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Your Orientation Booklet

Your orientation booklet serves as a window into our culture, a map to help you navigate a very
special way of life, here at Memorial . It also serves as a guide to our policies and procedures.
We invite you to read it thoroughly, keep it on hand and check in with your supervisor if you
have questions or need additional information.

Maintaining open communications is a key component of a constructive culture and enjoyable

wor kpl ace. To this end, we encourage everyon
appropriately, with each other. We operate on a basis of mutual respect and work as a team to
continually improve patient satisfaction, community enrichment and ultimately your experience

here. Ultimately, we know that great working relationships are a result of a cohesive team effort.

Your supervisor during your Memorial experience provides
additional information that is specific to your role here.
Please check with them for anything you are not clear about.
We encourage you to ask questions.




Welcome Aboard!

Welcome to Memorial Hospital.
Wel come to Memorial 6s Onboa Xperience.

We are pleased that you chose to join us.

We are a mission, vision and values driven provider of exceptional quality service.
During our 6@year history as a community hospital, we have played a significant role in

enhancing the quality of life in the Yakima Valley.

You have joined a team of engevgeddy Wedocuse agues
upon creating the healthcare experience of choice for our customers, and we look forward to

creating an exceptional experience for you as well.

We offer you this orientation booklet, so that you will learn about the many facets of Memorial.

To learn even more, check out our websiteyw.yakimamemorial.orand explore all the

services we offer.

If you have questions or want to know more, please ask your supervisor or contact person. Our

goal is to help you be a success.

Sincerely,

/GL&M’%H—

Rick Linneweh, President/CEO


http://www.yakimamemorial.org/

Mission, Vision, Values

Our Mission
Improve the Health of Those We Serve

Our Vision

We create the healthcare experience
of ¢ haverytimed

Our Values
Respect
Compassion
Accountability
Safety
Teamwork
Excellence



Our Values Defined

Respect: Recognizing our differences as strengths, affirming each other, and
valuing each othero6s contributions.

| communicate constructively and in a civil manner (verbally &werbally).
| treat everyone as equals.

| actively listen/acknowledge issues and concerns.

| speak directly to the person(s) involved.

| speak positively of others and our organization.

Compassion: Listening, anticipating, being attentive and perspective shifting so others feel
cared for and understood.

I maintain confidentiality.

| actively listen and observe without prejudgment.

| offer help and ensure needs are met promptly.

| convey a caring attitude.

| maintain eye contact, physical proximity, appropriate touch and tone of voice.

Accountability: Taking responsibility for our actions, being trustworthy and
demonstrating integrity.

| speak the truth and encourage honesty.

| do what | say | will do.

| follow the policies and procedures of the organization.
| demonstrate competence.

I complete tasks assigned to me on time.

Safety: Taking responsibility for myself and others to practice tools to ensure safety for all.

| intervene when others are at risk or safety is jeopardized.
| take immediate ownership of issues.

| ask questions and seek clarification.

| provide timely and constructive feedback to others.

| use mistakes as learning opportunities.

Teamwork: Healthcare is best delivered by a team working together, sharing unique
talents, perspectives, ideas and efforts to achieve our Vision.

| fulfill my roles/responsibilities.

I share information/knowledge and resources.

| support my team members.

| offer, ask for, and accept help when appropriate.

| freely acknowledge and praise others for their contributions.

Excellence: Implementing best practice; being creative, innovative, and flexible; and
setting and achieving bold goals.

| demonstrate accuracy in my work.

| define/identify and implement best practices.
| provide extraordinary service to others.

I show flexibility in difficult situations.

| communicate clearly.



About Memorial

Memorial is a 22é&ed community hospital that was founded in 1950. We are a privat®rnot

-profit organization governed by a board of directors. Each year we admit approximately

14,600 patients and serve over 77,000 patients in our Emergency Department. We are delighted
to welcome over 3,000 babies each year.

