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Mission Statement
“We give Marylanders a second chance for quality of
life through exceptional rehabilitation and
healthcare services in our healing environment.”

Vision Statement

“Our exceptional people and healing environment
will provide comfort in mind, body and spirit to
those whose lives we touch.”

Strategic PILLARS

People: Development of exceptional people
Service: Exceptional patient satisfaction
Quality: Exceptional patient outcomes
Finance: Exceptional management of resources
Growth & Community: Exceptional public image

Dear Colleague:
The following pages are devoted to all who work at Western
Maryland Hospital Center and to the contributions we make every
day in the lives of our patients, residents, families and one another.
These pages describe our values, what we stand for, what motivates
us and what sets us apart. These values are basic to each of us
whether we deliver patient care or provide support to those who do.
The most important and differentiating quality of an outstanding
organization is a set of values that inspire, unite and sustain them.
Values are constant and enduring and precede business plans, policies, procedures, practices, and performance. At Western Maryland
Hospital Center, our values include:
Our Mission – our reason for being.
Our Vision – the ideal state we are striving for.
Our Guiding Principles – our Code of Professional Conduct.
Our values are the foundation on which we build our business and
our careers. They also are the basis on which we establish our reputation. Mastering our values is essential for us to make a difference
in the lives of those we serve and to work well with one another.
We have chosen to employ people willing to conduct themselves by
professional standards and guiding principles that we refer to as our
Code of Professional Conduct. It is vitally important that we treat
our patients, residents, families and one another with the utmost
care, respect and dignity so that each day we can hold our heads up
high with pride because of the important work we do.

Cindy Pellegrino, Chief Executive Officer

WMHC’s
Guiding Principles and
Code of Professional Conduct

Confidentiality
We believe every patient, resident, family, and staff member
deserve to have personal information (including all medical
record data) remain confidential and private.
We believe it is our responsibility to keep our own sensitive
personal information to ourselves and not share it with
patients, residents, families, and co-workers. We believe our
patients have their own burdens to bear and do not need to
carry ours as well.

Dos and Don’ts
Do:

• U
 tilize HIPAA regulations when sharing
patient information.
• Only share patient information with those staff
members directly involved in caring for the patient.
• Dispose of personal or patient information in
appropriate containers when no longer needed.
• Follow the highest standards to maintain confidentiality.

Do not:

• G
 ive out patient information to friends or family members
unless they have the access code.
• Talk about patient or personal information in public, open areas
(i.e. hallways, elevators, etc.) nor post it on a public site.
• Release patient information to other patients or staff members
not directly working with the patient.
• Read confidential mail or documents that do not pertain to us
or involve our patient care.
• “Broadcast” (talking loudly in open areas) when obtaining
patient or employee information from others.
• Share personal information that could burden the patient with
our problems.

Excellence
We will lead the quest for great performance and quality of
work, both professionally and personally. We will develop a
“culture of excellence” as our standard and refuse to accept
mediocrity. We will challenge one another to expect and
accept only our “best work” as our standard for one another.
The patients, residents and their families deserve nothing less.
We understand that it could be one of our own family members
being treated, and we would want the best for them.
We want to work with the most gifted in our given professions,
those who seek to find the best solutions for our patients and
residents. We support our colleagues in the pursuit of expanding
excellent standards of practice. Our quest is excellence - one
of the reasons new employees choose to work at WMHC and
current employees continue to stay. We understand that our
signature is our “stamp of approval” on the work we perform.
In the spirit of “respectful collaboration”, we will both respect
and challenge one another’s assessments, treatments, and
skills to continually improve the patient’s plan of care and
anticipated outcome.

Dos and Don’ts
Do:

• S
 eek out opportunities to improve our personal and
professional skills.
• Become an expert in something that will benefit WMHC.
• Share knowledge to better our co-workers.
• Pay attention to details.
• Create efficient and effective systems so that we do not spend our
time repeatedly fixing problems.
• Reject and redo work that does not meet the standard for quality.
• Provide support to our fellow team members.
• Consider it an honor to be asked to serve on a team, committee
or task force.
• Candidly admit and take responsibility for decisions and actions.
• Be accountable.
• Admit and apologize when you are wrong.
• Seek out a mentor to guide your growth and respect their feedback.

