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Most important skills needed compared
with competencies of new leaders

MHA grads very | MHA grads not
competent at all competent

Holding 3.3 20.7
iIndividuals
accountable
Leading & 3.3 8.1
managing
others
Aligning team 3.3 19.0
behavior
Engaging 64.2 3.4 19.2
employees
Change mgt. 59.5 3.3 16.6
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Straight  /Avadership

Alighment I Accountabllity

Execution Results
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Standards:of Y
Behavior

Consistency
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S am p I e Our Standards of Behavior

“Our Srandards g Bekavier are in service of our vision to provide exceptional patient care as

ked by superior clinical ontoomes and service.™
Standards

Abways Create a Fomitive First Impression
# Show onr cuscomer: comreesy and respece, giving them confidence im our abilicy o care for them.
#*  Ackpowledpe those we encounter by makizg eve comeace, smiling, and greecizg them.
# Liztem with empathy, confirming whar baz beea Beard.
* Fespond to requests for asssiamce in o fimely manmer.
*  Walk ¢hose in need to cheir destimanon.
* Uz AIDET
# Alamase up our physicisn: and co-worlers

Atways Remember that Appearance snd Exvironmear Maicer
#  Dress profeszionally and wear ID badses above the waist with name showing.
=  Iris everyome's job o keep our workplace clean, clomer-free and zafe.
# Fedooe moise: Speak guiedy, close doors, dim Lights and sdhere to viziimg hoors.
# Park in designaced areas so padents and visipors can essily aocess oor facdity.

Abways Think Ssfery Firse
#  Wash bapds choronghly to elimimate the spread of infection.
+ Fespond ro call Bphes mmediarely.
# Take cme to azsize, even thoogh it may mot be our primary responsibility.
*  Immedincely report any safecy bazard.
= Amnticipate and respond to patenis’ needs by rounding regnlarly.

Atways Treat Others as You Wonld Like to be Tresced
# Treat phrzicians a3 partners and cusiomers, maldng enr hospital che best place o pracoce.
#  Parmmer with our co-weorkers and volzoreers to make sur hospiral the besr place r= work.
# Thank pkysiciams, co-werkers and velunteers for their contribuden to patient care.
+ Fecogoize and respect everyone’s right to privacy and ensore HIPA A rules are followed.
*  Fesolve conflict prompely, respectfolly and directly with the individeal imwolved. Stop gosmp.

Abwrays Create a Positve, Lasting Imprezsicn
* Fecogoize a potemdally megative sitnation before it becomes a problem and meervens immedincely.
+ Apologize mncerely for problems or delsys.
#  Uze service recovery to correct am izywe, create a W IO0W™ exzperience and re-capiure our padent’s
Loyalry.
# Thenlk cur cesiomers for choosizg Good Samariran Hospiral

L am commirced to demonsiratimg snd rele modelmg our
Smedards of Gehavior.

Av g leader I, am commirted fo sopporting my associate o kizher
commimment ta sur Stazdards of Bebavier and serving a5 2 role model and coach.




Employee Signing of the Standards
- Sample

My Personal Commitment to the Shmdmds of Behavior of
dbrazo He )

Your sgned Personal Commitment will hane art of your employment record

members, patients, co-workers, peers, vendors payor pﬁ_-}: icians, volunteers, families,
and visitors.

Print your Name

Sign your name

PDate

Place of Employment
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If Only We All Lived The
Standards

Patients would have a great place to
receive care, physicians would have
a great place to practice medicine
and staff would have a great place

to work.
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Standards are like instructions

F Over Fold the s leeves

dowr Turn it Up fold the top parf
wwn i LU

for ohina Sana
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| might need help

WHAT WAS

me HOW BULLET =3

TO READ AND
FOLLOW

INSTRUCT/ONS |

OF ALL KINDSI
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Standards Apply To . . .?

My department?
My organization?
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Are standards being used?

Are people being recognized for following
standards of behavior in your
organization?

Are people being addressed when not
following standards of behavior?

Ask HR about violations, recognitions
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How Can We Create Standards?

Best developed by staff

What do patients, physicians, co -workers
look for
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Thank You!
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