Our 2500 employees and 327 medical staff (representing 35 specialties) continually strive for
improvements in health care quality and safety, resulting in recognition with the following:

« Fortune 100 Best Companies to Work in America, 2003.

« Washington State Hospital Association Health Leadership Award.

o American Hospital Association's national NOVA Award for our leadership role in creating
Children's Village.

« Finalist for the coveted Foster McGraw Prize for community service.

« National Communities Can! Award for outstanding collaboration.

« The Governor's Award for being a famiiyendly workplace.

« One of the Best Companies to Work For in Washington State, Walkshington CEO
magazine.

» Qualis Awards of Excellence for Healthcare Quality.

Left: Original logo
Bel ow: 195006s photograph
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About Our Family of Services

Pl

Memorial's Family of Services includes:

16th Avenue Pavilion
Lakeview Spine

Yakima Neurosurgery Associates

Apple Valley Family Medicine

Cardiac Rehabilitation
and Wellness Center
Cascade Surgical Partners

Children's Village

Cornerstone Medical Clinic
Family Medicine of Yakima
Family Medicine of Yakima Lab

Garden Village

Ear, Nose & Throat on 11th Ave.
Ear, Nose & Throat on 40th Ave.

Home Health and Hospice
Maternal Health Services
Memorial Foundation

Memorial Hospitalist Program

Memorial Outpatient Psychiatric Svc

Memorial's Valley Imaging
North Star Lodge
'‘Ohana,
Memorial's Mammography Center

Outreach Services
and Memorial 6s Educat.
Pacific Crest Family Medicine

Selah Family Medicine

SurgiCenter at Memorial

The Springs

Valley Orthopaedic Services
Water's Edge

Yakima Gastroenterology Associates
YGA Ambulatory Endoscopy Center
Yakima Ear, Nose & Throat on 40th
Yakima Endocrinology Associates
Yakima Internal Medicine

Yakima Plastic Surgery Associates

Yakima Internal Medicine

Memori al Physi ci an 0 Yakihh \a€cular Associates

Memorial Sleep Specialists

ease see the map

on

page 26 for Il ocati on

website atvww.yakimamemorial.or¢o learn about more about each of the services.

o
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Wedre Accredited

We choose to be accredited to ensure we are achieving quality and safety benchmarks. We are
accredited by:

N
4)) The Joint Commission
" 7

W\

W

N
A\

COMMISSION os CANCER

American College of Surgeons
% Commission on Cancer

APPROVALS PROGRAM
AMERICAN COLLEGE OF SURGEOQNS

Society of Chest Pain Centers (SCPC)
as a Chest Pain Center with Angioplasty

/ The Joint Commission Safety Notice \

Any employee, volunteer or student who has concerns about the safety and quality
of care provided in the Hospital, Memorial Home Care and Hospice or any outpatient
clinic owned by Memorial Hospital may report these concerns to The Joint
Commi ssionés Office of Qualitly Moni

1-800-994-6610

The Hospital will take no disciplinary action because an employee, volunteer,
or student reports safety or quality of care concerns to The Joint Commission.

P’ The Joint Commission
HELPING HEALTH CARE ORGANIZATIONS HELP PATIENTS




Ethical Considerations

Memorial has established a Code of Ethical Business Conduct, and Corporate Compliance Plan
to underscore its commitment to ethical and legal conduct throughout the organization. In
addition, there are topic committees which focus attention in specific areas of the hospital
including Business Conduct, Compliance, Privacy/HIPAA, Consultative/Clinical Ethics,
Performance Improvement/Quality Assurance and Patient Rights. These committees and
officers report directly to the CEO and work with each Memaffliated organization to

coordinate and implement a vigorous plan to promote a positive and ethical work environment.
Memorial maintains an anonymous-Bdur ethics violation report line. Please contact them at
877-648-8658 if you feel there is any ethics violation.

