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INTRODUCTION
Purpose
This Code of Conduct describes general guidelines for employees and associates of Keswick on some important laws and policies affecting work practices.  It also addresses ethical standards and is intended to guide Keswick employees and associates in understanding what is expected while acting on behalf of Keswick.  

Mission:	To improve the experience of aging, together.
Vision:	Greater fulfillment and freedom of choice in aging, for all.
Core Values:
Connection – Nurturing relationships across the Keswick campus and beyond, with all members of the Keswick community.
Empathy – Recognizing challenges facing those we serve including our employees.
Inclusion – Ensuring all members of the Keswick community have a voice, are heard, and have an opportunity to contribute.
Advocacy – Acting on behalf of individuals and communities, to protect rights and improve well-being. 
Scope: This Code applies to all Keswick employees and associates.
 
· All employees, at all levels and departments, clinical and non-clinical
· Agency
· Executive Officers 
· Board of Trustees and Directors
· Medical staff
· Volunteers
· Contractors
· Vendors
[bookmark: _Toc402862090]Keswick’s Code of Conduct is based on three standards of performance: 
regulatory excellence, care excellence, and professional excellence.
Statement on Ethics 
Keswick expects team members to act with honesty and integrity. Keswick expects the highest standards of ethical practice when engaging with those we serve and one another. 

Ethical standards include choosing the appropriate action to take when it is believed an action involving a violation of the Code of Conduct, policy or regulation has occurred.  That is, report the concern to the supervisor, human resources, compliance officer, or the compliance hotline.

[bookmark: _Toc402862085]
I. Regulatory Excellence
Employees and associates across Keswick must ensure that all practices meet federal, state and local regulations to protect and support those we serve and the organization as a whole.

a. Elder Justice Act
The Elder Justice Act requires Keswick to assure a system is in place that prevents the abuse of vulnerable adults, including patients and residents, by employees, vendors, volunteers, and other associates.  

Abuse is defined in the Act as the willful infliction of injury, unreasonable confinement, intimidation, or punishment with resulting physical harm, pain, or mental anguish. This presumes that instances of abuse of all residents, even those in a coma, cause physical harm, or pain or mental anguish. Neglect means failure to provide goods and services necessary to avoid physical harm, mental anguish, or mental illness.  

The State of Maryland defines abuse as: “the sustaining of any physical injury by a vulnerable adult as a result of cruel or inhumane treatment or as a result of a malicious act by any person.  

Keswick will not tolerate any type of abuse or neglect - physical, emotional, verbal, financial, sexual, and/or via social media - of a vulnerable adult, including residents and guests of the Keswick Multi-Care Center. Any employee who abuses or neglects a resident is subject to termination; similarly, associates will not be allowed to provide further service on Keswick’s campus. In addition, legal or criminal action may be taken. 

When there is an allegation or suspicion of abuse or neglect it MUST BE REPORTED IMMEDIATELY to the employee’s supervisor or other member of management.  

b. Resident Rights
Keswick recognizes that all people, at whatever level of need, are entitled to a dignified existence that promotes freedom of choice, self-determination, and reasonable accommodation.  Residents of the Keswick Multi-Care Center have a fundamental right to care that safeguards their personal dignity, supports their right to informed consent, and respects their cultural, psychosocial, and spiritual values.  



c.   Resident Confidentiality

Employees are responsible for protecting personal health information (PHI). PHI is defined as individually identifiable health information that is transmitted or maintained in any form or medium, including electronic health information.  Medical, financial, and/or personal information may only be disclosed/discussed with those who have a need or right to know in the performance of their role at Keswick.

If an employee becomes aware of unauthorized PHI to a person(s) or organization, this should be reported immediately to their supervisor or Privacy Officer.  

d.  Accurate Coding, Claims and Billing

Employees and associates who prepare or submit information to government agencies are expected to do so diligently and with the highest degree of integrity. 

Prohibited practices include, but are not limited to: 
· Billing for items or services that were not provided
· Submitting claims for equipment, medical supplies and services that are not reasonable and necessary (this includes seeking reimbursement for a service that is not warranted by a resident’s documented medical condition, i.e., not medically necessary)
· Billing for items or services more than once
· Providing false or misleading information about a resident’s condition or eligibility
· Knowing misuse of provider identification numbers, which result in improper billing
· Unbundling (billing for each component of the service instead of billing or using an all-inclusive code)
· Assigning an inaccurate code or resident status to increase reimbursement
· Clustering (this is the practice of coding/charging one or two middle levels of service codes exclusively, under the philosophy that some will be higher, some lower, and the charges will average out over an extended period).
· Failing to identify and refund credit balances
· Submitting bills without supporting documentation

Any question regarding the accuracy of a medical claim or bill should be directed to the employees’ supervisor, the corporate compliance officer, or the Compliance Hotline. 

