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MED NAME
)ORIENTATION EDUCATION PACKET #7:  The Model Nurse

As you read through this packet, please keep in mind the context in which we are presenting the information.  Firely Pediatric Services’ goal is for all employees to routinely display the highest level of professionalism day-to-day.  However, each and every one of us can use a reminder to fine-tune our daily actions in order to attain higher levels of professionalism in our nursing careers.

Here’s what you need to do:
· Read through the packet
· Take the post-test
· Return the post-test only to the Main Office ASAP - - the packet is yours to keep.

As always, if there is anything you need help with regarding education or any other items, just let me know. 
Thanks so much!

Susan Dee Nellett, RN
Assistant Administrator, SEED Director
						
	
The Model Nurse

Think back to the days when you decided to become a nurse. . . why?  How old were you? What was your personality like at that time?  How are you different today?  These are some very thought-provoking questions for us all to ponder.  And if we’re really honest with our answers, it is certain that many of us would not be so proud of that last answer. 

[image: View Image]The truth is that we all change day-to-day, year-to-year.  Each event in our life, good or bad, shapes us into the person we are today.  The tough part is to retain the sensitivity we all brought with us that 1st day of nursing school.  Maybe you share some of the same early experiences I did.  I remember walking onto the “floor” for the very 1st time, full of butterflies, but ready to conquer that nerve-wracking task of making a bed, empty of course {after all this was the 1st day!}, with the neatest “hospital corners” possible.  And did any of you have to endure that dreaded quarter-bouncing test?  In case you don’t know what I mean, the Clinical Instructor tried to bounce a quarter off the bed you just made; a non-bouncing quarter meant . . . start all over!  No matter how intimidating the day seemed, we all arrived that day with enough ambition to really “care” for our patients.  Where have those days gone which were filled with eagerness, empathy, and caring?

Caring, as in Nurse Caring, is difficult to define.  Any action may be described as caring if the nurse has identified a need for care and knows what to do for the patient.  The nurse chooses, discusses, and obtains approval from the family/primary caregiver{s}, and ultimately implements an action intended to serve as a means for positive change in the patient.  It has been studied and proven that nurses must take care of themselves before they can effectively care for others.  As a result, caring for self becomes a personal, as well as professional, mandate.  It is also believed that caring is reciprocal - - giving care to patients also personally benefits the nurses.

[image: http://rds.yahoo.com/_ylt=A0WTefNgj0hM_H0ASjajzbkF/SIG=12krlg0lh/EXP=1279910112/**http%3a/careersworkingwithchildren.com/images/pediatric_nurse.jpg]Nurse Caring occurs in a context in which its recipients are strangers initially.  As the nurse-patient relationship unfolds, nurses and patients interact which leads to the emergence of caring attitudes and behaviors.  In the home care, day facility, and residential fields, nurses have great advantages, such as:
· The negative factor of cost containment does not come into play as much as it does in a hospital-based setting ~ hours are already approved by an insurance provider and there is no “rush” to get a date for discharge; and
· The nurse:patient ratio is lower, enabling the nurse to provide the patient with un-interrupted, quality care.

Nurses must recognize that displaying a caring attitude towards a patient actually did not even happen if that patient did not perceive it as caring.  For a caring manner to be realized, mutual perception of caring delivered by the nurse and received by the patient must occur.  In other words, if the patient doesn’t feel that the nurse was caring, then the nurse was not caring enough to be effective.

In surveys of in-hospital patients, each patient was asked to list qualities in a nurse that made them consider him/her to be caring.  In most cases, the patients first listed nursing actions that they felt were not caring since these happened to be negative experiences for them. Some examples are:
	* Not being respected		* Not being treated as a whole human being
	* Not being listened to		* Not getting good pain relief
	* Being inattentive			* Receiving treatment they were talked into
	* Having to wait			   {but was not really their choice}
						* Nurse not following up on a complaint or
						   request
	  
Nurse Caring is dependent on, and/or present, in conjunction with many different qualities including, but not limited to:
 
Non-Verbal Communication Skills  ~  Listening Skills  ~  Accountability  ~
Confidentiality  ~  Commitment to the Nursing Profession  ~
Loyalty to One’s Employer

