


Community Cares is a culture of service and

operational excellence.

We know that excellent patient care helps provide

better quality outcomes. The Community Cares

culture connects 10 standards of behavior to

daily actions that can help us maintain a high

benchmark for service and operational excellence

and deliver great patient care.

Our Community Cares culture also nurtures each

employee by developing a sense of purpose,

providing worthwhile work and giving each of us

the opportunity to make a difference in the

patients we care for.

By living these standards in our daily activities,

together we are building a stronger future for our

organization. Our goal is to create great places for

employees to work, physicians to practice

medicine, and patients to receive care.
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We will demonstrate our Commitment to Safety by...
• Demonstrating that safety is an uncompromisable core value and the
foundation of our promise to each other, our patients and the
communities we serve.

• Adopting the prescribed behavioral techniques for error prevention both as
an individual employee as well as in team oriented job functions.

• Encourage and empower individuals to communicate in order to find, fix
and prevent deficiencies in our systems and processes resulting in a highly
reliable culture that promotes safety.

“First do no harm.”

1. SAFETY
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We will always maintain customer privacy and confidentiality. It is the

personal responsibility of every staff member to protect the privacy and

confidentiality of every customer encountered.We will treat patient

information with confidentiality according to the HIPAA Privacy Rule.

We will demonstrate respect for our
Customers’ Privacy by...

• If permissible, always knock before entering a patient room, or by making
the patient aware that you are entering the room by announcing your
entry. Introduce yourself and use KeyWords at Key Times.

• Closing curtains during examinations, procedures, or when otherwise
appropriate to ensure privacy.

• Providing proper size gowns for patients or making accommodations to
ensure they are covered.

• Communicating with customers and family members in a private manner.

“I am closing this door or pulling this curtain
because I want to ensure your privacy.”

2. PRIVACY
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It begins with a positive attitude about the customers we serve. Our goal is

to exceed our customers’ expectations.We are committed to providing the

highest quality of service and meeting our customers’ needs with the

utmost care, compassion and courtesy.

We will demonstrate our Commitment to a
Professional Attitude by...

• Promptly welcoming, acknowledging, and serving our customers with a
friendly, open smile and direct eye contact.

• Not treating customers as an interruption to our work; they are our
reason for being here.

• Using KeyWords at Key Times (KWKT). Ending each conversation with,
“Is there anything else I can do for you?” This helps align the behavior of
staff to the needs of the patient.

• Using Acknowledge-Introduction-Duration-Explanation-Thank You
(AIDET) to help the patient better understand his/her care by reducing
anxiety and improving clinical outcomes.

• Reminding ourselves that patients, our customers, have feelings
and emotions.

• Conveying the right attitude at all times. The professionalism, efficiency
and patient-centered attitude projected by everyone can be the difference
between keeping a customer for the hospital (and its medical staff) or
losing not just that customer, but also that person’s friends and family.

• Thanking customers for choosing our hospital.

“Is there anything else I can do for you?” Every
interaction. Every time.

3. ATTITUDE
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The goal of communication is mutual understanding.We must be

committed to listening attentively to our customers in order to fully

understand their needs. Close attention should be given to both verbal and

non-verbal messages.We are committed to exceed our customers’

expectations and provide more than what is expected.

We will demonstrate our Commitment to
Communication through...

Greetings And Introductions
• Everyone will be greeted with a warm friendly “hello”, “good morning”,
“good evening.”

• Use the “Hello Principle” by acknowledging anyone within 10 feet of you
and verbally acknowledging anyone within 5 feet of you.

• Everyone will use KeyWords at Key Times and AIDET with patients and
customers.

• When performing Clinical Hourly Rounds, ask the appropriate questions
and perform all eight steps.

• Listen to your patient, patient’s family member and co-workers’ concerns
in ways that show them you care.

• Sit down with the patient/family member when possible.
• Avoid interrupting the patient/customer.

Giving Directions
• Please be aware of our hospitals’ visitors. If someone appears to be in need
of directions, offer your help.

• Actively seek out customers needing assistance and ask them, “May I help
you?”

• Personally assist and escort those individuals to their destination and
when you leave, ask, “Is there anything else I can do for you?”

• If you are unable to assist them to their destination, be sure to take them
to someone who can.

4. COMMUNICATION
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Customer Information and Education
• Collaborate with physicians to develop and provide accurate and clear
communication to patients.

• Use easily understood and appropriate language when giving patients
information about health, special diets, tests, procedures or medications.

• Regarding using white boards, make sure boards are updated daily, during
shift change, and HIPAA and HCAHPS compliant.

