
Dear Applicant, 

Thank you for your interest in joining out hospital team! 

We have a string mission of providing excellence in health care and promoting lifelong wellness 

in the communities we serve. As hospital staff, we have a wonderful opportunity to practice 

excellence in customer service. We take pride in meeting and surpassing the expectations of 

patients, families, physicians, and each other every day. 

With this in mind, our staff has developed standards of behavior to guide us in achieving and 

maintaining service excellence. Our goal is to hire staff who are able to follow and exemplify 

these standards. 

Enclosed is your copy of the standards of behavior. Following the standards of behavior is a 

condition of employment at Hillsboro Area Hospital. In order for the employment process to 

continue, please review, sign, and include the signed form with your application. 

 

Sincerely, 

Abby R Wilhelm 

Manager of Human Resources 



Hillsboro Area Hospital   

 

Standards of Behavior 

Our 

Commitment to 

Excellence 
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INTRODUCTION 

At Hillsboro Area Hospital (HAH), we are dedicated to providing excellent  

service.  The Standards of Behavior were developed by a team of employees to  

provide guidance to deliver high quality and personalized healthcare and  

wellness services.   Many of the Standards, that are often performed naturally,  

are already in place.  All team members must follow these Standards in order to 

continue the culture of excellence at HAH. 

 

We have the opportunity to make a difference in the care and treatment of each 

person we encounter, whether a patient, resident, practitioner, guest or coworker.  

Anyone connected with HAH is accountable for carrying out these Standards, 

and we must work together to meet the needs and expectations of all we serve.  

The HAH family includes departments within the main facility, as well as off-site  

locations in other areas of the community.   

 

We are ALL a reflection of HAH.  We must work together to create an  

environment in which we care for our facility like our home, and treat our 

coworkers like our family.  We are ALL responsible for the success of HAH.  

“Working together, ordinary people can perform extraordinary 
feats.  They can push things that come into their hands a little 
higher up, a little further on toward the heights of excellence.” 
– Author Unknown 
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MISSION, VISION & VALUES 
 

OUR MISSION 

To positively affect the health and welfare of the communities we serve. 

 

OUR VISION 

HAH will partner with our community to continue to be recognized as a leading 

provider of high quality, affordable and personalized healthcare and wellness  

services. 

 

OUR CORE VALUES 
 

Community:  The health and welfare of the community come first. 

Service:  Service is provided in a compassionate, friendly, professional, 

and caring environment fostering healing and wellness. 

Teamwork:  Patients, family, staff and community resources actively    

participate in collaboration. 

Excellence:  In pursuit of excellence, we value quality in care, customer 

  service, safety, innovation and continuous learning. 

Respect:   We respect the rights, privacy, diversity and dignity of the  

individual. 

Stewardship:   Integrity and financial viability are necessary to accomplish 

our mission, achieve our vision, and live by our values. 

“Quality means doing it right when no one is looking.” 
—Henry Ford 
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UNACCEPTABLE ATTITUDES 
 

HAH team members are focused on making a difference in the lives of our  

patients by providing compassionate, quality care. In order to achieve this and 

reduce patient anxiety, the following two attitudes are never  acceptable in our 

organization. 

“It takes less time to do things right than to explain why you   
did it wrong.”   
– Henry Wadsworth Longfellow 

If a patient, resident, family member, customer, or 

coworker makes a request that you cannot fulfill, take 

ownership of the request and work to find the correct 

person to meet their needs. 

Do not imply “That’s not my job.” 

Do not discuss staffing with patients, residents or visitors, 

nor use it as an excuse to avoid helping a coworker; doing 

so can create unnecessary anxiety or thoughts of 

compromised quality. 

Do not imply “We are short staffed.” 
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SERVICE 
Courteous and clear communication is the foundation of meaningful and positive experiences.  

We will anticipate the needs of others and exceed expectations to provide a compassionate and 

caring environment that fosters healing and wellness.  We believe that our reputation is  

determined by our service, and that our work must be done with the intent of delighting our  

customers by exceeding their expectations. In order to provide great service to our patients,  

visitors, and practitioners, we must also provide great service to our coworkers. 

 
 Focus on customers and coworkers by using the 10/5 rule:  At a minimum, within 10 feet we will smile 

and make eye contact, and within 5 feet we will acknowledge by greeting, by name (if possible), every 

time we see them.   

 Use AIDET (Acknowledge, Introduce, Duration, Explanation, Thank You) and KWAKT (Key Words 

At Key Times)  

 Use AIDET while escorting everyone encountered to their destination or when entering a patient    

   room. 

 Use proper phone etiquette by smiling, identifying your department, stating your name, asking 

“how may I help you?” and asking permission to place a person on hold before doing so.  When 

placing a person on hold, check in with them every minute. 

 If transferring a call to someone else, make sure that a person answers on the other end 

and announce the caller.  Do not transfer the person to voicemail without asking  

   permission first.   

 Exceed the customer’s expectations, and thank them for using HAH.  Every customer, Every time.  

 Go above and beyond. Look at the small things.  

 End all encounters with asking “Is there anything else that I can do for you? I have the time.” 

