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Survey Etiquette for Management 
· Be on time!  Whether it is the leadership session or a tracer visit – be on time; be present and be flexible.

· Turn off pagers and cell phones – make sure the surveyors know they have your undivided attention.

· Be positive.  When things get tough – SMILE!  Don’t be defensive.  If it is necessary to question or challenge a surveyor’s findings –strategize with leadership and/or the command center first!

· Remember body language – a very powerful thing.

· Only speak to what you truly know and are confident about.  If you don’t understand a question, or aren’t sure of the answer – ask for clarification or defer to a colleague.

· In an interview environment (i.e., leadership, environment of care or competence assessment sessions):

· Let one another speak – i.e., don’t “hog” the floor

· Only answer the question that has been asked.  Offer an example to illustrate the answer if appropriate.

· Don’t allow too much of a pause between the question and the answer – if you are not sure what was asked, request that the surveyor restate the question.

· Speak to collaboration and communication among disciplines
· When the surveyor comes to your department/unit:

· Immediately respond.  Determine what staff/charts need to be available and make it happen.  Ensure there is enough staff to cover during this period.  The goal is to not have surveyors waiting on us!

· Determine ahead of time where surveyors and staff can sit to review chart and conduct tracer interview – usually a conference room or staff lounge.  Be sure the area is clean and tidy and that there is no inappropriate information around.  Have coffee and water available (where appropriate).

· ALWAYS BE AWARE OF PATIENT CONFIDENTIALITY AND WHERE QUESTIONS ARE BEING ASKED – if there is a chance for others to overhear – suggest going to a conference room or staff lounge.  Don’t wait for the surveyor to suggest it.

· Make your staff feel comfortable.  While you can’t answer for them, give a smile or a nod to let them know they’re doing OK and you support them.

· If a surveyor doesn’t seem satisfied with a response, politely probe to see what they are looking for or clarify the question – maybe there is simply a communication issue.

· Speak collaboration and how we work as a team – interdisciplinary!  

· Be HONEST – never knowingly provide false information.

· Be confident and professional – exude a welcoming, eager-to-learn presence.  

Survey Etiquette for Staff
· Be calm – you’ll do great.  

· Be welcoming and polite – SMILE!

· If caring for a patient, politely indicate you will be right with the surveyor; and arrange for someone to cover your patients
· Be enthusiastic and confident – Remember, you know your job better than anyone else

· Answer only what is asked – allow the surveyor to ask follow-up questions

· Avoid words such as “usually” and “sometimes.”  Be confident that the system works consistently!

· If you don’t understand a question – ask for clarification.  

· Remember we’re a team – talk about the collaboration among the various disciplines caring for the patient 

· ALWAYS BE AWARE OF PATIENT CONFIDENTIALITY AND WHERE QUESTIONS ARE ASKED – if there is a chance for others to overhear, suggest going to a conference room or staff lounge.

· Know your patients – surveyors will be concerned with answers like, “I’ve been off for a few days and don’t know the status of this patient’s care.”   

· Stay positive – even if things aren’t going the way you’d like, keep a positive perspective and a smile on your face!  You’re doing great.

· There will be management staff accompanying all surveyors.  While they won’t be able to answer questions for you, they are there to support you.  Look to them for an encouraging smile.

· Be HONEST.  We never knowingly provide false information.

· Accept criticism and educational points graciously.  The surveyors are here to educate.

· Remember – You are the reason we are Number 1.

Thanks for all you do!
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