Standards
of Behavior

A MESSAGE FROM THE CEO
Dear Colleague:
In recent years, the U.S. healthcare environment has been
going through an unprecedented level of change. For Einstein
Healthcare Network to continue to grow and thrive, we need to
be more focused than ever on delivering high-quality care and a
consistently great experience anytime and anywhere we interact
with our patients, whether it is in one of our inpatient facilities,
at an outpatient location or physician practice, over the phone,
online or through social media. Providing the best possible patient
experience must be demonstrated in everything we do, every single day.
Our Standards of Behavior, which are built on our Mission, Vision and Code of
Conduct, help us to define what it means to deliver a great patient experience.
I can’t emphasize enough how important it is that we all embrace the Standards
and commit to following them. For us to bring them to life, we need to do two
things:

•• Hold ourselves accountable. We need to take an honest look in the
mirror and see if there are behaviors or actions we can improve or need to
change.

•• Hold each other accountable. We need to create and maintain a culture
where excellence is expected from everyone, no exceptions. And we need
Einstein to be the kind of place where people feel comfortable bringing it to
each other’s attention if we do fall a bit short of the mark.
I want to thank the team of frontline employees and team leaders who worked
to develop our Standards of Behavior. I have joined with them in making a
commitment to uphold these Standards – and we need you to do the same.
By working together, I know that we can show how important these Standards
are, make them part of our day-to-day philosophy at Einstein and succeed in
delivering a great patient experience.

Our Standards of Behavior,
which are built on our Mission,
Vision and Code of Conduct,
help us to define what it
means to deliver a great
patient experience.

Barry R. Freedman
President and Chief Executive Officer
Einstein Healthcare Network
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CODE OF CONDUCT
RESPECT – VALUE OTHERS
• Appreciate the differences of each individual
• Safeguard privacy and confidentiality
• Seek the expertise and experience of others

EMPATHY – BE WITH THEM
• Anticipate the needs of those we serve
• Actively seek to understand people’s feelings and intentions
• Show those we serve that they are not alone

RESPONSIBILITY – WATCH, LISTEN, ACT
• Protect from harm
• Use resources wisely
• Explore opportunities embedded in conflict

AFFINITY – NURTURE EACH OTHER
• Mentor the growth, education, and development of others
• Band together as community
• Find the humor that connects

INTEGRITY – DO RIGHT
• Keep our word
• Listen to all sides of the story
• Conduct ourselves with honesty and fairness

PUTTING IDEALS INTO ACTION
How many times have you heard the phrases, “actions speak louder than words”
or “talk is cheap?” The fact is, there are many times when it’s difficult to act on
our good intentions. Sometimes, we just aren’t sure how to respond, especially
in situations involving other people’s expectations and anxieties. And those are
the situations that healthcare workers face every day when caring for patients.
Years ago, Einstein Healthcare Network developed a Code of Conduct to
respond to that challenge. Its purpose was to foster a culture of reliability
and trust among Einstein employees. It provided a general guide to staff on
how we should behave toward our patients, their family members and each
other. In 2013, our organization launched Einstein G.P.S. – short for Growth,
Professionalism and Service.
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The goal of our Einstein G.P.S. journey is to create
an even better place for our employees to work, our
physicians to practice medicine and our patients to
receive care. As part of that effort, Einstein decided to
take our Code of Conduct a step further.

WE CAN DO BETTER
We recognize that today’s patients are more knowledgeable. They have more
healthcare providers to choose from. They have higher expectations of their
physicians and other caregivers. For Einstein to succeed in this environment, we
need to provide a consistently great patient experience. To do that, we need to
give every Einstein employee, physicians and volunteers the tools that he or she
needs to enable and maintain that experience.
A team of 115 front-line Einstein employees joined together in 2014 to craft our
Standards of Behavior. Based on the Code of Conduct, the Standards provide
concrete examples of how every Einstein employee should act. They help
ensure that everyone in our organization will know and understand:
• The behaviors expected of every employee, physician and volunteer;
• That each individual’s behavior has an impact on the work we do; and
• That everyone in our organization is responsible for Einstein’s success.
The Standards of Behavior are actions that 100 percent of employees,
physicians and volunteers can take 100 percent of the time. Each one starts with
the words “I will.” They are key to Einstein’s continued growth and success and
the foundation for our efforts to provide the best possible patient experience.

