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Electrical & Medical
Equipment Safety

Hospital Grade Power Strip as
evidenced by the green dots
on the outlets and plu

Electrical Device Safety

Power Plugs and Cords On Portable Equipment
* Plug should fit firmly in outlet

* Plugs must be Hospital Grade (three conductors & green
dot) or device Double Insulated

* Unplug by grasping the plug, not the cord

* |f a plug is warm, disconnect it and notify the Clinical
Engineering Department

Extension Cord Electrical Safety Electrical Hazards

Extension Cords & Outlet Strips in Care Areas

* Avoid if possible by relocating device or having
longer power cord or outlet installed

* Hospital Grade (three conductors
& green dot)

¢ Outlets hold plugs firmly
* Never plug one into another (daisy chain)




Patient Supplied Non-Medical Device Safety

Personal Devices such as DVD Players and Laptop Computers are allowed if:

* In good condition

* Testing Lab marked (UL, CSA)

* Operated only on battery

* Used with consideration for others

See the “EOC — Privately Owned
Equipment”
Policy for further details.

Patient Supplied Medical Device Safety

Patient Supplied Medical Equipment is discouraged, but if O'Connor has no means of
providing the needed medical device function, then it may be allowed if:

* The patient’s admitting or attending physician writes an order for it
* It is in good condition
* It is Testing Lab marked (UL, CSA)

* It passes inspection by the Clinical Engineering Dept. except in the case of
CPAP/BIPAP’s where a CPAP Release Form is filled by patient or designee

* The patient completes and submits the “Patient Supplied Equipment Release
of Liability” form which goes into the patient record and a copy goes to the
Clinical Engineering Department Chief.

See the “EOC - Patient Supplied Equipment” Policy for further details.

Electrical & Medical Equipment Safety

* Check for damage before use
* Check for a properly dated safety sticker
* Follow the operator instructions
¢ Disconnect equipment that:

» Shocks

« Sparks

« Blows fuses

« Has burning smell

Electrical & Medical Equipment Safety

Preventive Maintenance Stickers on Medical Equipment

If the date in the due section of the tag is
outdated, remove equipment from service and
contact Clinical Engineering at ext. 2609.

Cellular Device Safety

Cellular devices including cell
phones and cellular enabled PDAs §
are safe to use in many areas
throughout the hospital. Areas in
which cellular device use is not
allowed are posted with “Please

turn off cellular devices” signs.

Utility Failure — What Do You Do?

In the event of utility failure refer to your
Emergency Preparedness Manual

Access emergency power with RED power outlets

Code Silence is the procedure for handling total or
partial loss of the telephone system

Cell phones are located with the operators and
will be distributed

Cell phone usage/restriction (CCU, PCU,
Emergency Services (patient care areas)



Bio-Medical Equipment

*When a piece of medical equipment malfunctions, tell your
supervisor, take the equipment outof
service and tag the equipment for repair |
* Enter a work order through
Bio-Med Service Request
located on the Intranet >
« If the equipment’s inspection sticker is out of date, take the
piece of equipment out of service and enter a work order

« If you need to contact Bio-Med dial 2609
« Any emergent issue - page the emergency pager 347

+ If you notice an electrical hazard,
disconnect power upstream from it —
if you can do so safely

* In any case, notify Engineering

‘: ENGINEERING
= | Available M-F
: 9:00 a.m. - 5:00 p.m.
o |x2548 &
= | SECURITY
Available 24/7
» |xa402
- After hours dial x 3888/6210
-




Who is Chaplain Services?

Our team consists of professionally trained Chaplains, as well as
Eucharistic Ministers, and Pastoral Visitors from all walks of life and
a variety of faith traditions.

Our Mission and
Chaplain Services

How Chaplain Services Helps Our Patients

+ Give general spiritual
and emotional support
that arise during times of
stress such as anger,
sadness, fear and grief

* Talk to someone who is
a good listener

* Pray with someone

bt o heal

What is Chaplain Services? How Chaplain Services Helps Our Patients

+ Give a blessing, provide
sacraments, or other
special rituals

O’Connor Hospital is committed to caring for the whole
person — body, mind and spirit — and Chaplain Services
is here to provide spiritual and emotional support to
patients, their family and friends.

