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LEGAL CAVEAT

The Advisory Board Company has made efforts to
verify the accuracy of the information it provides to
members. This report relies on data obtained from
many sources, however, and The Advisory Board
Company cannot guarantee the accuracy of the
information provided or any analysis based
thereon. In addition, The Advisory Board Company
is not in the business of giving legal, medical,
accounting, or other professional advice, and its
reports should not be construed as professional
advice. In particular, members should not rely on
any legal commentary in this report as a basis for
action, or assume that any tactics described herein
would be permitted by applicable law or
appropriate for a given
Members are advised to consult with appropriate
professionals concerning legal, medical, tax, or
accounting issues, before implementing any of
these tactics. Neither The Advisory Board
Company nor its officers, directors, trustees,
employees and agents shall be liable for any
claims, liabilities, or expenses relating to (a) any
errors or omissions in this report, whether caused
by The Advisory Board Company or any of its
employees or agents, or sources or other third
parties, (b) any recommendation or graded ranking
by The Advisory Board Company, or (c) failure of
member and its employees and agents to abide by
the terms set forth herein.

The Advisory Board is a registered trademark of
The Advisory Board Company in the United States
and other countries. Members are not permitted to
use this trademark, or any other Advisory Board
trademark, product name, service name, trade
name, and logo, without the prior written consent
of The Advisory Board Company. All other
trademarks, product names, service names, trade
names, and logos used within these pages are the
property of their respective holders. Use of other
company trademarks, product names, service
names, trade names and logos or images of the
same does not necessarily constitute (a) an
endorsement by such company of The Advisory
Board Company and its products and services, or
(b) an endorsement of the company or its products
or services by The Advisory Board Company. The
Advisory Board Company is not affiliated with any
such company.

IMPORTANT: Please read the following.

The Advisory Board Company has prepared this
report for the exclusive use of its members. Each
member acknowledges and agrees that this report
and the information contained herein (collectively,
the AReporto) are confi
The Advisory Board Company. By accepting
delivery of this Report, each member agrees to
abide by the terms as stated herein, including the
following:

1. The Advisory Board Company owns all right,
title and interest in and to this Report. Except
as stated herein, no right, license, permission
or interest of any kind in this Report is intended
to be given, transferred to or acquired by a
member. Each member is authorized to use
this Report only to the extent expressly
authorized herein.

2. Each member shall not sell, license, or
republish this Report. Each member shall not
disseminate or permit the use of, and shall
take reasonable precautions to prevent such
dissemination or use of, this Report by (a) any
of its employees and agents (except as stated
below), or (b) any third party.

3. Each member may make this Report available
solely to those of its employees and agents
who (a) are registered for the workshop or
membership program of which this Report is a
part, (b) require access to this Report in order
to learn from the information described herein,
and (c) agree not to disclose this Report to
other employees or agents or any third party.
Each member shall use, and shall ensure that
its employees and agents use, this Report for
its internal use only. Each member may make a
limited number of copies, solely as adequate for
use by its employees and agents in
accordance with the terms herein.

4. Each member shall not remove from this

Report any confidential markings, copyright
notices, and other similar indicia herein.

5. Each member is responsible for any breach of
its obligations as stated herein by any of its
employees or agents.

6. If a member is unwilling to abide by any of the
foregoing obligations, then such member shall
promptly return this Report and all copies
thereof to The Advisory Board Company.

advisory.com
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Worksheet to Propose New Goal for Picklist

Name: Department:

Title:

This goal supports the following pillar: A. Customer Service

(please circle) B. Financial
Stewardship

Name of goal:

C. Care Quality
D. People

Description of goal:

Benchmarked against what target?
(The target must be based on a benchmark, industry standard, or specific baseline)

Frequency of measurement: A. Monthly

B. Quarterly

C. Semi-Annually
D. Annually

Results must be reported by a third-party automated system. Please provide reporting details:
(i.e. who is responsible for reporting this to Human Resources, and from which system results are generated)

The following leaders will include this goal in their evaluation:

Name: Department:
Name: Department:
Name: Department:

The following senior leaders have approved this goal:
Name: Title:

Name: Title:

0 FOR HR ONLYd

Approved? D Yes D No

Date:

Source: Washoe Health System, Reno, NV; HR Advancement Center interviews and analysis.