Employees are subject to disciplinary action, including termination if found to willingly violate any law regarding proper coding and billing of health care items and services.  

 

[bookmark: _Toc402862091] II. Care Excellence 

Keswick’s Multi-Care Center is committed to providing care and services to attain and maintain each resident’s highest practicable physical, mental, spiritual, and psychosocial well-being.

Care standards include: 
· Person-centered care: Responsive to the individual and their goals, values and preferences, prioritizing dignity, rights, and well-being in all decisions 
· Accurately assessing the individual needs of each resident and developing interdisciplinary care plans that meet those needs
· Medical documentation should be sufficient to support the services billed and must be properly authenticated (CMS)
· No documentation should be completed before the service is provided nor for the intent to order services or procedures (CMS)
· Reviewing goals and plans of care to ensure the resident’s ongoing needs are being met
· Providing only medically necessary, physician prescribed services and products that meet the resident’s clinical needs
· Confirming that services and products (including medications) are within accepted standards of practice for the resident’s clinical condition,
· Ensuring that services and products are reasonable in terms of frequency, amount, and duration
· Providing accurate and timely clinical documentation and record keeping,
· Ensuring that resident’s care is given only by properly licensed and credentialed providers with appropriate background, experience, and expertise
· Reviewing resident care policies and procedures and clinical protocols to ensure that they meet current standards of practice
· Monitoring and improving clinical outcomes through a Quality Assurance and Performance Improvement (QAPI) Plan.
· Quality of Care: uphold evidence-based practice and pursue continuous improvement.

Knowingly falsifying documentation or misrepresenting patient care and/or communications is subject to disciplinary action and termination.


II. Professional Excellence
Employees and associates are expected to maintain high standards of honesty, respect, integrity, and professional excellence, every day. 
[bookmark: _Toc402862095]
To maintain an ethical, inclusive, comfortable work environment, all employees and associates must:
· Behave professionally and always use respectful communication
· Refrain from any form of sexual harassment or violence in the workplace
· Maintain integrity and honesty, fostering a culture of transparency and accountability in caregiving and operations.
· Commit to adherence to the highest standard of practice within their roles.
· Treat all colleagues and co-workers with equal respect, regardless of their national origin, race, color, religion, sexual orientation, age, gender identity, or disability
· Protect the privacy of other employees and associates by keeping personal information confidential and allowing only authorized individuals access to the information
· Not supervise or be supervised by an individual that is an immediate or extended family member, or with whom they have a close personal relationship.

Every employee is expected to make efforts to resolve conflicts in a reasonable and rational manner. 

Use of physical or psychological force, or threats of force, to resolve disputes is subject to discipline, including termination. 

Workplace Safety
In the interest of safety for all Keswick employees, residents, guests, members, vendors, and visitors, employees are expected to follow organizational safety guidelines and to take personal responsibility for helping to maintain a secure work environment. If an employee notices a safety hazard, action should be taken to correct it if possible, or to report it to the maintenance/security department immediately.  

[bookmark: _Toc402862097]Drug and Alcohol Abuse
Employees are prohibited from consuming any substance that impairs the ability to provide quality services or otherwise perform their duties. 

An employee may not report to work under the influence of cannabis, alcohol, illegal drugs, and/or narcotics. An employee or associate who appears to have work performance problems related to drug or alcohol use, will have a drug and alcohol screening conducted and appropriate action will be taken, if necessary. Using or selling illegal drugs is prohibited.

Illegal, improper, or unauthorized use of any controlled substance is prohibited. If an employee becomes aware of any improper diversion of drugs or medical supplies, it must be immediately reported the supervisor, the Compliance Officer, or by calling the Compliance Hotline. Failure to report a known instance of noncompliance may result in disciplinary action against the employee or associate, up to and including termination.



Social Media
Employee use of social media related to Keswick should reflect Keswick’s values and commitment to professionalism.  Keswick prohibits the use of any form of Keswick resident/client information or images and/or proprietary information without express written consent. All online interactions must be respectful and reflect positively on Keswick.