A PROCESS DRIVEN BY YOUR PEERS
Creating our Standards of Behavior was a grassroots effort. A team of 115
front-line employees from across the organization was selected to develop the
Standards. Nominated by leaders, these employees were chosen because
they already consistently model great behavior, go above and beyond to meet
the needs of others, and represent their departments, units and Einstein with
distinction.
The members of the Standards of Behavior Team put several months of their
time, energy and ideas into developing the Standards. Over the years, our
front-line staff has repeatedly shown how they can help to drive change and the
Standards they created are another great example of that.
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The Standards of Behavior help to define what it means
to deliver a great patient experience at Einstein. All of
us need to make a shared commitment to embracing
these Standards and following them. They must be part
of how we do things at Einstein every day.
Thank you to all of the Standards of Behavior Team members who worked
on this important effort. They are:
Saul Winters
Mia Floyd
Stacey Fineman
Brook Tillman
Barbara Smith
Adenike Webb
Tracy Duong
Christine Zurzola
Jasmine Somers
Tiffany Andrews
Sonya Webster
Patricia Coughlin
Emily Willier
Shana Stites
Mikaela Polman
Mary Blocker
Robert Williams
Colleen Craig
David Beisel
Dana DeLellis
Elaine Pfender
Tanya Brown
Allison Bell
Marilyn Korn
Christine Flannigan
Elicia Jackson
Lynette Cayson
James Vance
Michael Pearson
Anna Lee Craven
Frank Manderano
Denise DeGisi
David Ezdon
Donna McGill
Mary Stewart
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Gary Williams
Suzanne Scargill
Louis Colzie
Quinteya Flood
Anneliese Gualtieri
Lydia Harris
Brandon Henderson
Alicia Colon
LaTasha Charlton
Debra Wilson
Shamelle Roberson
Michele Bogan
Maria Piersig
Carmen Quintana
Manuel Gonzalez
Brian Fox
Donnell White
India Lamar
Carolyn Johnson
Lidia Rayor
Leo Sanont
Kim Smith
Lucy Blackwood
Velma Ross
Alanna Bergman
Debra Cattolico
Ruth Cherry
Keenya Eubanks
Robert Gladys
Mariel Gonzalez
Roni Griffin
Flo Gunn
Robert Haney
Audra Jeffers

Roberta Vena
Jacqueline Kemp
Rochelle HumphreysBurton
Lorianne Albright
Lee Altshuler
Adria Filmore
Jordan Seidle
Moises Colon
Cathy Madeja
Carlos Rosado
Marie Niklauski
Ryan Sepe
Lisa McBride
Rhonda Ferris
Stacey Carter
Natalie Gilmore
Charles Illingworth
David Nutt
Hector Delgado
Cheryl Schachter
Jing Zhou
Farrah Thomas
Joanne Rinehart
Wendy McIntyre
Pallavi Patel
Teara Farlow
Debi Heiney
Jennifer Galzcenski
Carol Casatelli
Sissy Clay
Anthony Penta
Sue Ellen Raisch
Paul Benjamin
Mark Foley

Tracy Johnson
Wanda Davis
Deborah Dallen
Michael DeVincenzo
Karen Shipman
Michael Smith
Katie Shapley
Marcia Goldstein
Bernice Jones
Leslie Welch-Edney
Joana Alberty
Daisy Vasquez
Gina Jackson
Nicole Ferrell
Bilal Williams
Angie Ortega
Jes Slonaker
Magda Chacon
Yadira Roman
Ishmael McFarlane
Cheryl Reguesters
Megan Kempf
Crystal Long
Elisabeth Marie
Kathleen McCrea
Sylvie Mulvaney
Tiffany Pearson
Patrice Stone
Terri Uzdevenes
Francis Walsh
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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.

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.
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• 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.
• 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-Explanation-Thank
you) communication framework with patients to ensure they receive a
consistent experience of caring, concern, and appreciation at Einstein.
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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.
• 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.
14

1-800-EINSTEIN
Einstein.edu