©2014 The Advisory Board Company 3
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Leader 60s Guide to Setting Tar

Setting the right targets for goals is tricky: you want the target to be challenging enough that it inspires people to improve
performance, but you dondét want it to be so high that peop
and then explains three principles to keep in mind when yo
Absolutes; Require Equal Challenge, Not Equal Improvement; and Make Sure Individual Targets Add Up.

Defining Levels of Goal Achievement

Every goal should have three levels of goal achievement:

A Threshold: You can think of the threshold goal level as the baseline. It should be a number most people are
able to hit. A good rule of thumb is that 80% of people across the organization should hit their threshold goal
levels.

A Target: This is the goal level you really want the person to hit. It should be challenging, but attainable. About
50% of people across the organization should hit it.

A Stretch: This goal level should represent a real challenge. In fact, you should expect just 20% of people across
the organization to hit it.

@ Respect Absolutes

There may be some metrics for which your organization has set a non-negotiable threshold. For example, there
will be 0 wrong-site surgeries, or 100% compliance with receiving the flu vaccine. In those cases, setting targets
is easy: the threshold, target, and stretch goal levels are whatever your organization has pre-defined.

But for most metrics, youdre expected to work with yourl
stretch goalsd that will make sure you hit your goals.

@ Require Equal Challenge, Not Equal Improvement

ltds tempting to give all/l of your direct reports the se
direct reports is starting from a different place. You should expect more improvement from people with low

performance on a metric than people with high performance. This is for two reasons: First, these people need
aggressive targets because theydre currently not meetir
|l ots of room to get better, than when youb6re already pe

How do you know whether a personés current performance
on a goal that you have, tood for example, employee engagement or patient satisfactiond the first question you

should ask is how the person is performing comparedtoyourt ar get goal . I f t hebelpwr sono:
your target, the threshold, target, and stretch goal | €
performance. But if the person is currently above your target, he or she is already doing pretty well. The target

should be to maintain performance and the stretch should be to improve. These guidelines are spelled out in the

chart on the next page.

Source: HR Advancement Center interviews and analysis.

©2014 The Advisory Board Company 4 advisory.com



Leader 6s Guide to Setting

Tar

Guidelines to Determine Whether Direct Report Needs to Improve or Maintain Performance on Metric

I f your direct reportdés performance on
éBel ow your t &@&Apetve your target,
then set goal level to: then set goal level to:

Threshold Improve performance Remain above your target

Target Improve performance Maintain current performance

Stretch Improve performance Improve performance

If the person needs to improve performance, the next thing you need to figure out is how much they need to
improve. You have three different options, depending on the data you have available:

1. If you have benchmarks for the metric, consult with the vendor. The vendor should be able to tell you

t

he metri

how much i mprovement is reasonable to expect, given the

database.

2.1 f you dondét have benchmar ks, usd ft hyeo uT adrognedtt Sheatvtei roge nCa

metric but do have historic data for the metric you ca
Calcul ator, available by typing the tool 6ds-basedto@ i nt o th
suggests appropriate threshold, target, and stretch levels based on standard deviations from the
historic data.

3.1 f you donét have benchmarks, estimate expected i mprove
per s on 6 sAnghermaysto set reasonable threshold, target, and stretch levels for metrics that you
dondt have benchmarks for is to consider performance by

you seen before from other people who have had similar starting points?

Source: HR Advancement Center interviews and analysis.

©2014 The Advisory Board Company 5
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Leader 60s Guide to Setting Tar

e Make Sure Individual Targets Add Up

Since you adjusted the targets for individual direct reports to represent an equal challenge, you need to do a little
math on the back-end to make sure everything still adds up to match your overall target.

l cul ate the weighted averag:

To do so, youbéll want to ca
the cal cul atd conmaddapmtd yodr tanget, y our

averagetoyourt arget . | f you do
you need to either adjust their targets or change yours.

The weighted average calculation takes into considerat.|
reports oversee. The measurement of fAsized to use in t|
metric. For example, you might weight the targets for turnover by the number of staff overseen by each direct

report. Whereas for nursing productivity, y-daydfathevei ght

areas overseen by each direct report.