Conflict of Interest

A conflict of interest is defined as a situation or activity from which an employee stands to
receive financial or personal gain from any decision or consideration made during the course of
employment. Direct or indirect competition with the hospital, or any use of information

acquired during the course of engagement with Memorial is considered inappropriate and a
conflict of interest.

Identifying an Ethics Issue
elt could endanger some: eal t h
e It is against the law.

« It is against Memorial policy. CODE OF CONDUCT MOT'C[iOn
d

elt i s contrary to Memo %
« You would not want others to know about it. Do Right'
« It makes you feel uncomfortable.
The safest course is to think and ask before you act.
Resolving an Ethics Issue
First ask: Is this an ethics issue?
Have | tried to resolve it through #Anormal 0 c
| f the answers are fiyeso and you feel the iss

( Ethics Line A

87 /-684-8658

Memorial Policy prohibits any retaliation for
raising or pursuing an ethics issue.

- /




Confidentiality & HIPAA

One of our primary accountabilities in health care is confidentiality. We have access to a

variety of information about patients, their care, and their financial situations. They trust us to

ensure their privacy. It is imperative that we keep this information in any written or spoken

form confidential. It is not to be shared with people who are not involved in the direct

treatment of the patient or supervision of the employee. If you receive inquiries from relatives

and friends about patients ask them to speak with a shift nurse or supervisor.

Everyone has a responsibility for:
Appropriate disposal of materials containing identifiable health information
Following the process for reporting patient and employee concerns regarding privacy

There are penalties for violating confidentiality. If you need further clarification about this
policy or have questions, please talk with your supervisor.

Examples of potential violation of patient confidentiality or HIPAA:

e Workforce members accessing electronic health records for information on
friends, neighbors or family members out of curiosity/without a business
related purpose.

e Maedical record documents left in public access cafeteria.

e Provider accessing the health record of divorced spouse for information to be
used in a custody hearing.

e Misdirected fax of patient records to a local grocery store instead of the
requesting provideroés f ax.

e Workforce members access the electronic health records of a celebrity who is
treated within the facility.

e Stolen, lost laptop containing unsecured, protected health information.

e Papers containing protected health information found scattered along
roadside after improper storage in truck by business associate responsible for
disposal (shredding).

e Posting of patientds HIV+ health sta3g
carried out the diagnostic study.

e Lost flash drive containing database of patients participating in a clinical
study.

e EOB (Explanation of Benefits) sent to wrong guarantor.

e EMT takes a cell phone picture of patient following a MVA and transmits
photo to friends.

e Mi sfiled patient information in anot
brought to the organizationds atten

e Medical record copies in response to a payers request lost in mailing process
and never received.

10
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HIPAA & Your Role In Protecting Patient Rights

The Health Insurance Portability and Accountability Act (HIPAA) is a privacy rule that creates
national standards to protect individual sé pers
increased access to their medical records.

Health Information Covered:

Any information, whether spoken, electronic or written that relates to the health of the individual,
the health care provided to that individual or payment for health care provided is considered
protected.

Patient Rights Include:
Knowledge of who has access to his/her health information
Ability to access his/her medical record and/or amend incomplete or incorrect information
Requirement of authorization before information is given, except as allowed by HIPAA
May request an accounting of all disclosures in eyser period
Recourse if his/her rights are violated

YOUR ROLE IN PROTECTING PATIENT RIGHTS

Disclosure:
Any information that relates to a patientds hea
patient or someone acting on the patientds beha

facility must limit access to only those individuals who need the information for a legitimate
purpose.

What to Disclose:

Any information that is shared should be limited to the minimum necessary, the least amount of
information to accomplish the purpose of the request. However, this does not apply to the sharing
of the medical record for treatment purposes.

The new law requires us to not only identify and investigate HIPAA breaches but also notify
patients when such breaches occur and report breaches to the US Department of Health and Human
Services.

e Protect all forms of Protected Health Information (PHI).
e Only access patient PHI for which you are authorized to perform your duties. Do not

access PHI of family members, friends or a
purpose.

