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Service Excellence Standards

Excellence, Leadership and Compassion are the values of Columbia Memorial Hospital.  We believe those values are reflected in the standards below.
Respect

We will:

· Treat patients, visitors and colleagues with dignity, respect and courtesy

· Accept all co-workers as equally important members of the CMH Team regardless of job, role or title

· Promote confidence in CMH by maintaining a professional demeanor at all times

· Keep all interactions positive

Excellence

We will:
· Thank patients and visitors for the opportunity to care for them and ask “Is there anything more I can do for you?”
· Maintain a safe environment for our patients, their families and our employees 
· Be proactive in providing assistance by looking beyond one’s defined role to add value to serving each other, our patients, and visitors 
Integrity

We will:

· Only access information that is needed to perform job responsibilities
· Not discuss patient or personal information in public spaces or with anyone other than those with a need to know
· Not gossip about co-workers

· Park in employee designated areas only, leaving the other spaces for the convenience of our patients and visitors

Accountability

We will:
· Accept responsibility for our own actions
· Report any accident, safety hazard, or incident promptly

· Collaborate with colleagues of other departments to ensure success of the institution

· Be fiscally responsible by not wasting time or resources

· Adhere to and uphold all CMH policies and procedures

· Acknowledge and respond to e-mail, voice mail and other forms of communication in a professional and timely manner
· Encourage our fellow employees to support these standards

Teamwork 

We will:
· Welcome new employees and help them get acclimated to their new job

· Avoid spreading negative attitudes to others

· Be a team player and work collaboratively to help promote cooperation between co-workers and departments
· Be proactive in identifying opportunities for individual growth and departmental improvement

· Listen carefully to the needs of others, responding to their needs with patience and tolerance

· Be flexible when faced with changes to our work environments or work schedules

Appearance

We will:
· Take pride in our appearances, as well as in the appearance of our hospital

· Wear identification badges while working on hospital premises 

· Be responsible for picking up after ourselves

· Keep workstations neat and clean 
· Adhere to the hospital and department dress code policies 
Attitude

We will:
· Maintain a positive, willing and flexible attitude

· Understand our patients are the reason we are here and deserve our full attention
· Treat every individual as if they are the most important person in our facility

· Maintain zero tolerance for abusive behavior (verbal or physical)
