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“Standards in
Action.”
Every other month during 2015, as we rolled
out the Standards of Behavior, we shared an
organization-wide practice that all of Einstein
focused on practicing together. “Standards
in Action” are the skills or activities that
support incorporating the Standards into
our everyday work experience. Having all of
us focus on these same skills and activities
creates energy and consistency, reinforces
the learning, raises the bar for everyone, and
helps us make Einstein a better place for
everyone.
Your support and practice of these standards
is a key element to Einstein’s success.
Thank you for your commitment to our
Standards in Action!
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Standard in Action:

The 10/5 Rule
Step one:
When you are within

10 feet of another
person (patient, visitor,
co-worker, etc.), make
eye contact and smile
warmly to acknowledge
that person.

The “10/5 Rule,” is inspired by the following Standard:

“In all interactions, I will use a pleasant tone of
voice, make eye contact, and if appropriate smile.”
Here are the steps for practicing the 10/5 Rule:

Step one:
• When you are within 10 feet of another person (patient, visitor, coworker, etc.), make eye contact and smile warmly to acknowledge
that person.
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HI!

Step two:
When you get within

5 feet of the other
person (patient, visitor,
co-worker, etc.), offer a
sincere greeting
(e.g., “Hello,” “Good
morning,” “How are you?”)
in addition to the eye
contact and smile.
Step two:
• When you get within 5 feet of the other person (patient, visitor, coworker, etc.), offer a sincere greeting (e.g., “Hello,” “Good morning,”
“How are you?”) in addition to the eye contact and smile.

Through practicing the 10/5 Rule, we:
•
•
•
•
•

Make patients and visitors feel welcome
Brighten our co-workers’ day
Create a positive environment where all feel acknowledged
Inspire the feeling that we’re all one big team
Keep us focused and reminded of our Einstein G.P.S. journey
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Standard in Action:

Blameless
Apologies
A blameless apology
expresses heartfelt
regret that the person
is somehow suffering.
It means not blaming
yourself or others. It
means including those
magic words, “I’m sorry.”

“I’m so sorry
you were
inconvenienced.”

The practice of “Blameless Apologies,” is inspired by the following
Standard:

“I will listen and recognize the need to apologize
without assigning blame.”
Here’s a brief introduction to practicing the blameless apology:
A blameless apology expresses heartfelt regret that the person is
somehow suffering. It means not blaming yourself or others. It means
including those magic words, “I’m sorry.” Here are a few examples of
blameless apologies:
• “I’m sorry this wasn’t what you were expecting.”
• “I’m so sorry you were inconvenienced.”
• “I’m really sorry this has been so uncomfortable for you.”
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What isn’t Blameless Apology?
Statements like:

“Gee, I’m really
sorry; it’s a zoo in
here.”

What isn’t blameless apology? Statements like:
• “I’m sorry, but it wasn’t my fault.”
• “Gee, I’m really sorry; it’s a zoo in here.”
• “I’m sorry you had to wait; we’re really short-staffed.”

Remember, Empathy is putting yourself in the
other person’s shoes and imagining what the
situation would be like for him or her. Through
practicing blameless apologies, we:
•
•
•
•

Make patients and visitors feel heard and understood
Help to calm heated emotions
Acknowledge the impact we have on patients and each other
Create patient loyalty
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Standard in Action:

Positive Intentions
While we are devoted to the best interest of our
customers, sometimes challenges can get in the way
and patients perceive that we don’t care when we
really do.

“I’m here
for you
now.”
The practice of “Positive Intentions,” is inspired by the following
Standard:

“I will take responsibility for my role in my patients’,
co-workers’, and customers’ experiences. I will not
use the phrases, ‘It’s not my job,’ or ‘I don’t know.’
If I am unable to meet a request, I will find someone
who can, or contact the appropriate department for
follow up.”
While we are devoted to the best interest of our customers, sometimes
challenges get in the way and patients perceive that we don’t care, when
we really do. By stating our positive intention when we do things with and
for our customers, they KNOW we are thinking about THEIR needs.
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By stating our positive intention when we do things
with and for our customers, they KNOW we are
thinking about THEIR needs.

“I want to help you.”

When interacting with patients and customers who are upset or making
requests, begin your response by using a phrase that shows your
positive intention such as
•
•
•
•

“I’m happy to help you.”
“I’m here for you now.”
“I want to support you.”
“I’d really like to get you the information you need.”

Remember, Responsibility is the state or fact of being
responsible, answerable, or accountable for something
within one’s power, control, or management. Sharing our
positive intentions,
•
•
•
•
•

Shows our patients and customers that we hear them and care
Offers empathy and compassion
Moves the situation in a positive direction
Demonstrates our ownership in solving the challenge
Leads us to workable solutions
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Standard in Action:

Want A.D.D.S
ASK:
Ask for help as soon
as you need it

DESCRIBE:
Describe the situation
or opportunity
THIS IS THE
PROBLEM
I’M HAVING...

