Sumner Regional
Medical Center

Volunteer Handbook

Volunteers: Making The

Difference At Our Hospitals

Revised February 2009






SUMNER
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Dear Volunteer,

It is my pleasure to welcome you to the Sumner Regional Medical Center
volunteer family. We are pleased to have you join our health care team, and
are looking forward to working with you.

The commitment you are making to serve our hospital and community is
greatly appreciated by all of us here at SRMC. Volunteers are an integral part
of our operations, and provide assistance to our staff, patients, and visitors in
countless waysevery day.

Since 1972 our volunteers have been an invaluable resource, selflessly

donating thousands of hours annually to support the mission of our hospital.
There are many service areas to choose from, and I am confident you will find
an areathatis @ ®DPAOEAAO EEOS A& O UIT 00 O1 ENOA

As a volunteer, you will find opportunities for making new friends, helping
others, broadening your skills and knowledge, and bringing happinessd
comfort to those in need.You will also get to eperience the sense of personal
satisfaction that comes from generously giving of yourself, your time and your
talents.

Please know that all of us at the Volunteer Services Department are here for
you, to provide information and assistance as you learn argtow as a
volunteer. Feel free to contact us at 328517 if you need anything.

Sincerely,

Sharon Green
Director of Volunteer Services

P.O.Box 1558 555 Hartsville Pike  Gallatin, TN 3706658 Phone (615) 452210 Fax: (615) 455523
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Mission Statements

To be valued as a regional healthcare network provider of quality
service by:

Providing services in a pesonal and caring manner.

Anticipating and meeting the priority health needs of our
communities.

Developing and promoting health awareness.

Maintaining technologically advanced equipment and services.
Delivering costeffective services.

Promoting a work ervironment conducive to quality work practices.

Friends of Sumner Regional Mission Statement:

Friends of Sumner Regional seeks tevelop and maintain an efficient

volunteer staff who offer an extra dimension of care and service to
Qatjents, exgeﬂept cusbmer se‘rvice’ fgr farpilies qnd\ visigor\s, and - o
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Volunteer Service Areas

Individual volunteers are matched to those service opportunities
that are most appropriate to their personal qualifications and
expectationsof their volunteer service. If you are interested in
changing your service area for any reason, please contact the
Volunteer Services Director to discuss other options.

Traditional Service Areas

(Weekly/Bi -Monthly Schedule)

Ambassadors

¢ Provide information and assistance to patients and families during
admission for inpatient and outpatient services and escort patients

upon discharge.

Chaplaincy Services

e |ocal ministers who are members of the Gallatin Ministerial

\/
Associationprovide volunteer chaplaincyservices to patients, \
families and staff through weekly on-call rotations of service. .




CCULobby

¢ Provide information and support for families and visitors.

Coffee Shoppe

e Serve drinks and snacks to customers in the
Simply SumnerGift Shoppe

Departmental Services

¢ Provide limited administrative and clerical support to staff in various
departments, including Wound Care, Human Resources, Financial
Services, Marketing, Sumner Foundation, and others.

Dietary Aides

e Take trays to clinical floorsupon request ofthe Dietary Department.

Emergency Department

e Provide support for admitting staff.

Gift Shoppe

¢ Assist theSimply SumnerGift Shoppe manager with daily operations.

Halo Nursing (Retired Nurses)

¢ Assist nursing staff with limited clinical procedures. Current
nursing license required.

Hospice

e Assist families of Sumner Hospice patients and/or assist with clerical
duties in the Hospice Office.

Information Desk

¢ Provide customers with information and directions. P
-, P
Music Therapy Program C}W
N
e Offer quiet music to patients and their families. ‘ N
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Nutritional Services

¢ Visit patients on their first day of admission to ascertain menu
preferences.

Operating/Same Day Surgery Lobby

¢ Provide information and support for families and visitors.

Patient Representatives

e Act as repreentatives of the hospital and volunteer organization by
visiting patients to offer a word of care and comfort.

Pet Therapy Program

¢ Visit patients and staff to offer interaction with
Delta Society-certified dogs.

Rounders

e MAEA O OdftBdEA @D Evbithg sFe@s to offer conversation
and assistance to waiting families.

Sumner Medical Plaza Information Desk

e Direct patients and visitors to department or officesand provide
needed assistance with wheelchairs.

Sumner Station

e Assist the staff of Sumner Sttion by folding towels,
answering phones,and greeting guests.

Volunteers Services Department Assistant

e Welcome other volunteers coming in for their volunteer duties, assist
with uniforms and sign-in, and assist staff with light clerical duties.

71 01 Al énfer #

e Act as host in the waiting area, supplying information and support
for waiting families.
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Additional Opportunities for Service

(Unscheduled/Work From Home)

Auxiliary Fundraising Events

¢ Organize and implement major events each year, including the
Spring Benefit Luncheon and the Lovelight Tree program, to raise
funds for scholarships for students pursuing a healtlrelated career.

