ST. JOSEPH’S HEALTHCARE HAMILTON
STANDARDS OF BEHAVIOUR

These Standards of Behaviour have been created based on
extensive feedback from St. Joseph’s Healthcare staff through

Focus Groups, Workshops, the Culture Survey and Leadership Walkabouts.

We are committed to Service Excellence and to following
the CeAeReE principles to continue to honour the
Mission of the Sisters of St. Joseph of Hamilton.
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Our Vision
As a premier academic and research health care organization, St. Joseph’s
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» Working together as a community, we respect personal and professional
integrity, involve staff at all levels in decision-making, and recognize their
contributions to our common mission.
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MESSAGE FROM
THE PRESIDENT AND CEO: DR. KEVIN SMITH

Since 1890, there has been tremendous growth and change
at St. Joseph’s Healthcare Hamilton. One thing that has not
changed, however, is the tradition of dedication and
service that the founding Sisters brought to our hospital.
Indeed, one of the things of which we are most proud is
that “living our mission” has always served as one of our
guiding principles. As we move into a rapidly changing and sometimes
unpredictable future, we recognize the vital need to continue to use the Sisters’
Legacy as a guide for our future growth and development. With that in mind, we
have chosen Service Excellence and Quality of Work Life as two of our Strategic
Directions and have committed to following the principles of the CeAeReE
acronym: Compassion, Attitude, Responsiveness and Excellence.

Based on extensive feedback from staff through Focus Groups, the Culture Survey
and Leadership Walkabouts, we have defined the CeAeReE Standards of
Behaviour in this booklet. These Standards are meant to serve as a guide to our
interactions at SJHH.

The Accountability Model that accompanies these Standards speaks to our
commitment to holding ourselves and one another accountable for achieving
these Standards on a daily basis.

[ am very proud to say that the majority of staff at SJHH already meet and indeed
surpass these Standards of Behaviour. By joining together in honouring the
legacy of the Sisters, and building on the tremendous skill and dedication of our
staff, we can continue to reach our vision of making a positive difference in
our quality of work life, service and the future of our community.
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MESSAGE FROM
THE CHIEF OF MEDICAL STAFF: DR. DAVID HIGGINS

St. Joseph's Healthcare Hamilton prides itself on excellent
patient care and innovation. In order to excel, respectful
communication and collaboration between all members of
the health care team is essential. Our Mission Excellence
model includes the Service Excellence and Patient Safety
destinations. An environment where staff feel comfortable
to hold each other accountable is imperative for SJHH to truly obtain a culture of
Service Excellence and Patient Safety.

The Medical Staff are very supportive of the Strategic Plan’s Service Excellence
component and have been active participants in Service Excellence planning
endeavors. The Standards of Behaviour in this booklet outline behavioural
expectations and a process to address service concerns. The Chiefs of Departments
and Heads of Service are committed to meeting these standards on a daily basis and
holding themselves and one another accountable.

Patient Safety efforts are crucial to enhancing our culture of shared responsibility
through open communication with our colleagues, patients, and families. Our
goal of becoming one of Canada’s safest academic hospitals can only be achieved
by facilitating efficient and effective teamwork. This in turn contributes to great
patient care, the common goal of all health care professionals. By specifying the
fundamental expectations for our interactions at SJHH and abiding by them we
will further advance our Patient Safety efforts.

It is all connected. A common thread in our corporate excellence endeavors is the
ability to communicate with each other in a professional and productive way to ensure
optimal patient outcomes.

Service Excellence + Quality of Work Life = Patient Safety
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SERVICE EXCELLENCE VISION:
Rooted in the Mission of St. Joseph’s Healthcare Hamilton,
our service delivery promise is to be an international leader

in CeAeReE to our patients, families and staff.

