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MISSION STATEMENT

To improve the health of our communities.
VISION STATEMENT

To be the best provider of health care services for our communities where people choose to come for services; where physicians choose to practice; and where Team Members choose to work.

VALUES

Customer Focus

We recognize and respect the importance and worth of individuals we serve and of each individual associated with MMH.

Integrity

We ensure that all of our actions are consistent with our stated values.

Continuous Improvement

We constantly look for new ways to provide better care and better services.

Learning

We encourage and expect individuals to willingly and openly share gained knowledge with others.

Customer Service
We pledge to help people by providing the finest in care, comfort and compassion.

Customer Service Standards 
· Safety-Safety means providing an environment for guests, customers and team members that is as free from hazards, harm and unhealthy conditions as is humanly possible to control. Examples:
· Washing hands before and after every patient encounter.

· Clean up spills and messes to keep work area safe and clean.
· Courtesy-Courtesy involves respecting the emotions, dignity and diversity of each person. Examples:
· Assertively friendly; welcomes patients and guests, calls them by name and introduces self.

· Offers ways to make others feel comfortable (coffee, blanket, etc.).
· Show-Show is remembering “Everything Speaks” and involves creating a positive lasting impression through:
· Wearing name badge appropriately every day and always looks professional.

· Always keeps voice level down and is sensitive to patient environment. Eats and drinks only in off stage areas.

· Actively looks for trash in the parking lot and takes care of it immediately.

· Efficiency-Efficiency involves providing for the smooth operation through the combination of facilities, systems and team members. Examples:
· At work early and ready to start before shift begins.

· Stays focused on duties and limits personal business to break time only.
· Teamwork-Teamwork involves respecting each team member for their role and what they bring to patient care. Examples:

· Always speaks favorable of hospital and staff. 
· Listens attentively and shows empathy. Gives and receives honest feedback.

· Will go the extra mile to make things better for own team and the hospital.

“Our House” expectations at MMH

Telephone Etiquette-First impressions are created within the initial moments of a phone call. Answer the phone within two rings, conveying a caring and efficient attitude. Always use the approved greeting:

· ______________(Your department).

· This is _________ (Your name).

· How may I help you?”

Please extend the same courtesy to fellow team members when you are making a call to another department. 

· “Hi, Sylvia. This is Jane from Med Surg.”
Cleanliness-Our House-All team members are expected to assist with keeping MMH clean and safe. Pick up trash and litter from the parking lot, lawn, sidewalks and halls. Don’t wait for Housekeeping or someone else to take care of it. 

Knock Out Noise-Unnecessary noise is a distraction to healing and recovery. Always consider how your voice and behavior could be impacting others. Only overhead page if it’s an emergency. Be careful about talking in hallways, at nurse’s stations, and in open areas. Conversations and laughter travel easily to patient rooms and reception areas and can make a poor impression on guests and other team members.

Wayfinding-All team members are expected to help guests and patients navigate through our facilities. Every encounter should start and end with a smile, eye contact and the willingness to assist. Be on the lookout for those who may be lost or need special assistance. Team members should stop what they are doing and personally escort lost patients to their destination. 
On Stage-Remember that “Everything Speaks,” so please act and look professional at all times.
· Wear your name badge above the waist with your name in clear view.

· Keep hallways, workstations, carts, and offices clean and orderly. 

· Do not eat or drink in view of guests. Use break rooms and lounges. 

· Do not read magazines, make/accept personal phone calls or texts, surf online or engage in other non-work related activities while on the clock. “Be present” to your patients and customers and give them your full attention. 

Service Recovery-MMH wants every patient to have a positive experience. If a patient should voice dissatisfaction with service, it is everyone’s responsibility to help resolve the issue. If it cannot be resolved after speaking with a volunteer or team member, assist the patient in contacting the Customer Service Liaison at (812) 933-5269. All MMH Customer Service Standards are available in detail on the MMH Intranet under “Policies and Procedures.” 

Corporate Compliance
MMH is committed to conducting itself as a good corporate citizen with professional integrity and honesty.  Margaret Mary Health recognizes that within the healthcare field rules and regulations change constantly.  MMH has a formal Compliance Program to reduce the risk of and prevent the potential exposure of misconduct.  
As a volunteer, your responsibilities in the implementation of the program include:

· Reporting of suspected wrongdoing-report an act that you believe to be illegal or unethical
· Adherence to compliance standards

Resolving Compliance Concerns

Take the following steps in resolving any possible concerns:

· Discuss your questions or concerns with the immediate supervisor in your department.

· If you are not comfortable talking with the supervisor, go to a higher level manager or senior manager.  You may also contact the Volunteer Services Coordinator in the Volunteer Services Department.

· If you are uncomfortable speaking to a higher level manager or you feel the answers you have received have not resolved your concern, contact the Corporate Compliance Officer at (812) 933-5135.

· If these efforts are unsatisfactory call the Compliance Hotline at (888) 248-9808.

Compliance Hotline

The Hotline is intended to supplement exiting internal communication channels, not to replace them.  The Compliance Hotline is available when you believe that you have exhausted normal Hospital channels or feel uncomfortable about bringing an issue to your supervisor or senior management.
Patients Rights & Responsibilities
Margaret Mary Health is committed to providing quality, compassionate care to all patients regardless of age, race, color, religion, origin, gender of sexual preference.  Our patients have the following rights:

· To be fully informed of his/her medical conditions.

· To have benefits, risks and alternatives explained for any diagnostic and/or therapeutic procedure performed.

· To refuse treatment and medications to the extent permitted by law and to be informed of the consequences of such action.

· To refuse participation in any experimental research, and to be fully informed of the nature of the experiment, procedures and treatment.