Report any observed or suspected HIPAA breaches immediately to the Privacy Li86 B4 @r

your facilityds Privacy Officer.

YVMH Privacy Officer: Director of Health Information Management
(resource for staffbés concerns)

YVMH Security Officer: Vice President/Chief Information Officer
YVMH Privacy Officer: Pat i ent Representative (resource

HIPAA Privacy Line
(509) 2498676

11



ABOVE & BEYOND - THE CUSTOMER EXPERIENCE

At Memorial, Above and Beyond the creation and maintenance of an environment that
produces superior patient and client satisfaction with our quality, services and people.

Through the use of patient satisfaction surveys, administered by Press Ganey,
our Goal is to be in the top 10% of All Hospitals for Customer Service Scores.

Why is Patient/Family Satisfaction important?
It is consistent with our mission, vision, and demonstrates our values/behaviors.
| convey a caring attitude
| listen to understand
| provide extraordinary service to others

The most i mpactful el ement to patient satisfa

The benefits to using key words during interactions with patients and customers are:
Enhances patient/family experience

Provides consistency in interactions

Q.
Clarifies/manages expectations a%‘/@
Avoids misinterpretation E@?%D 76

Demonstrates our culture

Before leaving a patient or customer, we ask:

Is there anything else | can do for you?

12



Our Life @ Memorial

Appearance and Dress Code

Because Memorial Hospital provides a variety of services to a diverse population in our community,
we want to present a healthy and professional appearance. While we recognize and respect that
each individual has his or her own personal style, the most important thing aswouk safety

and comfort, and the safety and comfort of our patients and their families.

Depending upon your position and department, your supemiagihavespecific guidelines
regarding appearance and grooming which are appropriate given the nature of your duties. For
example, some areas of the hospital require uni

Badges

Wear your badge all the time during scheduled work hours. In certain cases, your badge provides
access to restricted areas. Visible badges immediately distinguish your identity as an employee, and
make patients and visitors feel more comfortable asking questions or requesting assistance.

Hygiene

We ask that you bathe daily prior to your shift, and wear deodorant. For our patient comfort and
safety we ask you to remain odor neutral so do not wear cologne. Fingernail applications such as
acrylic extensions are prohibited.

Footwear

Footwear is particularly important for your comfort and safety. Again, depending upon your
position, your supervisor may ask you to wear or refrain from wearing specific kinds of footwear.
For example, an open toed sandal may present a safety issue if part of your role is to use or move
equipment.

Clothing and Accessories

Please make sure you discuss specific uniform or appearance guidelines with your supervisor. We
want you to feel and project pride while working at Memorial Hospital and clean clothing in good
repair is one way to ensure this. We want to make sure your clothes and accessories are not so large
or loose they will catch or tear on equipment and furniture you may work near. Conversely,

clothing that is too tight or small may restrict ease of movement. Any representation of political or
religious opinion or choice is not to be worn at work. In generaHitallothes, appropriate to your
position, ensure your best performance, safety and professional image.

Tattoos and Body Piercing
Wear clothing that covers your tattoos. Likewise, please do not wear facial or tongue jewelry
during your scheduled shift.

If you are unsure about any of these guidelines, please talk with your supervisor if you have
guestions.

13



Our Life @ Memorial (continued)

Pride in our Premises

The appearance and neatness of all hospital buildings and grounds are a source of pride. Please
do your part. We ask you to tell your supervisor if you see any neglect or abuse so we may
continue to maintain at the highest level a beautiful setting for patients, visitors and employees.

Located on the Main Campus.
Hours of operation are:
Breakfast 7:00 am9:30 am
Lunch 11:00 am 1:30 pm
Dinner 5:00 pm 7:30 pm
Late night grill 12:30 am 3:00 am

Two | ocations: Main Campus
Flowers, Sundries, Fine Gifts, Health related merchandise,
Lifestyle/Spa products
Proceeds benefit esite programs

Parking

There are designated parking areas/lots at each Memorial facility for your safety and

convenience. Please park only in the employee lots, as patients and visitors have priority in the
nonremployee designated spaces. Please see the map on page 25 indicating employee and guest

parking areas.