Do not:
•
•
•
•
•
•
•
•
•
•
•
•
•

 ake undue credit for the work of others.
T
Pass the buck or blame others.
Fail to express gratitude.
Refuse to express regret.
Play favorites.
Cling to past successes or failures.
Make excuses.
Withhold information to gain or maintain an advantage over others.
Pass judgments.
Yield to excuses, mediocrity or carelessness.
Accept less of yourself than the standards require.
Complete work that is inferior or incomplete.
Be afraid to ask questions or question practices that are out of
standard guidelines.

Communication
Communication is defined as any form of relaying information from one person to another (i.e. verbal, written, body
language, sign language, e-mail etc.) We have chosen a
“respectful collaboration” mode of communication.
We understand that most organizations will report “lack of
communication” as the #1 problem. Our surveys indicate
that we prefer to receive information from the supervisor in
person. Although this may not always be possible, we will
make every effort to do this and ask that we all take responsibility for finding out the information we need to do our jobs
well. We will read the Communication Boards, Fire Starter
and memos, attend staff meetings, and ask questions until we
are satisfied we understand the information.
As an organization we want you to be well-informed to do
your job. We are committed to open communications
between our co-workers, other departments and our leaders.
We ask that you get your information from reliable sources
and not through gossip.
Receiving performance feedback is an important part of
our growth. We will remain open to feedback regarding
our performance.

Dos and Don’ts
Do:

• S
 mile and make eye contact.
• Ask for help when you are uncomfortable / uncertain about
any situation.
• Speak clearly.
• State “TMI” (too much information) to indicate to your co-worker
that too much information is being discussed.
• Say “Please” and “Thank you” and be courteous.
• Use proper telephone etiquette by first identifying WMHC (for
outside calls) your department, your name and “May I help you?”
• Offer to walk a visitor to their destination (as a safety measure
check for visitor identification).
• Keep the noise level down; our patients need peace and quiet
to heal.
• Communicate directly with those with whom you have a concern.
• Praise in public, counsel in private.

Do not:

• G
 ossip (anything of a personal nature about an individual when
they are not present / directly involved or without their permission),
or speak negatively about another individual.
• Use profanity or profane gestures anywhere on hospital grounds.
If you are not sure about a word, do not use it.
• Use rude comments / answers.
• Be loud and/or obnoxious or use “street slang.”
• Share your personal life in such detail it would make others feel
uncomfortable as in talking about your “wild” weekend, “love

life” or other intimate details.

• Display disgust through your body language.
• Speak or interrupt while others are talking.
• Undermine our co-workers.

Competence

Dos and Don’ts
Do:

• Always place safe, quality patient care delivery as our

highest priority.

Competence is having the knowledge, skills, and ability to
perform your position. Competent is defined as “having
requisite or adequate ability or qualities.” The goal of
competent health care delivery is to optimize the physical,
mental, emotional and spiritual well-being of our patients and
residents in a safe, ethical and professional manner.
WMHC is committed to helping our employees maintain and
gain new skills. However, as “professionals” we are responsible for our own competence and seek educational offerings that we believe will help us do our jobs to the best of
our abilities. We will help our co-workers learn new skills
with patience and understanding. Professionals take pride in
preparing the next generation of health care providers.

• Identify needed skills and knowledge for assigned tasks.
• Ask for assistance and/or supervision when identified gaps in

knowledge or skills may jeopardize safe provision of patient
care or your personal safety.
• Actively pursue learning opportunities within WMHC by
in-service training or external seminars, workshops, and
formal education, and by communicating your needs and
desires to your leader, department educator or Office of
Organizational Learning.
• Perform your duties within the scope of your license (if you
hold a license), position description and any applicable state
and federal regulations.
• Keep in mind that learning is a life long process and
commitment to continually improve our skills.

Do not:

• Attempt to perform a task, especially involving patient care,
•
•
•
•
•

if you do not feel prepared to complete it safely.
Take chances involving the safety of others and your self.
Fear saying “I don’t know” or “I need help.”
Complain to others about feeling unprepared. Be proactive
and seek guidance, knowledge, resources and experiences
needed to be successful.
Buy into the “that’s the way we’ve always done it” thinking
– continuous improvement is important.
Settle for mediocrity.

Accountability

Dos and Don’ts
Do:

• Always place safe, quality patient care delivery as our

highest priority.

Professionals understand that they are responsible for their
actions and their work. They hold themselves accountable
for their performance and do their best work regardless of the
supervisor’s presence.
As professionals when we commit to an assignment, we will
complete it on time. When mistakes occur, we will admit our
mistakes and accept full responsibility. We will refrain from
blaming others for our actions, dodging responsibility, or
offering excuses. We will learn from mistakes and move on
to the future.
We will arrive at work on time and use both work time and
paid time off responsibly. Professionals do not call off sick,
disappointing their co-workers and/or our patients when we
(or our families) are not sick. We will reserve paid sick leave
for its intended purpose.