An example weighted average is shown below. The same general equation works for other metricsd6 y oudéd n e e d
to replace fiNumber of RNs Overseeno with the appropria

Weighted average by number of staff overseen: An example in this category is calculating appropriate targets

for RN engagement. Your target should align widdacht he w
weighted by the number of RNs they oversee. In the below example, Direct Report 3 oversees the most RNs and
therefore more heavily influences the Directorés RN en
Example:

Di r ect or 6Bepafinaent@RE ¢éngagement: 44%.
Direct Repor Unit RNengajemeny 88%.
Direct Report 2 6Target: Unit RN engagement: 43%.
Direct Report 3 6Target: Unit RN engagement: 49%.
(Direct Reagetor LBbsrect Repor (idrse cTta rRjeeget r t 306 s

x Number of RNs Overseen) x Number of RNs Overseen) = x Number of RNs Overseen)
ODi rectoros

Total Number of RNs Overseen by Direct Report 1, 2, and 3

(38% x 50 RNs) +  (43% x 40 RNs) + (49% X 60 RNs)
= 44%

50 + 40 + 60

Source: HR Advancement Center interviews and analysis.

©2014 The Advisory Board Company 6 advisory.com



Schneck Medical Center Performance Evaluation:
HR Generalist

Evaluation Date: Evaluation Period:

Employee Name and #:

Department: Human Resources
Position Title: HR Generalist
Grade: P10

Exempt? (Check box) (;

Hourly? (Check box) (;

Performance Ratings

3 = Exceeding (Teach) Employee often exceeds performance expectations
2 = Achieving (Lead) Employee meets performance expectations
1 = Needs Development Employee requires further development to meet expectations
Core Job Duties and Performance Expectations Rating

1 | Administers all Schneck Medical Center benefit plans.

a) | Coordinates benefit plans education programs no less than quarterly.

Completes all required actions regarding employee benefit plans including enrollments,
termination, collections, changes and communicates with payroll and vendors as
b) | evidenced by audits and feedback.

Coordinates and manages the benefit annual enrollment process by 12/20 of each year
¢) | and hosts the annual benefits fair.

Reconciles and processes benefit billings no less than once a month and audits benefits
d) | bi-annually.

1 Core Job Perf Average

Evaluator Comments:

Source: Schneck Medical Center, Seymour, IN.

©2014 The Advisory Board Company 7 advisory.com



Schneck Medical Center Performance Evaluation:
HR Generalist

2 | Coordinates all employment offers and employee changes.

Coordinates new hire process, including wage assignments and job offers-makes offers
a) | within 24 hours of wage approval.

Maintains position ID dictionary in Meditech software for management of all positions.
b) | Audits position ID dictionary annually.

Coordinates employee changes including processing and tracking of forms,
¢) | communication with affected Directors and payroll timely as evidenced by feedback.

2 Core Job Perf Average

Evaluator Comments:

3 | Completes requested salary survey reviews.

Completes salary survey review by accurately calculating and identifying wage variances
a) | within 60 days of survey receipt.

3 Core Job Perf Average

Evaluator Comments:

4 | Oversees Affirmative Action Program (AAP).

Leads AAP implementation process with Director and assists with policy development and
a) | education.

Acts as liaison with vendor and ensures compliance to established deadlines. Feeds data
b) | as necessary to vendor.

Identifies recruitment resources and strategies for those protected by AAP and presents
c) | to HR Director.

Monitors and reviews the search and selection process to ensure compliance as
d) | evidenced by observation and audit.

4 Core Job Perf Average

Evaluator Comments:

Source: Schneck Medical Center, Seymour, IN.

©2014 The Advisory Board Company 8 advisory.com



Schneck Medical Center Performance Evaluation:
HR Generalist

5 | Works with HR VP/Director to complete the HR department annual strategic goals.

a) | Completes special projects as requested by HR Director and VP by established deadline.

5 Core Job Perf Average

Evaluator Comments:

Overall Job Performance Average

Standards of Behavior Rating

Integrity

Compassion

Accountability

Vision

Excellence

Overall Average for Standards of Behavior

Evaluator Comments:

Individual Goals

1
2
3
4

Evaluator Comments:

Overall Individual Goals Average

Weighted Average of Core Job Perf, Standards of Behavior and Ind Goals

Source: Schneck Medical Center, Seymour, IN.

©2014 The Advisory Board Company 9 advisory.com



Schneck Medical Center Performance Evaluation:
HR Generalist

Employee Comments

Employees are encouraged to freely express reaction to part or all of this Performance Evaluation. An attachment may be
added to this form should you require more space. The opportunity to document comments is indicated by your signature
below. (Comments would be hand written by staff.)

