
The image of an organization increasingly reflects the ethics of its 
employees, who must guide their actions by common values, 
principles of conduct which embody a standard of professional 
behaviour.

These concerns are, of course, the more justified the greater the 
social importance of the organization and its visibility, assuming 
particular relevance from the moment INEM employees have the 
job stability necessary for good professional performance.

INEM professionals provide essential services of a social nature, 
requiring specialized training and community confidence and 
playing a delicate role in a web of relationships, submitted to 
ethical constraints. Therefore, they must demonstrate 
professional behaviour beyond any possibility of disapproval.

Part of the specificity of their conduct arises from the relationships 
established with patients in situations of emergency, which not 
only imposes the duty of confidentiality regarding private data of 
the patients but also demand special care in making decisions, 
since these will have a profound impact on their lives, health and 
well-being.

Often, the professional must assume some degree of personal 
risk in caring for patients who are agitated, uncooperative, 
refusing to be treated or have contagious diseases, has to deal 
with psychiatric and social challenges and respond to situations 
that may pose potential ethical conflicts.

At the same time, the conduct of the professionals is also 
subjected to other ethical considerations that arise from the 
interactions between them and other health professionals, health 
institutions, social partners, suppliers of goods and services.

Thus, the Board of Direction believes this is the time to define and 
formalize the values and principles that INEM stands for and 
should continue to follow.

SCOPE OF
APPLICATION

The professionals referred to in this Code are all the employees 

who provide services to and on behalf of INEM, regardless of the 

type of employment relationship.

F Public Servicee: INEM professionals provide a service to the 
community, so public interest must prevail over private or group 
interests.

F Legalitye: INEM professionals must respect and ensure 
compliance with laws and regulations applicable to their 
activities.

F Neutralitye: INEM professionals must treat all citizens fairly 
and impartially.

F Equality: INEM professionals should promote equal access to 
public service for all citizens and equal treatment by public 
services for all citizens, implying the services provided are not 
paid and are maintained even in the most remote regions of the 
territory of continental Portugal.

F Integrity: INEM professionals should refrain from practices 
that could cause disapproval of his behaviour, particularly in 
making or accepting offers or third parties, including suppliers.

F Dedication: Professionals are proud of INEM and strive for the 
success of the Institute.

F Competence: INEM professionals have a thorough 
knowledge in the area of medical emergency, which makes the 
Institute the recognized national organization to regulate, 
certificate, provide and audit all activities in the field of medical 
emergency.

F Respect: INEM professionals must act with respect to their job 
and their colleagues, always treating them with courtesy and 
loyalty.

F Continuity: the public service to the community should be 
guaranteed whatever the cost.

F Adaptability: the organization and the service can and should 
change to adapt to new needs.

TEN PRINCIPLES
OF SERVICE
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GENERAL RULES
OF CONDUCT:

1. Regarding other professionals:

All employees must contribute to the creation and maintenance of a 
good working environment, including team work, not seeking 
personal gain at the expense of colleagues and participating in the 
achievement of the objectives of the institution.

Team spirit, sharing common goals and mutual aid should be 
promoted among all employees.

2. Regarding 112 callers and patients:

Treat clients with professionalism, respect and sensitivity.

Provide the information needed for an informed decision and 
ensure strict adherence to agreed conditions.

In many instances, 112 callers and patients will be in situations of 
tension and anxiety, which must be understood and respected.

All employees are bound by professional secrecy and may not 
disclose the identity or other information subject to confidentiality 
concerning clients served by INEM.

3. Regarding partners:

All employees must take an attitude of institutional solidarity and 
sensitize all stakeholders of Medical Emergency Integrated System 
to adopt a conduct in line with the principles and values of INEM.

Employees should seek to develop a cordial relationship with 
partners and promote mutual respect.

4. Regarding suppliers of goods and service providers:

Deal fairly and with respect for all individuals and organizations that 
supply goods or provide services to the Institute.

All employees should seek to ensure that his impartiality is not 
neither appears to be compromised.

His relationship with suppliers should be consistent with the law and 
ethical principles.

5. In relation to public authorities:

Respect and ensure the strict adherence to laws and regulations 
applicable to the activity of INEM.

Provide appropriate cooperation, including the timely provision of 
information that was requested.

6. In relation to the media:

The information provided to the media should have informative 
character, contributing to the good image of public service and to 
create value and dignify INEM. The timing and opportunity should 
be validated by the relevant hierarchy when provides by any 
employee not designated as a spokesman to the outside.

CONFLICTS OF
INTEREST:

INEM employees should seek to avoid conflicts of interest. When, in the 
exercise of their activity, they are involved in decision-making processes that 
affect organizations in which they have personal interests or persons to 
whom they are connected by family ties, they shall report to the respective 
hierarchy the existence of these relations.

They should also refrain from exercising any functions or activities outside 
INEM, if this adversely affect their duties towards the institute or collide with 
the objectives of INEM.

INEM employees should not accept any benefits that may influence on-
going decision-making processes.

SPECIFIC
RULES OF
CONDUCT:

1. Professional behaviour:

INEM employees should strive to provide professional services in 
accordance with relevant technical and professional standards.

2. Duty of loyalty:

All employees must be loyal to INEM, striving to defend and promote the 
prestige, credibility and good image of the Institute at all times.

3. Confidentiality and professional secrecy:

All employees are bound to professional secrecy, particularly in matters 
that should not become of public knowledge because of existing laws or 
due to its importance, applying reserve and discretion to the facts and 
information at their disposal in the course of their activity and respecting 
established rules concerning the confidentiality of information.

4. Improvement and professional merit:

All employees should seek to improve and update their knowledge in 
order to maintain and expand their professional skills thus providing 
better services to the community.

5. Use of resources:

Resources should be used efficiently, to achieve the objectives of INEM 
and not for personal purposes. Employees should take good care and 
preserve the property of the Institute.

6. Teamwork:

INEM employees should develop effective teamwork, with good personal 
relationships, respect for each other and promote the sharing of 
knowledge.

7. Social responsibility:

INEM employees must act in a socially responsible manner, respecting 
the law and socially accepted traditions.

INEM workers will strive to respond as quickly and adequately as possible 
to the social needs that INEM services must respond to.
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