• Identify needed skills and knowledge for assigned tasks.
• Understand that you are accountable for your words and
•
•
•
•
•
•
•

actions and accept that responsibility.

Take action to help find solutions if you identify a problem.
Be conscientious and “business-like.”
Acknowledge your role and responsibilities.
Be on time.
Deliver assignments on time.
Use paid time off responsibly.
Dress professionally and follow the hospital dress code.

Do not:

• “Pass the buck” when you make a mistake. Admit it, correct

it and learn from the mistake.
Blame others or make excuses. Be accountable for your actions.
Arrive late.
Deliver assignments late.
Go back on your word.
Hide from your mistakes.
Say “It’s not my job.” It is everyone’s job if a patient or
co-worker needs assistance.
• Leave work assignments incomplete.
•
•
•
•
•
•

Learning Organization
As a “learning organization” WMHC strives to continuously
remain current in our practice standards and fields of expertise. We will embrace improvements, accept other viewpoints,
and stay flexible when introduced to new ideas, equipment
and programs.
Learning organizations serve as leaders in the healthcare
community and readily share their expertise with others.
They assist in training students, speak at conferences and
seminars, and invite other professionals to visit our programs.
Teaching and mentoring are at the heart of our continuous
learning organization.

Dos and Don’ts
Do:
•
•
•
•

Remain open-minded when introduced to new ideas.
Embrace new technologies for the benefit of the patients.
Relay your experience to newer members of the staff.
Look at an occasion where something did not work well as a

learning experience.

• Relay information about new ideas.
• Say yes! Look for ways to accomplish what someone
•
•
•
•

else envisions.
Understand the importance of staying current.
Read the Firestarter and Communication Boards to
stay informed.
Share your forward thinking with others.
Volunteer for committees to teach and learn.

Do not:

• Automatically “shoot down” or accept a “no” for an idea
•
•
•
•
•
•
•
•

because it isn’t the way “we have always done it.”
Hold back important information from your co-workers on
new ideas or procedures.
Be a defeatist. Think of ways to have a win-win solution.
Play into the negative attitudes of others. Be positive!
Be afraid to add a new idea to a discussion.
Bring problems to your leaders without possible solutions.
Think that one person cannot effect a positive change.
Forget that there are many ways to successfully solve a
problem or treat a patient.
Sabotage other’s ideas or visions.

Respect
Respect is the manner in which we show politeness, acceptance
and courtesy to our patients, residents, families, co-workers
and volunteers.
All human beings deserve to be treated with respect and
dignity. Regardless of our differences our “hearts” look the
same. We are all from the same race – the human race.
Many employees choose WMHC when their family members need care and treatment. To say it is important to treat
a patient just as you would want your loved one treated is
meaningful. Every patient is someone’s loved one. We need
to remain mindful that they place their trust in us to give
the best treatment we know, and the respect and dignity that
they deserve. We will follow the “Platinum Rule” which is
a revision of the “Golden Rule” (treat others as you would
like to be treated.) The Platinum Rule means to treat others
as they choose to be treated.

Dos and Don’ts
Do:
•
•
•
•

Educate the public to our mission.
Give the patient our full attention.
Knock before entering any office or patient room.
Refer to the patient by Mr. /Mrs. /Ms. until they give per-

mission to call them by another name. Use the care plan to
communicate the patient preference.
• Display compassion and empathy for every patient and team
member regardless of their social, economical, educational
status or likeability.
• Speak to our patients and explain what we are about to do
before beginning to give care, administer medicine or begin
treatments or therapy.
• Respect the property belonging to WMHC, the State of
Maryland, one another and those we serve.

Do not:

• Have sidebar conversations while providing care.
• Use terms of endearment such as dear, honey or hun, sweetie,
•
•
•
•
•

etc. unless you have the patient’s approval to do so and
document that approval.
Behave in any manner that you know is disrespectful just
because “everyone else is doing it.”
Be judgmental.
Ignore people or treat them as if they are invisible.
Make or tolerate comments, jokes, or actions with racial,
sexual, ethnic, or other improper overtones.
Be wasteful of supplies.