[image: http://rds.yahoo.com/_ylt=A0WTefRVlUhMGGsAq9WjzbkF/SIG=12q2u2dst/EXP=1279911637/**http%3a/www.ohsu.edu/xd/about/dchf/giving/images/giving_opps_cancer.jpg]>Non-Verbal Communication Skills ~ Also known as body language, non-verbal communication is a huge indicator of our behavior.  It’s what others see us do and hear us say which reveals our feelings, attitudes, beliefs, and values.  It’s HOW we do and say something.  It includes the tone of voice, speed of speech, and actions taken to convey ideas. According to past studies, 93% of our communication is non-verbal.  Caring nurses take responsibility for their non-verbal communication, thinking about what they’ll actually say and how they’ll say it in order to be certain what they intended to say is what is actually heard.

>Listening Skills ~ There are two types of listening - - active and passive.  Additionally, the non-verbal signals one portrays while listening to someone can be even more profound.  Truly listening to another person is an art.  We may seem to be LISTENING to someone but may never HEAR them at all.  Nurses must give their undivided attention to others when engaging in a conversation in order to possess effective listening skills.  Some ways to indicate that you are listening is to occasionally nod your head, smile to encourage them to continue, wait for them to complete their thought before responding, and asking questions to assure that you understand what they are saying.

>Accountability - - Accountability means always accepting responsibility and ownership for one’s thoughts and/or actions.  It means saying what you’ll do, doing what you say you will, and admitting that you were responsible for the resulting outcomes {positive OR negative}. By doing so, you earn respect and a reputation for being honest, dependable, and trustworthy.  Demonstrating accountability is best done through your thoughts, words, and actions, some of which are:
· Follow all guidelines as stated in the Employee Handbooks
· Maintain FPS’ Mission at all times {discussed below}
· Arrive on time for shifts or appointments
· Follow through and work all time that is scheduled; Not doing so creates a gap in the schedule which causes undue stress on the families
· Carry out nursing responsibilities willingly and competently
· Approach all work-related tasks with a caring attitude
· Refrain from discussing situations which do not involve you
· Refrain from speaking negatively about FPS, its’ operations, and its’ employees
· Devote your time at work to providing complete care rather than engaging in personal tasks when further care for the client is required
· Acquire new knowledge and/or skills related to your position with FPS
· Display pride and a sense of accomplishment secondary to delivering quality care at the highest level of professionalism possible

>Confidentiality ~ Throughout a nurse’s career, there will be many situations in which confidential information will be accessed.  Patient confidentiality is the act of maintaining a patient’s privacy when handling such confidential information.  Privacy is a basic right in our society.  As nurses, we are obligated legally and ethically to maintain that privacy.  Items that should not be discussed with anyone not involved in a case include, but are not limited to:
* Personal identity				* Physical or mental health condition
* Type of health care provided		* Issues related to insurance/payment 
						   for health care services provided
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Upon admission to FPS, the Building Blocks Program, or Home for Kids, the client {when applicable} and family are informed of their health care rights and responsibilities.  A signed copy of this document is placed in each Home Chart and/or Medical Record.  Please review the copies included in this packet as all employees are obligated to uphold patient rights to all clients. 

It has been documented that failure to protect patients’ privacy has caused families to lose jobs, suffer false rumors, lose insurance coverage, become estranged from family and friends, lose custody battles, and/or be harassed by the media.  Aside from maintaining 100% Client confidentiality, nurses are also obligated to protect a patient’s privacy when a breach is observed.  Immediately report breaches regarding any client to the Case Coordinator, the Building Blocks’ Program Director, Assistant Administrator, Administrator, or CEO. 

All FPS companies are also committed to following the same rules of confidentiality when handling personal information of employees {addresses, health information, etc.}.  Nothing is openly shared without first obtaining verbal consent.  As far as confidentiality goes, above all, never discuss one client with another client’s family or anyone not associated with the case.  Such behavior requires disciplinary action.

>Commitment to the Nursing Profession ~ Every nurse must uphold his/her complete commitment to the nursing profession in order to, at the very least,                                                                                                                                                                
                                                                                                                                       provide only adequate care and services to clients.  Daily, in work-related activities, effort needs to be placed on self-improvement so the level of care and services capable of being delivered to patients can be raised.  Understanding all elements of the Nurse Practice Act is also a mandatory aspect of not only understanding our scope of practice, but protecting our licenses from possible legal issues.
 