Confidentiality Statement

| understand that as an employee of Schneck Medical Center, | will consistently come in contact with confidential
information and that it is part of my job to protect this information. | understand that confidential information comes in many
forms and from many resources. For example, it can be generated from the medical record, computer system, computer
generated reports, hospital correspondence, conversations and daily operations. | further understand that the above
sources may only be accessed and discussed if the information is required to perform my job duties. | also realize it is my
responsibility to report to my supervisor and/or Human Resources any breach of confidentiality that | witness. | confirm that
I have reviewed the Confidentiality Policy and will uphold its contents. | understand that my continued employment with
Schneck Medical Center may be contingent upon my compliance with this policy and that violation of this policy may result
in disciplinary actions, up to and including termination.

Signature Date

Employee Signature and Date

Evaluator Signature and Date

Director Signature and Date

Area Vice President Signature and Date

Source: Schneck Medical Center, Seymour, IN.

©2014 The Advisory Board Company 10 advisory.com




Schneck Medical Center Performance Evaluation:
Registered Nurse

Evaluation Date: Evaluation Period:
Employee Name and #:
Department:
Position Title: Registered Nurse Clinical Level II
Grade: N12
Exempt? (Check box) (;

Hourly? (Check box)

(R

Performance Ratings

3 = Exceeding (Teach) Employee often exceeds performance expectations
2 = Achieving (Lead) Employee meets performance expectations
1 = Needs Development Employee requires further development to meet expectations
Core Job Duties and Performance Expectations Rating

1 | Performs patient assessment and analyzes information.

a) | Collects accurate information on patient condition per policy.

Documents information accurately and timely as collected and completed during
b) | working hours.

¢) | Notifies physician of critical lab results within 30 minutes per policy.

d) | Prioritizes/reports information at handoff/transition of care to next caregiver.

1 Core Job Perf Average

Evaluator Comments:

Source: Schneck Medical Center, Seymour, IN.

©2014 The Advisory Board Company 11 advisory.com



Schneck Medical Center Performance Evaluation:
Registered Nurse

2 | Provides quality nursing care in an efficient and safe manner.

**|dentifies each patient using two patient identifiers before all interventions 100% of
a) | thetime.

Treatment of pain to keep pain score within acceptable level as determined by
b) | patient/physician.

c) | Participates each shift in huddles/rounding with care team or per department process.

*Educates/reviews/scans medications /uses identifiers/5 rights prior to administration
d) [ 100% per policy.

ore 0]0 Do A erage

Evaluator Comments:

3 | Evaluates the effectiveness of care.

a) | Revises plans of care as the needs of the patient change.

b) | Utilizes CRT process for response to changing patient condition or department process.

Rechecks pain levels after pain medication administration within one hour 95% of the
c) | time.

Utilizes teach-back on 75% of key knowledge items to assess discharge readiness of
d) | patient.

3 Core Job Perf Average

Evaluator Comments:

Source: Schneck Medical Center, Seymour, IN.

©2014 The Advisory Board Company 12 advisory.com



Schneck Medical Center Performance Evaluation:
Registered Nurse

4 | Collaborates and coordinates nursing care/services.

Rounds/active communication with physicians of assigned patients each shift or as
a) | condition changes.

b) | Knowledgeable of code status plan of each assigned patient.

c) | Utilizes strategies to reduce readmission/complications on each assigned patient.

Performs medication reconciliation at point of admission and at all appropriate time points
d) | on each patient at 95%.

4 Core Job Perf Average

Evaluator Comments:

Identifies and meets the expected outcomes of the healthcare consumer/
5 | situation/department.

Department goals for customer service scores are met through active participation in
a) | service strategies.

Unit specific quality/efficiency/service/financial goals are met through active participation
b) | inindividual goal attainment.

Integrates current evidence based knowledge into practice by active participation in UBC
c) | activities.

Utilizes active listening and collaborative communication with peers/patients/care team to
d) | facilitate care/service.

5 Core Job Perf Average

Evaluator Comments:

Overall Job Performance Average

Source: Schneck Medical Center, Seymour, IN.

©2014 The Advisory Board Company 13 advisory.com



Schneck Medical Center Performance Evaluation:
Registered Nurse

Standards of Behavior Rating

Integrity

Compassion

Accountability

Vision

Excellence

Overall Average for Standards of Behavior

Evaluator Comments:

Individual Goals

1
2
3
4

Evaluator Comments:

Overall Individual Goals Average

Weighted Average of Core Job Perf, Standards of Behavior and Ind Goals

Source: Schneck Medical Center, Seymour, IN.

©2014 The Advisory Board Company 14 advisory.com



Schneck Medical Center Performance Evaluation:
Registered Nurse

Employee Comments

Employees are encouraged to freely express reaction to part or all of this Performance Evaluation. An attachment may be
added to this form should you require more space. The opportunity to document comments is indicated by your signature
below. (Comments would be hand written by staff.)