WOULD YOU
MIND HELPING
ME WITH
SOMETHING?
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The practice of “Requesting Help through Want A.D.D.S.” is inspired by
the following Standard:

“I will give and receive help from others; I will
share responsibility to get the work done in the
best way possible.”
Asking for help is not always easy, but there are many good reasons to
ask for help when you need it. Patients, co-workers, and all of us benefit
by being open to the support of others. Here’s a simple model for how to
ask effectively.

When you need help use the Want A.D.D.S.:
•
•
•
•

Ask for help as soon as you need it
Describe the situation or opportunity
Describe everything you’ve done to address the situation
Solve the challenge together and agree on a plan of action
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DESCRIBE: Describe
everything you’ve
done to
HERE’S WHAT
I’VE
DONE
address the situation
SO FAR...

HERE’S
WHAT I’VE
DONE
SO FAR...

SOLVE: Solve the
challenge together and
agree on a plan of action

I THINK
WE FIGURED
IT OUT!

IT’S A GREAT
SOLUTION!
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Remember, Affinity is a feeling of closeness and understanding that
someone has for another person because of their similar quality, ideas,
or interests; a liking for or an attraction to something; a quality that
makes people or things suited to each other.

You may need help if you…
• Find yourself going around in circles with a task
• Don’t have enough information to complete the task safely and
effectively
• Notice your efforts are stalling
• Are making mistakes
• Can’t get through your workload effectively
Please discuss with your leader and your team how you can help each
other practice using the Want A.D.D.S.
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Standard in Action:

Receiving feedback
gracefully
WHAT COULD
I DO TO BE A
BETTER
TEAM MATE?

I WOULD
BE HAPPY
TO SHARE MY
THOUGHTS
WITH YOU.
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The practice of “Receiving Feedback Gracefully” is inspired by the
following Standard:

“I will provide honest, constructive feedback to
peers, leaders, and direct reports. I will ask for and
be open and gracious when receiving feedback.”
Feedback is a way of knowing if we’re on course or off course. When
given at the right time and in a respectful, positive and constructive
manner, feedback is the key to patient safety and individual and
organizational success. For people to feel safe giving feedback, we
must create an environment in which we listen well to what others have
to tell us about our impact. Below is a guideline for how to receive
feedback gracefully:
•
•
•
•

Breathe. Allow yourself to hear.
Assume positive intent
Manage your defensiveness
Look for the truth in the feedback
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THANK YOU FOR
THE HELPFUL
FEEDBACK.

YOU’RE
WELCOME!
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• Listen carefully
• Check for understanding – restate what you heard without judgement
• Thank the person giving you feedback, even if you can’t immediately
see the truth in it.

To practice the skill of receiving feedback gracefully, you
might consider asking one or two team mates any or all
of the following questions:
•
•
•
•

How am I helpful to you?
What could I do to be a better team mate?
How could I improve myself to be more successful?
How do you see me living the Standards of Behavior and what could I
do better?

Listen well to the responses you get. Use the guideline above to remain
open and accepting. Always remember to thank anyone who shares
feedback with you, even if it is hard to hear or not given perfectly.

Standards In Action Booklet 20pgs 5.5x8.5.indd 13

11/23/15 9:15 AM

Our Standards
of Behavior
RESPECT
Definition: A feeling or understanding that someone or something is
important, serious, and should be treated in an appropriate way.
• I will introduce myself and my role before providing any service.
• In all interactions, I will use a pleasant tone of voice, make eye
contact, and if appropriate, smile.
• I will treat everyone I interact with as a priority, by acknowledging
their presence, tending to their needs, and letting them know that I
am glad to help.
• I will be mindful of my own and other’s time by being punctual to
work, meetings, and when delivering patient care.
• I will maintain a quiet and healing environment by using a low tone of
voice in patient care areas.
• I will remain calm, listen, and demonstrate an open, friendly posture,
even during challenging situations.
• I will pay attention to what others are saying and check for
understanding by repeating back what is said and asking questions
to confirm understanding.
• I will honor each patient’s dignity by ensuring all confidential
information and communication takes place with only the appropriate
people.
• I will be respectful of diversity within our patient and employee
population. I will be sensitive to age, color, culture, disability,
education, gender, gender identity, nationality, race, religion, sexual
orientation, veteran’s status, and all other forms of diversity.
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EMPATHY
Definition: The power of understanding and imaginatively entering into
another person’s feelings. (In other words, putting yourself in the other
person’s shoes and imagining what the situation would be like for him or
her.)
• I will, without bias, be fully present with each person, be on the
person’s level, and make their most important needs my most
important priority.
• I will acknowledge others’ needs and offer assistance.
• I will respond to the emotional needs of others by offering verbal
and nonverbal support and connection, always considering each
person’s individual and cultural preferences.
• I will show compassion by using a gentle, comforting tone of voice,
caring facial expressions, and light touch, if appropriate and if given
permission.
• I will help lost patients, visitors, and new employees by escorting
them to their destination. I will avoid pointing and direction-giving to
the greatest extent possible.
• I will listen and recognize the need to apologize without assigning
blame.

