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Mission, Vision and Values of Community Memorial Hospital

Mission

To improve the quality of life and meet the comprehensive needs of the community by providing
high-quality, safe, cost-effective health services. Our exceptional employees, volunteers and
dedicated medical staff work collaboratively to serve our patients with compassionate, dignified

and state-of-the-art care

Vision

To become the premier health care provider for northern Waukesha
and Washington Counties, as part of the Froedtert Health strategic
vision. Community Memorial Hospital will pursue overall market
share in its primary service area of 60% with significant penetration
in the areas north and west of Menomonee Falls. The hospital will
secure market leadership in acute medical surgical services, cancer
care, heart care and women’s health. Additional growth will occur in
the development of musculoskeletal and emergency services. In
collaboration with our physician partners, the hospital will expand
community and patient access and choice. The hospital will be
widely recognized for its advanced clinical and technological
capabilities, delivering high value services and securing customer
loyalty through relationship-centered care.

Values

a Quality Services
a Value Orientation

a Community
Responsiveness

a Personal Attention
and Care

a Trust and Respect
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Performance
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how we do our work.

The purpose of our @
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all interactions, so we develop, maintain, and/or

Standards is to guide us in

improve relationships with every one of our
customers. Our goal with every interaction

is to create a positive, memorable experience.

These Standards can be summed up in the Platinum
Rule: treat others the way they want to be treated.

Definition

A customer is anyone who has an
expectation. We serve and partner with “external”
customers—patients, visitors and vendors who
are customers in the traditional sense of the word.
We also serve “internal” customers—the people
who work inside our system and rely on us for the
services, products and information they need to
get their jobs done. We provide the same level of
care and consideration to all customers.

Accountability

All staff are involved in supporting the
Froedtert Health service culture. We choose to be
accountable for fulfilling our responsibilities to our
customers and each other. Our actions demonstrate
our personal commitment and responsibility to the
success of patient outcomes and the organization.
In doing so, we follow through on our promises
and commitments, take ownership in resolving
concerns or problems and hold each other
accountable for following policies, organizational
initiatives and customer service standards.
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Customer

Service
STANDARDS

PROFESSIONALISM
SAFETY AND ENVIRONMENT
TEAMWORK
COMMUNICATION
CONFIDENTIALITY AND PRIVACY
ETIQUETTE
CULTURAL COMPETENCE/INCLUSION
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Professionalism

[ maintain a positive attitude, accepting new ideas
and change.

[ always wear my ID badge above my waist,

so customers can easily identify me by name.

[ park in my designated parking area, leaving
closer parking for patients and visitors.

[ escort individuals, if necessary, to their final
destination or find someone else who can.

[ utilize resources wisely and look for ways to
reduce cost.

[ continuously learn so I'm able to improve the
quality of my work.

[ stay informed of organizational changes, policies
and information by attending meetings and
reading internal communications.

[ am sincere, respectful and non-judgmental with
others including during times of stress and conflict.
[ arrive at my work station on time, prepared to
provide excellent service.

Safety & Environment

I follow proper hand washing techniques to reduce
the risk of infection.

[ correct and/or report all safety concerns to
prevent incidents.

[ follow all safety and staff health guidelines
according to policies.

I actively work to maintain a clean and quiet
environment.

[ actively involve patients to assure a safe experience.

Teamwork

I collaborate with others to meet or exceed
customer expectations.

[ help new team members feel welcomed

and supported.

[ am flexible in meeting work demands and
willingly assist team members.

I view challenges as opportunities for improvement
and foster the spirit of teaching and learning from
each other.

Communication

[ use AIDET (Acknowledge, Introduce, Duration,
Explanation, Thank) to begin all my interactions.

I communicate delays and provide assistance as
needed, demonstrating a sincere desire to help.

I communicate in a respectful and genuine manner.
I manage up by communicating positively to build
trust and confidence in the organization and staff.

[ listen attentively, with concern and sensitivity.

I use appropriate body language and tone of voice.
[ use words patients and customers will understand.
I interact with customers in a non-hurried manner.
[ use L.A.S.T. (Listen, Apologize, Solve, Thank)

for service recovery.

I ask, “Is there anything else I can do for you?”
prior to ending my interactions.

Confidentiality and Privacy

I will not share confidential information with

those who do not have a business need to know
(this includes organizational, departmental, personal
and patient information).

[ acknowledge acquaintances when seen, but do

not inquire about the reason for their visit.

I will not leave patient or staff information in plain
sight (e.g., patient charts, schedules, census reports,
performance evaluations).

I knock and announce myself before entering

a room.

I close curtains and doors to protect patient privacy.
[ protect patients’ dignity at all times (e.g., providing
a properly sized gown or robe).
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Etiquette

I use common terms of courtesy such as “please,”
“thank you,” and “excuse me.”