MiN

d! © Contact Patient’s local
j faith community

§ - Discuss ethical issues and
advance directives

* Arrange a family conference




How to Request a Chaplain for Patients or Families

« Contact the on call Chaplain from
8 a.m. to 4:30 p.m. by dialing “0”

« After hours, all requests need to be
evaluated by the house supervisor
because the night call Chaplains are
only available for emergencies:

1. When a patient is dying or

2. A patient has died, and the
family request the services
of the Chaplain




annual associate}
review online
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review online

- ASSOCIATE SAFETY

2012 ASSOCIATE
SAFETY

IlD aughters of Charity
= §i lth System

TE SAFETY

review online

At the end of this presentatlon you will be
. asked the followmg questions:
* Who is responsible forFSafety?
" R needlestick, what do you do?
What is TWP"?

< Uf y:ou have a rash, what should you do?

Bl pavgnters of Chavity
B Health Systers

arinﬁal associate A S S OCIA TE SA F ETY

annual associate
. reuiew online

ASAP

Assocnate Safety Assurance Program DCHS Program designed to
: - assist LHM in fulfilling their Mission

ASAP Task Force: goals include:

- To contmuously maintain a safe work environment,

+ .To promote safety awareness and education

+ To treat injured associates just as we would our patients
+ To'return them to work in a timely manner

B Dougnters of Charity
B I Heulth System

annual ssnclate
review online

| ’KSSQGATE_ SAFETY

For lnjurediassomates
~ MPN: Medical Provider Network —

' network of prowders that will direct medical care you
receive if you are injured on-the-job

~ TWP: Transitional Work Program-
temporary jobs designed for injured workers to work from
‘injury” until return to usual job

l Daughters of Charity
BB Wealth System

‘ff{COMMUNICABLE DISEASE

. v Ev:ery:bn:é“ i}sf‘ responsible for Safety:

= Work safely ‘
« Be responsible for spills
¢+ Prevent and report hazards
« Report incidents immediately
+ Observe wet floor signs
+ Do not walk on wet floors

Il Daughters of Charity
-] Health System

If you have rash - do not report to
work until you have been seen in
Employee Health

Ci’:c”m;fidential iliness reporting hotline
Call EHS at 918-2444

“ Daughters of Charity
BB Health System



UENZA:“\ZIACCINE

review online

- Influenza vaccine is recommended for everyone age 6 mos
and older on an annual basis

Influenza vaccine is REQUIRED for Healthcare workers in
California_

If a healthcare worker declines influenza vaccine, a declination
- form must be completed

Il Daughters of Charity
B3 Heulth System

_ Bloogdb'mjne Pathogen
Ex’pdsure

annual associate|

review online

After a needlestlck exposure, |mmed|ately
: - Wash the area
e Report‘to your manager

. ’ Reporfto Emp‘lo‘yee Health

" E"rhvb'IOyee,Health is closed, notify the Nursing
Supervisor who will call the Employee Health
Nurse on call

; Daughters of Charity,
BB Health System

M’éﬁ | EMPLOYEE HEALTH

annual associate
review online

: Employee Health is open Monday through Friday
_ from 7am-3:30
.408-947-2629

Rosalie Sheveland, RN
Director, Employee Health
408-947- 2853

On-call 24/7

Bl ougiters of Charity
BB Hewlth System



annual assoclate|
reviewonline |

Lumbar Spine

Back Safety At Work

II Daughters of Charity
BB Hewlth System

Bissdl  Back Safety At Work

_ In this module you will learn:

. How o properly lift
» How to protect your back from injury
» How to prevent injuries at work

ll Daughters of Charity
B Healih System

annual assoclate
' reVIewnnlILm

- The spine’s vertebree are held together by
ligaments.

- Muscles are attached to the vertebrae by

‘bands of tissue called tendons.

Between each vertebra is a cushion known
as a disc.

* These are all are important factors in the
health of your spine.

“ Daughters of Charity
BT B Health System

+ The lower part of the back holds
most of the body’s weight.

* Every time you bend over, lift a
heavy object, or sit leaning forward,
you put stress on your spine.

