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Making Standards Come Alive 
Over the years, I’ve seen some fine examples of standards de-
signed to apply to everyone in the organization.  They go by differ-
ent names -- codes of professional conduct, house rules, service 
commitments, and the like.  And I’ve been involved in developing a 
few such documents too.  For examples, click on:   House Rules, 
Physician House Rules, Six Commitments.  

After developing carefully wrought documents such as these, how do we get the stan-
dards to fly off the page and influence people’s everyday behavior?  Rollouts are 
needed but they don’t do it.  Standard-of-the-month campaigns are great awareness-
raisers, but they don’t do it either. 

Recently, I had the pleasure of spending three intense 
days as communications coach for a large, highly respected 
medical group.  I did a series of observations in clinical 
departments (Internal Medicine, Peds, ENT, OB, and Den-
tal).  Then, after seeing for myself how staff handled key 
interactions with patients and each other, I met with the 
staff in each department to provide feedback and help 
them apply the language of caring to their difficult situa-
tions.   

While I was doing the observations, I noticed this: While 
physicians introduced themselves to patients at the start 
of a visit, other staff did not introduce themselves to pa-
tients.  At the front desk, no “Hi, I’m Joan.  Welcome….”  
When medical assistants came to the waiting area to re-
trieve a patient, no “Hi, I’m Barbara and I’m here to take you to…..”  On phone calls to 
remind patients of upcoming appointments, no “Hi, this is Bob from Dr. Marks’ office 
calling to remind you about your appointment.” 

After seeing this, in the coaching sessions I later held with each team, I addressed 
introducing yourself as a fundamental best practice.  Here’s what happened. 

People resisted.  People gave every excuse for not introducing themselves and not 
wanting to do so in the future. 

• “They don’t care who I am.” 
• “They don’t need to know who I am.” 
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• “I don’t want them to know my name so they can 
find me to complain to or complain to someone 
about me.” 

• “I DON’T HAVE TIME!” 

And the supervisors right there in these meetings 
shared their frustration about staff not introducing 
themselves. 

We KNOW that patients WANT to know who is serving 
them.  Introducing yourself is a well-documented best 
practice.  How in the world can an organization be pa-
tient-centered, when they do not install this most basic 
patient-centered best practice? 

How do we make standards come alive?   We have to commit to them and insist on compliance.  The standard 
cannot be negotiable.  It must be a job expectation just like best practices related to preventing needle 
sticks.  It cannot be up to employees to decide if they’re willing to follow a standard.  Quite simply, if they 
won’t follow it, they are not a good fit for the organization.  Standards are what we STAND for.  And the only 
way to make a standard come alive is to manage employees as if their jobs depend on it.   

That’s the supervisor’s job.  And it’s the job of the supervisor’s boss to make sure the supervisor knows it, has 
the tools to do it and DOES IT!  And it’s the job of everyone above them in the chain of command to insist on 
living the standards. 

Standards are the positive core of an organization’s culture and brand.  Patients and families depend on us for 
them.  If your standards are collecting dust on a shelf, It’s time to dust them off and use them to ensure a 
consistently positive patient experience.  Click Here to see a flowchart of a Standards Alignment Process. 
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Join me for a FREE 1-hour webinar entitled  

“Accountability Nuts and Bolts for Healthcare Leaders” —  

January 27 at 3 pm EST.  Click to Learn More and Register. 

“Stan-
dards are 
what we 

stand 
for.” 
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In celebration of HeartBeat’s first anniversary,               
we’re excited to offer you and your colleagues this                   

highly practical learning opportunity: 

“Accountability Nuts and Bolts for     
Healthcare Leaders” 

One-hour free live webinar with Wendy Leebov, Ed.D 
           January 27, 2010 3-4pm EST 

FREE 
Webinar 

Tune in from your desk or convene a group where you have phone and internet access. 

In this webinar, Wendy will share concrete tools that help you: 
• Raise the bar on service performance  
• Clarify and communicate higher expectations 
• Provide effective performance feedback and coaching to help employees reach a 

higher level of effectiveness 
• Address employee alibis and resistance and hold your ground caringly 

Description 
To achieve breakthroughs in the patient/customer experience and satisfaction, leaders need to raise the bar on   
performance and proactively manage employee performance with clarity, courage and conviction.  

In this webinar, Wendy provides an intensive refresher on best practices in accountability and shares concrete tools 
to help you coach and support your employees so they demonstrate a higher and 
more consistent level of service excellence.   

Highlights 
• Raising the bar:  The difference between good and GREAT 
• Getting clear about higher expectations:  The Gray Zone 
• How to coach for exceptional performance: 

• How to communicate raised expectations 
• How to plan and give caring feedback 
• How to improve performance one coaching conversation at a time 
• How to handle employee resistance and excuses 

• Action options:  How you can apply the accountability mindset and skills 

Based on her experience as Vice President, Human Resources at Albert Einstein Healthcare Network and decades of 
learning about service excellence, Wendy provides powerful insights and tools to strengthen accountability. 