[ answer external phones utilizing a greeting,

my name, organization and department.

[ return phone messages and reply to e-mails within
24 hours during the regular business week or
follow department specific guidelines.

I keep my voice mail message greeting current and
always include:

* my name, organization and department

¢ how caller can have immediate needs met

[ provide the correct number before transferring a call.
I ask permission before putting a call on hold or
transferring to voice mail and thank callers for holding.
I will send e-mails that are courteous, brief and

to the point.

[ will use appropriate words when sending e-mail
and will not type in all CAPITALS which indicates
shouting.

I pause to allow others to enter or exit the elevator
before me.

I make room for others in the elevator and hold

the door open as others board.

When I transport a person in a wheelchair, I make
sure they are facing the door of the elevator.

I use designated elevators appropriately.

I silence electronic devices during meetings and
educational sessions.

I will leave meetings and educational sessions to
answer pages and phone calls.

Cultural Competence/Inclusion

I value, support and promote a diverse workforce
in our organization.

I respect all the ways we are different: age, lifestyle,
beliefs, language, financial status, education, race,
communication style, etc.

I practice the Platinum Rule (treat others the way
they want to be treated) to assure expectations are
met or exceeded.

I encourage an environment where all individuals
are able to contribute their skills and talents and
reach their fullest potentials.

[ use appropriate interpreters and translated
documents, when needed, to assure accurate
and complete communication. 4



4 High Quality Patient Care

I will provide safe and high quality care to our patients.

Froedtert Health strives to assure that the services provided at the hospitals
and clinics meet or go above acceptable levels of quality and patient safety.
The organization and our staff are committed to providing quality care to
our patients. Everyone should treat patients with respect and dignity and
provide care that is necessary and appropriate. Staff do not discriminate
(because of race, religion, national origin, ability to pay or any other factor)
in admitting, transferring or discharging patients, or in the care provided.
Care is based on the patient’s healthcare needs.

4 Protecting Patient Confidentiality and Privacy
I will protect and keep patient information private.

Froedtert Health collects and stores information about patients’ medical
conditions and histories so that we can propetly treat each person. We are
committed to maintaining the privacy of this sensitive information which
includes but is not limited to: patient lists, medical records and billing
information. Therefore, no Froedtert Health staff member, medical staff
member, vendor or business partner has a right to look at, access, use or
share any patient information other than what is necessary to perform his
ot her job duties.

4 Protecting Confidentiality of

Business Information
I will protect and keep confidential business information private.

Froedtert Health has information about strategies and operations that are
valuable to the organization. Confidential business information includes,
but is not limited to: pricing and cost data, information pertaining to
acquisitions, affiliations and mergers, financial data, research data,
strategic plans, marketing strategies and contract information. Every
staff member has an obligation to protect and safeguard this information
in a way that will prevent others from knowing it.
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4+ Gifts or Tips

I will not accept money or other things of value from our patients,
patient family members, vendors and/or others.

All Froedtert Health staff should use good judgment when accepting gifts.
The offer of money, gifts, services and entertainment should never
influence a decision, selection of a vendor, or affect the care of a patient.
Staff must never accept cash. Staff should only accept gifts of nominal
value or that can be shared with their department and/or co-workers.
Nominal gifts include: flowers, cookies, etc.

4 Giving Free Supplies, Equipment or Services

I will not attempt to influence patients, governmental officials,
medical staff members or any other person with an offer of money,
services, supplies or equipment.

Froedtert Health staff must never offer or give money or gifts to governmental
officials. Gifts to medical staff members, vendors, business partners
and/or any other person should be of nominal value and should not be
given in order to influence them. Free or discounted supplies, equipment
or services provided to patients must be in accordance with the organization’s
charity care policy.

4 Proper Use of Company Assets
I will protect the organization’s equipment, supplies, property and
other assets against loss, theft, destruction and misuse.

Part of the job of every staff member is to keep the costs of healthcare
down. One way to assist in doing that is to protect our organization’s
assets. Staff should only use supplies and equipment for hospital or clinic
business, never for personal use. We must make sure that we secure things
of value. We must take precautions so our equipment and supplies are not
lost, broken, stolen and/or misused.
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4 Environment and Safety
I will work to provide an environment where the health and safety of
our patients and staff come first.

Our organization promotes an environment that protects patients and staff
from infection, injuries and illnesses. Staff are expected to have a positive
attitude about safety and to attend safety training required for their job
duties. We focus on creating processes and practices that encourage safety
and quality. We also support open and honest reporting when events
occur, so that we can prevent the same incident from happening again.

4 Background Checks

I understand that Froedtert Health will conduct formal background
and credentialing checks on all staff, medical staff members and
certain vendors/contractors.