RESPONSIBILITY
Definition: The state or fact of being responsible, answerable or
accountable for something within one’s power, control or management.
• I will show up on time, be fully present, and accept my individual
responsibilities as a team member.
• I will proudly take ownership of my attitude, appearance, and actions
to maintain a welcoming, safe environment for myself and others.
• I will take responsibility for my role in my patients’, co-workers’, and
customers’ experiences. I will not use the phrases “It’s not my job,”
or “I don’t know.” If I am unable to meet a request, I will find someone
who can or contact the appropriate department for follow-up.
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• I will ensure that my actions, behaviors, and decisions taken on
behalf of Einstein Healthcare Network reflect positively on the
organization.
• I will review and share information in a timely manner. I will
acknowledge emails and voicemails promptly and stay informed
by reading department and network communications (e.g., network
emails, newsletters, policies, etc.).
• I will always perform hand hygiene before and after interacting with
each patient.
• I will care for my own health, well-being, and emotions so that I can
better care for others.
• I will actively participate in group problem-solving and include the
appropriate people in the process. I will not just identify issues but
offer ideas for resolution.
• I will use the AIDET (Acknowledge-Introduce-Duration-ExplanationThank you) communication framework with patients to ensure they
receive a consistent experience of caring, concern, and appreciation
at Einstein.

AFFINITY
Definition: A feeling of closeness and understanding that someone has
for another person because of their similar qualities, ideas or interests;
a liking for or an attraction to something; a quality that makes people or
things suited to each other.
• I will work as a team player by offering assistance generously without
hesitation, encouraging and thanking my colleagues, and ensuring
good handoffs.
• I will give and receive help from others; I will share responsibility to
get the work done in the best way possible.
• I will welcome new employees to the organization. I will mentor and
provide ongoing support to help them be successful.

Standards In Action Booklet 20pgs 5.5x8.5.indd 16

11/23/15 9:15 AM

• I will seek to inspire confidence in Einstein Healthcare Network
by sharing with patients, customers, and others in the community,
whenever appropriate, the positive attributes of my co-workers, the
medical staff and our organization.
• I will purposefully engage with those I work with and those I serve by
attempting to find common ground and creating connections.
• I will celebrate others in happy times and support others through
hard times.
• I will build rapport with patients – engaging with them by listening to
their stories and involving them in decisions about their care.

INTEGRITY
Definition: A quality of being honest and fair; adherence to moral and
ethical principles; soundness of moral character.
• I will do the right thing, even when no one is looking.
• I will appropriately manage the organization’s time, resources,
equipment, supplies, and facilities.
• I will be honest with our patients and my co-workers.
• I will provide honest, constructive feedback to peers, leaders and
direct reports. I will ask for and be open and gracious when receiving
feedback.
• I will ensure the privacy, completeness, and validity of medical
records, correspondence, and dialogue.
• I will be consistent and fair in holding myself and others accountable.
• I will advocate for those we serve in order to fulfill the mission of
Einstein Healthcare Network.
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2015 Standards
of Behavior Year
in Review
GPS DAY
• Einstein Senior Leaders and Standards of Behavior Team members
introduced the standards of behavior
• Over the next few weeks, Einstein employees signed pledges and
began to incorporate the Standards into their everyday activities.

CODE OF CONDUCT
A new element of the code of conduct highlighted every other month:
Respect: Feb. - Mar.		

Empathy: Apr. - May

Responsibility: June - July

Affinity: Aug. - Sept.

Integrity: Oct. - Nov.

STANDARDS IN ACTION
Standards in Action are the skills or activities that support incorporating
the Standards into our everyday work experience. Each Standard
in Action supported a specific Standard within that month’s Code of
Conduct Element.
• Respect: 10/5 Rule
• Empathy: Blameless Apologies
• Responsibility: Positive Intentions
• Affinity: Want A.D.D.S.
• Integrity: Receiving Feedback Gracefully
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RESULTS
• Encouraging HCAHPS data
• Lower number of grievances
• Higher percentage of write-in compliments

WHAT’S NEXT?
• Celebrate our progress and say THANK YOU!!
• Stay the course – we’re working on the right things!
• Continue to get more consistent – every patient, every shift,
every time

Everyone at Einstein has pledged their
commitment to the standards of behavior.
The Standards in Action are a way to practice
and uphold that commitment.
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