Telephone Etiquette
• Answer the phone courteously, within three rings.
• When answering the phone, identify yourself with your name,
department and ask, “How may I help you?”

• Ask the caller’s permission before putting them on hold and be sure to
wait for an answer. Thank the caller for holding when you return to the
line.

• If it is necessary to put a caller on hold, get back to them quickly. Provide
them with the status of their call and ask them if they want to continue
holding.

• Return calls promptly within 24 hours. Say that you will call back and
then follow through.

Email Etiquette
• Keep messages brief and to the point. Summarize long discussions.
• Use sentence case, the combination of uppercase and lowercase letters.
Using all capital letters looks as if you are shouting. Using only lower
case looks lazy.

Elevator Etiquette
• Never discuss patients, their care, hospital business or co-workers
personal issues on elevators or where others can hear your conversation.

• When using an elevator, stand to the side. Hold the “door open” button,
allowing all other passengers to exit before you exit.

• Use the elevator as an opportunity to make a favorable impression. Smile
and speak to fellow passengers.

• Elevator courtesy allows patients and visitors priority.

“Thank you for calling _____Hospital. Howmay I help you?”

4. COMMUNICATION (CONT.)
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Our customers’ time is very valuable to them. From the moment they enter

our hospital, we will provide them with prompt service.We will always

keep them informed regarding the time in which service will be provided

and make customers comfortable while they are waiting.

We will demonstrate our sensitivity to the
CustomerWait Times by...

• Providing a comfortable and friendly atmosphere for waiting customers.

• Providing current magazines or hospital collateral in waiting/
reception areas.

• Rounding in waiting and reception areas at least every 30 minutes.

• Informing patients and families about the process, any delays and the
anticipated wait time for service.

• Utilizing our Service Recovery ACT model. (Please refer to Service
Recovery standard on page 11.)

• Always thanking customers for waiting and apologizing for delays.

“We apologize for your wait. Is there anything I can do
to make your wait more comfortable?”

5. CUSTOMERWAITING
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Every patient or family member who approaches a staff member should be

acknowledged.We will respond in a way that demonstrates the care,

courtesy and respect our customers deserve.

We will demonstrate our Commitment
to Responsiveness by...

• All nursing staff will proactively see to patient needs by participating in
Clinical Hourly Rounding. Key words to describe this technique should
be used with every patient to ensure that three key areas are attended to:
pain kept under control, bathroom needs attended to and positions are
changed to avoid skin breakdown.

• Using all types of Rounding for Outcomes and will proactively respond
to feedback quickly.

• Treating all customers as a priority. Be sure to acknowledge their presence
when appropriate.

• Tending to customers right away or letting the customers know that you
are glad to help them as soon as possible.

• Acknowledging each customer when more than one is waiting for
service, and letting them know you or someone else will be with them
as soon as possible.

6. RESPONSIVENESS
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Call Lights
• In order to reduce the frequency of call light use, reduce falls and
increase patient satisfaction, we will consistently incorporate
Clinical Hourly Rounding into our daily practice.

• Should a patient have an urgent or emergent need, our goal is to answer
the call light in a way that demonstrates the care, courtesy and respect our
customers deserve.

• We will exceed patient/customer needs by anticipating, identifying and
responding to those needs prior to call light activation.

• Anticipate the patients’ needs before the patient has to use the call light.
(Set up for meals, toileting, etc.)

• If you see a patient light on, stop in and ask how you can help. Follow up
and provide assistance or get assistance.

• Every attempt should be made to acknowledge the call lights as soon as
possible. Nursing staff will set the acceptable amount of time. Please
check with your leader for the call light return time expectation. Address
the patient by name and ask, “How may I help you?”

• Before you leave a patient’s room, please ask, “Is there anything else I can
do for you, before I leave the room?” (Please note: These KWKT can
reduce call button usage by 40 percent!)

“I will be back to check on you in an hour.
Is there anything you need before I leave?”

6. RESPONSIVENESS (CONT.)
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If a customer complains, do not be defensive; their perception is their
reality. To reverse a potentially negative situation use ACT:

Apologize: Acknowledge and Apologize with no excuses; listen to the
complaint; thank the customer. Summarize what you heard to confirm
your understanding. By apologizing, we are telling the patient/customer
that we are going to take care of the situation. “I’m sorry we didn’t meet
your expectations of very satisfied care.”

Correct: Correct the issue or make it right. Offer suggestions for
resolution; ask whether those suggestions will meet their expectations.
Take action to resolve the problem; ask others if necessary. Inform the
patient/customer of your actions.

