


INTRODUCTION
Mills-Peninsula Health Services is committed to
providing the highest quality of care and services to
meet and exceed the expectations of our customers.

A "customer" is anyone with whom we have contact. This
includes our patients, their families, physicians, visitors,
co-workers, volunteers and our community.

Mills-Peninsula employees compiled this booklet.
Conscientious and caring employees and volunteers
already demonstrate the following behaviors. By incor-
porating them as official standards, it is clear that they
are expected. These standards of conduct will create
an environment that is pleasant, non-threatening and
helpful to our customers’ healing. They also will help us
be an employer of choice.

For more information and tools to help improve
customer satisfaction, visit Mills-Peninsula’s Intranet site:
http://mills-peninsula.sutterlink.net/journey



I will:
● Be accountable for my actions.

● Adhere to the Sutter Health Standards for
Business Conduct, Mills-Peninsula policies and
procedures and Code of Ethics.

● Maintain confidentiality of customer and
coworker problems/concerns and only discuss
them with appropriate parties.

● Treat patients, customers, coworkers, volun-
teers and physicians with fairness and honesty,
and keep promises and commitments.

● Respond to questions in a timely manner by
giving a due date. If unable to complete the
assignment/follow up by the due date, I will let
people know what is happening and give them
another due date.

INTEGRITY   ACCOUNTABILITYA
N

D

demonstrate uncompromising ethics

I will:
● Provide superior customer service by working in a

self-directed manner.

● Complete job duties/tasks and take initiative to
follow through until service is completed.

Patient Care – Creating a Therapeutic
Environment:

● Care for the patient as he/she would like to be
treated.

● Provide a calm, healing atmosphere by keeping noise
levels down, offering assistance (e.g., turning lights
and TV off), and closing patient room doors.

● Ask permission, offer choices and give control to
patients when appropriate.

● Regularly inform patients and family, if appro-
priate, regarding their healing processes.

● Serve food trays to patients immediately upon
delivery, place trays in front of patients and assist
with opening containers and cutting food.
Remove trays promptly after the patient has
finished eating.

Patient Care – Patient Hygiene:

● Address all aspects of patient hygiene on a daily
basis or more frequently as required, (i.e.,
bathing, hair care, oral care, foot care).

● Change bed linens as often as needed to meet
individual patient needs.

Patient Recreation:

● Provide for appropriate patient recreational activi-
ties, especially long-term, isolated or confused
patients (e.g., videos, audio books, newspapers,
music, trips outside or pet visits).

Appearance – Personal:

● Adhere to the dress code and dress profession-
ally. I will not wear perfume, cologne or other
heavily scented products.

● Wear my I.D. badge on the upper half of my body
at all times with my name clearly visible.

EXCELLENCE
continuously exceed organizational, professional and customer expectations
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Appearance – Facility:

● Pick up immediately after myself, pick up litter and
dispose of it properly, keep departments,
customer rooms and hallways clean and unclut-
tered, and not block fire exits.

● Return equipment to its proper place, clean and
in working order.

● Clean minor spills immediately, and for major
spills, contact Environmental Services.

Orientation and Education:

● Manager – Provide training and development for
new and existing staff to ensure that they are able
to perform job duties in a competent manner.

● Preceptor/Mentor – Participate in orientation and
development of new hires and serve as a role
model; assist with socializing new employees to
the work environment.

● Orientees and Employees – Participate in devel-
opment activities to enhance my performance. I
am responsible for identifying my educational
needs and goals.

I will:
● Perform duties in a safe, ethical and honest

manner.
● Promptly and appropriately address any poten-

tial violations of our standards for business
conduct, policies and procedures.

HONESTY
commitment to truthful and open conduct in all aspects of work and
workplace relationships

I will:
● Look beyond assigned tasks. My responsibility

does not end where my co-workers’ responsibility
begins. Knowing that responsibilities merge and
blend, it is not appropriate to say, "it’s not my
job" or "that’s not my patient." If I am unable to
meet a request, I will be responsible for finding
someone who can.

● Take ownership of any problem that customers
bring to my attention by handling those things
that I can, take responsibility for contacting the
appropriate person for things that I cannot
resolve, and follow up with the customer to
ensure that the issue was resolved.

● Cooperate in combined efforts to exceed what
can be accomplished individually by willingly
making contributions to special projects, team
efforts, etc.

● Conduct myself as a professional and treat every
colleague as a professional. I will recognize that
we each have an area of expertise.

● Collaborate with multidisciplinary team members
to coordinate the best care for the patient.

● Consider others’ priorities in addition to my own,
avoiding last-minute requests.

TEAMWORK
the ability to unselfishly work with others toward a common goal and vision
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● Be tolerant of fellow employees, value and
respect their diversity, and set aside differences
when working together.