Confidentiality Statement

I understand that as an employee of Schneck Medical Center, | will consistently come in contact with confidential
information and that it is part of my job to protect this information. | understand that confidential information comes in many
forms and from many resources. For example, it can be generated from the medical record, computer system, computer
generated reports, hospital correspondence, conversations and daily operations. | further understand that the above
sources may only be accessed and discussed if the information is required to perform my job duties. | also realize it is my
responsibility to report to my supervisor and/or Human Resources any breach of confidentiality that | witness. | confirm that
I have reviewed the Confidentiality Policy and will uphold its contents. | understand that my continued employment with
Schneck Medical Center may be contingent upon my compliance with this policy and that violation of this policy may result
in disciplinary actions, up to and including termination.

Signature Date

Employee Signature and Date

Evaluator Signature and Date

Director Signature and Date

Area Vice President Signature and Date

Source: Schneck Medical Center, Seymour, IN.

©2014 The Advisory Board Company 15 advisory.com




OSF HealthCarebds Standards of

Introduction

The OSF HealthCare Mission states:

in the spirit of Christ and the example of Francis of

Assisi, the Mission of OSF HealthCare is to serve persons
with the greatest care and love in a community that
celebrates the Gift of Life.

As a Community of Caregivers, we are called to demonstrate the
behaviors outlined in these Standards of Performance in order to
support our Mission of service. Our Mission comes alive for us
every day in our relationships and interactions with our patients,
families, physicians and each other.

Created by employees across OSF, these Standards of Perfor-
mance apply to all entities throughout OSF HealthCare. Many OSF
facilities previously had their own versions, and this encompasses
ideas from each of those contributions. These Standards establish
specific behaviors that employees and volunteers are expected to
exhibit. The Standards are not just another set of “rules.” They are
a statement of “ideals” to which we can hold each other account-
able, in order to ensure a positive work atmosphere.

We achieve our Mission when our actions embody the OSF Values:
Justice, Compassion, Integrity, Teamwork, Employee Well-Being,
Supportive Work Environment, Trust, Stewardship and Leadership.

To the people you serve, your actions represent the entire organization.
You are OSF! Take pride in what you do, take responsibility for the
results of your efforts and show your appreciation for your co-workers'
contributions.

As an employee or volunteer of OSF HealthCare and a valued
member of this Community of Caregivers, you are invited to share
your special gifts and talents in serving every patient, every time
“with the greatest care and love.”

Source: : OSF HealthCare, Peoria, IL.

©2014 The Advisory Board Company 16 advisory.com



OSF H

eal t hCareds Standards

“Personal worth and dignity of every person
we Serve reqgardless of race, color, religion,
disability and ability to pay.”

| act justly by consistently being respectful and fair to
those we serve.

| treat all those | serve with the same high level of respect and
dignity.

| respect and am aware of the fact that those | serve may have
specific beliefs, customs or work styles that are different than my
own, and | provide appropriate care to meet their unique needs.

| speak with respect; | do not make inappropriate remarks/
comments in regard to race, color, religion or lifestyles via verbal
communication or e-mail.

| am tolerant of and do not pass judgment on those | serve
regardless of my personal beliefs.

| acknowledge others with eye contact, a smile and an appropriate
greeting.

| properly display my identification badge.

| always knock before entering a room or a patient care area.

| protect the personal dignity and modesty of our patients. | do
this by ensuring that our patients are properly covered, and | am
sensitive to their presence in my work environment.

I treat the other man like a gentleman

not because he is, but because I am.
-Benjamin Franklin

©2014 The Advisory Board Company
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OSF

Heal t hCarebds Standar ds

Compassion

“Caring response to the physical, emotional
and spiritual needs of the people we serve.”

I exhibit compassion by respectfully listening to those |
serve, in order to first understand and then appropriately
respond to their needs in a timely manner.

+ | actively listen so that | understand the needs of those | serve.

» | give those | serve my complete attention through eye contact,
body language and tone of voice.

+ | am conscious of my noise level around my work and patient
care areas.

» | recognize that those | serve have a sense of urgency and |
show them | value their time. They are not an interruption to my
work; they are my reason for being here.

» | am mindful of patients and their families by addressing their
needs.

+ | make sure doors/curtains are closed.

« | answer call lights in a timely manner.