Thank: Thank the customer for bringing this to your attention. Always end
with, “Is there anything else I can do for you?”

“We apologize for your wait. Is there anything I can do
to make your wait more comfortable?”

7. SERVICE RECOVERY
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We need to take pride in our personal appearance, our facility and

its surroundings.

We will demonstrate our Commitment to a
Professional Appearance by...

• Being sure our attire is professional, appropriate, clean and pressed. This
will reflect our respect for patients, their families, co-workers and the
community.

• Wearing name identification badges at all times. Make sure it is facing
correctly so your name can be read by patients.

• Picking up litter and disposing of it properly.

• Cleaning up spills and debris immediately.

• Wiping down sinks in bathrooms. Ensure common areas are clean.

• Returning equipment to its proper place to ensure it is available for use by
the next person and to avoid clutter.

• Keeping communication boards organized and updated.

• Providing current magazines in waiting reception areas.

• Keep patient white boards updated daily and at each shift change.

“We take great pride in making sure that our hospital
is kept clean. If there is anything that needs

our attention, please let us know.”

8. APPEARANCE
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We are linked to one another by a common purpose: serving our patients

and our community. Your co-workers and our physicians and volunteers

are our team members. They deserve our respect and support.

We will demonstrate our Commitment to
Physicians and Co-workers by...

• Treating co-workers with respect and courtesy at all times.We best serve
our patients and families when we all work together.

• Being honest and kind in all our interactions with one another.

• Being a mentor.

• Respecting obligations to our co-workers.

• Respecting cultural diversity with our employees and patients.

• Welcoming new employees and volunteers. Be supportive by offering help
and setting an example of cooperation.

• Treating every co-worker as a professional. Recognizing that we each have
an area of expertise.We can all learn from each other in order to better
serve our patients.

• Using KeyWords at Key Times to manage up myself, my co-workers and
other departments.

• Treating one another with professional courtesy and respect at all times.

• Treating co-workers as customers.

• Treating other departments as customers.

“Is there anything else I can do for you?
I have the time.”

9.COMMITMENTTOCO-WORKERS
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Every staff member must feel a sense of ownership toward his or her job.

We will take pride in what we do and how we do our job.We will feel

responsible and be in control of the job that needs to be done.

We will demonstrate our
Sense of Ownership by...

• Being accountable. Understand your responsibilities, accepting them and
acting on them.

• Taking responsibility for the entire patient experience. No one will say,
“That’s not my job.” If you are unable to meet the request, find someone
who can. Contact the appropriate department or take care of the
situation immediately.

• Using KeyWords at Key Times and AIDET to let patient/physician and
staff know why we do things.

• Managing up co-workers, other departments, physicians, and/or your
boss to improve communication.

• Taking pride in what you do as demonstrated by dressing appropriately
and keeping work area clean.

• Understanding the marketing values of patient satisfaction, word of
mouth brand equity of employees, physicians, patients, etc.

• Following organizational and department policies and procedures.

• Paying attention to detail in order to make sure we have the necessary
tools to do our job effectively.

• Role model and mentor others.

• Creating a culture that helps people feel appreciated, included and valued.

• Following the golden rule and treating patients and their families like we
would like to be treated under the same circumstances.

• Adhering to the Discharge Callback Administrator (DCA) process through
follow-up calls in order to reduce anxiety, complaints and claims.

10. SENSE OF OWNERSHIP
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Fiscal Responsibility
• All supplies utilized by the hospital are obtained through
Materials Management Department.

• When appropriate, I will pre-call my patients to confirm
appointments and answer questions.

• Provide information to leaders on appropriate cost for
recognition opportunities.

“I am a team player and accountable
for my actions.”

10.SENSEOFOWNERSHIP (CONT.)
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Together, we are

creating great places

for people to work,

physicians to practice medicine,

and patients to receive care.



Community Cares Pledge
Our commitment to our Community Cares culture is

reflected by our employees, volunteers and physicians

creating a great place for employees to work, physicians to

practice medicine, and patients to receive care.

The standards of behavior will make these values visible in

our attitudes and in our work. They are used to guide our

behavior in creating and maintaining a culture and practice

of outstanding service to employees, physicians, patients,

families and visitors. Many of the standards are second

nature; they are examples of courtesy and respect to one

another and the customers we serve. However,

adopting them as mandatory behaviors provides

clear expectations to every employee.

Your signature below validates your acceptance to these

standards and your continued practice to demonstrate them

will lead us to our service excellence.

______________________________________________________
Signature

______________________________________________________
Date

______________________________________________________
Facility

______________________________________________________
Department
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