Compassion
Professionals serve others. We understand “compassionate
service” to others is the highest calling one can have. To be
compassionate means we want to help others and extent that
compassion to patients, families, guests and one another.
Professionals see requests from our patients, families, and
one another not as a disruption to our tasks, but as an integral
part of our work and responsibility. We fulfill requests in a
timely and thoughtful manner. If we can anticipate the needs
of others, we will do so without being asked and with an
attitude of giving, not begrudging.
We will be compassionate to our new employees, students,
and volunteers understanding that they will not have our
knowledge about working at WMHC. We will welcome,
educate and nurture them.
We will be compassionate to our long term employees and
volunteers, understanding that the many changes they have
experienced over the years are done in the best interest of the
patients, staff and WMHC as a whole. They have served well
and we honor their knowledge and experience as we move
through necessary changes together.

Dos and Don’ts
Do:

• Be willing to help.
• Understand that we do not know everything. When asked a
•
•
•
•
•
•
•

question to which we do not have an answer, we will find out
or direct the person to someone who can help.
Offer to help, especially new co-workers.
Take time to listen and try to understand the other
person’s situation.
Show special kindness to someone who may be in distress.
Be courteous, friendly and considerate.
Look for ways to help others to brighten their day.
Be sincere and genuine in your service.
Welcome and nurture new staff, students and volunteers.

Do not:
•
•
•
•
•
•
•
•

Be arrogant when instructing someone else.
Belittle someone when they ask a question.
Be self-centered and uncaring of other’s feelings.
Wait to be asked.
Begrudge helping someone. Remember it is your job.
Be patronizing or antagonistic.
Ignore people who need your help or assistance.
Treat patients, families, or co-workers as though they are an

interruption to your work.
• “Eat our young” – they are the workforce we need.

Honesty
Professionals have integrity. We understand that trust is the
measure of faith others have in our integrity and trust is the
foundation for all our relationships. We believe that trust is
earned and that we must always be trustworthy, sincere,
truthful, dependable and forthright. We should always strive
to make decisions based on facts not feelings, gossip, or
incomplete information. When you are truthful, you tell the
truth, the whole truth, and nothing but the truth.
Most people understand that not telling the truth is a lie, but
some may not realize other subtle ways of being dishonest.
These include: failing to do something you said you would do,
calling in sick when you are not, and concealing mistakes.
We believe we must demonstrate that we are honest and
trustworthy while performing our duties at WMHC.

Dos and Don’ts
Do:

• Tell the truth.
• What you say you are going to do, when you say you are go•
•
•
•

ing to do it. Remember, “Promises made – promises kept.”
Admit your mistakes, correct and learn from them.
Admit your weaknesses, as these may be another co-worker’s
strengths. Your strengths may be their weakness. We are all
unique so let us help one another.
Make sure information being passed on is accurate.
Report to your supervisor or CEO any activity you think
could be illegal or unethical.

Do not:
•
•
•
•
•
•

Steal, even the smallest amount is stealing.
Lie.
Exaggerate the truth.
Hide or conceal facts.
Mislead others.
Do anything that is illegal or unethical.

Positive Attitude
We believe we are responsible for our own happiness in life
and work to bring joy and happiness to the lives of those
we serve. We understand that what happens to us is not as
important as how we react to it.
We believe that each of us choose our own attitude and
behavior. We choose to maintain a professional attitude
regardless of the circumstances.
We choose not to dwell on the negative, but to research the
truth. If our feelings have been hurt, we pick ourselves up,
spring back, and get on track quickly. We will be mindful that
we represent WMHC in a positive light to the community and
failure to do so can jeopardize our position at work. We
believe we must recruit, retain and recognize people who
make a positive difference in the lives of others.
Professionals are not only positive but passionate about their
work. We know to work at WMHC is to be passionate about
what we do and who we serve. We represent the State of
Maryland with pride.

Dos and Don’ts
Do:

• A
 ct in a professional manner at all times – rise above the crowd.
• Represent WMHC in a positive manner.
• Allow your positive attitude to become “infectious” by expressing
your enthusiasm to others.
• Take a moment to think before speaking.
• Educate the public about our mission at WMHC.
• Make eye contact with every person we pass and acknowledge
them even if it is the 10th time we have seen them today.
• Be a role model and follow the rules.
• Set goals and strive to achieve them.
• Keep a sincere positive attitude by smiling, being friendly
and courteous.
• Say at the conclusion of time with a patient, “Is there anything else
I can do for you – I’ve got the time.”
• Acknowledge the accomplishments of others.
• Start being a professional right now – you can do it!
If you already are – thanks, we all appreciate it.
• Be eager to learn and become a self-starter.