Our Commitment

In 1890, the Sisters of St. Joseph of Hamilton established St. Joseph’s Hospital to
respond to the needs of immigrants, orphans, the poor and the dispossessed. In this
same spirit of compassion, innovation and commitment to the needy, St. Joseph’s
Healthcare Hamilton will continue to strive for excellence in the care of the
people of the Hamilton-Wentworth Region and the surrounding areas. Together,
we are dedicated to these values and will commit our skills and resources to
fulfill this mission.

The Courage Lily

St. Joseph's Healthcare Hamilton
selected the image of a Lily as the
symbol by which our Service Excellence
activities would be known. The Lily,
used by the Sisters of St. Joseph of Hamilton
for many years, is a symbol of peace, love,
compassion and friendship. It is also a
symbol of growth and warmth, all
characteristics that define who we are.
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C-A*R°E
OUR COMMITMENT
TO PATIENTS/CLIENTS

ComrassioN

We will treat you as a valued human being
with individual spiritual, physical and emotional
needs. We will engage in open, honest and constructive
communication by giving you our full attention and by
listening carefully.

ATTITUDE

We will be friendly, courteous and empathetic in all of our interactions with you.
We will work with you as a full partner in decisions that affect you in a sensitive
and ethical manner. We will always treat you with Dignity and Respect.

RESPONSIVENESS

We will respond to your needs in a timely and positive fashion following up with
you to confirm your satisfaction. We value the efforts of our teams and will always
collaborate to ensure that we respond appropriately.

EXCELLENCE

We will adhere to the highest standards of professional practice and behaviour in all that
we do. We value accountability both as individuals as well as teams. We will use best
practice and international standards to serve you better.

St. Joseph'’s 7

Healthcare § Hamilton

7




ST. JOSEPH’S HEALTHCARE HAMILTON

STANDARDS OF BEHAVIOUR

STANDARDS OF BEHAVIOUR

Based on our commitment to CeAeReE, our behaviour at
SJHH is guided by the following standards.

Dignity

e Respect everyone's need for privacy.

*Knock or indicate your presence before entering a patient’s room or examining
area.

* Make sure the patient is appropriately covered. Close curtains or doors during
procedures and examinations.

e Communicate with patients and family members in a private area.

* Avoid conversing inappropriately within earshot of patients or visitors.

Communication

e Reduce noise level to promote a peaceful environment.

* Acknowledge patients and visitors. When required, introduce yourself and your
function.

* Use “please” and “thank you”.

¢ Address everyone appropriately. Use preferred names and avoid use of
endearments.

o Listen with empathy. Provide reassurance and support.

e Explain procedures. Answer questions clearly using appropriate language.

e Ensure understanding by asking questions and actively listening.

e Ensure all patient information is appropriately documented and communicated.

*Keep patients informed and educated about each aspect of their care.

eRespect the individual’s time and needs. Respond promptly and do not ignore
anyone.

* Show empathy and kindness when interacting with colleagues, patient and visitors.

* Thank others for cooperating or responding.

e Refrain from discussing your personal life with colleagues in front of patients.

*Respond quickly and non-defensively to frustrations or concerns.

e Take concerns seriously, not personally.

e Respect cultural and religious needs. Seek interpreter or spiritual guidance when
needed.
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Telephone Etiquette

e |dentify yourself and your department/function (in plain language) when making
or answering a call.

*Be friendly and courteous.

*Give your full attention to the caller.

*Know how to transfer a call and put someone on hold. Ask permission before
putting someone on hold. Thank the caller for waiting.

*Be willing and able to redirect calls and take messages.

* Assist the caller in whatever way that you can.

E-mail Etiquette

¢ Use the phone to discuss complex problems or sensitive information.

*Do not send an e-mail when you are angry or frustrated.

¢ Keep e-mails short and to the point, whenever possible.

¢ Use the spell and grammar check function on your computer.

¢ Use the Subject heading to identify the topic of your e-mail.

e Limit your use of the “cc” function.

*Do not allow the use of your Blackberry to interfere with your participation in
a meeting.

*Respond to your e-mails in a timely way.

Waiting Time

*When patients arrive for an appointment, provide them with a realistic
assessment of how long they might have to wait. If patients are kept waiting,
acknowledge the fact that they have had to wait and thank them for their
patience.

