
 

 

 

 

 

 

 

Professionalism 
• Dresses Professionally 

• Arrives at Work on Time, Prepared to Work 

• Speaks in a Collaborative and Respectful Manner 

• Maintains a Positive Attitude 

• Maintains A Professional Sense of Humor 

• Attends Training and Maintains Competent Job Skills 

 

Greetings/Connections/Conversation 
• Extends Professional Greetings to Residents, Family Members and Team Members 

• Communicates in a Warm and Friendly Manner 

• Addresses People by Their Preferred Name 

• Makes Eye Contact, Smiles 

• Maintains Professional Body Language 

• Creates a Visitor Friendly Environment (e.g., Greetings, Assistance with Directions, and Information) 

 

Communication  
• Communicates in a Clear and Concise Manner 

• Completes Appropriate Hand-Offs at Change of Shift 

• Speaks with the Resident at Eye Level 

• Provides Positive Messaging, Words and Action (e.g., “Are You Short Staffed Today?”  “Our Staff Are 

Assisting Other Residents, How Can I Assist Your Family Member”)  

• Communicates Current and Timely Information About Resident Care Needs (e.g., Shift Report, Change in 

Condition) 

• Provides Timely Communication to Family Members with Resident Change in Condition 

 

Resident Care 
• Responds to Resident Care Needs in a Timely Manner 

• Trustworthiness - (Returns to Resident Room as Stated, “I’ll Be Back in 10 minutes”)  

• Knocks Before Entering a Resident’s Room 

• Acknowledges the Resident Prior to Providing Care and Mobility Assistance (e.g., moving their wheelchair) 

• Provides Information and Explanations About Cares 

• Creates a Family Friendly Environment (e.g., Greetings, Updates on Their Family Member) 

 



 

Culture and Teamwork 
• Appreciates Diversity in Culture, Preferences, and Language 

• Avoids Gossip 

• Supports the Work of the Team (e.g., Task Assistance, Job Reassignment as Necessary)  

• Speaks Well of Co-Workers, Managers and Leaders, the Organization, Residents and Family Members 

• Understands the Mission and Vision of the organization and how the Mission and Vision applies to the 

employee’s job responsibilities  

 

Quality of Care 
• Respects the Privacy, Dignity and Confidentiality of Residents 

• Maintains Situational Awareness of Resident and Family Needs (e.g., New Resident, Resident on Hospice) 

• Reports Service and Quality Issues in a Timely Manner to Supervisors/Managers 

• Ensures Follow-Through on Resident and Family Care Concerns, Complaints and Questions 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

This document is not intended to be taken as advice regarding any individual situation and should not be relied upon as such. Marsh & 
McLennan Agency LLC shall have no obligation to update this publication and shall have no liability to you or any other party arising out of 
this publication or any matter contained herein. Any statements concerning actuarial, tax, accounting or legal matters are based solely on 
our experience as consultants and are not to be relied upon as actuarial, accounting, tax or legal advice, for which you should consult your 
own professional advisors. Any modeling analytics or projections are subject to inherent uncertainty and the analysis could be materially 
affected if any underlying assumptions, conditions, information or factors are inaccurate or incomplete or should change. d/b/a in 
California as Marsh & McLennan Insurance Agency LLC; CA Insurance Lic: 0H18131. Copyright © 2020-2023 Marsh & McLennan Agency 
LLC. All rights reserved. MarshMMA.com 
 
This educational document, which does not reflect any official policy or opinion of Siders HealthCare Consulting, LLC, is provided for 
informational purposes only. It is not intended to provide legal or medical advice, nor is it intended to be an exhaustive list of all risks that 
need to be addressed for a healthcare organization. While every effort is made to provide accurate information, changes may occur, and 
inaccuracies happen despite best efforts. This information is not a substitute for individual consultations with professionals in these areas 
and should not be relied on as such. Please work with your legal counsel, business advisor, or health care professional to develop a plan 
that is specific to your organization. © 2020-2023 Siders HealthCare Consulting, LLC. 
 