Who should attend: 
• All levels of leadership – people who supervise others 
• Champions, strategy leaders and teams intent on advancing patient-centered care, service excellence and the 

exceptional patient experience 
• Specialists in human resources, education and staff development 

 

A Manager’s Testimonial: 

“Wendy offers practical how-to ad-
vice on accountability.  Our leaders 
really appreciated the tools to help 
us identify where we needed to 
raise our standards and then how to 
communicate these new expecta-
tions to employees.  The tools on 
how to handle employee excuses/
resistance are used in our hospital 
on a daily basis.”    

—Paula Nelson, Lead Project Man-
ager, Best Care Best Experience, 
Regions Hospital, St. Paul, MN  

BREAK THROUGH to the Next Level of Employee Performance!   

$299 Value!  FREE for HeartBeat Subscribers and Colleagues 

January 27, 2010 from 3-4pm EST  

Sign up NOW! Space is limited.  

(And please share this sign-up link with friends or colleagues.) 
https://wendyleebov.webex.com/wendyleebov/j.php?ED=137395457&RG=1&UID=1111004002  

Click Here 
to Register 

Now! 
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By Ken Blanchard and Barbara Glanz 

This is a true story.  Johnny is a young man living with Down's Syndrome.  Johnny changes the culture of a 
grocery store by giving customers more than they expect.  He puts his own personal signature on each and 
every interaction.  Johnny shows the extraordinary power every individual has to lift spirits, serve outstand-
ingly and live a fulfilling life as a by-product.   

I believe we have many Johnnys in our organizations.  Share this book and/or video with your team and then 
ask, “What are small ways you can give the people you serve more than they expect in your everyday interac-
tions?” For preview:   http://www.simpletruths.tv/store/movies.php?movie=STSR 

I Love This Book and DVD 
The Simple Truths of Service:  Inspired by Johnny the Bagger 

 

 
Quoteworthy:   

 "The heart has such an influence over the understanding,  

that it is worthwhile to engage it in our interest."  

 

        -Lord Chesterfield    

Ask Your Team This Cage-Rattling Question:   
A Trigger For Crucial Conversations 

“After serving a customer, how do you want to be remembered?” 

I love this question, because I think many people don’t stop and ask themselves how they want to be perceived 
by others.  What’s exciting is that when we stop and answer this question, we typically have the power to ACT 
in ways that will create this perception.   

So, just ask your staff to answer this question.  They’ll be interested in each other’s answers.  Then make the 
point that we have the power to create the impression we want to create. 

www.quality-patient-experience.com
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If We Wrote the Standards for Staff Behavior 

• “I would require the staff to stop instant-messaging when they’re talking to me.” 

• “I would remind staff that my medical record is MY medical record and require them to 
show me whatever I want to see.” 

• “I would make them explain what they’re putting into the computer when I’m talking to 
them.” 

• “I’d make them drop the fancy medical terms and acronyms and speak plain talk.” 

• “I’d make them treat my family better when they come to see me.” 

 

Graphic With A Message 
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Patients Speak 

 

 

 “I wish super-
heroes really 
existed!”   “They do!” 

www.quality-patient-experience.com
www.quality-patient-experience.com
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 THANK YOU FOR TUNING IN! 
 

If you like this e-newsletter, please forward it to a friend/colleague.   If someone else sent this e-
newsletter to you, please subscribe by visiting our website.  Click here to access back issues.  We’d   appreci-
ate your feedback on this e-newsletter.  Click here to share.   
      Thank you!   

 

Contact Us 
Wendy Leebov and Associates 
Phone: 215-413-1969 
http://www.quality-patient-
experience.com/contact-us.html 

Concrete, Sustainable Solutions  
For Your Healthcare Team 

We’re on the WEB! 
www.quality-patient-experience.com  
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Stress-Buster  Try my daughter Nikki’s favorite 
green smoothie for breakfast. 

To your blender, add: 

• 4 apples 

• 1 mango 

• Seeds of 1       
pomegranate 

• 1 bunch parsley 

• 2 cups water 

BLEND WELL and ENJOY! 

 

Coming Up 
 

• Wendy’s Soapbox: 
Making Values 
Come Alive 

• Patients Speak: 
About Little 
Things That Make 
A Big Difference  

 

 

 

Give the HeartBeat Team an Anniversary Present! 

To help us celebrate HeartBeat’s first anniversary, we’re asking you for the 
gift of your feedback.  Please answer a few questions.  In appreciation, we’ll 
send you  Key Words:  Two Tools for Rehearsal and Habit-Building. 

Click Here to Give the Gift of  Your Feedback! 

You can create a delicious, healthy 
green smoothie by blending any fruit 
and leafy greens and a little water.  
Blending greens enables our bodies to 
more fully absorb the nutrients in the 
greens, and the fruit makes it sweet 
and easy to drink.  An  energizing 
start to your day and a GREAT re-
placement for coffee!  
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