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As more attention is paid to quality of care, agencies need to focus on 
“intangibles” such as staff accountability and professionalism. All personnel, 
from management to frontline workers, must be accountable for their work 
and actions. This is especially true for providers who care for patients.

Professionalism is consistent, appropriate, respectful behavior. It includes 
dressing properly, speaking appropriately with others, being punctual, and re-
maining accountable for choices and behavior. Accountability is consistently 
delivering a result by a given time and owning that result. This requires hon-
esty and responsibility, and behavior that can be explained or justified when 
necessary. Accountability promotes trust and respect, and is a good indicator 
of professionalism toward patients and colleagues.

Agencies must know what constitutes professional behavior and put it 
into practice at all levels. Homecare workers also must be aware of the 
agency’s professionalism standards. The agency’s reputation and patients’ 
well-being depend on this. Both accountability and professionalism are key 
to providing high-quality care and maintaining good working relationships.

Have a good day of training, and stay tuned for next month’s issue on 
personal care.

Talking points

After completing this lesson, you will be able to:

• Practice and maintain accountability in the 

workplace

• Achieve personal accountability on a daily basis in 

all your activities 

• Avoid unprofessional conduct 

• Communicate and coordinate effectively to ensure 

the accountability and professional behavior of your 

clinical team

Quiz answer key
1. d

2. c

3. a

4. d

5. a

6. b

7. d

8. a

9. d

10. b

Program Prep

Program time
Approximately 30 minutes

Learning objectives
Participants in this activity will be 
able to:
• Practice professional behavior
• Understand how professional-

ism and accountability improve 
an organization

• Explain CMS’ expectations (via 
OASIS)

• Contribute to their facility’s 
culture of accountability 

• Communicate effectively to 
ensure accountability

Preparation
• Review the material on pp. 1–4
• Duplicate the CNA Professor 

insert for participants
• Gather equipment for par-

ticipants (e.g., an attendance 
sheet, pencils, etc.)

Method
1. Place a copy of CNA Profes-

sor and a pencil at each partic-
ipant’s seat 

2. Conduct the questionnaire as a 
pretest or, if participants’ read-
ing skills are limited, as an oral 
posttest 

3. Present the program material 
4. Review the questionnaire
5. Discuss the answers
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Accountability and professionalism are words that are frequently 
heard in the workplace but are not always fully understood. Account-
ability is a measurable, observable, and time-limited commitment to 
others to deliver a specified result and remain answerable for that result. 
Professionalism is consistent, appropriate, and respectful behavior. 

Accountability and professionalism are not limited to leadership. In 
fact, all personnel in a professional setting are held accountable for their 
work and actions. This is especially true when it comes to healthcare 
providers charged with caring for patients. 

When considering professionalism and accountability and the CNA’s 
role, it is important to think about all of the individuals affected by an 
organization’s conduct. CNAs interact with many people throughout 
the course of a day, including patients, family members or caregivers, su-
pervisors, nurses, and other CNAs. Everyone reaps tremendous benefits 
when a CNA is professional and accountable. 

By acting properly; following through with designated tasks, procedures, 
and responsibilities; and maintaining a team-oriented, patient-first men-
tality, CNAs enhance their standing within the workplace while giving 
their patients the best possible care and respecting their colleagues. 

Colleagues and patients need to know they can depend on CNAs. 
They ought to feel confident that if something is asked of a CNA, he or 
she will not only deliver on time but also meet the standards mandated 
by the organization and expected by the patient.

CMS and accountability
Medicare home health care has changed significantly in recent years. 

The current per-case payment for each episode of patient care, and 
the freedom to blend service types, has resulted in new care options 
for home health patients. However, this flexibility also means provid-
ers must accept responsibility and accountability for patient outcomes 
that occur over each episode of care for which payment is received. 

Through the OASIS assessment, CMS reviews the quality outcomes 
and processes regarding the care a CNA provides. It also reviews po-
tentially avoidable events. CMS expects organizations to use the infor-
mation available for their quality improvement programs. CMS also 
expects each provider to take a multidisciplinary approach to quality 
improvement to meet and improve upon the care needs of its patients.