>Loyalty to One’s Employer - - If an employee of any company encounters a work-related problem, there are ways to show loyalty instead of complaining or berating the company such as: 
· Address less-than-optimum situations with management as soon as they occur in order to attain a swift, positive resolution.
· Refrain from negative conversation with co-workers, customers {clients}, or friends regarding any aspect of the company.
· Provide feasible suggestions/constructive criticism without making harsh demands.
· Do not assume that management approves of, or is even aware of, a situation perceived as unfavorable.  Always bring such situations to management’s attention.
· Realize that, in most situations, employees are unaware of what is really occurring on the administrative level.  It is best to refrain from speaking negatively about a situation which has unknown details.

Since FPS originally formed in 1998 as Harleysville Pediatric Home Care, and as other companies have since joined FPS, a common mission for operations has been based on three qualities:  

INTEGRITY  - - -  HONESTY  - - -  TRUST

When an applicant accepts a position with FPS, he/she is accepting the responsibility to perform his/her expected tasks and agrees to be held accountable for the results.  If, during their employment, an Employee finds he/she is unable to uphold what is expected of him/her, he/she must consult FPS’ Administration immediately, at which time options will be discussed. 

FPS is a relatively new company and as daily operations continue to grow, change is inevitable.  If any employee is having a problem with anything related to their employment, they are urged to contact the Administrator or Assistant Administrator.  The earlier a problem is tackled, the better the outcome.  Do not always assume the situation is known to Administration - - please address it.  A lack of loyalty to these companies creates an intolerable situation that prohibits a continued working relationship.  It is the intent of FPS’ Administration to avoid these situations if at all possible.


In summary, in order to maintain a good working relationship, we all must be team players. Being an effective team member means knowing what the team is focused on, and each member doing his/her part to make sure success is achieved.  We are focused on delivering the highest level of quality care to our clients.  All employees need to recognize that everyone, together, though in various degrees and aspects, are responsible for our ultimate success in this venture. 



Together is the only pathway 
to success!
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   CLIENT and FAMILY RIGHTS and RESPONSIBILITIES