Employees who participate in a picture taken during activities, events, or for other purposes should assume images may be used by Keswick without express written consent. Employees are free to decline participation in a photo at any time, except for the purpose of security identification.  
[bookmark: _Toc402862098]
Organizational Relations
Professional excellence in organizational relations includes:
· Complying with federal tax law to maintain tax exempt status under section 501(c)(3) of the Internal Revenue Code
· Maintaining company privacy and keeping proprietary information confidential
· Avoiding outside activities or interests that conflict with responsibilities to Keswick and reporting such activity or interest prior to and during employment
· Refraining from releasing/reporting any information related to Keswick to the press, or other mass communications media through other channels, without the authorization of the designee responsible for media relations; and
· Requiring that Keswick complies with the licensing and certification laws that apply to its business.

Proprietary Information
Proprietary information should not be shared outside Keswick without authorization from leadership. 

Examples of proprietary information that should not be shared include:
· Resident, member, client, employee, or associate data and information
· Details about clinical programs, procedures, and protocols
· Policies, procedures, and forms
· Training materials
· Current or future charges or fees or other competitive terms and conditions
· Current or possible negotiations or bids with payers or other clients
· Compensation and benefits information for employees
· Stocks or any kind of financial information; and
· Market information, marketing plans, or strategic plans.

[bookmark: _Toc402862100]Gifts
Employees may not accept individual gifts or gratuities in the form of cash.  Non-cash gifts may be accepted on behalf of a team and shared with on-site team members.  

Accepting or providing a gift, cash or loan to a resident, or client is prohibited.  If there is an unmet need, social services or community service navigator should be made aware rather than provide for it directly.

No employee or associate may accept any gift from a resident or client under a will or trust except in cases where there is a pre-existing relationship, i.e. linked by blood or marriage. 

Supervisors should not accept gifts from individual employees who report to them; this is intended to avoid perceptions of favoritism or of attempts to gain undue advantage. 

[bookmark: _Toc402862101]Business Courtesies
Keswick prohibits any employee or associate from offering, giving, soliciting, or accepting business or professional courtesies including entertainment and gifts that could be interpreted as attempts to influence decision making. Holiday and other celebratory gifts by external parties may be accepted on behalf of the organization and shared with on-site team members. 

[bookmark: _Toc402862102]Conflict of Interest
[bookmark: _Hlk214454038]A conflict of interest exists any time your loyalty to the organization is, or even appears to be, compromised by personal interest.  There are many types of conflict of interest, and these guidelines cannot anticipate them all, however the following provide some examples:
· Financial involvement with vendors or others that influences an employee to put their personal business interest ahead of Keswick’s
· Serving as a resident’s executor, trustee, administrator, or guardian or provide financial services or act under a power of attorney for a resident except in those cases where there is a pre-existing relationship, i.e. related by blood or marriage unless otherwise allowed by state law; this also applies to clients  served by Keswick’s community health service lines.
· Employee or associate participation in public affairs, corporate or community directorships, or public office
· Participating in transactions that put personal interests ahead of Keswick or cause loss or embarrassment to the organization
· Being paid for services rendered by an outside organization, that is in any way involved with Keswick’s services, at the same time the employee is paid by Keswick.

[bookmark: _Hlk214454101]Employees and associates must seek guidance and approval from leadership or the Compliance Officer before pursuing any business or personal activity that may constitute a conflict of interest.

[bookmark: _Toc402862103]Use of Property
All assets must be used solely for legitimate business purposes.  This includes: 
· Use of property for the organization’s business, not personal use
· Exercise good judgment and care when using supplies, equipment, vehicles, and other property.

[bookmark: _Toc402862104]Computers / Internet
Employees and associates are expected to use computers, email, and internet/intranet systems appropriately and according to established policy and procedure.  Improper or unlawful activity can be monitored and is subject to disciplinary action.

Keswick has a robust information technology security plan and system.  Any known or suspected breach of confidentiality related to technology should be reported immediately to the employee’s supervisor, manager, and/or the Security Officer.

Vendor Relationships
Arrangements between Keswick and its vendors must always be approved by management. Certain business arrangements must be detailed in writing and approved by management. Contractors and vendors who provide resident care, reimbursement, or other services to resident beneficiaries of federal and/ or state healthcare programs are subject to the Code of Conduct and must:
· Maintain defined standards for the products and services they provide 
· Comply with all policies and procedures as well as the laws and regulations that apply to their business or profession;
· Maintain all applicable licenses and certifications and provide evidence of sanction screening, current workers compensation, and liability insurance as applicable; and
· Require that their employees comply with the Code of Conduct and the Compliance and Ethics Program and related training as appropriate;
· Present marketing materials and announcements that are truthful, informative, non-deceptive. 
[bookmark: _Toc402862109]
Referrals, Kickbacks, and Inducements
Referrals of a prospective resident/patient are accepted solely based on Keswick’s ability to meet the needs of the patient and a viable payer source.  In the case of a referral, a kickback is anything of value (greater than $10 per item or $50 annually) that is received in exchange for accepting a resident referral.  

