and standards of behavior we will create and maintain a culture that makes SMCHH a great place to work. 
We have described certain values and standards of behavior 
that are expected from our Associates. We model our behavioral guidelines and are committed to success. Our values guide the exceptional service we provide to all we serve. 
You play an important role in helping us achieve our goals and fulfill our Mission – “We are called to serve each patient with dignity and respect while always proving exceptional care.


Our mission as a Catholic Health Care Ministry inspires us to provide care for and to improve the health of those we serve with a special concern for the poor and the vulnerable.  We are called to be a sign of God’s unconditional love for all and believe that all persons by their creation are endowed with dignity.  
We provide exceptional care through collaboration with our Associates, Physicians, Volunteers and Community Partners.”
I believe in and am committed to living these daily throughout my employment with Seton Medical Center Harker Heights. 

__________________________________________________ 
Print Name 

___________________________________________________ 
Signature
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