» | make sure that a patient's needs are communicated to the
appropriate person.

« | ask if there are any other concerns or questions that | can help
with before | leave the patient’s bedside.

We can do no great things....only small

things with great love.
-Mother Teresa

©2014 The Advisory Board Company 18
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OSF HealthCarebds Standards of

‘Decision-making based on Catholic ethical
principles and Catholic social feachings in
every activity of the system.”

| demonstrate integrity by speaking the truth and
work to build relationships through trust, respect
and honesty.

« | respect and uphold the religious Mission of OSF HealthCare
and adhere to the Ethical and Religious Directives for Catholic
Healthcare Services.

+ | accept responsibility for my actions and hold myself accountable.

« | do not place blame on others.

« | respond to situations positively.

« | keep my computer password confidential. | always log out or
lock the computer when | walk away.

* | never discuss patient information, patient care or hospital
business in public areas such as hallways, workstations,
elevators or parking lots.

« | turn charts over so patients’ names are not visible.

The desire to go beyond what is asked or expected
is a gift that rare individuals give their colleagues

and their organization.
-Unknown

Source: : OSF HealthCare, Peoria, IL.

©2014 The Advisory Board Company 19 advisory.com



OSF Healt hCar e @&srforBddneen dar ds of

“Collaboration with each other, with
physicians, and with other providers to
deliver comprehensive, infegrated and

quality healthcare.”

| encourage teamwork within our Community of
Caregivers by building trusting relationships with all
encountered in my daily work through positive
interactions.

+ | promote a “we” atmosphere, never “‘them vs. us.”

* | never say, “That's not my job.”

+ | demonstrate respect for my co-workers by arriving on time and
avoiding last-minute requests.

+ | am open to cross training.

+ | cooperate with my Community of Caregivers to ensure positive
outcomes.

I always wondered why somebody didn't do something

about that; then I realized I was somebody.
-Unknown

Source: : OSF HealthCare, Peoria, IL.

©2014 The Advisory Board Company 20 advisory.com



OSF Healt hCar e @&srforBddneen dar ds of

Employee Well-Being

“Concern for the physical, spiritual, emotional
and economical well being of employees.”

| promote employee well-being by creating a healing
and nurturing atmosphere.

+ | always treat others with courtesy and respect, regardless of job
title or levels of education. Rudeness is never appropriate.

+ | take appropriate precautions to prevent exposure to safety
risks and harmful elements.

+ | am aware and observant of the environment to prevent slips,
trips and falls.

+ | do not participate in gossip or other negative communications
regarding my co-workers.

+ | recognize that conflicts may exist among co-workers but
that professional courtesy is expected. | set aside differences
when working with others and realize that we all have personal
shortcomings.

+ | practice appropriate hand hygiene at all times, including after
any patient environment contact.

+ | use protective clothing and equipment when appropriate.

I am a success today because I had a friend who believed

in me and I didn't have the heart to let him down.
-Abraham Lincoln

Source: : OSF HealthCare, Peoria, IL.
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OSF Healt hCar e @&srforBddneen dar ds of

Supportive Work Environment

“Quality work environments which focus on
comprehensive, integrated quality service
and opportunities for employee growth.”

| contribute to a quality work environment by maintaining
a constant focus on collaboration with others in my daily
work.

+ | participate in problem solving and process improvement
opportunities.

+ | do not criticize or undermine others’ work, and | praise
whenever possible.

+ | embrace change with a positive attitude.

+ | take opportunities to grow in my knowledge and further
my skills.

+ | listen to my co-workers' ideas and collaborate to find solutions
that meet or exceed the needs of those we serve.

+ | accept the strengths and limitations of others and forgive in the
spirit of hope.

Remember that none of us is perfect and that human errors
are opportunities, not for shame or guilt,

but forgiveness and growth.
-Columbia Regional Hospital

Source: : OSF HealthCare, Peoria, IL.
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OSF Heal

t hCar e @erforBddneen d ar ds of

“Open and honest communication to foster
trust relationships among ourselves and with
those we serve.”

| ensure that my actions, behaviors and communications
foster positive relationships.

| maintain the personal worth and dignity of those we serve by
respecting their right to privacy.

| know and follow organizational policies regarding confidentiality.
| do not complain about other team members and always speak
directly to the person about my concerns.

| do what | say | am going to do.

| end conversations by asking, “Is there anything else | can do?”
| listen and consider how my words and body language may
impact others before | respond.

| speak and write in terms that can be easily understood.