Keswick cannot request, accept, offer, or give any item or service that is intended to influence – or even appears to influence – the referral, solicitation, or provision of healthcare service. 

Likewise, Keswick may not provide anything of value for a prospective resident/patient that will likely influence that person’s selection of a provider of healthcare services. 

[bookmark: _Toc402862115]Voluntary Disclosure 
Keswick will voluntarily report known overpayments and any improper/irregular conduct, including fraudulent conduct, which affects any federal or state healthcare program. Reporting will be completed within the time frames identified under the Patient Protection and Affordable Care Act.

Political Relations
Keswick prohibits certain lobbying and political activities by employees in the name of, or on behalf of, Keswick.  Board of trustees and directors, officers, and employees may participate personally in, and contribute to, political organizations or campaigns with their own funds, but not as Keswick representatives.  Employees may not contribute any Keswick money or property or the services of any Keswick trustee, director, officer or employee, to any political candidate, party organization, committee or individual in violation of any applicable law.

Keswick has many contacts and dealings with governmental bodies and officials.  It is expected that these dealings be conducted in an honest and ethical manner.  Any attempt to influence the decision-making process of government bodies or officials by an improper offer of any benefit is absolutely prohibited.  Any requests or demands by any government representative for any improper benefit should be reported to the Corporate Compliance Officer or Compliance Hotline.

Responsibility at Termination of Employment
Upon termination of employment, the employee must promptly return all Keswick-issued property and confidential information, medical and/or business, to Keswick. Examples of confidential business information include potential or threatened litigation, litigation strategy, purchases or sales of substantial assets, business plans, marketing strategies, organizational plans, financial management, training materials, fee schedules, department performance metrics, and administrative policies. 

Getting Help and Reporting Problems
Employees and associates have a duty to report suspected violation of the law or deviation from ethical standards.  Employees and associates are encouraged to ask questions if the lawful or ethical path is not clear.

Employees should first go to their supervisor when they have a concern or have a question about proper business conduct.  However, there may be times when turning to the supervisor is uncomfortable or inappropriate.  




Corporate Compliance Officer & Calling the COMPLIANCE HOTLINE
The Corporate Compliance Officer will take all necessary steps to protect callers’ confidentiality whenever possible. If there is a concern about confidentiality, the call to the Compliance Hotline may be made anonymously.  Details will be asked for about the concern so that the Compliance Officer may investigate the matter, without pressure to reveal the caller’s name.  An anonymous call will be assigned a caller number, which can be used to call back and provide follow-up information.

The “COMPLIANCE HOTLINE” at 1.800.211.2713
It is confidential and should be used to report suspected misconduct.  It is available 24 hours a day and will be answered by an independent monitoring agency.

Any Employee who reports a concern in good faith cannot be subject to retaliation of any kind.
[bookmark: _Hlk184738619]Corporate Compliance Officer
Kathryn Graning, Keswick, 700 W. 40th Street, Baltimore, MD  21211
 410.662.4208

Corporate Privacy Officer
Eric Gommel, Keswick, 700 W. 40th Street, Baltimore, MD  21211
Phone - 410.662.4201

Keswick leadership will protect the confidentiality of employees and associates who contact them with questions and concerns as much as possible – although there may be certain situations which may require an employee’s or associate’s name to be revealed.  (If revealing the identity of the employee or associate is necessary, reasonable efforts will be made to notify such Employee or Associate, in advance, if possible.)  Under no circumstances will Keswick allow retaliation to occur against an Employee or Associate for the act of raising a concern, asking a question or reporting suspected misconduct.  Even if a suspected problem turns out to be unfounded, if it was reported in good faith, no employee or associate will ever suffer any harm from Keswick as a result.
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PLEDGE
I have received the Keswick Code of Conduct in accordance with the Compliance and Ethics Program.  I acknowledge reading the Code of Conduct.  I understand my obligation to perform my responsibilities to Keswick in accordance with the Keswick Code of Conduct.

_____________________________________		_____________
Signature of Employee or Associate			Date


_____________________________________
Name of Employee or Associate 		(print)
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