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A letter from Mark Baiada

As BAYADA approached its 30th anniversary, | realized that our company needed a clearer
expression of what is most important about the work we do and the way we should work,
in spirit and in action. | felt that our values, when more clearly expressed, would provide us
with a powerful shared understanding and commitment to guide our daily work.

Since 1975, we have helped people at home and succeeded by following important, but
unspoken, principles. | felt it was time to gather them together so that we as a group could
be clearer about what we stood for in our work.

| searched for a way to find and express what is most important. | read about how other
successful organizations addressed this need. | spoke with many people within and
outside our company, and | thought about the matter a great deal. Then | met Dr. Al
Freedman, because we care for his son, Jack. | read his article, “Welcome to Our Home"
published in Caring Magazine, attended a workshop he led, and realized how close he
was to the deepest feelings surrounding our work. | sensed a deep understanding of these
issues and asked Dr. Freedman to work with me to find the answers to some important
questions:

What does BAYADA stand for?

What does the company believe in?

What are our values?

What are the special ingredients that make BAYADA such a unique organization?

In answering those questions, we have defined The BAYADA Way.

The BAYADA Way expresses what is most critical to our work as home health care
professionals. The BAYADA Way is our philosophy: a set of guideposts and beliefs
articulated by the current generation of BAYADA home health care professionals, to be
passed down to colleagues who carry on this important work in the future. Our goal is for
The BAYADA Way to become a lasting legacy, rooted in the highest ideals and standards
for the profession of home care.

The BAYADA Way is the light that shines within each one of us—a spirit that connects us
to each other, a spirit bigger than ourselves. This spirit brings meaning to our lives and to
our work, and brings us together for the higher purpose of providing support and care to
people in need.

| believe that at the heart of BAYADA Home Health Care are professionals who are
motivated, honest, and happy in their work and who demonstrate compassion,
excellence, and reliability. At the heart of our organization are professionals who put their
clients’ needs first. At the heart of our work are people who take the time to listen, make
connections, and develop relationships with clients and colleagues. And, perhaps most
importantly, at the heart of BAYADA are people who show love.

Thank you for joining me in celebrating The BAYADA Way.

9-’)77&% Buiad.

J. Mark Baiada
Founder and President



Our Mission

The BAYADA Way

BAYADA Home Health Care has a special purpose—to help people have a safe home life
with comfort, independence, and dignity. BAYADA Home Health Care provides nursing,
rehabilitative, therapeutic, hospice, and assistive care services to children, adults, and seniors
worldwide. We care for our clients 24 hours a day, 7 days a week.

Families coping with significant illness or disability need help and support while caring
for a family member. Our goal at BAYADA is to provide the highest quality home health
care services available. We believe our clients and their families deserve home health care
delivered with compassion, excellence, and reliability, our BAYADA core values.

OurVision

With a strong commitment from each of us, BAYADA Home Health Care will make it
possible for millions of people worldwide to experience a better quality of life in the comfort
of their own homes. We want to build and maintain a lasting legacy as the world's most
compassionate and trusted team of home health care professionals.

We will accomplish our mission and achieve our vision by following our core beliefs
and values.

Our Beliefs

We believe our clients come first.

e \We believe our employees are our greatest asset.

e \We believe that building relationships and working together are critical to our success
as a community of compassionate caregivers.

e We believe we must demonstrate honesty and integrity at all times.

¢ We believe in providing community service where we live and work.

e We believe it is our responsibility to strengthen the organization’s

financial foundation and to support its growth.



Our Values

Our work is quided by our fundamental values of
compassion, excellence, and reliability.

Compassion
Key result:
Our clients and their families feel cared for and supported.

Key actions:

e Work with a spirit of universal faith, hope, and love.

¢ Demonstrate exceptional care and kindness to others. Be led by our hearts.
e Be respectful. Treat others the way they wish to be treated.

e Listen closely, show empathy, and respond to the needs of others.

e Be friendly. Let our smiles be seen and felt.

Excellence

Key result:

We provide home health care to our clients with the highest
professional, ethical, and safety standards.

Key actions:

e Consistently demonstrate the highest level of skill, competence, and sound judgment
in our work.

e Demonstrate honesty, commitment, and loyalty to our clients and their families,
fellow employees, and our organization.

e Strive to provide the very best service to our clients. Set specific goals and work hard
and efficiently to achieve them.

e Continuously improve our work through evaluation, education, and training.

¢ Recognize and reward those who set and maintain the highest standards of excellence.