» Over time, the discs between your
vertebrae can start to wear out and
become damaged.

I Daughters of Charity
= He Jth System

Abdominal Strength

reviewnnline

. 'Abdomin’alb muscles provide a lot of the support
needed by your back::
If you have weak abdommal muscles, your back

may not get all the support it needs, especially
when you're lifting or carrying heavy objects.

« Good physical condition in general is important
for preventing strains, sprains, and other injuries.

+ Draw your belly button in towards your spine to
contract your abdominal muscles. Do this durin

Daughters of CXbrity

lifting activities to prevent injuries. ="'nmm»m~

M i | "‘j;szo_ntrib :.tiv_ng Factors

Poor posture...

"”’.:Your spine has a natural
curve to it. It is important
to maintain that curve.

- -Avoid leaning forward or
hunching over while
you're standing.

II Daughters of Charity
T Heuwlth System



&ANGER! Yc:ur back is
| at rtsk?

annual associate|

QANG;ER! chr back is

_review online

If you engage in
heavy lifting.
Especially repetitive
lifting over a long
period of time.

ll Daughters of Charity
B 2= Health System

DANGER! Your back is
at nsk! ‘

annual asso
review online

If you are lifting or
carrying objects that
are awkwardly or
oddly shaped

l Daughters of Charity
-4 Health Sysfem

DANGER! - YQU!" back is

annl snclale
reviewnnline

If you are
thstlng at the

* waist while
Ilftmg or holding
a heavy load

lna sghiers of Charity
B Pealth Bystem

DANGER! - Your back is

at mk!

| associate]
review online

If you are sitting or
standing too long in
one position. Sitting
can be very hard on
the lower back.

II Daughters of Charity
BV ealth System

Prevention

review online

If you are reaching and

_lifting over your head,

~across a table, or out of
the back of a truck...

Bf poogiters of Chaity
BB Health System

* The best way to prevent back
_injuries is to develop habits that
reduce the strain placed on the
_ back

* There are some basic things you
can do to help.

II Daughters of Charity
BB Heulth System



annual associate
teview

Avmdhf’ung and bending

annual associate| P r Oper Llftlng |

Place objects up off the floor

« That way you won'’t have to reach
down to pick them up again.

+ Raise / lower shelves.

- The best zone for lifting is between
your shoulders and your waist.

« Put heavier objects on shelves at
waist level, lighter objects on lower
or higher shelves.

Bf poughters of Charity
B T I Health System

annual assoclate
_ review online

| Bendmg your knees keeps your
spine in a better alignment.

Instead of using your back like a
~ crane, let your legs do the work.

B Dougnters of Charity
BB Health System

annual associate]

Use carts and d'ozvlzlie‘s to move objects,
instead of carrying them yourself.

 MUSEUM
_ EXHIBITS

I‘ Daughiers of Charity
BB Health Sys

- Prevention

annual assoclate|
review online |

reviewonline |

~ Use proper lifting procedures. e

Follow these steps when lifting:

1. Take a balanced stance with your feet about a shoulder-width apart. One foot can be
behind the object and the other next to it.

2. Squat down to lift the object, but keep your heels off the floor. Get as close to the object

as you can.
ll Daughters of Charity
BB Yealth Systers

annual assoclate| =
review online

Which is better for your back—pushing a
cart or pulling a cart?

It is better to push a cart; dolly; lawnmower, wheelbarrow, etc. than
it is to pull-it..However, if you do have to pull it, consciously force
yourself to tighten your stomach muscles and try to maintain good

. body posture. -

'USE THE AIR MAT, ARJO LIFT OR STEADY
STAND, AND HELP EACH OTHER.

BB poughcers of Charity
BT B Health System

Use your palms (not just your
fingers) to get a secure grip on the
Ioad. Make sure you'll be able to
maintain a hold on the object without
switching your grip later.

Lift gradually (without jerking) using
your leg, abdominal and buttock
muscles and keeping the load as
close to you as possible. Keep your
chin tucked in so as to keep a
relatively straight back and neck line.