● Appreciate coworkers and acknowledge a job
well done. I will avoid blaming, chastising, embar-
rassing or disciplining fellow employees in the
presence of others.

● Be respectful of colleagues and the team’s work
by actively listening and effectively communicating
with customers, coworkers, physicians and volun-
teers.

● Welcome new employees by being supportive,
offering help and setting an example of coopera-
tion.

● Respect the privacy of fellow employees.

● Demonstrate flexibility in responding to customer
needs by evaluating existing procedures for their
usefulness and suggesting improvements.

Meeting Conduct:

● Prepare an agenda and follow it, allowing time for
open discussion at the end.

● Be prepared prior to the start of meeting. I will
arrive, start and end meetings on time and leave
the room clean.

● Introduce meeting participants.

● Consider all information confidential unless the
meeting members state otherwise.

● Keep distractions to a minimum, (e.g., opening
mail, reading reports, cell phones, pagers and
side bar conversations, etc.).

I will:
● Arrive at work on time and be prepared to work

at the time I am required.

● Respect all individuals’ beliefs (including alter-
native modes of treatment and healing), ideas
and contributions in a supportive manner.

● Refrain from participating in rumors or gossip.

● Speak English in customer and all work areas.

Attitude:

● Treat others with courtesy and respect, avoiding
rudeness and sarcasm.

● Thank customers for choosing Mills-Peninsula
and demonstrate an attitude of gratitude for the
privilege of serving them.

● Listen carefully to what others have to say,
clarify communication, avoid interruptions and
maintain eye contact.

Confidentiality:

● Respect customer confidentiality by never
discussing customer information or hospital busi-
ness in public areas such as elevators, lobbies,
waiting rooms, cafeteria, shuttle buses or over
two-way radios. I will comply with all our policies
regarding protected health information.

● Use discretion when conversing by telephone
with a customer, recognizing and respecting
their right to privacy. When leaving a phone
message for a customer, I will leave only my
name, state that I am calling from Mills-
Peninsula, including the department and return
phone number. I will only leave more informa-
tion on voicemail if I have permission from the
customer to do so.

RESPECT
treat everyone with patience, consideration and dignity
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Privacy/Modesty:

● Speak to patients and their families in private
regarding their care. I will close doors and
curtains.

Approved script:
"I’m going to draw the curtain/close the door
to give you some privacy." 

● Knock before entering a patient’s room.

● Maintain my patients’ privacy/dignity by
providing the proper size gown, keeping the
patient covered and providing a robe, second
gown or blanket when ambulating, having an
exam/procedure or being transported.

Noise:

● Maintain patient care areas and nursing stations
as designated "quiet zones" by using low
conversational tone of voice and keeping non-
work related conversations to a minimum.

● Direct family members to appropriate waiting
areas to hold discussions.

● Remind staff, physicians and visitors of the need
to maintain a quiet and peaceful environment.

I will:
● Take the first step in providing service without being

asked by anticipating, identifying and resolving
concerns/challenges in day-to-day activities.

● Let the customer know that it’s important to me to
meet their needs. I will explain how their needs will
be addressed, and I will follow through.

● Before leaving the customer or ending the busi-
ness at hand.

Approved Script:
I will ask: "Is there anything else I can do for

you? I have the time." 

● Provide suggestions and feedback internally on
how to improve a process/product in a construc-
tive, effective manner.

Safety Awareness:

● Value my own safety and that of others. When in
doubt, I will ask. I will not take unnecessary
chances.

● Report all accidents and incidents promptly and
accurately to the appropriate person.

● Correct safety hazards and report them to the
appropriate person.

INITIATIVE
anticipate the needs of others and proactively respond
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I will:
● Listen carefully to the needs of others, be patient

and tolerant in responding to those needs and
demonstrate a willingness to go the extra mile
when providing service.

● Be observant and offer to assist/escort anyone
who appears to need direction.

● Commit "Random Acts of Kindness."

Customer Waiting:

● Be responsible for starting on time so that the first
customer is seen at their scheduled time.

● Keep customers and families informed about time
delays, and if possible, offer the customer an
opportunity to reschedule the appointment.

● Provide a comfortable atmosphere. I will offer
refreshments and reading materials to waiting
families when appropriate.

● Acknowledge any wait time, thank the customer for
waiting and apologize for excessive delays. The
accepted wait time is less than 15 minutes.

Approved scripts: 
"Thank you for your patience."
"Thank you for waiting."
"I’m very sorry you had to wait."
"I’m sorry for the delay."

● Update family members periodically while a
customer is undergoing a procedure/surgery.