To reduce risk and promote a safe environment for patients, staff members
and our organization, Froedtert Health strives to only hire or contract with
those that share the same values and integrity. As a result, an appropriate
background check is conducted before staff and medical staff members
start working. We do not employ or enter into contracts with individuals
or entities that cannot participate in federal or state health care programs.
Staff, medical staff members, vendors and contractors must obtain and
maintain all appropriate licensure and/or certifications required for their job
responsibilities or contracts. They are also required to report any changes
in their status according to corporate policy.

4 Emergency Treatment
I will provide a medical screening and treatment to all persons who
are seeking emergency medical treatment, regardless of ability to pay.

* We provide an emergency medical screening exam and necessary
stabilization to all patients, regardless of their ability to pay.

e We will not delay the medical screening and necessary treatment to
stabilize the patient in order to seck financial and demographic
information.

* We do not admit, discharge or transfer patients with emergency medical
conditions simply based on their ability or inability to pay. Patients are
only transferred to another facility at the patient’s request or if the
patient’s medical needs cannot be met at the facility.
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4+ Billing and Claims

I will accurately and appropriately document and bill for the services
provided by me or my department.

Medicare and Medicaid have requirements and obligations that must be
met in order for healthcare providers to bill them for health-related services.
The requirements promote high-quality and safe patient care, and help to
make sure that providers are not inappropriately or incorrectly billing them
for services. The government uses the terms fraud and abuse.

“Fraud” is a willful or intentional act. Examples of fraud in healthcare are:

* Billing for services and/or supplies not provided

* Altering forms and/or receipts in order to receive a higher payment
amount

* Duplicating billings that includes billing the Medicare program and the
beneficiary or Medicaid, or some other insurer in an effort to receive
payment greater than the amount allowed

* Offering, paying, soliciting or receiving bribes, kickbacks or rebates,
directly or indirectly, in cash or in kind, in order to induce referrals of
patients or the purchase of goods or services that may be paid for by
Medicare, Medicaid or other government program

* Billing a person who has Medicare coverage for services provided to
another person who is not eligible for Medicare coverage

» Completing certificates of medical necessity (CMN) for patients not
personally and/or professionally known by the provider

* Billing for procedures over a period of days when all of the treatment
occurred during one visit (e.g., split billing schemes)

“Abuse” describes practices that, either directly or indirectly, result in
unnecessary cost to the Medicare or Medicaid program. Abuse appears
quite similar to fraud except it may not be willful or intentional. Some
examples of abuse are:

* Charging in excess for services or supplies

* Providing medically unnecessaty services or services that do not meet
professionally recognized standards

* Billing Medicate based on a higher fee schedule than for non-Medicare
patients

* Submitting bills to Medicare that are the responsibility of other insurers
under the Medicare secondary payer (MSP) regulation

13



All staff should be aware that the organization has a corporate policy
called “Preventing Fraud and Abuse, and Reporting Non-Compliance.”
This policy outlines the False Claims Laws. It also describes how the
government protects individuals who report fraud and abuse. These
protections are called the Whistleblower Protections.

4 Retaliation

I will not retaliate against a patient, staff member or any other
person who, in good faith, raises a concern about non-compliance.

Froedtert Health will not retaliate against a staff member, patient or any
other person, who in good faith raises a concern about non-compliance.
We intend to do the right thing, and we want our staff members, patients,
medical staff members, business partners, vendors or any other individual
to tell us when they think we are not doing the right thing, We want to
investigate and make changes if appropriate.

4 Conflicts of Interest

I will disclose any possible or potential conflicts between my
personal interests and the interest of the organization.

All relationships and decisions must be in the best interest of our patients
and the organization. We should never make decisions that result in our
financial benefit or our immediate family members’ financial benefit. All
staff members should report potential conflicts of interest to the
Corporate Compliance Department.

4 Compliance Education and Training
I am committed to attending and/or completing all mandatory and
assigned compliance training and education.

We want our staff to know the rules and policies for their role so they do

the right thing, Staff is required to attend and/or complete all mandatory
compliance education that is expected of/assigned to them.
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4 Response to Internal and

External Investigations
I am committed to cooperating with all internal and external
investigations in an efficient and professional manner. I know to
seek immediate guidance from my supervisor or the Compliance
Department if contacted about/during an investigation.

Internal Investigations: Individuals are expected to cooperate with all internal
investigations, audits or reviews related to compliance with the laws or
organizational policies.

External Investigations: Froedtert Health will respond appropriately to any
authorized government investigation, asserting all protections afforded
by law. Froedtert Health believes that it is in the mutual interests of
everyone involved that governmental inquiries be addressed to, and handled
by, a leader and Corporate Compliance, or legal counsel designated by
Froedtert Health. If a staff member is presented with a letter, subpoena
or other legal document, or if someone from a governmental agency
comes to a department, the staff member should immediately contact the
Compliance Department.