It is a greater compliment to be trusted than to be loved.

-George MacDonald

©2014 The Advisory Board Company 23
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OSF H

eal t hCareds Standards

Stewardship

‘Responsible stewardship of the financial,
human and technological resources of the

system.”

| ensure the careful and responsible management of
resources entrusted to my care.

| strive to do the job right the first time.

| use the OSF Values to guide my decision making.

| focus on the needs of those we serve and make sure those
needs are met.

| park only in the areas designated specifically for employees.
| take ownership for the appearance of the campus by picking
up and disposing of trash inside and outside of the facility.

| use only the supplies that are needed in whatever job | do.

| am careful in how | treat equipment and resources.

| look beyond my assighed tasks. My responsibilities do not
end where my co-workers’ responsibilities begin.

| use my time responsibly and productively.

The practice of stewardship is a transformational
journey that involves our heads,

our hands and our hearts.
-Unknown

©2014 The Advisory Board Company
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OSF HealthCarebds Standards of

Leadership

“Leadership in the health field and in the
communities we serve.”

| take pride in OSF HealthCare as if | own it. | know
and live the Mission.

* | put the Mission ahead of my own personal agenda.

+ | understand that my actions reflect on the organization.

+ | welcome new employees and set an example by demonstrating
the OSF Mission & Values.

« | refine my talents and skills and help others to do so, too.

+ | lead when | serve others.

« | report events such as disruptive and abusive behaviors, unsafe
conditions and potential hazards in a timely and appropriate
manner.

We must be the change we wish to see in the world.

- Mahatma Ghandi

Source: : OSF HealthCare, Peoria, IL.
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OSF HealthCarebds Standards of

Pledge of Commitment

As a member of our OSF Community of Caregivers, | am committed
to supporting the organization’s Mission and Values by demonstrating
the behaviors outlined in these Standards of Performance. | appreciate
the fact that conscientious OSF HealthCare employees and volunteers
demonstrate most of these behaviors instinctively.

| have read the Standards of Performance handbook. | understand that
the handbook outlines specific performance standards and expected
behaviors. | understand that these expected behaviors are part of my
job description and annual performance evaluation. As a vital member
of the OSF HealthCare team/family, | pledge my commitment to uphold
these behaviors on a daily basis.

Print Name:

Signature:

Date:

Source: : OSF HealthCare, Peoria, IL.

©2014 The Advisory Board Company 26 advisory.com



MedStarHe al t héds SPI RI'T Val ues

MedStar Health SPIRIT Values SR “"‘"-q,%

At Montgomery General Hospital, a proud member of MedStar Health, we are committed One VISION, 1

MedStar Health ¢, the followding SPIRIT values. As associates, we should demonstrate and exhibit these 4
values in our work. The following is a list of examples of expected behaviors. Should ?’&“ _
you have any questions, please contact your supervisor or Human Resources, SuigiRa?

ROLE MODEL PERFORMANCE KEY CONTRIBUTOR PERFORMANCE | PERFORMS BELOW EXPECTATIONS

Consistently exceeds expectations; serves Regularly meets expectations; adds Consistently does not meet technical or
as a role model for other Associates, MGH significant value in department or area behavioral expectations; requires close

and MedStar Health; serves as an of responsibility; functions within an supervision to meet performance
ambassador for MGH and MedStar Health appropriate level of supervision. standards

in the community at large.

SERVICE:
Anticipates and meets the needs of our patients, physicians and coworkers.

1. Greets everyone with a smile to demonsirate 1. Greets patients and customers prompily and 1. Does not consistently greet patients and customers
wamnth, sincerity and compassion. Readily respectfully. Establishes and maintains positive re- promptly; does not have a positive demeanor; does
maintains a positive demeanor and speaks and lationship with patients, physicians and their fami- not leave a positive impression with patients,
acts with a positive attitude. Encourages others lies. Positively impacts the patient families, andfor customers.
to do the same. expenence. 2. s difficult to contact; takes an unreasonably long

2. Takes time to actively listen; keeps others informed; | 2. Listens attentively to verify understanding. time to respond to customer requests and issues;
Explalns things thoroughly and uses key words ar 3. Seeks out, confirms and understands customer and may appear impatient or distracred.

€y imes. patient needs and problems. 3. "Passes the buck,” blames others and does not

w

. Actively listens, understands and solves the problem honor commitments to patients and customers.