Visitation Policy
Memorial Hospital supports famHigentered care for patients and strive to balance patient safety

and quality of care with the need for family support. Our visitation policy has been developed to
find the balance between keeping families together and involved in the care of their loved ones,

while still assuring the best possible patient care.
Please check with your supervisor for the specifics of visiting hours.

14



Our Life @ Memorial (continued)

Media Relations

Because Memorial enjoys a strong presence in the community, there are times when members
of the media may be in the hospital or one of our facilities. Any interviews or inquiries from

the medid radio, television, print or intern@tare to be referred to the marketing and
communications department.

Information Systems

Memorial has a vast network of technology for patient care, financial accountability and
employee recordkeeping and communications. These technologies include software, email, and
inter- and intranet capabilities. As technology evolves and usage expands, we want to
communicate the expectations of using Memorial resources.

These technologies are company resources and are provided for business purposes. These
technologies, including the internet and email systems, are hospital property and are subject to
monitoring by the Hospital. Your communications on these systems are not private. Be aware
that you are representing Memorial when you use these resources. Therefore, use them in a
manner that reflects our values and standards, including our Haraseseeatd

Discriminationfree Environment policy. You are expected to utilize these systems responsibly
and continue to abide by the IS policy you agreed to.

Nonsolicitation

Me mo r i adol@imtiompolicy is meant to maintain an orderly workplace, to avoid intrusion
upon employees and others, and to preserve safety and security throughout the Company as to
funds, supplies, records, and confidential information. Please observe the following rules:

e Except for legitimate Memorial purposes, and with prior authorization, individuals not
employed by Memorial may not at any time solicit, survey, petition, or distribute
literature on any Hospital property. This policy includes charity solicitors, salespersons,
guestionnaire surveyors, union organizers or any other solicitor or distributor.

e Employees may solicit for any purpose during work time. Work time includes that
time for which the employee is paid and expected to be performing services for
Memor i al . Wor k time includes both the sol
time. Reasonable forms of solicitation are permitted duringwank time, such as
before or after work, or during meal or break periods. Employees may not distribute
literature for any purpose during work time or in work areas. The employee lunchroom
is a nonwork area. Volunteers, Students and other personnel are expected to follow
same as employees.

e The Hospital reserves the right to provide access to recognized charitable solicitations,
such as the Memorial Foundation with approval from Administration.

15



Our Life @ Memorial (continued)

Harassmentfree and Discrimination-free Environment

We strive to provide an environment that is free from all forms of discrimination and harassment
based on an individual's race, religion, creed, color, age, sex, marital status, national origin,
sexual orientation, disability or veteran status, or any other status protected under the law.

A Har as snohelesuravelcome hostile or offensive remarks, gestures, or physical contact of

a severe or pervasive nature; display or circulation, including email, of unwelcome written
materials or pictures derogatory to oneds rac
national origin, sexual orientation, disability or veteran status, or basing personnel decisions on

a personb6s response to sexwually oriented requ
may be grounds for immediate dismissal depending on the circumstances. Harassment may

come from people other than hospital managers and supervisors, employees, interns or

volunteers, such as doctors, patients, contractors, or visitors in the workplace.

Complaint Process. If you witness, or believe you are a victim of sexual or other forms of
harassment or discrimination based on protected status, you are to immediately report the
circumstances to your supervisor. If this is uncomfortable, or if the situation is not satisfactorily
resolved, you are to immediately notify Human Resources. Memorial Hospital is committed to
protecting your rights. We prove this commit
All incidents are taken seriously and, where appropriate, effective action will be taken to address

the problem.

No Retaliation. The hospital respects you for bringing to light any behavior not in alignment
with our vision and values. We will protect you from retaliation for your efforts. Talk with your
supervisor or human resources if you have questions.