On Call

¢ Volunteers who wish to dfer their service to the hospital and
Volunteer Services Departmenbn anas-neededbasis

Volunteer Associates @

¢ Volunteers who prefer to work from their homes can knit, fi{) (
sew, bake and otherwise assist the Volunteer Services S
Department asneeded.

2

Volunteers Emeritus

¢ Volunteers who wish to be unscheduledavhile continuing to support
the mission of the hospital comprise the membership of this group,
which executes service projects monthly.



Volunteer Benefits

A great feeling of satisfaction from being a part of a large
group of caring volunteers who impact the lives of patients
and their families.

Educational opportunities provided by the medical center.

Financial discounts in the hospital cafeteria and the Simply
Sumner Gift & Coffee Shoppe.

Hospital-provided complimentary amenities including
annual flu shots, T.B. skin testing, and parking.

Communicdions including hospital system and volunteer
newsletters.



Volunteer Policies and Procedures

General Volunteer Guidelines

Be punctual and conscientious in the fulfillment of your
duties, and accept supervision graciously.

Conduct yourself with dignity, ourtesy and consideration.
Always present a positive attitude, and remember to SMILE!

Treat as confidential all information regarding patients,
doctors, or staff and do not seek out information regarding
any patients.

Take any concerns, criticisms or suggstions to theDirector
of Volunteer Services; do notiscuss these issues with other
volunteers or hospital personnel.

Agree to serve wherever needed in the hospital.

Uphold the traditions and standards of the hospital, loyally
supporting the mission staements of Sumner Regional
Health Systems and the Volunteer Services Department.




|l AOT 1 6OA O. 186006 &I O BI 1 O

Do not attempt to assist patients from bed to chair, or from
bed or chair to a wheelchair.

Do not transport patients in wheelchairs unless yothave
passed the wheelchair competency training program and
have a wheelchair sticker on your name badge (contact

Volunteer Services for detalils).
Donot feed patients.

Donot clean up any bodily fluid on any surface or floor.
Contact medical staff to hadle the spill.

Donot assist a person in distress. If you observe anyone

inside or outside the facility falling, fainting, or in distress,

cl O OEA 1 AAOAQdepbrttelodatioAl] A} AEAI
and problem. Medical staffwill assist the person in dstress.

Do not speak to the media concerning the hospital. The

Director of Public Relations is the official spokesperson.
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Absences

Attendance is extremely important for volunteers. If you are unable to
come to work as scheduled, you should immediatelyoatact Volunteer
Services at328-5517 or 230-5028 so that a substitute may be found. For
planned absences such as vacations, please provide as much advance
notice as possible. You should also contact Volunteer Services if you are
going to be late for a esheduled shift.

Holidays

The hospital is staffed on holidays. Volunteers are welcome to work on a
holiday if desired, but are not required to do so.

lliness

For your safety and the safety of our patients, it is important to stay home
if you are feeling il or running a fever. Please notify Volunteer Services
that you will be unable to report for your shift. If you become ill during a
shift, please advise your direct supervisor or Volunteer Services that you
will need to go home.

Injuries

If you are injured, or witness an injury on hospital grounds, please notify
the Volunteer Services Department as soon as possible. If unable to reach
Volunteer Services, please notify the Nursing Supervisor. You will need to
complete and submit an incident report.

Timek eeping

After completing your shift, remember to sign out at the desk in the
Volunteer Lounge, and record the total number of hours worked on that
AAOGA 11 OEA ET AEOEAOAI O! OOGECci T AT O
rounded off to the nearest quarter hour

If you work on volunteer projects at home, remember to keep track of how
i ATU ET OO0 UT O x1T OEh OEAT OOAT OFAO
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when you come to the hospital. Examples would include time spent baking
for a bake sale, sewing, knittingtelephone calls, or other work performed
away from thehospital. Time spent at volunteer meetings should also be
logged.

Recordkeeping of volunteer hours is important for verification of service
and determining volunteer hours for service awards.

Traini ng and Continuing Education

New volunteers are asked to read the Volunteer Handbook, to study the
volunteer service for their specific area of work, and then to work as an
apprentice with experienced volunteers until they understand and are
comfortable with their duties.

New wvolunteers will also be required to attend a haHday orientation
program offered to all new hospital employees and volunteers.

You are encouraged to attend periodic departmental meetings and-in
service programs. These are schedulegell in advance, and provide you
with the opportunity to study new procedures, iron out problems, make
suggestions and see how your fellow volunteers are doing in the
performance of their duties.

Uniform s and Personal Appearance

You must wear your voluntee uniform at all times while on duty, including
your official name badge. Uniform shirts and jackets can be obtained
through the volunteer office.