Reliability

Key result:

Our clients and their families can rely on us and are able to live their lives to the fullest,
with a sense of well-being, dignity, and trust.

Key actions:

e Keep our commitments as promised.

e Consistently deliver expected services.

e Fulfill our clients’ needs promptly and thoroughly.

e Be creative, flexible, and determined—get the job done for our clients.
e Communicate clearly and consistently with clients and fellow employees.



Welcome to Our Home

An Open Letter to Home Care Professionals
by Albert Freedman, Ph.D.

(Reprinted with permission from CARING Magazine,
June 2001)

Dear Home Care Professional,
Welcome to our home.

Since you are new to the team of professionals who care for
our son, I'd like to share some background with you as a way
to begin our journey together.

Six years ago when my wife, Anne, and | decided to become
parents, we didn't plan to meet you. Back then, we didn't
know anything about pulse oximeters, wheelchairs, bi-pap
(two-way positive airway pressure) machines, feeding tubes,
nebulizers, or standing frames. We didn’t plan for the parade
of nurses, social workers, occupational and physical therapists,
assistive-technology specialists, medical supply personnel,
teachers and case managers who come and go. We didn’t
anticipate the need for five different doctors to monitor our
son’s progress at the local children’s hospital. And we didn't
plan for our child to spend fifty-six nights in the Intensive Care
Unit before he reached his third birthday.

[ wish we didn’t need you,
but we do need you.

Most of all, when we decided to become parents, we didn't
anticipate that very bad day when a doctor told us our six-
month-old baby had a year to live.

So | hope you don't take it personally when | say | have mixed
feelings about your presence in our lives. Frankly, | wish we
didn’t need you. | wish our son were going to kindergarten
with all the other kids his age, scraping his knees, running
around outdoors without his coat on, and spilling Elmer’s Glue
on his lap. | wish | were spending my weekends watching my
son play soccer.

But Jack isn't going to kindergarten, and he isn't playing
soccer. He can't sit up, walk, or talk very clearly. He can’t
move his arms or legs. He can't dress or feed himself. He still
uses diapers. He can't eat solid foods. He needs constant
supervision and attention. He's medically fragile. His care is
physically and emotionally demanding.

| wish we didn’t need you, but we do need you.

We need your positive attitude and your confidence. We

need your sensitivity and patience. We need your knowledge,
experience, and skills. And we need you to help us have hope,
for our son and our family.

Al and Jack Freedman

When you begin your work with our son, please carry
yourself with confidence. You've been trained to take

care of medically-fragile children and we haven’t. Jack’s care
requires remembering little things about his needs: what'’s
safe to feed him, how to lift him into his wheelchair, when to
remove his secretions, how to set up Jack’'s arm supports so
he can use his computer, which way to turn his head when he
lays on his stomach, how often to give him a syringe of formula
through his feeding tube. Although none of this is rocket
science, the sheer number of details can feel overwhelming to
a newcomer. But if you feel overwhelmed, try not to show it.
Act confident. Take initiative. Have a positive attitude. Watch
us as we demonstrate how Jack's equipment works. Ask us
questions. Write things down if it helps you. Enjoy yourself
when you're working. But above all, carry yourself with
confidence. Jack will feel safe if you feel safe.

When you begin your work with our son, please be
patient with us. We may insist about certain aspects of Jack's
care that don’t make perfect sense to you. It may be awhile
before we leave you alone with our son even though you're
perfectly capable of taking care of him. You may wonder why
we ask you about your own health every time you sneeze or
cough in our house. We realize we worry about Jack just about
all the time. Please understand that we simply can’t help it.
From the moment the doctor sat us down and told us our baby
had an incurable, untreatable disease, things were never quite
the same again. We really are doing the best we can.

When you begin your work with our son, please be
sensitive to our family’s need for privacy one minute and
our need for your active involvement the next minute. (As a
wise home care administrator | know tells each of her new
clients, “The good news is...you’ll now be getting nursing
help in your home. The bad news is....you'll now be getting
nursing help in your home.”) It’s a skill to know when to be
involved and when to act invisible. Do your best to fade into
the woodwork when Anne or | need to parent our son. But
get right in there with Jack’s physical therapist if she needs
your help. Pretend you're not in the room when | answer the
phone and it's a client emergency. But offer to pick up the
phone if it's ringing and Anne has her hands full with our baby.
If you're not sure which approach to take in a given situation,
feel free to ask.