Non-Smoking Work Environment

Memorial and its family of services are smoke free environments. Employees and visitors may
smoke in designated smoking areas outside the buildings and utilize the waste receptacles for debris.
Smoking is permitted in your personal vehicle in employee parking lots.

Substance Abuse

Memorial Hospital recognizes its responsibility to maintain a work place that is safe, healthful
and productive. The possession, dispensing, or use of alcohol or illegal drugs, or the abuse of
legal drugs is prohibited.

16



Our Life @ Memorial (continued)

Safety and Well Being

Safe conditions for employees, volunteers, patients, and visitors are of primary importance in
the hospital. Employees are expected to be knowledgeable of, and observe all hospital and
departmental policies and practices related to safety. Your identification badge includes a list
of codes which you may need to know in case of an emergency. If you witness a potential
safety violation or hazardous condition, please report to your supervisor inmediately.

The hospital maintains a Safety Imperative Committee which coordinates safety efforts and
training programs. The Committee is comprised of a variety of representatives throughout the
hospital. Each department maintains a Safety Manual which outlines best practices as well as
guidelines and practices unique to the individual department.

Infection Control

For your safety, and the safety of all abide by the employee health and infection control
policies. These policies are altered periodically based upon policies of regulatory and advisory
bodies. It is your obligation to report any communicable diseases or significant infections to
either the Employee Health Nurse or Infection Control.

Workplace Violence & Campus Security

Memorial is committed to providing you with a safe environment. It is with this goal in mind

we prohibit threatened or actual violence. Some examples of these behaviors include:

Definitions:

e Inflicting or threatening injury or damage
or property

o Possessing a firearm, explosive or other dangerous weapon anywhere within our Family of
Services

e Abusing or damaging Memorial or employee property

e Using obscene or abusive language or gestures, or raising your voice in a threatening
manner.

Memorial Hospital also retains specially trained security professionals 24 hours a day, 7 days a
week. We want you to feel safe and know that help is available. Should you need help, dial 0
from any phone in the hospital and ask the operator to contact security. If you are outside the
main hospital building on the campus, call 8090 and ask them to radio security.

If you witness suspicious behavior, and if you feel safe doing so, you have the authority to
qguestion those involved and/or call security at your discretion.

17



Your Role with Safety

Follow safe practices at all times!

Identify evacuation routes in your assigned area.

Be alert for safety hazards and report them to your supervisor or the Safety Officer.

Wear your photo ID Badge.

Phone Numbers:

Operator, for emergencies 8123
Emergency Off site locations 911
Safety Officer 5758054

Facilities Management (8:00 ad:00 pm, MF) 5758052

Report unauthorized visitors and staff members to:
Nursing Supervisor Pager 173042
Security (24 hours, 7 days a week) Pager 173102
If no answer, contact:
Engineer on duty (24 hours, 7 days a we@lgger 173443
Hospital Phone Directory includes all pager numbers

Incidents & Injuries While at Memorial

If you are involved in an unusual incident relating to patients, personnel or visitors, or you
are injured, please report the incident immediately to your supervisor. Your supervisor helps
you fill out a Quantros report.

If you are injured while on duty, inform your
supervisor and then proceed to the Emergency

Department for treatment. If it is impossible SAFETY VISION
to report to your supervisor go directly to the
Emergency Department. We create the safety

culture that achieves

M ial Hospital ides i diate first
emorial Hospital provides immediate firs zero events of harm.

aide through our Emergency Department for
staff, volunteers & students, while on duty.