Adult Female Volunteers Khaki pants or skirt, with either the department
issued logo polo shirtor navy blazer over a white blouse or shirt.

Adult Male Volunteers Khaki pants, with either the departmentissued
logo polo shirt, or navy blazer over a white shirt.

Junior Volunteers Khaki pants or skirt, with the departmentissued logo
polo shirt.

~ 12 ~



Additionally, hospital regulations require all volunteers to observe the
following:

Hosiery or socks are to be wornf working in a clinical area.
Shoes should be closed heel and tadenvorking in a clinical area.
Shoes should be lowheeled and comfortable walking sbes
Sandals are not allowedexcept in the summer months in nostlinical
areas

Blue jeans or denim are not allowed.

Perfumes and colognes should not be worn while on duty
Makeup and jewelry should be worn in moderation

No sleeveless attire should be war.

Clothing with inappropriate messages is strictly not allowed.
Clothing with prominent advertisements or logos is not allowed.
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Confidentiality / HIPAA Guidelines
General Confidentiality and Privacy Issues

While performing your duties in the hospital, itis likely that you will

receive or overhear information regarding patients and others that is
considered confidential. Patients have a right of privacy during their stay

in the hospital, and these rights must be protected. Careless talk, repetition
of rumors, and spread of information regarding patients or hospital
activities may result incostly lawsuits,serious harm to the patient, to
employees, or to the hospital, and may be cause for disciplinary action

If you are asked to locate a patient in thedspital, or for information
regarding a patient,please direct the inquiring party to the Front
Lobby Information Desk(phone extension #5518)

Do not give out patient room numbersor information regarding a

Information Desk.

Avoid discussing confidential patient information in elevators, dining
areas, lobbies, and other public areas within the hospital.

Avoid discussing confidential patient informationwhile away from
the hospital, includingthe grocery store, church, or elsewhere in the
community.

Always knock before entering a patient room, and announce
061 1 OrORIABOAOCET ¢ r i AET h £ 1T xA0CG

You will be asked to sign a Confidentiality Agreement prior to starting your
assigned dutywhich will be kept in your volunteer file in the Volunteer
Services Department.

Volunteers who will answer phones or work at the Information Desk will
receive additional training regarding confidentiality and privacy issues.
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HIPAA

The Health Insurance Poh AET EOU O ! AAT O1 OAAEI EOU |
became effective on April 14, 2003. This is a federal law that provides

extensive privacy protections to patients in connection with their medical

care. HIPAA requires that all volunteers be trained in mattes of

Al 1T ZEAAT OEAT EOUh DOEOAAUKh AT A OEA DOIT
information.

Failure to comply with HIPAA provisions can result in serious civil and

criminal sanctions for both the hospital and the individual violator, ranging

from significant fines up to jail time.
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Infection Control

Because germs are abundant in a hospital setting, volunteers are
encouraged to observe precautions. While some infections, such as T.B.
(tuberculosis) are spread in the air by coughing or sneezing, the vast
majority of infections are transmitted by use ohands.

A The best way to avoid contracting an
= ) infection in the hospital is to frequently wash
/i/\‘_;\)\\ your hands. It is especially important to
/ /(\\\/ /” \ wash your handsbefore andafter any
//l«\é‘] 0= - patient contact or any contact with foa or
‘C_\ \/;,///__’f\l;% equipment in the patient area. Even the
Y AEAOOO AO OEA . OOOAGSE 30A
e possible infection, as many people handle
the charts.
Points to Remember
Wash your handsoften, and if your skin is dry or broken, use
lotion.
Use antibacterial haml cleaners(locatedin wall dispenserson
floors 2, 3 and 4 upon entering and exiting patient rooms.
Never place pens, pencils, or your hands up to your mouth.
) £ UT O T1T0EAA A OECT 11 AT O6

O0 OAAAOOET 1T Oh doorA. iLeavd ady mail, flowets orO HA
AAT EOAOEAOG AO OEA . OOOAOGE 3OAJQEIT T 8

Keep yourself rested and in good physical health to resist infection

Stay at home if you are running a fever or feeling ill.

~ 16~
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Safety Code Procedures

Following safety code procedures allavs the hospital to provide medical
care during a natural disaster or other emergency. In the event a safety
code is implemented while you are on duty, you should follow the
procedures printed on the back of your official name badge. If you are
unsure ofthe proper procedures for any of the following codes, you should
report to the director of the department where you are serving for further
instructions.

ALL SAFETY CODES REMAIN IN EFFECT UNTIL CANCELLED
OVER THE PUBLIC ADDRESSYSTEM.

List of Safety Codes:

Code Red: Fire Code Gold: Hostage Situation
Code Gray: Bomb Threat Code Purple: Disaster
Code Yellow: Tornado Code Pink: Infant Kidnapping

Code Green: Total Evacuation Code 250: Fallen Person
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e Listen to the public address system for the location of the fire.