* When patients arrive for service and you know that their wait time is likely to be
lengthy, let them know this in a supportive way.

*Provide periodic updates on their wait time.

Confidentiality and Privacy

e Ensure all patient and personal staff information is kept confidential.

eEnsure all patient information is only communicated within the patient’s Circle
of Care.

*Avoid discussing patient specific information in public areas.
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Appearance

*Wear your identification badge at all times. C o A o R o E
e Take pride in your appearance and the appearance of SJHH.

¢ Dress professionally and follow the SJHH dress code. O%RCC(?M%ITMEET
*When sharing a work area, help keep it tidy and clean. T -WORKER

* Do not wear scented products to work.

“Co-workers” is defined broadly to include
Staff, Managers, Volunteers, Physicians,

Way-findin
Y 5 Learners, Contract Workers.

¢ Give directions to anyone who appears lost or asks for assistance.
o|f the route is not easy, when possible, take the person to his/her destination.
e Point out signs so the person can find his/her way back.

Commitment to Co-Workers

*Smile and greet your co-workers when you arrive at work.

*Be friendly, courteous and respectful.

* Make full use of the words “please” and “thank you.”

e Regularly express appreciation to the people you work with.

e Arrive at work and return from your breaks on time.

* Take responsibility for your share of the work.

*Be willing to pitch in and provide assistance to co-workers when needed.

* Maintain confidentiality as appropriate.

o Listen respectfully and remain open to new ideas.

¢ Celebrate accomplishments with your team.

*Be respectful of differences (including cultural) among your co-workers.

* Do not engage in gossip or spread rumors.

¢ Deal directly and promptly with any problems that arise with your co-workers.

*Be aware of your own behaviour and its impact on your colleagues.

eLearn to manage your stress. Stress is never an excuse for rude or
disrespectful behaviour.

e Remember that shared laughter is a great stress reliever.

e Use your energy to suggest solutions rather than complain about things.

*Be welcoming and supportive of new staff.

*Be willing to mentor new staff.

Maintaining Standards of Practice/Service

e Ensure that you fully understand your role and its responsibilities.
e Stay current and up-to-date in your area of service.

* Take advantage of educational opportunities.

* Ask for feedback on your performance.

e Take pride in your contribution to serving our community.

* Maintain hospital standards of safety.
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ST. JOSEPH’S HEALTHCARE HAMILTON

STANDARDS OF BEHAVIOUR

WHAT IS INAPPROPRIATE BEHAVIOUR?
Inappropriate behaviour is any behaviour that violates or does not
meet the Standards defined in this booklet. Anyone who observes
inappropriate behaviour is encouraged to communicate his/her
concern directly to the person exhibiting it or to seek assistance.

Inappropriate behaviour is also defined in our existing Prevention of Violence in

the Workplace Policy (100-ADM). For example:

*Direct or veiled threats

¢ Physical violence toward patients/clients, visitors or colleagues

e Verbal abuse, including swearing, insults, condescending remarks, sarcastic
language or malicious gossip

*Bullying, including vicious words, belittling, undermining, coercion, and
professional humiliation

*Sexual abuse/harassment

*Sexual assault

e Racist comments

o Willful damage to SJHH property, including banging, kicking or throwing equipment

* Use or sale of illegal drugs on SJHH property

* Sabotage or theft

*Serious violations of clinical practice

If you observe behaviour that violates policy 100-ADM (Prevention of Violence in
the Workplace), report your observation right away to your Manager, Head of
Service, Chief of Department, Professional Practice Lead, the Department of
Human Resources or Medical Affairs Office. You will receive notification that
action has been taken to address your concern.