CMS home health Conditions of Participation guidance for stan-
dard §484.12(c), Compliance With Accepted Professional Standards 
and Principles, states that the facility and its staff must comply with 
the standards and principles set forth by various official bodies. These 
include federal regulations, state practice acts, and commonly accepted 
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health standards  established by national organizations, 
boards, and councils (e.g., American Nurses Associa-
tion standards), as well as the organization’s own poli-
cies and procedures.

A culture of accountability
Being accountable is a choice. Organizations that 

encourage independent action, celebrate success, and 
ensure lessons are learned from mistakes are taking the 
first steps toward creating an accountability culture. 

In an accountability culture, there is no punishment. 
This is because punishment can cause people to be risk 
averse—afraid to speak up for themselves or their pa-
tients. Instead, an accountability culture promotes learn-
ing, performing, and improving. Agencies need employ-
ees who are accountable for their choices and results. 

As a CNA, you may be called upon to perform 
particular tasks, such as reporting vital signs that are 
outside of the resident’s normal range. You accept 
accountability for every task that is assigned to you. 
Based on your performance over time, staff members 
will gauge your accountability.

Creating and maintaining a culture of accountability 
can be a challenge for any organization, especially larger 
ones with many CNAs. To improve accountability, start 
by identifying problem areas. As a clinical group, share 
your thoughts or concerns about accountability at work. 
Suggest potential factors limiting the accountability of 
staff members. Then try to identify where improvements 
can be made.

CNAs in accountability cultures know their patients 
rely on more than proper care being provided—pa-
tients also deserve sensitivity, attention, thoroughness, 
and kindness. In providing patients with each of these 
elements, you are successfully conducting yourself as an 
accountable professional.

Accountability is about making and keeping commit-
ments. To determine if you practice accountability, ask 
yourself the following questions:
• Do I regularly do what I say I will?
• Does my work meet the facility’s established 

 standard of timeliness and quality?

• Do others believe they can count on me?
• When my actions or decisions lead to an error or 

unwanted result, do I step up and acknowledge my 
mistakes?

It is unrealistic to expect accountability of others if 
you don’t expect it of yourself. Accountability exists in 
all facets of your life and in every relationship. It is about 
expectations and commitments. If you do not under-
stand what is expected of you, you will not be successful 
in meeting commitments, even though you may work 
very hard to be accountable. 

Accountability starts with clearly understanding what 
is expected of you. Assess your ability to be accountable 
with the following questions:
• When you say you are going to do something, do 

you mean it?
• Are your commitments realistic?
• Do you ensure you understand what’s expected of you?
• If you realize that you cannot keep a commitment, 

do you communicate this fact in a timely manner?
• Do you ask for help when making commitments and 

working on them?

New CNAs will often find themselves assigned to a 
task that they have never performed before or are un-
comfortable with. Accountability often means you may 
have to engage others to help you perform an unfamiliar 
task in order to follow through on your commitments. 
Some people find depending on others to be the most 
challenging part of accountability. 

Accountability, professionalism, and teamwork 
Given the close interaction among CNAs, nurses, and 

the greater clinical team, teamwork and communication 
are paramount, and both are critical parts of being a pro-
fessional. To do well as a collective group of accountable 
professionals, a team must have clear goals, trust, willing-
ness to assist each other, and good morale. 

Each team member must feel as though he or she con-
tributes something important. Take the following steps 
to ensure your team’s success:
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• Plan. Team members should work according to a 
plan established by the leader, the group, or the poli-
cies of the facility. Objectives and procedures should 
be clear.

• Educate. A team should have all of the training and 
information needed to successfully complete a task 
before team members begin it.

• Monitor. A team should observe progress though 
discussion, feedback, and review. Members should 
meet regularly to examine how well their team 
functions and to identify its strengths as well as bar-
riers to its effectiveness.

• Troubleshoot. Teams must deal with issues as they 
come up. Members need to determine whether a 
consistent problem is the result of a poor plan, im-
proper facilitation, bad work habits, or another 
cause, and find a solution.

To improve communication with other staff members, 
thus creating a more professional environment, focus on 
the following tips:
• Listen. Don’t assume you know what someone is go-

ing to say, and don’t interrupt. Just as you want oth-
ers to listen to your concerns, listen to what they 
have to say to you. If you’re confused, say so. Try to 
see the point from the other person’s perspective.