 All team members (clinical and non-clinical) should answer call lights within 2 minutes in a caring and 

courteous manner. 

 Example:  If you are walking down the hall and see/hear a call light, stop in and see how you can 

assist them.  Follow-up with nursing staff, as appropriate. 

 If appropriate for your department, perform patient rounding and assist with any needs the patient may 

have.  

 Example:  Nursing completes hourly rounding with all patients (check for pain, position, etc.) 

 Make customer needs a priority by assessing the situation and anticipating needs.  All resonable efforts 

should be made so that patients, residents, and visitors are comfortable. 

 Utilize the Service Recovery Program, if necessary 

 Provide excellent customer service to all. You can always help by finding the right person to meet a 

need if you are unable to do so. 

“TREAT OTHERS AS YOU WOULD WANT THE PERSON YOU HOLD 
MOST DEAR TO BE TREATED.”  
– C.K. ISCHALL 
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TEAMWORK 
We recognize that our differences, unique talents and backgrounds come together to 

create a culture of excellence and use mutually respectful behavior that  

demonstrates that we value each other.  We communicate with courtesy, clarity, and 

appreciation for diversity and are committed to listening attentively to our  

customers and coworkers.  Through teamwork, we can produce better results than 

we would collectively produce as individuals. If we are truly committed to  

excellence, we must help each other achieve our Mission, Vision, and Values. 

 

 Coworkers and physicians are part of our team.  Treat everyone as professionals 

and with respect, and manage up consistently.  Be loyal to your coworkers. Do 

not pass along gossip as it is damaging to relationships. 

 Recognize the contributions of others in your department and throughout HAH. 

 Teamwork is expected throughout our organization, so willingly assist other team 

members.  Contribute to your workgroup in a positive way and continuously  

support the efforts of others while being open-minded. 

 Look beyond your assigned tasks, assist co-workers when possible, or find  

resources when necessary. 

 Attempt to resolve differences with co-workers by politely and privately  

discussing it with them by focusing on the issue and not the person.  Agree to  

disagree with respectful words and actions. 

 Be supportive of hospital communications and actions by promoting positive  

attitudes about HAH with the public at all times. 

 Support a culture of solutions rather than one of excuses, blame, or avoidance.  

This will result in increased discussion by engaging all to come to a resolution 

for the problem. 

“TO EFFECTIVELY COMMUNICATE, WE MUST REALIZE THAT WE ARE ALL 

DIFFERENT IN THE WAY WE PERCEIVE THE WORLD AND USE THIS 

UNDERSTANDING AS A GUIDE TO OUR COMMUNICATION WITH 

OTHERS.” 

 – ANTHONY ROBBINS 
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ACCOUNTABILITY 

 

 Hold each other accountable, in a respectful manner, for meeting our Standards of 

Behavior 

 Adhere to all hospital policies, procedures, HIPAA (Health Insurance Portability 

and Accountability Act) laws, TJC (The Joint Commission) standards, infection 

control, federal and state regulations 

 Follow the dress code that is suitable for your department and always dress in a 

professional and appropriate manner.  Follow good personal hygiene and avoid 

strong odors.  (Examples:  smoke, perfume, cologne, etc.) 

 Wear identification on upper torso where easily visible at all times 

 Arrive to work, appointments, and meetings on time and be prepared.  Know your 

department’s policy regarding call-offs and breaks.  Notify a team member if you 

are going to be late for a meeting. 

 Complete your assigned tasks in a timely manner.  Go further by anticipating future 

needs by restocking, reordering or cleaning up.  Do not leave things unattended or 

undone.   

“THE RIGHT THING TO DO AND THE HARD THING TO DO ARE 

USUALLY THE SAME.” 

― STEVE MARABOLI 

We accept individual responsibility and encourage others to do the same.  We 

consider our customers’ expectations in how we present ourselves at all times.  
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RESPECT 
We treat others (patients, residents, family members, visitors, and coworkers) with  

the utmost respect, dignity, courtesy, and confidentiality, and we always treat others 

as they wish to be treated.  We believe that each of us controls our own attitude.  

What is important is not so much what happens to us, but how we choose to react to 

it. We believe we must recruit, retain, recognize, and reward people who make a  

positive difference in people’s lives. 

 

 Treat all work areas, tools, and equipment with consideration and respect.  Keep 

personal work areas neat and organized, and maintain a clean and pleasant           

environment throughout the facility.  If there is a spill or trash, take care of it      

immediately, as this is everyone’s responsibility. 

 Treat others as you want to be treated.  Be professional and positive in all            

interactions.  Treat all individuals with dignity, compassion and respect.   

 Knock first and ask before entering a patient’s or resident’s room.  Use AIDET 

(Acknowledge, Introduce, Duration, Explanation and Thank You) in all patient or 

resident encounters. 

 Personal use of cell phones is only permitted at break times.  Be aware of           

surroundings when using cell phone for work-related issues ensuring use is not  

visible by patients or visitors.  All cell phone use should be in private, non-patient 

care areas.  Store cell phones and other electronic devices in a manner that is not 

visible, and keep them in silent mode.  Cell phone use should never interfere with 

your job duties.  Consider the perception of others when using your phone. 