II Daughters of Charity
B eth System



annual assoclate|
review online

~ Proper Lifting

5. Onceyou're standing,
change directions by
pointing your feet in the
direction you want to go and
turning your whole body.
Avoid twisting at your waist
while carrying a load.

6. When you put a load down,
use these same guidelines
in reverse.

Il Daughters of Charity
BT Health System

and it's important to be aware of your body
position at all times.

Learn to recognize those situations where your
back is most a risk: bending, lifting, reaching,
twisting, etc.

+ Then take measures to avoid an injury.

l Daughters of Charity
B Health System

annual associate
reuiew online

Thankyou for keeping youf back healthy

Daughters of Charity
B Hedth System




The Patient
Experience

What can you do to

make a difference?

Take patients and their families to their
destinations

* If a patient or family member asks a
question outside the scope of your job....

* Keep the organization clean

» Speak positively about the organization

* Use of AIDET to decrease patient anxne
and provide confidence in associate
level
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A — Acknowledge the patient
[ - Introduce yourself to the patient

-“ D - Tell the patient the duration or timeframe

of what is expected
E — Explain to the patient what is going fo
happen or what the test will feel like

I — Thank the patient and family for ohoosmg
O'Connor Hospital

Honm

AILD.E.T.

“A” is acknowledgement of the patient
— Make eye contact
— Have a smile and a friendly tone of voice
that is genuine for the patient and family.
— Make them feel welcome and safe
Hello Mrs. Jones
Good morning Mr. Smith

..S0 you make the patient feel welcome

- State your name and title (RN CNA, PT, etc.)
- Wear your name badge

“D” is duration or time frame

— Explain how long the procedure should
take

— Keep patients and families informed about
delays

— Tell the patient how long until |
they will go for their procedur

— Keep everyone informed

“E” is for explanation
— Explain the test or procedure

— Let the patient know they might experienc
some discomfort or pain :

— Offer to answer any

questions or concerns

“T” is to thank the patient (or family)

— Say “thank you” to the patient for choosing
O’Connor Hospital for their health care
needs

— Ask the patient if there is anything you can
do for them (because you have

— Thank the patient for allowing
you to start their IV

|
:



4A Process

Accept
Acknowledge
Apologize

ol S o

Amend

ACCEPT

* Accept that any individual who feels they have a
concern or a complaint is important. Let the
individual know you accept their concern as valid.

%

Y0 }
i

1isithe Way We Ca

Acknowledge

*Although the patient’s/customer’s complaint
may not seem real to you it is real to them.
*Don’t dismiss the complaint. Work to resolve it.
*Don’t blame someone else or another
department. Take ownership. Make no
excuses, air no dirty laundry.

*Don’t interrupt.

*Avoid defensive response.
*Don’t take the complaint personally. (
*Don’t argue. |

Apologize

* Listen to the complaint.

* Thank the patient/customer for bringing
the problem to your attention.

* Summarize what you heard to
confirm understanding.

+ Apologize for the patient/customer’s experience.
“I'm sorry that (describe experience).
| apologize.”

Offer suggestions for resolution.

« Ask if any of your suggestions will meet their
expectations.

* Ask: “Is there anything else | can do for you?”

* Resolve the problem —take whatever action is
necessary.

« Inform the patient/customer of your actions.
* Ask again: Is there anything else | can do for yo

To exceed their expectations,
along with your apology....




GIFT THEM

Visit the Gift Shop (or Security at night)
*  Complete the Service Recovery form

*  Select approved gift

—  Flowers, gift cards, notecards, books,
stuffed animals, crosses, and others

*  Write a note of apology to give with gift

*  Deliver to patient/customer along with
verbal apology

SERVICE RECOVERY ACTION FORM

Tiame of Apply Label Totlsy's Dite | Amentts Gt Option:
Please select one
Last tem pairing from the
e oT approved Hems list
our

Problem

selection below

Room 7.
{if applicable)
Piease Print a Description of the Problem

Hem Selected:

Ié Tiame of Percon Doing the 1A'