Under this Policy, and in accordance with the Human Rights Code and the
Occupational Health and Safety Act, all Managers and Heads of Service are obliged
to follow-up and investigate all reports of violence, bullying, threats, abuse or
harassment in the workplace.
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HOLDING YOURSELF AND OTHERS ACCOUNTABLE

In order to maintain an environment of CeAeReE, a process has been established
to hold all members of the SJHH team accountable to these Standards of Behaviour.
The purpose of this Accountability Model is to empower anyone who observes
inappropriate behaviour to address it in a timely, direct and respectful manner.
The method you use to hold others accountable depends on whether you are in a
“Management” or an “Employee” role.

RESPONSIBILITIES OF ST. JOSEPH’S HEALTHCARE MANAGERS
“Manager” is broadly defined to include Supervisors, Managers, Directors, Members of
the Executive Team, Heads of Service, Chiefs of Departments and Chief of Staff.

Communicate

Speak directly, respectfully and privately to the person, letting him/her know of your
concern in a timely way, listening to his/her account of the situation. Reinforce the
importance of adhering to the Standards. Strategize with the person on how he/she
can be supported to successfully change his/her behaviour or to address more
systemic problems that may be contributing to the behaviour. If the person does not
report directly to you, report the behaviour to the person's supervisor, who will then
have the responsibility for dealing with it. You are expected to initiate this process
within three business days of identification of the concern.

Seek assistance

If direct communication and supportive measures do not resolve the issue, depending
on the nature and seriousness of the concern, you are encouraged to seek assistance
from your immediate Supervisor, a Service Excellence Coach, the Department of
Human Resources, a Head of Service, Chief of Department or the Medical Affairs
Office.

Proceed with discipline

If there is still no resolution, then you must contact the Department of Human
Resources or Medical Affairs Office who will work collaboratively with all parties
to address the concern through a process of progressive discipline, as appropriate.
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RESPONSIBILITIES OF ST. JOSEPH’S HEALTHCARE EMPLOYEES

For purposes of these Standards of Behaviour, “employee” includes SJHH Staff,
Physicians, Volunteers, Learners, Contract Workers as well as McMaster University
or Hamilton Health Sciences employees who are located at SJHH.

Communicate

You are encouraged to speak directly, respectfully and privately to the person,
letting him/her know of your concern in a timely way. If you are not comfortable
doing this, seek assistance.

Seek assistance

If you are unable to speak to the person directly, or if there is no resolution, you should
speak to your Manager. You can also seek assistance from a Service Excellence Coach,
your Professional Practice Lead or your Union Representative.

Report

If the issue remains unresolved, you should report your concern to your Manager or
Head of Service. He/she will then take responsibility for addressing it. You will receive
notification that action has been taken to address your concern.

Remember that if you report violence, bullying, harassment or disrespectful behaviour
to your Manager or Head of Service, under the Human Rights Code and Occupational
Health and Safety Act, he/she is obliged to follow-up and investigate.
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OVERVIEW OF THE SJHH ACCOUNTABILITY MODEL

AWARENESS OF CONCERN

COMMUNICATE IMMEDIATELY
Employee or Manager begins process of
addressing concern within 3 business days

. Yes No
No further action )
at this time Resolution?

SEEK ASSISTANCE

Yes No
No further action Resolution?

at this time

If you are an Employee, report
your concern to your Manager or
Head of Service who has the
responsibility for following up.

If you are a Manager, contact
Human Resources or the Medical
Affairs Office who will work with

all parties to address these
concerns through a progressive
discipline process, as appropriate.

If the concern is not resolved to
your satisfaction, speak to a
member of the Executive Team,
Human Resources Department,
Chief of Department or the Chief
of Medical Staff.
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DEALING WITH RUDE AND DISRESPECTFUL BEHAVIOUR FROM
SOMEONE WHO HAS MORE “AUTHORITY” THAN YOU:
A MANAGER OR A PHYSICIAN

If you are uncomfortable speaking directly to the Manager or the Physician about
how his/her behaviour has affected you, or you have done so and have not
reached a resolution, then you have the following options:

o Seek assistance from a Service Excellence Coach

e Report your concern to your Manager’s or the Physician’s Supervisor within three
business days. The Supervisor will then have the responsibility for following up
on your concern.