• Be honest. This goes back to being accountable. 
Own up to your mistakes, and if they will have an 
effect on others, be sure to inform those individu-
als promptly.

• Be understanding. If nurses or managers don’t re-
spond to you immediately, understand that they are 
busy and may have other things on their mind. Al-
though your concern may be important, they may 
have more pressing issues to deal with before they 
can address it.

• Don’t be defensive. Suppose you tell your supervisor 
about a coworker whom you believe is mistreating a 
patient, but the supervisor responds abrasively or asks 
whether you can prove it. Because of this response, 
you think your supervisor doesn’t believe you and get 
angry. It’s common to become defensive in situations 

like this, or when you think someone isn’t listening to 
you. Stay calm and explain the situation again.

Know your communication style 
Your accountability language can help promote ef-

fective communication and outline your expectations. 
Consider the following:

• Strive for understanding during challenging times. 
When you are faced with challenges, it is easy to fall 
into the trap of blame and excuses. In an accountability 
culture, there is no blame or punishment. These create 
negative energy and cause you to lose focus on the goal. 
Remember that accountability is about clear expecta-
tions and making and keeping commitments. When 
commitments are not met, you need to understand what 
happened. What went well? The answer to this question 
is meant to create positive energy to generate new ideas 
and improvements within your own behavior as well as 
within the internal processes of your organization.

• Use your language and behavior to promote per-
sonal accountability. Being accountable does not mean 
you always do what is requested. Rather, it is your job to 
make commitments to requests that you understand and 
can keep. There are situations where you cannot commit to 
or be accountable for to a request. In these situations, you 
need to adjust the commitment to what you can achieve. 

Use your accountability language to help you make 
and keep commitments. For example, if you are asked to 
empty a catheter drainage bag but are not familiar with 
the procedure, instead of committing to the task anyway, 
you should ask for help. You could communicate to the 
nurse educator the need to learn this procedure so you 
can assume the task later on without assistance. By doing 
so, you are both addressing the task at hand and making a 
realistic commitment.

With everything you do, remember that professional-
ism and accountability are critical. Your accountability 
is a direct reflection on your reputation as a profes-
sional, and it contributes to the reputation of your 
organization. If you strive to uphold high standards of 
professional conduct and remain accountable for all 
you do, you will undoubtedly benefit, as will your 
workplace and your patients. H



1. Accountability is __________.

a. a commitment to others to deliver and stand by a 
specified result

b. measurable, observable, and time limited

c. distinguishable from responsibility

d. All of the above

2. In an accountability culture, there is __________ 
punishment.

a. limited

b. frequent

c. no

d. sporadic

3. Which of the following behaviors is NOT classified as 
unprofessional conduct?

a. Working in assigned locations

b. Stealing from the patient’s home

c. Working while under the influence of alcohol

d. Bringing other people to the patient’s home 

4. You are asked to perform a procedure that you do not 
know how to complete. What should you do? 

a. Communicate your questions to your supervisor

b. Contact the nurse educator for further education

c. Delay the task or procedure

d. A or B

5. Your accountability language can help you communicate 
effectively. 

a. True

b. False
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6. Professionalism entails consistent, appropriate, and 
respectful behavior and includes __________.

a. avoiding the use of sick days

b. being punctual on a regular basis

c. relying on yourself and rarely on others

d. changing jobs every few years to stay motivated

7. If a CNA maintains appropriate clothing, is consistently 
on time, and is respectful of patients and other staff 
members, he or she is showing elements of: 

a. integrity

b. accountability

c. patient advocacy

d. professionalism 

8.  Which of the following is NOT a question to ask 
yourself in determining personal accountability?

a. Do others seem to like you?

b. Does your work meet your agency’s established 
standards of timeliness and quality?

c. Do others believe they can count on you?

d. Do you regularly do what you say you will?

9. To do well as a collective group of accountable 
professionals, a clinical team must have __________.

a. clear goals

b. trust

c. a willingness to assist one another

d. All of the above

10. It is hard to adhere to a collective plan, so team 
members should work according to their own needs.

a. True

b. False

CNA Professor
Mark the correct response.
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