As the recipient of care and services provided by Firely Pediatric Services, herein referred to as FPS, you have the RIGHT to:
· Receive quality health care which respects a child’s need to grow, play, and learn, and is considerate of your family’s personal values and beliefs;
· Be included, whether a parent, primary caregiver, or a child {a minor}, in the health care plan which may involve making informed decisions affecting care and services provided;
· Receive adequate information about the person{s} responsible for the delivery of care, treatment, and services;
· Be informed in advance of any changes in the plan of care before the change is made;
· Receive appropriate assessment and management of pain;
· Be involved in decisions to withhold resuscitation or forego/withdraw life-sustaining care;
· Receive accurate information concerning diagnosis, treatment, and prognosis of any health-related condition, including the use of age-appropriate explanations for the client;
· Be assured of a prompt, orderly transfer to another organization or level of care or service;
· Communicate any complaints or concerns about your child’s care without threat of discrimination or reprisal and assist in resolving such complaints;
· Request a personnel change in your health care provider(s);
· Refuse recommendations for medical care, treatment, and services;
· Be informed of and able to refuse participation in research, investigational, or experimental studies or clinical trials;
· Receive a satisfactory explanation of a statement of charges, regardless of payment source; 
· Be notified of any changes regarding financial status related to your source of payment, orally and in writing, as soon as possible, but no later than thirty calendar days from the date that FPS becomes aware of a change;
· Be informed of financial benefit, if any, to a referring organization if being transferred to another organization, service, or individual;
·  Be assured that FPS will protect the integrity of clinical decision making regardless of how it compensates/shares financial risk with its leaders, office or clinical staff, and physicians;
· Receive information about and have an Advance Directive and/or Durable Power of Attorney for Health Care; If client is under age eighteen, parents/guardians assume responsibility; 
· Confidentiality of all communications relating to your case, including the right to refuse release of information within the limits of the law;
· Be treated in a manner that doesn’t discriminate against age, ancestry, color, disability/ handicap, national origin/race, religion, sex, sexual orientation, or Veteran’s status; and
· Be treated with respect, consideration, and dignity while protecting privacy and security.
While delivering quality care to you, the client and/or family, FPS expects behavior that is reasonable and responsible. Your RESPONSIBILITIES include, but are not limited to:
· Providing Information ~ Provide, to the best of your knowledge, accurate, and complete information about present complaints, past illnesses, hospitalizations, medications, and other matters relating to your child’s health, as well as his/her health care providers’ recommendations for his/her care; Perceived risks and any changes in your child’s condition are also important to relay to the Case Coordinator;
· Providing Feedback ~ Help FPS understand and improve care, treatment, and services for your child by providing feedback in a timely manner; Suggestions and/or grievances can be voiced through the Case Coordinator {first choice}, or any FPS office staff member;
· Asking Questions ~ No question is dumb . . . Ask questions when you do not understand your child’s care, treatment, or services, or what you are expected to do;
· Following Instructions ~ Care, treatment, and services are stated on your child’s Plan of Care {485} and are to be followed exactly; Report discrepancies to the Case Coordinator immediately upon receipt of the 485; Additionally, follow all instructions received from your DME Company regarding any medical equipment and/or procedures;
·  Learning Care of Your Child ~ Your goal is to become self-sufficient with your child’s care as you are the main caregivers; All instructions for his/her care must be followed accurately;
· Accepting Consequences ~ If you choose to not follow the 485, you are responsible for all outcomes, positive or negative;
· Following Rules and Regulations ~ Be aware of and follow guidelines stated in the FPS Family Handbook, Home Chart’s “Education Section,” 485, and the Case Coord.’s requirements;
· Showing Respect & Consideration ~ Treat all FPS Staff with respect, consideration, and dignity, without discrimination against age, ancestry, color, disability, handicap, national origin, race, religious preference, sex, sexual orientation, or Veteran’s status;
· Minimizing Scheduling Conflicts ~ Notify the Scheduling Coordinator of any changes as soon as you are aware of them including, but not limited to, any changes in your preference of coverage {different hours/days, school calendar, etc.}, if you will not be home for a pre-scheduled appointment, etc.; Discuss all desired changes with the Scheduling Coordinator first as there should never be changes made with the nurses directly; and
· Meeting Financial Commitments ~ Meet any financial obligations to FPS promptly upon receiving detailed information regarding charges for services that will not be covered by your health insurance provider as agreed upon during the admission process.


I/we declare that I/we have read and understand the above information.  I/we understand that FPS will provide care and services while upholding our basic rights.  I/we will commit to upholding our responsibilities to FPS. 

Family Signatures:									~	~	

											~	~	

FPS Signature:										~	~	

sdn ~ 09/1998; Rev. 09/1999, 09/2000, 07/2001, 05/2002, 04/2003, 03/2004, 02/2005, 07/2005, 01/2006, 01/2009
{Home Care/Home Charts/Rights}
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Name: 								Date:		~	~	

	Choose the best answer from the packet to complete the chart below:


	
	1. Nurses must take care of ______ before they can effectively care for others.

	
	2. Caring is ______ - - giving care to patients also personally benefits the nurses.

	
	3. Displaying a caring attitude towards a patient actually did not even happen if that patient did not ______ it as caring.

	
	4. If the patient doesn’t feel that the nurse was caring, then the nurse was not caring enough to be ______.

	
	5. Non-verbal communication includes the tone of voice, speed of speech, and actions taken to ______ ideas.

	
	6. Truly listening to someone is an art ~ we may seem to listen but may never ______ them at all.

	
	7. Accountability means saying what you’ll do, doing what you say you will, and admitting you were responsible for the resulting ______ {positive or negative}.

	
	8. Nurses are obligated, legally and ______, to maintain their client’s privacy at all times.

	
	9. FPS employees must uphold the contents of the “Client and Family ______ and Responsibilities” form for all clients.

	
	10. To maintain client confidentiality, never ______ one client with another client’s family or anyone not associated with the case as disciplinary action will follow.

	
	11. Commitment to the nursing profession requires us to place great ______ on self-improvement so the level of care being delivered to clients can be raised.

	
	12. Do not assume that management approves of, or is even ______ of, a situation perceived as unfavorable ~ Bring such situations to management’s attention.

	
	13. FPS’s Mission:  Integrity ~ ______ ~ Trust

	
	14. Being an effective Team Member means knowing what the team is focused on, and each member doing his/her part to make sure ______ is achieved.
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