First Dent

WP OINE BOX]
T FINCLCOUNS.
o PCU

T ADMIT tAnin O RAD THER
O ADMITER O MED RECS
O ADMITO® O SGCSERY D CAFETERIA
D RADIGLOGY O ENVIRSERV DO PHYWIED OF
O CARD REHAB O BILLING O PHYMEDLP
D RESPTHER 0 NUTRSERV O VOLUNTEER
O ADMINIS O ENDOSCOPY O NUCLEARMED
O CATHLAB D OTHER: _

Type of Froblems Causing Amands

Afitude Horsing T Responsiveness — Nursing 0 Ectpmert
o

~ Dalays
D Responsivaness - Physician O Roommate

D Discharge Process 0 Environment -Temperature
0 Communioation - Ancillary 0 Environment - Clearlinass
D Communlcation - Physioian o ke

0_Communioation - Tesi/frestment




Annual Corporate Re‘SponsibiIity Tra ni 2012 ‘

In 1633 co-founded the Daughters of Chan
In 1660, died at age 68

= Saint Elizabeth Ann Seton
» - Bom in New York, father was a prominent
» Married, became widowed with 5 children
» Moved to Baltimore, founded the Sisters of Chanty of Saint Joseph
» The sisters adopted the rules of St. Vincent de Paul
o This is how the Daughters of Charity came to the Umted States
In 1821, died at age 46

Road to Ethics Excellence

[ Annual Corporate Réspon31b|llty ra )n ng

¢ Outline
» Trip Down Hlstory Lane
from other religious groups;
> Our M]SSIOH and vmcentlan Val 4: They needed to move freely throughthe streets of Paris to.go t
» Intersection of EtthS and Comp la'nce . . the sick and poor, not be ‘enclosed in'a monastery:or chapel,

3 ¢ They took annual vows to God, not one perpetyal vow
Standards of Conduct Roadmap : S . ¢ Along with vows of poverty, chastity, and obedlence‘
e also a special vow of service to the poor: i
HIPAA H[ghway and Patient Pr Vacy v ‘ ¢ They helped the mentally ill, wounded soldiers, orphans, anyone
i B : L who needed their help.
Contacts and Resources Compass

»_ All these principles still hold true today.
Staying on the Road to Ethics Excellence

vy v ¥

= From Paris, they went to Poland to establish a hospital.
¢ This was their first step in becoming a worldwide ministry.

“ nmmm il a’i?fy. i

In 1850, the Daughters of Chanty were centered
Maryland and provided services primarily in those state
east of the Mississippi River. They taught chlldren cared
for orphans, and nursed the sick. :

: L : ' ' . In 1850, the San Francisco area idly. just after the
Our Founders s - . discovery of gold. Many new protgfrr\rxgr?oﬁlgxejd this .
m Saint Vincent de Paul: : population increase.
» Born into a peasant family. in southern France
In 1600, ordained as a Catholic priest
In 1617, organized charity to the poor
In 1625, met Saint Louise de Marillac
In 1633, co-founded the Daughters of Charlty
In 1660, died at age 79
« He continued his charity work until his death

w . The Archbishop of San Francisco appealed to th
leadership in Maryland and requested sisters:-T)
leadership responded and sisters began the long journey
to California.

vyyYyvvyy

= In 1852, the Daughters arrived in San Francisco to -
manage a day school and orphanage.




1869 = Lus Angelss i ry I8 incorporated under Daughlers ownsrshlp
:‘Renamed St. Vincent Medical Center in 1974 :
ethical i |ssues we ncounter.
1889 — Daughters estabiish Mary's Hel [
¢ Moved to DalyCity in 1965, renamed Seton Medical Cent
1898 / 1899 — Daughters establish O'Cnnnqr School of N

1954 — Daughters open O'Connor'Hospital in'its current Ioca fonin

1980 ~ Daughters acquire Half Moon Bay Commurity Hospital
¢ - Renamed Seton Medical Center Coastside in:1993

1981 - Daughters sponsor St. Francis Medical Cénter in Lynwood

1987 - Daughters build Saint Louise Health Center in Mdr’ga‘n Hi
¢ Moved to Gilroy in 1999 and renamed Saint Louise Regional Hospital

2002 - Daughters of Charity Health System (DCHS) is formed

2012~ DCHS is comprised of 6 health ministries, with more than 1,600 beds and 7,000 asS0G|
¢ Providing over $100 million in charity care and community benefits annually