Do not:

• E
 ngage in or listen to negativity or gossip. Recognize that listening
without acting to stop it is the same as participating.
• Bring your “baggage” to work with you. Please “check it”
at the door.
• Whine. No one really wants to hear it.
• Wait for your dream job before you start being professional,
start now!
• Assume that it is someone else’s job to take care of you and
solve your problems.
• Ever give up – you can make a difference!

Teamwork
WMHC is one large team with many smaller teams working
to achieve the goals and objectives of the organization and
our individual patients. Each team requires us to work
together, be loyal to one another, disperse the workload fairly
and take pride in our accomplishments.
Our clinical team works on an “interdisciplinary” approach to
patient care and treatment and places the patient / resident at
the center of our decisions. We believe this approach can produce better outcomes than we would as individual disciplines.
The interdisciplinary approach requires our clinicians to plan
the care together and reinforce the patients’ goals with each
discipline. Working together towards the patients’ goals will
likely produce better outcomes and results. In addition, we
follow the model of “Relationship-Based Care” and believe it
allows us to better meet the patient’s needs.
We understand that as team members we must hold one
another accountable to our mission, vision, and guiding
principles and truly govern ourselves for the best outcome
for each patient we serve.

Dos and Don’ts
Do:

• O
 ffer to assist someone who needs help without being asked; and if
we need help, we will not be afraid to ask.
• Go out of your way to make new team members feel welcome.
• Commit to WMHC’s strategic plan; goals and objectives.
• Encourage and praise others.
• Be a dependable team member.
• Take pride in your team and WMHC.
• Practice and/or support Relationship-Based Care.
• Participate in the Interdisciplinary Team approach and offer your
suggestions for care and treatment.
• Answer a call light that is ringing regardless of what position you
hold. Any of us can reassure a patient, perform small tasks within
our skill set, and pass the information onto the appropriate staff
member if we can not safely perform the task.
• Brainstorm solutions with your teammates.
• Be willing to assist a teammate with the workload, even if it is not
your assignment.

Do not:

• T
 alk negatively about or belittle your team, co-workers, or WMHC.
• Tell patients you are “short-staffed” as it can frighten them or be
viewed as an excuse for not doing your best.
• Say “It’s not my job” or “It’s not my patient.” If a patient or fellow
co-worker needs something, it is everyone’s job to help.
• Talk negatively about a fellow co-worker’s work habits or decisions.
There can be more than one way to do a skill or task correctly.

Ten Commandments

of Professionalism
By James R. Ball

1. Thou shalt make a commitment
to be professional.

6. Thou shalt be accountable and
responsible for my actions.

2. Thou shalt always do and say
what I believe is the right thing
to do or say.

7. Thou shalt not tolerate mediocrity.

3. Thou shalt look and act
professional.
4. Thou shalt take pride in my work.
5. Thou shalt learn my craft and
teach it to others.

8. Thou shalt do whatever I need to do
whenever I need to do it to get the
job done right.
9. Thou shalt do something useful to
serve others.
10. Thou shalt continually invest in
my own professional development
and growth.

Leadership Empowerment Credo
I am a WMHC Leader. I am a steward of our mission.
I recognize that through my actions our mission and values
flourish. I commit to empowering the gifts of our staff.

I will:

E ncourage staff to determine how best to achieve work goals
M ake time to know employees personally
Practice fairness and consistency
Offer development through mentoring and continuous learning
Win trust by keeping commitments and confidentiality
E nsure staff has the necessary resources
R espect different beliefs and opinions
M ake sure employees are kept informed
E n sure an environment of open communication
N otice and recognize good performance

T reat employees as people first

_______________________________________
Leader

Code of

Professional Conduct

Pledge
My signature below indicates the following:
• I have read WMHC’s Code of Professional conduct,
• I understand WMHC’s Code of Professional Conduct,
• I will, to the best of my abilities, abide by WMHC’s Code of
Professional Conduct, and understand violations of the Code
may have consequences such as disciplinary action and/or a
negative rating on my performance appraisal (PEP),
• I understand if I have difficulty with reading/comprehension, my supervisor will help me to understand the Code
of Professional Conduct, and,
• I understand my co-workers are depending on me to
act in a professional manner. Those we care for deserve
nothing less.
________________________________
Signature					
________________________________
Supervisor

____________
Date
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Note: Use of the term “patient” for the purposes of this document
includes “residents” and “patients served.”
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