We'll try to be sensitive to the needs of your family, too. Let us
know if you need flexibility with your work schedule because
your mother is visiting from out of town or you'd like to attend



And when you show a genuine interest in Jack,

he will fall in love with you very quickly.

your daughter’s school play. It feels good to us to help someone
else’s family once in a while. We'll help you out whenever
we can.

When you begin your work with our son, please take
the time to get to know him as a person. Yes, you're here
because of all the things Jack can’t do by himself. But there’s
a lot he can do, too. You'll be surprised the first time you see
Jack drive around independently in his power wheelchair.

Try to keep up with Jack as he clicks his way through a

tricky challenge on the computer. Feel free to join him in the
swimming pool while he works hard in the water with his
therapist. Listen to him tell jokes using his communication
device. Enjoy Jack enjoying the company of his baby sister.
Soak up his positive attitude, determination, and his smile.
We think he's quite a kid. We hope you will, too. And when
you show a genuine interest in Jack, he will fall in love with
you very quickly.

When you begin your work with our son, please teach
us what you know about caring for him. After Jack's
diagnosis, one of the first things we heard from medical
professionals was, “You will soon be the experts on Spinal
Muscular Atrophy (SMA) and caring for Jack.” But | didn’t
want to believe our baby had such a terrible disease, much less
become an expert on it. And more importantly, if Jack really
did have SMA and would die because he couldn’t breathe,
how in the world could we become experts on how to help
him? After all, isnt that what doctors and nurses are for?

Gradually, we did become experts on SMA because Jack is
our son and we had to do whatever we could to help him.

But for more than five years now, | feel relieved every time

we meet a professional who knows more about caring for a
medically-fragile child than we know, or at the very least can
teach us something new. As you begin working with our son,
tell us what you knowy, tell us what you've learned, tell us what
you've seen. We take care of only one medically-fragile child.
You've taken care of many more than one. You can provide us
with some perspective. You can give us a reality check when
we need one. You can help us take care of Jack when he’s
sick. We need your expertise. That's why you're here. Please
don't hold back.

Finally, and perhaps most importantly, when you begin
your work with our son, please help us to have hope.
When we first learned Jack was affected by Spinal Muscular
Atrophy, hope was a scarce commodity in our home. We
didn’t hear much from the doctors about living with Jack from
day to day—they didn't tell us about the good days we would
have together as a family. Looking back, | now realize it was

Jack’s job to teach us these important
lessons. After all, doctors at children’s
hospitals don't spend a lot of time with
kids when they are well. Parents do that.

Our son is intelligent and sensitive;

he observes all of our words, actions,
and signals. Jack needs us to view his
disability and his future with a sense of
hope, whether life feels manageable

at the time or not. Three years ago,
when Jack’s bout with Respiratory
Syncytialvirus (RSV) led to intubation and a three-week
hospitalization, it was very hard for me to be positive and
hopeful. But as | looked at my son lying in the Intensive Care
Unit, kept alive by a ventilator, his eyes wide open wondering
what was happening to him, | believed it was important for
Jack to see me smiling and to hear me telling stories as usual,
giving him the message that | was hopeful and confident of his
ability to recover from his illness.

Jack Freedman

Somehow, Jack did bounce back from that harrowing illness.
And ten days later, after he had been successfully extubated
and we were preparing to go home, the head physician in the
Intensive Care Unit came by to wish us well. He talked about
Jack’s remarkable recovery, and he was obviously pleased to be
a part of it. But the doctor’s focus was not on the treatment
plan, the efforts of the hospital staff, or his own good work.
He attributed Jack's recovery to the patient himself.

“Jack’s a fighter,” the doctor told us, quite matter-of-factly.

Indeed, Jack is a fighter. All of the children you care for are
fighters. But our children cannot fight without hope, and it
is up to us — parents and professionals together—to keep
hope alive.

We appreciate everything you do.
Welcome to our home.

Sincerely,
The Freedmans

About the Author: Albert Freedman, Ph.D., is a child, adolescent, and family
psychologist in independent practice in West Chester, PA. Dr. Freedman
serves as an organizational consultant to BAYADA Home Health Care, and as
consulting psychologist at Westtown School in Westtown, PA, and Delaware
Valley Friends School in Paoli, PA. Dr. Freedman frequently speaks and writes
on the topic of caring for children with special needs. He serves on the
National Medical Advisory Council of Families of Spinal Muscular Atrophy
and the Family Advisory Council at the A.l. duPont Hospital for Children,
Wilmington, DE. Dr. Freedman is the father of Jack (1995) and Cara (2000).
He can be contacted via email at freedman@fsma.org.
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