C H A P T E R T W O : Transformations

nursing home. “She visited her mother one day and was just
so upset that the caregivers allowed her mom to sit there
with her sweater on backwards,” says Mark. “It’s like that
one moment when you can feel everything at once—how
important the work we do is, every detail, down to keeping
people’s sweaters on the right way.”
A BOV E: JCAHO accreditation raised

Accreditation and other pivotal steps

the company to a new level.

Having developed a solid reputation and standardized its

B E LOW: Mark, Sherri Pillet, and Laurel

business processes, BAYADA was ready for the next major step: accreditation by the Joint Commission on the
Accreditation of Healthcare Organizations (JCAHO). The
process began in 1991, and it required the company to articulate in writing all of its operational policies and practices,
which numbered more than 1,000. Since some of the policies were being fully documented for the first time, the
work was painstaking. Day by day, month by month, the
work progressed. The company earned its first JCAHO
accreditation in 1993.
“It was a very proud moment,” confirms Marie
Blessington, RN, Director of Clinical Leadership Development, who joined the company in 1985. “We went from
being a ‘handshake company’ to one that had rules and
regulations and policies. It verified to the world what we
already knew, that we really do home care well.”
Accreditation came during a pivotal decade for U.S.
health care. With costs rising at double the rate of inflation, the cost-cutting mechanism of managed care took
hold in the 1990s. The rise of HMOs and the ascendancy of
insurers as decision-makers caused confusion for health care

Trice shepherded the rigorous, two-year
accreditation process. The company
honored Sherri and Laurel’s hard work
at a 1994 party.
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