¢ Contact the Department of Human Resources or Medical Affairs Office who will
advise you on the appropriate next steps.

You will receive notification that action has been taken to address your concern.

There will be no reprisal against any individual for making a complaint in good
faith. Malicious reporting, however, will not be tolerated.
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DESCRIPTION OF RESPONSIBILITIES OF
PARTIES INVOLVED IN RESOLVING CONCERNS

Service Excellence Coordinator

The Coordinator acts as a referral source for Staff, Physicians, Learners, Managers,
Contract Workers and Volunteers seeking assistance in addressing violations of the
Standards of Behaviour. The Coordinator can be reached at extension 33983.

Service Excellence Coach

A Coach is a member of the SJHH Staff (Union or Non-union) who is available to coach
Staff, Physicians, Learners, Managers, Contract Workers and Volunteers on how to
communicate their concerns and reach resolution prior to the need for progressive
discipline. Coaches display exemplary commitment to kindness, compassion and great
service in addition to being skilled in communication and conflict resolution. The
Service Excellence Coordinator pairs staff with a Coach with the goal of inspiring and
empowering staff to exhibit behaviour that is more aligned with our Service Excellence
culture. The Coach will not initiate or participate in any disciplinary process.

Professional Practice Lead

The Professional Practice Lead is available to provide Health Professional Staff,
Managers and Physicians with assistance in addressing issues regarding the Standards
of Behaviour that are relevant to the Professional Practice Lead'’s area of practice.

Union Leadership
Union leadership is available to advocate, advise and support their respective members
through all steps of the resolution process.

Human Resources Department/Medical Affairs Office

The Department of Human Resources and Medical Affairs Office are available to work
collaboratively with all parties to address the concern through a process of progressive
discipline, in accordance with hospital and organization policies, collective agreements
or Professional staff by-laws.
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HELPFUL TOOLS
Creating an environment of dignity and respect starts with each
and every one of us. Positive and respectful behaviour is
contagious and by maintaining an outlook that is consistent

Tips for managing difficult situations:

* Approach the person when you are feeling calm.

*Choose a time when the person can give you his/her full attention.
*Stay focused on the problem behaviour, not the person.

¢ Be respectful in your approach. Avoid confrontation.

eUse an “I"
e Listen carefully to the person’s response.

¢ Clarify your understanding of the person'’s position.

o|f necessary, ask the person to clarify his/her understanding of your position.
o Stay focused on the facts.

o Take responsibility for any contribution you have made to the problem.

o Attempt to reach a shared understanding.

* Develop some options for resolution.

* Manage your own emotional response. Stay calm.

* Ask for a “time-out” if the situation escalates.

o |f the person you are talking to asks for a “time out”, respect his/her request.
¢If you cannot resolve the problem, seek assistance.
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message. Let the person know how the behaviour has affected you.

ST. JOSEPH’S HEALTHCARE HAMILTON
STANDARDS OF BEHAVIOUR

HELPFUL TOOLS

What to say to address rude or disrespectful behaviour:

*“It sounds like you are having a bad day. Can I help you in any way?”

*“You may not be aware of it, but you sounded a bit abrupt when you spoke to
that patient.”

*“l am uncomfortable with how you said that to me.”

*“|] can see that you are upset. Is there is something we can do together to fix it?”

*“l would rather not talk about our co-workers behind their backs. Can we change
the subject?”

*“Can we agree to disagree on this?”

¢ “Can we brainstorm some other options?”

*“When you speak to me in that tone of voice, | feel like you don't respect my
opinion.”

*“It sounds like you have a serious concern. It might be helpful to speak to your
Manager about it.”

*“Please stop. | can take criticism, but this kind of talk does not work for me. If
you have an issue, let’s talk it over in a professional manner.”

*“] think we may need to get someone to help us with this issue.”

For tips on dealing with aggressive behaviour see our Prevention of Violence in the
Workplace Policy (100-ADM).
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