4 Discrimination and Harassment

I will treat all people equally and fairly and will not harass or
discriminate against another individual.

Froedtert Health is committed to an equal opportunity work environment
where all staff members are treated with dignity, fairness and respect. We
are further committed to providing a work environment that is free from
discrimination or harassment of any kind. Any staff member who feels
he/she has been subjected to discrimination, harassment or intimidation
should immediately report the incident to his or her supervisor, manager,
director or vice president and/or to the Human Resources Department.
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4 Enforcement and Disciplinary Actions

I may be subject to corrective and/or legal actions if I do not follow
laws and Froedtert Health Policies that apply to my job and my job
responsibilities.

All Froedtert Health staff must carry out their job duties as stated in
organizational and department policies and as required by law. If an
individual violates any applicable laws and/or Froedtert Health policies and
procedutes, he or she may be subject to disciplinary and/or legal action.
The specific action will depend on the nature and severity of the violation,
and will be consistent with Froedtert Health Human Resources Policies,
medical staff bylaws and/or contractual obligation.

4 Physician Relationships

It is important that those staff members who interact with physicians are
aware of the requirements of laws, regulations and policies that address
relationships between facilities and physicians. This knowledge is especially
important if you have a role in making payments to physicians for services
rendered, leasing space, recruiting physicians to the community or arranging
for physicians to serve in leadership positions in facilities. Any business
arrangement with a physician must be in writing and must be reviewed
and approved by the Froedtert Health Legal Department.
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Community Memorial Hospital
Division of Nursing
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Our Philosophy of Nursing Bentered

We, The Nurses of Community Memorial Hospital:
e Believe in ourselves, our patients, our community and the power of Nursing.

e Believe that we promote health, wellness, and optimal healing through the relationships we build, nurture and
maintain.

e Believe in compassionate, highly skilled, individualized, holistic care.

e Believe that Nursing is a scientific discipline that influences patient outcomes.
e Believe that Nurses are accountable for their practice.

e Believe that Nursing promotes a safe environment of care.

o Believe that caring for ourselves is valuable in creating and maintaining healthy relationships.

17
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CARE Delivery Model

Relationship Centered Care

Relationship Centered Care is a model based on valuing relationships with others as well as ourselves. Healthy relationships are based
on respect for the patient, respect for ourselves, respect for shared values, and respect for differences. Nursing at CMH has a
longstanding history of caring. Beginning with the development of four core relationships: Nurse to patient, Nurse to self, Nurse to
provider, and Nurse to community our caring model has evolved into the Relationship Centered Care model. This model is based upon
Kristen Swanson’s Middle Range Theory of Caring and incorporates her Five Caring Processes.

Principle 1 Principle 2 Principle 3 Principle 4 Principle 5
Maintain Belief and Hope | Knowing the Patient Being with the Patient| Doing For/Assisting the | Facilitating Care through
in the Patient Patient Difficult events and life’s

transitions
Caring Behavior — Nurse
as teacher, Advocate, and

Caring Behavior —
Creation of a Healing

Caring Behavior —
Effective communication

Caring Behavior —
Nursing presence as

Caring Behavior —
Application of Therapeutic

Environment as evidenced | As evidenced by: evidenced by: technique’s as evidenced by] Leader as evidenced by:
by: o Caregiver Handoff o Unit teams e Competency o Care coordination
o Quiet o Individualized o Active listening e Synergy e Coach
o Light Care Plans e Nursing self care e Evidenced based ¢ Education
e Warmth ¢ Rounding e Being present Practice e Outcomes ldentification
o Cleanliness o Listening to the e Sharing moments| e Therapeutic touch o Preparation of patient
o Safety patient's story with patient e Preserving dignity and family for future

e Address cultural and

e Centering on the

Events and needs.

o Support of the
Nursing team

e Comforting
e Protecting
¢ Advocating

Patient
¢ Engagement with the
patient and family

Spiritual need

¢ Encouragement

¢ Non-judgmental

o Respect for patient
values
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Parking

We offer free and convenient parking for faculty and students. We ask that you
park in lot “J” if you are at CMH during the hours 0700-1500. Lot Jis located on the
east side of the street on Town Hall Road. Students & faculty with clinical
experiences after 1500 may park in any employee lot. It is very important that
faculty and students park in the designated lot. You will be asked to provide us your
car license plate numbers for any vehicle parked on CMH campus. CMH Security
does patrol the parking lots. Student and instructors parked in lots other than their
designated lot will be ticketed and potentially towed. We appreciate your
cooperation.

See map below for directions.






































http://intranet.fchhome.com/FCH/Policies/Corporate/HumanResources/PUBLICDISPLAYWITHSOCIALMEDIA.htm
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