Call Lights:

● Respond to any unanswered call lights within 1 – 2
minutes and follow up with appropriate personnel.
For example, if I am passing a room or see an
unanswered call light, I will enter the patient room
and offer to help. This applies to ALL employees,
managers and senior managers, including staff
who do not work in patient care areas.

Approved script:
"Hello, I’m (name)." "How may I help you?" 

If the request is out of your scope of practice,
the following script is approved:

"I’m unable to provide that service for you. 
I will find someone who can."

● Exceed patient/family expectations by antici-
pating, identifying and responding to patients’
needs (set up for meals, toiletries, transport, etc.)
prior to call light activation.

● Assure that the patient’s needs are conveyed to
the proper caregiver or that the problem has been
resolved to the patient’s satisfaction prior to
leaving the floor.

Patient Information and Education:

● Inform the patient and family members about the
procedure and anticipated timeframe for the
procedure to occur.

● Address special needs of the customer(s) (i.e.,
interpreters for non-English speaking customers,
amplification devices, TDD equipment, sign
language interpreters and closed-captioned televi-
sion for the hearing impaired).

● Use easily understood and appropriate language
when giving patients information about health,
special diets, tests, procedures, medications,
etc., avoiding technical or professional jargon.

SERVICE
exceed performance standards and expectations while enhancing the quality of care
to our customers and the quality of the work environment
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● Reinforce verbal instructions with written material
and/or return demonstration.

Telephone and Email Etiquette:

● Know how to operate the telephones in my area and
use them only for work-related purposes.

● Answer calls within four rings in a clear, friendly,
unhurried manner.

Approved script: 
"Hello, (facility), (department), (name), How 
may I help you?" or the equivalent.

Smile and imagine eye contact.

● Ask permission to put the caller on hold.
Periodically acknowledge callers on hold, give
them the status of their call and ask if they want
to continue to hold.

Approved script:
"May I place you on hold?"
"Thank you for your patience."

● Provide the caller with the correct number prior to
transferring a call.

Approved script: 
"May I transfer you to that department? That 
number is 696-xxxx in case we get
disconnected. Thank you."

● Take complete phone messages, including name
(correct spelling), phone number, date and time of
call.

● Ensure that outgoing messages (voice mail and/or
email) reflect status of my absence and return all
incoming messages in a timely manner.

● Adhere to the Email Etiquette and Cell Phone
Standards. (Find these in the Employee
Handbook and on our Intranet site).

I will:
● Make eye contact and smile at customers.

● Greet the customer in a warm and friendly manner
and introduce myself with name, department and
purpose.

● Address the customer by his/her title and surname
unless asked otherwise. (Honey, Grandma, Grandpa,
Sweetheart, Dear are examples of unacceptable
names for our customers).

Approved scripts: 
"Hello, I am (your name). I am your (nurse,
technician) or "I will be assisting you…"
"Please let me know the moment I can do 
anything for you. My goal is to provide you
with very good care."

● Listen to others and give them my full attention while
using body language and facial expressions that
reflect compassion and respect.

● Use "please" and "thank you" as often as I can.

● Accept responsibility and apologize for service that
has not met the customer’s expectations.

Approved script:
"I’m sorry that we did not meet
your expectations."

"Our goal is to provide you with very good care."

● End every interaction with an offer of further
assistance.

Approved script:
"Is there anything else I can help you
with today? I have the time."

Addressing customer concerns

● Listen and acknowledge what is being said
without interruptions. Maintain eye contact or if on
the phone, imagine eye contact. Smile when
appropriate.

● Use the individual’s name when possible. Ask ques-
tions, confirm details and take notes.

COMMUNICATION
creating a positive and lasting first impression
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● Express empathy and understanding.

Approved script:
"I can only imagine how you must feel."

● Apologize with sincerity.

Approved script:
"I’m sorry that we did not meet your
expectations."

"How can I resolve this for you?"
"What can I do to make it better?"
"Our goal is to provide you with very good care."
"May I get the supervisor for you?"

● Be responsible to resolve the customer’s
concerns and follow up as needed.

● Thank the customer for bringing the concern to
my attention.

Approved scripts:
"Thank you for bringing this to my attention."
"What can I do to make it better?"
"I’ll take care of this now."
"My goal is to provide you with very good care."
"I will take the appropriate action."

● Implement the Service Recovery Policy – TLC
Policy - as appropriate.
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Signature Statement

The performance standards in this booklet represent specific behaviors that all
Mills-Peninsula employees and volunteers are expected to practice. Each
employee and volunteer will be held accountable for adhering to the standards,
and they are part of the measure of overall work performance.

By signing this statement, I acknowledge that I have read and understand the
standards of performance as they apply to me.

Last Name First Name Date

Signature Department

Supervisor

PERFORMANCE STANDARDS
committed to excellence...committed to caring

cut here