No expenses will incur for the first Emergency
Department visit when being treated for an
injury directly related to your work.
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Safety Imperative

As an employee, volunteer, or student at Memorial Hospital it is important to review the safety
value of our organization. We believe that SAFETY involves taking responsibility for oneself

and others to practice tools to ensure safety for all. Memorial recognizes that as humans we are

prone to make errors and we strive to prevent them by teaching error prevention tools. These
tools focus around critical thinking, compliance, communication, teamwork and attention on
task. The toolkit is found below. All members of the team at Memorial are responsible for

hel ping

to iCreate a Safe Dayo for
Yakima Memorial o Mols N
Safety Behaviors for Staff (’?0% [A) ’.‘ (A

Our Safety Vision: We create the safety culture that achieves ZERO events of harm

1. Critical Thinking

Validate & Verify:

Validate - consistent with my knowledge?
1. Wikt is typical or expected?

2. Compliance

Continuous Use do lists, check Red
lists and flow sheets:

Document i in hand and used with
thinking compliance

Rules

X Wihatis outside of the norm?
3 Howdo fknow this is correct?

Verify - check with aedible source

Absolute
compliance or
“stop the line"”

Reference Use policy and
protocol:

Document s on the shelf and
applied with thinking compliance

The rght way

3. Communication

Ask Questions:

Ask 1 or 2 clarifying guestions when

in kigh risk situdions or when
information is frcomplete andbr
unclear

Phanetic & Numeric Clarifications

3-Way Repeal Back:

* Sender inkistes communication

* Receiver repeats back

= Sender acknowledges accuracy
by saying, “That's correct”

4, Team Work

Peer Coaching Speak Up
*  Look out for each other "

*  Encourage {or 25
positiely refaforce) f‘
sife and productive '

Ask a question
R!qmﬂ achange |

Concem, state your

behawviors

Correct problem=in a
helpful manner

concemn using the
safe word

Chain of command

TakinaValky Memorial Hospral. 8l rights resened Revision D, 28 August 2006,
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Emergency Codes

Code Red: Fire

Seeing smoke or fire; smelling smoke or other burning material; feeling unusual heat on wall, door or
other surface; told by someone of a fire.

Code Blue: Heart or Respiration stops
If in the vicinity announced, move out of the way of emergency staff that will be in rapid response.

Code Orange: Hazardous Spill

Hazardous material spill or release; unsafe exposure to spill. Do not clean up a spill yourself. Mark
and isolate; call Environmental Services at 819 during the day and evenings. A summary of
hazardous chemicals found in your department is in the Max.Com manual.

Code Gray: Combative Person
Combative or abusive behavior by patients, families, visitors, staff or physicians. Able bodied
male staff will respond rapidly to provide assistance.

Code Silver: Weapon/Hostage Situation
At risk or confronted by person with weapon; hostage situation. Call 911 and then call ext. 8123 and/or
Security.

Amber Alert: Infant/Child Abduction

Announcement will include: gender, age, last known location. If the age is not announced, the child is

less than 18 months old. Be an extra set of eyes, watching hallways and exits. If a person matching the
description is seen, ask them to please wait unt.
person refuses to wait, get a good visual description and the direction they go, relay this information to
hospital security.

External Triage: External Disaster

External emergencies impacting hospital, including: mass casualties, severe weather, massive power
outages, or nuclear, biological and chemical accidents. Gives advance notice to emergency clinical
staff of possible incoming patients.

Internal Triage: Internal Emergency
Internal emergency in multiple departments, including: bomb or bomb threat, computer network down,
major plumbing problems, power or telephone outage.

Rapid Response Team: Medical Team needed at bedside
A patient's medical condition is declining and needs an emergency medical team at the bedside.

ACode (name) Clear o:
Announced when emergency is over.
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To Call a Code

To Call A Code

In-house(main hospital building): Dial 8123 and ask the operator to call a code.
Please tell the operator the name of the code and loc&@iodes are announced on the

paging system.

Offsite: Dial 911

In the Event of Fire

(e N

R - Remove from danger (patients, staff, visitors, self)

A - Activate the alarm, using a pull box and call a code Red
KNOW the location of the nearest pull box

C - Contain the fire (close doors and windows)

E - Extinguish the fire usin@ASS

PASS

P - Pull the pin
A - Aim at the fire
S- Squeeze the nozzle

\ S- Sweeping motion /

Know your responsibility in a code!
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Cultural Diversity

Our Motto
Every person brings a unique contribution to our world.