71w it

oy
Gai Sstesh,

Comp asSionate Service

Providing excellent care wi

Simplicity

Acting with integrity, clanty and honesty

sufferlng from end- Stage cancer.
Dr. Perie has told Mr. Myles that he probably will die in th‘
Mr. Myles has told Dr. Perie that he does t‘want any

= Advocacy for the Poor measures to prolong his llfe

Supporting those who lack adequate resources f
healthy life and full human developmeng :

more pain medication. Dr. Perie believes that additional doses will affect hJS
ability to breathe and could prematurely end his

m Inventiveness to Infinity
Being continually resourceful and creative



s i ¢ Vi
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In terms of RESPECT, Dr. Perla should

4 End the conversation becaise she is unmmfor(abfe talking abcu(death
+ Tell Mr. Myles she can no longer be his physician;

¢ - Share with Mr. Myles her concerns about his sufferi

In terms of INTEGRITY, Dr Perig should

In terms of SPIRITUALITY, Dr. Perie should:

¢ With the assistance of the LHM, understand and support the splr[tua! needsof Mr. My
¢ Fill the prescription because Mr. Myles is in so much pain.

¢ Fill the prescription because this is a patient decision,

lomnes

®
L]

-

L]

®

®

8

= There is an unexpected emergency with Mrs. Tava's pregnancy.
= Mrs. Tava is taken to the LHM well before:her 'iiue date.
L]

®

L]

"

"

u

"

Nelthe! the Tavas nor Dr. Llsa had planned forsuch an emergenc situatl

Mrs. Tava needs to deliver immediately. 4

The Tavas are extremely distraught and upset.

They do not want Dr. John to deliver their baby and they piead with the LHM to find 4 fema
The physician-on-call for the Labor and Delivery unit is Dr. Marcus; also male:
The more time that passes, the more at risk Mrs. Tava and her baby.

4 Gather more information from the Tavas fo Understa
¢ Explain‘to the Tavas that their: reques{ is dlscnmlnatu

= In terms of RESPECT, the LHM sho

Be mindful of what a stressul s«luazipn this Is for the Tavas -
Acknowledge to the Tavas an understanding of theimportanc
Google their religion an-line to'see if there ate exceptions

P

® ' In terms of INTEGRITY, the LHM should:
¢ Remind the Tavas the LHM is Catholic and those beliefs take priority;
¢ Tellthe Tavas “Your choice is either a safe delivery ora female: physlclan ~notboth. You choose.”
¢ Explain the LHM will do what it can to locate a female physici:

®  Interms of SPIRITUALITY, the LHM should:
¢ Inform the Tavas their religion is unreasonable.
¢ Assure the Tavas they will be freated with compassion and respect; **
.

Sally has end-stage liver disease. She is currently a pa’n

on life support, not breathing onherown.

Sally has an advance directive stating she does not want life s P
there is no hope of getting better:
Dr. Jentel says there is no treatment that will help Sa]ly ecover,
Sally’ (
did not expect Sally’s condition to detenorate S0 quickly. »
The family is requesting that Sally be kept on life support until they can
come to the LHM. Given visa issues, their arnval date cannot be
determined.

: D»sregard the family's request becatse this is 4 ph
Try to. understand why thie family is asking to keep

¢ Refuse to be Sally's physl
¢ . Share with the family Sally’

In terms of INTEGRITY, Dr, Jentel should:

¢ Let the family know that he will not abandon patient:Sal ng:

¢+ Explain to the family that Sally may be suffering by prolonging her life;: e .

+ . Offer to write a letter to the Zardos consulate to assist the family:jn:coming fo California: ":‘ -

in terms of SPIRITUALITY, Dr. Jentel should;

¢ Help the family understand the importance of allowing S‘aliy a:natural:d

¢ Share with the family what end of life care involves and the compassion-in-such care, %"
¢ Keep patient Sally alive as long as he can because that is a physician's job;




ln addition to our mtgrna processes,
external complexities impact billing

+  Differenituies and rates for different i Insurel

¢ Codes change

¢ Rules change

¢ Systems changé

4 Bmmg complexmes

Ina Store Ex;mple of what
_often happens.