4. Responds appropriately to patient/customer
ar finds someone who can. P pprop A

concerns, Usually is able to prevent problems. 4. Ignores patient and customer needs; does not
4. Consistently anticipates patient or customer needs. 5. Takes an interest in their patients, families and provide satisfactory explanations.
Prevents problems. customers; shows respect by remaining patient, 5. Puts personal needs first. Inappropriately reacts to
. Shows compassion and empathy for patients and calm and polite in all situations. situations rather than being empathetic to the
their loved ones. needs of patients, families and customers.

[

6. Dresses neatly; follows dress code policy.
6. Always dresses professionally as described in the 6. Must be reminded to follow dress code.
dress code policy {clean, appropriate fit, polished}.

PATIENT FIRST:

Delivers the best to every patient every day. The patient is the first priority in everything we do.

. Champions MGH and MedStar Health's service and | 1. Implements safety measures for patients/ . Talks about commitment and importance of safety,

safety initiatives; makes patient safety a priority. customers, but does not consistently perform safety
Models safety behaviors and sets an excellent 2. Waorks hard 1o do the right thing and provide the precautions for patients/customers.
example for others. very best care and service to every patient every 2. Fails to promptly greet patients/customers; lacks

2. Consistently provides compassionate care and day. Responds to patient customer needs. Is warmth and atrentiveness towards patientf
uses appropriate language or scripting to create usually on target. customer. Is not considerate of their personal needs.
& G AL B m,nS'S,tenﬂV [EReEENE 3. Establishes and maintains positive and trusting 3. Compromises patient’s dignity and protects status
takes an interest in the patient’s well-being; relationships with patients; shows respect by quo; discusses private information inappropriately
preyenls pTOb' ems. Applies these principles to protecting private and sensitive patient/customer and jeopardizes trustin our patient or customer
all interactions. information. experience.

w

. Is consistently respectful of patients and customers;

X - . ; = 4. Willingly provides assistance and useful information | 4. Demonstrates lack of interest and consistency in
restricts discussion of patient conditions or personal

N to meet customer needs; takes appropriate actions providing appropriate and compassionate care for
matters to private work areas; encourages others to towin the trust of patienis/cusiomers. patients; is unwilling to go out of way to create a
maintain patient confidentiality. favorable patient experience; displays actions that
4. Demonstrates empathy to all, helping others to detract from our mission and vision.

feel understood; acts diplomatically and is able to
defuse even the most difficult situations with ease.

|!\nn-r-!rr\!=

1. Serves as an ambassador of MGH and MedStar 1. Presents a positive image of MGH and MedStar to | 1. Speaks unfavorably about MGH or MedStar Health;
Health, promoting a positive image within the employees and the community. misrepresents the SPIRIT values.
department, MGH and MedStar Health. 2. Accepts responsibility for actions and does whatis | 2. Points out problems in a negative way; resists

. Proactively seeks additional responsibility to grow needed to perform the job competently. personal ownership of problems; takes action
and enhance department, organization or system. without using chain of command appropriately.

R

3. Regularly accepts responsibility and ownership

3. Is accountable for every choice made and never and reliably takes appropriate action. 3. Fails to take ownership; blames others; does not
shifts responsibility to others; encourages 4. Treats fellow Associates with courtesy and respect: consistently meet deadlines; avoids responsibility.
ownership. works well with others to create a favorable work | 4. Dismisses importance of trust with patients,

4. Actively builds and maintains trust with patients, environment. customers and Associates; occasionally bends
customers and co-workers. Creates a "Great Place |5 paintains MedStar's Code of Conduct and the rules when faced with pressure from others.
o Work. workplace policies; interacts with Associates 5. Is aware of MedStar's Code of Conduct, but

5. Demonstrates expertise in MedStar's Code of in a respectful and tactful manner. inconsistently abides by the policy; sometimes
Conduct and workplace policies; consistently 6. Uses resources as expected, produces solid quality interacts with patients, visitors and co-workers in
interacts with patients, visitors and co-workers i wark that stays within estai)lished budgets. unfavorablefinappropriate manner.
ina favorable manner. 6. Neglects to properly utilize resources; thereby

6. Consistently provides a high-level quality of work; promoting waste; routinely presents obstadles to
is not satisfied with performance that is below providing quality patient care or work.

expeciations.

Source: MedStar Health, Columbia, MD.

©2014 The Advisory Board Company 27 advisory.com



MedStarHe al t h 6 svallgP | RI T

Source: MedStar Health, Columbia, MD.

©2014 The Advisory Board Company 28 advisory.com