 Empower yourself to success by taking advantage of learning opportunities, such 

as webinars, inservices, and external training, to better yourself as an employee.  

Actively seek improvement opportunities for yourself and the organization, and  

believe in your contributions. 

 Be respectful of cultural diversity, and honor others’ cultural and religious beliefs.  

We recognize that there is strength and value with diverse culture within our staff, 

and we are open to the viewpoints, ideas, and talents of others.   

“ONE OF THE MOST SINCERE FORMS OF RESPECT IS ACTUALLY LISTENING 

TO WHAT ANOTHER HAS TO SAY.”          — BRYANT H. MCGILL 
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SAFETY 
We understand that our patients, residents, visitors, and coworkers trust that they  

will be in a safe environment at HAH.  Safety is the responsibility of everyone  

associated with the organization.  We are committed to ensuring a safe environment 

and providing a “just culture.”  
 

 Report all safety hazards, accidents, or incidents immediately to the appropriate team member.  

Ensure that the issue is addressed with appropriate resolution. For example, put an "out of      

service" sign on improperly working equipment, place a "wet floor" sign in the area of a spill, 

and ensure the spill is cleaned up immediately.  

 Know your role and competently perform your duties in safety drills and incidents that occur.  

 Verify your patient's identification each and every time by using two identifiers, including name 

and date of birth.  

 Control and prevent infections by using proper hand hygiene techniques and appropriate PPE 

(personal protective equipment).  Foam in and foam out with all patient encounters.  

 Be familiar with and utilize patient safety goals. (For example, Handwashing/Infection          

Prevention, Patient Identification, Staff Communication, Medication & Alarm Safety, etc).  

 Keep the facility, including our work areas, neat and clean at all times.  We are responsible to 

pick up after ourselves and return equipment to the proper places so that items can be readily 

located when needed.  

 Utilize appropriate hand-off communication to meet the needs of the patient, resident, or  

customer and ensure continuity of services with thorough reporting to relief team members  

before leaving the work area.  Update the patient communication boards in patient rooms so that 

everyone is aware of current information (Example: team member on duty, etc).  Manage up 

team members in all hand-off situations to ensure that everyone is comfortable with the         

continued care they will receive.  

 Just Culture definition:  A Just Culture balances the need for an open and honest reporting  

environment with the end of a quality learning environment and culture. While the organization 

has a duty and responsibility to employees (and ultimately to patients/residents), all employees 

are held responsible for the quality of their choices. Just culture requires a change in focus from 

errors and outcomes to system design and management of the behavioral choices of all team 

members.  

“HINDSIGHT IS A WONDERFUL THING BUT FORESIGHT IS BETTER, 
ESPECIALLY WHEN IT COMES TO SAVING LIFE, OR SOME PAIN.”   

— WILLIAM BLAKE 
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ACKNOWLEDGEMENT 

 

Angela Carter 
Quality/MMS 

 

Heather Compton  
Environmental Services 

 

Kaci Cruthis  
Physical Therapy 

 

Stephanie Ellis 
Finance  

 

Laura Michaels 
Laboratory 

 

Ashley Miller 
Ambulatory Care 

 

Amanda McNish 
Patient Accounts 

 

 

Marcia Pilgrim 
Tremont Ridge Assisted Living 

 

Claire Rae 
Emergency Department 

 

Theresa Rapp 
Surgical Services 

 

Andy Revisky 
Plant Operations 

 

Mandy Sebeschak 
Respiratory Therapy/Sleep Lab 

 

John Sikorski 
Imaging 

“Unity is strength...when there is teamwork and collaboration, 
wonderful things can be achieved.” 
— Mattie J.T. Stepanek 

These Standards of Behavior have been revised through the dedication and 

thoughtfulness of the Standards of Behavior Team members.  We appreciate 

the time and energy that they have provided to ensure the culture of excellence 

at HAH. 

 

We would also like to recognize Stillwater Medical Center for providing inspiration 

and influence for these Standards of Behavior, in addition to former team members 

who have developed and shaped prior versions of the Standards. 
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COMMITMENT TO EXCELLENCE 

The Standards of Behavior were established by the thought, study, discussion, 

and consensus of our team members that demonstrate the high values to which 

we hold ourselves.  Everyone associated with HAH has an obligation to uphold 

these Standards to achieve a culture of excellence for which we can be proud.  

They ensure that our patients, residents, family members, guests, visitors, and 

team members are treated with respect and courtesy in a safe environment.   

  

I pledge to support and uphold these Standards of Behavior as a member of 

the HAH Team.  I understand that I am personally accountable for  

following these Standards and for ensuring that others comply as well.  I am 

also aware that corrective action will be taken for non-compliance with these  

Standards. 

 

 

This is my Commitment to Excellence. 

 

 

________________________________ ______________ 

Signature      Date 

 

________________________________ 

Printed Name 

 

“What you do makes a difference, and you have to decide what 
kind of difference you want to make.” 
 – Jane Goodall 
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