: r = One bill can take months to close ' ySi ¢
Buy shoes i acti 17\l ¢ The insurance company may displte a charge; the LHM may appeal :‘?;"\[';Z;‘;de bl
: o . Patient may dispute a charge and ask the LHM toremove it TR e
Patient may have two separate insurers that dispute who should pay says the seni
Patient and insurarice company may dispute who shculd pay notmedically
Patient may apply for financial assistance i fidceesaty
Charges may never get paid, which are written off as - * The LHM does not

: i/or'you receive the ; ; ST id,
+ X S ag.ﬁll rté, Trr S 2 The insurance company may audit the bill months after it is paidl getpaid
Customer - ill later. - Transaction. » - Auditor or insurer may dispute charges +The LHM can

can go on for months. ' > LHM may dispute their findings and appeal : appedl.
Receives many services g - > The account s re-opened until the bill is resolved T
from many departments

Customer +

In a hospital...

Insurance company.

DR R 2

. Surgery
Anesthesia 1 v ‘
. Recovery/lcU Lev w Billing errors were ldentlﬂed and we retumed
T ¢ Our mistakes were unintentional
¢ However, we must proactively work to bill orrectly
¢ Over-billing, even when unintentional, puts our LHMs

w We can only bill for what was This is why 2l our

¢ Medically necessary documentation must

. - ¢ Provided be clear, complete
Medication . . ¢ Documented and accurate.

] Compliant
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Departments entering charges to
- Nursing | own departmental
- Pharmacy — - — bythe ;o Policies, procedures and our Stanclards of Condub
: ; : . Enforcement :
* Respiratory Therapy Systoms Charges from multiple : Training and education:
. Surgery By mlayf:ol i1 departmental systems then : . Internal monitoring and reportmg
$OM: h : interface .1 ient’: Y . :
P Mong 5| E correctyl ﬂomtg ;hf?ngigfa“lggt‘;‘i;”m . Audits, internal and external
» Laboratory i quantityll 3 | Freseeviesiest h A 2 Risk assessments and work plans
) : ; i . : S are billed
- Diagnostic Imaging i : - ebyi;:;’;?li;ge Providing multiple ways to raise concerns and protection from retaha’uon
From the financial system, department. » - Your supervisor, manager, department manager, aqm lsiratlo Human Re ources ‘
. Physical Therapy the charges then flow into a Corporate Responsibility Officer, or legal counsel . -
billing system used to bill the l » The Values Line at 1-800-371-2176 or www.DCHSValuesLing org
insurer. « Confidential, available 24/7 ;




4 Sets expectanons for eth|cs

¢ Covers

» Quality of Care

Laws and Regulahons

Human Resources

Business and Ethical Practlces

Confidentiality

Conflicts of Interest

» Responsible Stewardship

¢ Physicians attest to the standards upon

and re-credentialing

¢ Associates attest to the standards upon hire and
annually as part of compliance training
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® Quality of Care: Acentrai ¢oncern of DCHS in meetmg patiel
whole person in his or her spiritual, intellectusl, motional and physical dimensions
will be provided in a safe and positive environment, free of disruptive and unethi
DCHS is.committed to providing competent and compassionate care; to.respect and
safeguard the dignity of the patient, and to allow patient a toall medical and ethical
information necessary to make decisions abotit their. car : .

lobbying, political contributions, the environment, health and safety, and dealings with
payers and regulatory agencies.
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advancement; where they are provuded witl
opportunities to participate in decisions that affect their
working conditions; where they are provided with the
tools necessary to do their jobs well; where there are
safe and adequate procedures for:resolving conflicts;
and where associates are recognized and r ded for
their achievements, without prejudice or discrimination.
Associates shall not engage in disruptive, offensive, or
unethical behavior.

Catholic Health Care Services. Assomates mus’r
represent our organization accurately and henest]y nd
must not do anything that plirposely defrauds anyon
including other companies or the government, of money,
property, or services. Record keeping and billing for
services provided to patients.must be accurate, timely
and lawful. Associates must take all reas nable steps to
preserve and protect the Health Ministry’ .
making prudent and effective use of its resources, and
properly and accurately reporting its financial condition.

