Greenville Hospital System
Standards of Behavior Guide
Communicate professionally

 

· Use AIDET (Acknowledge, Introduce, Duration, Explanation, Thank) as a tool to enhance stellar service: 
· Acknowledge: Smile and greet patients, visitors and customers by name.
· Introduce: State your name, role and experience.
· Duration: Give an estimate of how long a test or order will take.
· Explanation: Explain what will be taking place.
· Thank: Express gratitude for others’ patience, understanding and trust.
· Address people by name as opposed to Honey, Sweetie, etc.
· Maintain eye contact and use appropriate body language. 
· Explain your role in delivering care or treatment to your patients. 
· Speak and write in terms others can easily understand, and then follow up by asking for feedback.
· Listen actively and let people speak without interruption.
· Employ a calm tone of voice in difficult situations.
· Allow patients, families, other customers and co-workers to voice concerns without fear of reprisal. 
· Treat all patient information as confidential and share this information only as necessary to meet their health needs.
· Refrain from gossiping.
· Use proper telephone etiquette.

· General etiquette:
· Answer calls within three rings by identifying yourself, your department and by asking, “How may I help you?”
· Follow up on phone calls within one business day.
· Leave an “out of office” message on your voice mail when gone longer than one business day and include a contact source in case of an emergency.
· Change the “out of office” message as soon as you return.
· Limit speakerphone and conference call use to areas where the noise will not disturb others.
· End a call by saying, “Thank you for calling. Is there anything else I can do for you?”
· Placing callers on hold:
· Seek permission before putting callers on hold.
· Never leave callers on hold for more than 30 seconds without checking back with them to report progress.
· Thank callers for holding when returning to the line.
· Transferring calls:

· Transfer callers to the hospital switchboard when unsure of the appropriate transfer contact.
· Provide callers with the correct number in case the call is lost during transfer.
· Explain to callers why their call is being transferred.

· Use proper e-mail etiquette.

· Follow up on e-mail requests within one business day.
· Leave an “out of office” message when gone longer than one business day and include a contact source in case of an emergency.

· Answer e-mail requests by including your name and department and by asking how you might help further.
· Change the “out of office” message as soon as you return.

Observe good hand hygiene 
· Wash hands before and after any patient contact, eating or using the restroom.
· Wash hands with soap and water for at least 20 seconds OR rub hands until dry if using waterless gel.
· Wash hands and wrists before performing sterile procedures.
· Wash hands after contact with patients’ surroundings.
· Wash hands and wrists after contact with blood or body fluids.
· Wash hands when asked to do so by patients.
· Wash hands in patients’ view whenever possible.
· Cough or sneeze into a tissue or sleeve, not directly into hands.
· Wash hands after coughing or sneezing or after being near someone who is coughing or sneezing. 
· Wash hands after touching trash or when hands are visibly dirty.
· Be a model of good hand hygiene for those around you.

Maintain clean and quiet surroundings
· Follow hospital and departmental dress codes (proper uniform/clothing, jewelry, nails, scents, etc.).
· Pick up trash and clean spills or notify someone who can.
· Maintain a clean and organized workspace.
· Keep noise levels low in personal conversations, break rooms, and with TV, music, phone ringer and computer volumes.
· Limit speakerphone and conference call use to areas where the noise will not disturb others.
· Speak only as loudly as necessary to convey messages. 
· Respect designated quiet times and “do not disturb” signs.

Protect privacy and confidentiality

· Knock before entering any patient’s room. 
· Be sensitive to patients’ privacy when providing care by closing doors, pulling curtains, etc.
· Never discuss patient information or hospital business in public areas.
· Respect patients’ confidentiality and access only the information necessary to serve them.
· Limit discussions of patient information to what is necessary to provide quality patient care.
· Restrict electronic access to confidential information by not sharing passwords.
· Place patients’ records in secured areas only.
· Follow the release of information and privacy policies as defined by GHS policy and by state and federal laws.

Assist patients, families and other customers

· Offer time to customers as if there is no greater priority. 
· Find someone who can help a customer if you cannot. 
· Escort those who are lost to their destination or find someone who can.
· Give customers first priority when entering or exiting an elevator and hold the door. 
· Be an advocate for patients by communicating their needs to staff, family members or community agencies/providers.
· Respond to requests made by customers, doctors, co-workers and other departments.
· Facilitate patients’ coordination of care among healthcare providers.
· Explain to patients what test or procedure will be taking place in their plan of care.
· Provide patients and other customers an estimate of how long their test, procedure or order might take, including updates on delays or other changes.
· Thank patients and other customers for their patience, understanding and trust. 

Smile and greet everyone

· Use the 10/5 Rule: Acknowledge people with a smile when 10 feet away and greet them at five feet.
· Greet people by name, if possible.
· Follow up greeting customers by asking, “How may I help you?” 
· Value our customer’s time by providing prompt service.
· Smile and answer the phone in a friendly manner.
· Display a courteous tone when establishing contact by e-mail. 

Secure a safe environment 

· Follow all departmental and hospital policies that relate to safety. 
· Report and correct safety hazards or find someone who can correct them.
· Report any safety-related incidents promptly.
· Comply with requirements of the current National Patient Safety Goals.
· Be prepared for emergencies by knowing the right actions to take. 
· Know the different safety codes and how to respond. 
· Be aware of chemical hazards and location of Material Safety Data Sheets (MSDS).
· Ask for assistance if in doubt about any safety-related issue.
· Stay current with annual safety training.
· Be familiar with all equipment that you use and how to operate it safely.
· Report all equipment that is not functioning properly and remove it from use.
· Make sure spills are cleaned up properly.
· Use proper body mechanics and equipment when lifting, pushing, pulling or carrying and seek help when needed.

Identify yourself and wear your name badge

· Introduce yourself promptly, using direct eye contact and addressing customers by name, if possible.

· Introduce yourself in a calm, friendly manner. 

· Wear your identification badge at all times while on duty.

· Make sure your ID badge is worn above the waist in a clearly visible location.

Offer support and demonstrate teamwork to co-workers

 

· Work with all employees to improve the quality of service for all patients and visitors. 

· Recognize other co-workers’ accomplishments and efforts. 

· Adhere to all policies and procedures. 

· Acknowledge each department’s equally important role in the day-to-day operation of this facility. 

· Communicate with co-workers with discretion and sensitivity. 

· Show up on time to work, meetings, etc. 

· Mentor new employees and students. 

· Welcome constructive feedback. 

· Use resources wisely. 

· Respond to requests made by customers, doctors, co-workers and other departments.

· Respect the diversity and value of each person.

· Change priorities to meet changing demands.

· Volunteer ideas for improvement.

· Ask for help and encourage involvement.

· Offer to help co-workers whenever possible.

· Strive to exceed expectations.

Note problems and take responsibility to solve them

· Take initiative to identify and solve problems.

· Assume ownership of a situation and follow up until it is resolved.

· Offer one or two solutions when you identify a problem.

· Stop any unsafe act. 

· Apologize sincerely and seek remedies when expectations are not met.

· Accept responsibility for your actions. 

· Ask for help when you need it.

· Request feedback on results.

· End each encounter with, “Is there anything else I can do for you? I have the time.” 