Appreciating Our Differences

We live in an ever increasing diverse community. At Memorial we encourage our employees,
volunteers, students, physicians, patients, vendors and visitors to learn about and honor the
many ways in which we are alike, as well as the ways in which we are different.

Thoughtfulness in Dealing with Others
There are many factors to take into consideration when dealing with others:

Age/generation Cultural background

Gender Geographic location in which you live or used to live
Language Marital status

Religion Sexual orientation

Socialeconomic status Spiritual beliefs

Temperament Food preferences

View about illness, death and dying

Family relationships

Physical statu@ncluding biological differences

as well as sensory, mental & physical disabilities)

Principles in Developing Cultural Competency
« Know your own culture.

« Healthy working relationships are based on: sedfwareness, ability to build functional
trust, and willingness to perspectiseh i ft (t o see anotherds point

« Every interaction is multicultural.

» There is ndi 0 rwea ytatreat any racial or ethnic group. Or any group classified by a
diversity factor.

« Cultural understanding is@nstant work in progress

 Stereotypingi s astopping point.lt is a way to define a person or a group (often in a
negative manner) without learning more about them.

» Generalizationi s &starting point. It is a way to apply what you know to a person or a
group as a way to figure out how to learn more about them.

« Importantintergenerational differencesexist within any group, and diversity is often
greater with groups than between them.

e Cul tur eo i sutisoontinually avglving, midveloping and changing.

« Skills and awareness are needed to challenge and corgfomsTh, sexism, ageism,
classism and other forms of prejudice and discrimination that occur.
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Cultural Diversity (continued)

Patient Care
Developing strategies that address culturally appropriate capassstent with our mission,
vision, and values.

« Demonstrates respect and compassion for every individual.

« Increases our ability to adequately meet the needs of specific populations.

 Improves the quality of service.

» Recognizes that the attitudes and beliefs of patients, families and healthcare providers influ-
ences the heakltelated behaviors of patients, leading to better outcomes.

« Promotes documentation of patient care and interaction without personal value judgments.

« Shows accountability for patient rights.

Recognizing and accepting differences may be inherent in us as health care professionals. It is
equally important that we articulate and document interventions, and strive to provide for spe-
cific needs.

The Joint Commission standards state:

= The patient has a right to, and receives care that is considerate and respectful of his
or her personal values and beliefs.

= The assessment of patients considers not only physiological status, but also psycho-
logical and social concerns.

= A patient's cultural and family contexts, and individual background are important
factors in response to illness and treatment.

These standards require:

= Staff to support the patientds expressiot
our mission and philosophy.

= The patient to be allowed to exercise cultural and spiritual beliefs that do not inter-
fere with the welbeing of others or the planned course of medical therapy for the
patient.

= Patient care to demonstrate awareness of the spiritual and cultural beliefs of the
community served by the organization.

= Staff toassessconsiderandplanfor psychosocial, cultural and spiritual aspects of
patient care.

Your Personal Beliefs

We attempt to accommodate your religious and/or cultural beliefs, but sometimes conflicts arise
regarding specific clinical intervention. It is your responsibility to discuss with your supervisor
any potential conflicts within the normal scope of your duties. Our primary goal as an organi-
zation is to provide the highest quality patient care. In the event an unexpected conflict occurs,
you are to provide care to our patients. Please meet with your supervisor as soon as possible
following the event to assess the situation and discuss your options in future situations.
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Strategic Directions

Memorial sets and reviews strategic directions on a regular basis.
These strategies help us live our Mission, Vision and Values,
and ensure that we grow and thrive into the future.

Your supervisor provides you with specific information depending on
your role while you are at Memorial.

ANYIVJII FiAY L
MEMORIAL — YOU'RE OURS
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