Exhibit C

Summit Healthcare

Service Excellence Standards
As individuals, we can make a difference in everyone with whom we come in contact.  Those of us involved in the provision and delivery of health care have a unique opportunity to demonstrate a compassion for the complete well being of our patients, our visitors, our physicians/healthcare providers, our community, and ourselves.  Our corporate culture demonstrates this opportunity.

1. Treat the people we serve as guests…be courteous, make eye contact, smile, introduce yourself, address people by name whenever possible.
2. Present a professional image…apparel and appearance is appropriate, neat and clean, with name badges highly visible.

3. Answer the telephone with a “smile.” Identify yourself and ask how you can help the caller.  Eliminate transfers as much as possible.

4. Listen to one another and to the people we serve, then respond promptly and reliably.

5. Anticipate the wants and needs of the people we serve…ask, “How can I help?” and “Is there anything else I can do?”

6. Effectively communicate with patients, families, and each other.

7. Keep the people we serve informed about their care and treatment.

8. Maintain a safe and clean environment.

9. Act to reverse negative service situations using the “Anticipate, Apologize, Acknowledge, Amend” (4 A) process.

10. Respect the privacy and confidentiality of the people we serve, our physicians/healthcare providers, and our fellow employees.

11. Master the skills needed to do your best for the people we serve.

12. Positively represent Summit Healthcare in the workplace and in the community.
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