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Standards of Professional Courtesy and Respect:
These performance standards have been developed by the employees of Fillmore County Hospital to establish specific behaviors that exemplify our values of service excellence.  It is expected that all Fillmore County Hospital employees will incorporate these behavior standards into their overall work performance.
Standards for FCH:

COMMUNICATION and INTERACTION:
General:

· I will greet everyone with a smile and verbal acknowledgement

· I will apologize when appropriate, in a timely, constructive and sincere manner.  (Never underestimate the power of an apology)

· When someone appears to need directions, I will escort them to their destination.

· I will maintain HIPPA guidelines and refrain from discussing patients in public areas.

· I will identify myself and department when answering the phone and when placing a call or leaving a voice message.

· I will be sensitive to the effects of my attitude and actions towards others and will strive to present a positive, pleasant, confident demeanor.
Co-Workers:
· I will recognize that we each have an area of expertise and will value each individual for the job they do.  A team is comprised of individuals, not necessarily equal in talent, but equal in commitment.
· First and foremost, I will act in a professional manner in all ways and at all times

· I will praise in public and coach in private

· I will follow the chain of command

· I will be prompt in attendance and completion of tasks

· A good work place is everyone’s responsibility.  I will help set the mood for quality, loyalty and a pleasant, caring place to work.

· I will speak quietly, politely and privately, resisting the urge to gossip.

· I will communicate accurately and completely at every opportunity.

Patients and Visitors:

· I will address/interview patients and their families in private

· I will knock and identify myself on entering a patient or exam room

· I will respect physical privacy by closing doors or curtains during procedures

· I will be respectful, remembering that everyone is a person first and a patient second.

· I will explain procedures and answer questions

· I will recognize that everyone’s time is valuable and strive to provide prompt service

ENVIRONMENT:

· A safe and clean environment is the responsibility of every employee. Therefore, I will maintain work areas so that they are clean and free of clutter.
· I will return equipment to the proper place, and report any needed repairs or safety concerns immediately.

· I will dress appropriately for my position and wear my nametag at all times.

· I will follow safety policies and procedures and be responsible for ID Cards and keys that may be issued to me in the course of my job.

· I will assure the security of information from the computer by logging off when leaving a workstation.

I have read these guidelines for behavior, I acknowledge their purpose.  I agree to conduct myself in the manner they define.
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