Conflicts of Interest: Associates are expected to act
the best mterest of the organizatuon and the patient

outside interests cohﬂict with those of. 'the erga zation, -th
disclose the conflictin accordance with orgamzat!onal DQ]IC

guidelines and the Ethical and Religious:Directives for Catho//c Health Care
Services, associates must maintain the confidentiality of medical records and
other patient health information. Associates are also expected to keep
confidential information about other associates and the proprletary b

practices of the organization.

= Patient Prlvacy Remmders

# Itis our duty to respect and protect patient Q‘ rivacy ant
patient information with care and caution, only accessin
making disclosures when authorize ' '

¢ When we breach patient Qj rivacy, we have to report it to t
patient and the state,; ‘and}'We m y be fined

¢ Examples of privacy breaches we reported recently

A » Giving a patient another patient's discharge orders
é » Mailing a patient another patient's bill: !

» Mailing test results to the wrong doctor



Don't leave patient information onal
Don't leave patient information in unsecured areas
When handling paperwork confi irm
o CORRECT patient
¢« CORRECT address
« CORRECT physician
Avoid having conversations about patients in publ|c areas

» . Just because you have access
look Up any patient you like.

» . “Snooping” is a violation of 1aw, and you can |
¢ Examples of security bre 'ches we ) report recently
» Patient information emailed to'the

» Faxing patient information to the Wrong number
» Stolen vendor laptop with our patienit information on

»  Save patient information ONLY to network dnves
» Never to a hard drive
» If emailing patient information, put “PHI” in the subject lin
» This will trigger encryption: .. -
» -~ When sending patient informati
» CORRECT email address
« CORRECT fax number
« CORRECT patient information
» Don'tleave patient information on your monitor'and walk away.
Use hard passwords nobody can guess; never share your passw
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phone 626-744-5849

O'Connor Hospital 2
Pamela Brotherton-Sedano, CRO, phone 408-947-2578.
Kathy Harlan, Compliance Coordinator; phone 408-947-2583

St. Francis Medical Center
Larry Stahl, CRO, phone 310-801

Seton Medical Center / Seton Coastside
Denise Kel RO, phone 650-891-6056

Saint Louise Regional Hospital
Carol Ann Parker, CRO, phone 408-848-8669 .
Audrey Mauduit, Compliance Manager, phone 408-848-4923 - - : the. Standards nfCandut:t.
i sponsiblty pofiie
St. Vincent Medical Center

Christine Carson, CRO, phone 213-484-7220

+“Click ori the “System Office” fab at the fop:
».:Look oh'the left; iindet: Tearn Sites”: :

. ‘Select “Corporate Responsibility'

Caritas Business Services
Tina Cordero, CRO, phone 650-551-6506
Virgie Lluvido, Compliance Coordinator, phone 650-551-6717

O’Connor Hospital
4 - Diane Premeau, HIPAA ana 3
*

i From: the menton
et inder “Teatn Site:
HIPAA

‘Saint Louise Regional Hospital = .
# - Audrey Mauduit, HIPAA Privacy & Security Officer; phone 408:848-4923

Seton Medical Center/ Seton Coastside
# . Lori Seargeant, Interim HIPAA Privacy &

St. Francis Medical Center
¢ Nola Davis, HIPAA Privacy & Security Officer, phone 310-900-8641

St. Vincent Medical Center i
¢ Christine Carson, Interim HIPAA Privacy & Security Officer, phone 213-484-722

] ThlS training is
¢ The spirit and service of St. Vlncent d
that began in 1633 continues
The Daughters of Charlty today, i
more than 21,000 women mmlstenng h
over 90 countries
¢ Ethics in our work matters
¢ We are much more than...
»  Adepartment, a Local Health Ministry, .or DCHS
¢ Our contributions are part of a worldwide
ministry with over 300 years of history
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5 miles to Ethics

In order to complete your training, you must
complete and submit the post-test and attestation,

Drive safely.

| Bloase continuie to navigats the road of Ethics Excellerics
in all that you do for Daughters of Charlly Health System.