¢ Remain calm.

e Report to your respective stations and remain there for instructions. It
is the duty ofall employees and volunteers to clear all corridors rd exit
xAUO AOOET C A O#1 AA 2AA80

 Ifyoudiscovera fire,or see suspicious smokegport it to the nearest
El OPEOAI DPAOOITTAIT AO xAl1l AO Ail OAAOI

"/ - 4(2%! 44 O#/ $% ' 2! 96
The public address system code for a bomb threagdi O# 1 AA ' OAU

Each department is responsible for searching its own area.
DONOT TOUCHANY STRANGE OR SUSPICIOUS OBJECT

Reportanyfindings to Security or the Director of Volunteer Services. I
imperative that all personnel remain calmz do not panic yourself, patients,
or visitors.
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TORNADOWATCH] O#/ $%H#ID%, , | 7

The public address system code for a tornadeatch is
O# 1 Yekow#18 6

A (Code Yellow #Dbindicates that a tornado watch is in effect and that
conditions are ripe for a tornado. This does not mean that a tornado
hasbeensighted. Reasebe on alert for further announcements

/v\

TORNADOWARNING] O#/ $% 9%, ,/ 7 TMcbo

The public address system code for a tornado warning is
O# 1 YekowMng 890

AO#1 AA #B1 kEkI AA ®ros0dhasactually Adensihted
ET OEA AOAAh 1 O ET AEAAOA A2hfoU AQANOMAIE OC
only to be used in case of emergency.

Move away from windows and doors, and report to the department

director in the area where you are servingr to the Volunteer Services
Director for further instructions.
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The public address system code for a total evacuation is
O#1'ABAAT 86

When the decision to evacuate the facility is made, all visitors will be asked
to leave the hospital. Associates and volunteers will be directed texit the
building. Those departments that do not have a direct assigned robell

then be directed by their Department Manager to the Cafeteria to be
assigned duties as needed.

<

HOSTAGE®S 45! 4) / . g O#/ $% '/, $06

The public address system code for a hostage situation is
O# 1 'AlAl A8 o

A hostage situation occurs when an individual or individuals armed with
weapons threaten personnel in an area. You should notify the switchboard
i $EA] S&wmiy AEAI dddgivesas onGch information as
possible, including:

1. Location.
2. Number of people in area.
3. Type of weapons.

4. Number of hostile people involved.

If you are in the hostage area, stay calm. All other personnel should remain
in their work area unless asked to evacuate.
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YT OEA AOGAT O 1T &£# A O#1 AA 00O0OPI Ahd UI O ¢
and continue with your duties, unless requested by the Bactor of

Volunteers to report elsewhere. Volunteers may be requested to be

001 T AOO AOOEIT C /Asho(atréphrito the@Qubtech 6 AT A
Services Department for assignments.

IN CASE OF WIDESPREAD COMMUNITY OR NATIONAL
DISASTER:

You may come to the hspital voluntarily if travel is possible. You d@NOT
need to wait to be called in to the hospital, because phone and electrical
lines may be down.IT IS ABSOLUTELY IMPERATIVE THAT YOU WEAR
YOUR OFFICIAL HOSPITAL NAME BADGE IN ORDER TO GAIN
ENTRANCE TO TH HOSPITAL.

You may report to any of the following areas:

1. The Volunteer Services Department.
2. The hospital departmentwhere you are normally assigned.
3. Hospital Command Central (Cafeteria area).
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The public address systentode for an infant kidnapping is
O#1 ARl E8 06

YT OEA AOGAT O T &£# A O#1 AA OETEh6 UI O OETC
entrance/exit door or elevator to give instructions to persons
comingand goingto remain in place until the code iancelled

You may use the fobbwing script while standing sentry at a door:
O/ 60 ET OPEOAI EO A@bAOEAT AET C A AT AA
or outside the building during the code, which should notlast
i T OA OEAT T1TTA OF Z£EOA 1 EI OOAOS8SG
$O0A O OEA OOCAT AU 1 ApashthouthahyA OET Eho 11
entrances or exits of the building. You should report to the operator (Dial
Onoq AT U OOOPEAEI OO 1 AOCA AACO 1 0 Of OAC

&! . . %. 0%23/.4d O#/ $% cuTo

The public address system code for anyone experiencing a fall

xEOEET cunm ZAZAAO 1T &£# OEA EIT OPEORI AO
If you witness a person fall within 250 feet of the hospital buildingplease i
contact OEA EIT OPEOAI | DPAOAOTI O AU AEAT ET C Omi
of on-duty medical staff will attend to the/EAT 1 AT DAOOT T A 111 xE
cuomd ATT1T O1 AAT AT O8 61 1 OT OAAOO OET O1 A 1
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