· To participate with family members in the development and implementation of his/her Plan of Care.  To be fully informed when it is necessary to be discharged or transferred from one accommodation to another facility.

· To receive considerate and respectful care at all times.  Concern for comfort and dignity will guide all aspects of care during the final stages of life.

· To receive care in a safe setting and to be free from all forms of abuse or harassment.

· To be fully informed of accommodations and services available and their related charges.  The patient has a right to examine and receive an explanation of his/her bill regardless of the source of payment.

· To be fully informed about the outcomes of medical treatment, including unanticipated outcomes.

· To have appropriate and regular assessment of pain and to develop a plan of care to manage pain in conjunction with the health care team.

· To receive reasonable attention to complaints, grievances, and ethical issues when communicated to members of the staff without fear of reprisal, discrimination, or deprivation of any kind.

· To confidential treatment of all communications and records concerning his/her care (except when the law requires otherwise) and the right to access information contained in his/her clinical records within a reasonable time frame.

· To maintain any social, religious and community interrelationships at his/her discretion.

· To be fully informed of his/her responsibilities concerning the observation of rules and regulations of the hospital in a language understandable by the patient.

· To be involved in resolving dilemmas about care decisions.  To execute an advance directive relating to his/her requests concerning life sustaining measures.

· To have a family member or representative of his or her choice and his/her physician notified promptly of his/her admission to the hospital and of significant changes in patients condition.

· To access protective services as needed or requested.

Confidentiality/ HIPAA
Information concerning the condition, care, or treatment of our patients should be held in strict confidence by all team members, volunteers, and students.  Under no circumstances should such information be discussed with anyone – not family, not friends, not staff, not other volunteers. 

The Health Insurance Portability and Accountability Act of 1996 (known as HIPAA), is a federal law that is intended to protect patients’ personal health information (PHI) by limiting who can access it and how it can be used. As required under HIPAA, hospital team members (including volunteers) have an obligation to protect every patient’s privacy and confidentiality.

All information about patients is considered private or confidential whether written on paper, saved on a computer, or spoken aloud.  This includes name, address, age, Social Security number and any other personal information. Here are some ways that all team members can maintain the security of a patient’s protected health information (PHI):

· Do not leave papers containing PHI face up or unattended in publicly accessible areas.

· Keep voices low when talking to/about patients in waiting areas, hallways and public areas.

· Immediately retrieve confidential information from fax machines, printers, and copiers.

· Place all PHI documents in a shredding bin or have it shredded immediately after use.

If you have any questions regarding HIPAA, please call Beth Rohlfing, Medical Records Manager, at extension 1126.
Culture of safety
MMH maintains and promotes a Culture of Safety and wants to ensure that the environment is safe and secure for everyone. 

Emergency Procedures-Your safety and the safety of the patients are of primary concern.  MMH has practice alerts and drills on a regular basis and you are expected to participate as if it were an actual emergency.  Therefore, it is absolutely vital that each volunteer learn and update their knowledge of the fire and disaster rules and regulations for the hospital.
You should learn where the nearest fire alarm and fire- fighting equipment are located and how to operate them.  Listed below are some of the emergency codes you will hear announced over the hospital paging system:

Code Blue-When an emergency situation exists in which a patient’s life is in jeopardy, a “Code Blue” will be announced on the hospital paging system.  This alert will bring special equipment and trained personnel to give assistance.  Volunteers are not directly involved with this procedure and should remain on their job assignment.
Code Red-When you hear the operator page “Code Red” you will know immediately that the hospital has begun its “Fire Procedure.”  The fire procedure is in effect until the “all clear” is announced.  Volunteers are asked to respond to their departments’ manpower pool.
Code Yellow- The hospital has a written Disaster Procedure, which is put into operation during any situation, which may cause large numbers of patients to be brought to Emergency Services for treatment.  Please relinquish elevators and all traffic areas for the transportation of personnel and/or life saving equipment during the disaster procedure.
Code Green-This is an emergency code, which indicates that the assistance of additional personnel is needed to restrain or subdue a disruptive person.  Designated team members will respond to the site of the emergency.
Code Black-This is the code for severe weather.  Please report to your departments designated area of safety.
Code Orange-This code is for hazardous materials or chemicals.  Unless the exposure is in your area, you should remain on your volunteer assignment.
Code Pink-This is an emergency code for a missing or abducted infant or pediatric patients. Hospital team members will secure all exterior exits during this code. No person shall be permitted to leave the building unless verification that they are in no way connected to the abduction or until an “all clear” is called. Volunteers are not directly involved with this procedure and should remain on their job assignment.
Code Silver-Safe Place-The purpose of this code is to provide procedures for the protection of MMCH team, members, volunteers, patients and their visitors for any direct or indirect threat of the use of a weapon or physical constraint. Team members shall move quickly and make a reasonable effort to gather and escort patients to the department’s pre-determined securable common area/room (their “Safe Place”). It is the responsibility of volunteers to be aware of this policy and their departments safe place procedure and to act immediately upon the call of this code.
Material Safety Data Sheet (M.S.D.S.)

The purpose of the MSDS is to assist in providing guidance for actions to take if one becomes contaminated by a product. Any chemical or hazardous material exposure should be reported to your department supervisor, the Safety Officer or to someone in the Volunteer Services Department.
Fire Safety

How to Respond to a Fire (R.A.C.E.)

RESCUE- anyone in immediate danger.
· Be calm.  Do not panic.  Never shout “Fire”.

· Relocate patients, visitors, and/or team members who are nearest the fire area first to a safe area.
· Before attempting to rescue someone from a room with a closed door, feel the door.  If it is too hot to touch, DO NOT OPEN the door.
ALARM- Activate the fire alarm pull station.  
· Know where the pull boxes are located in your area. 
· How to operate the fire pull (alarm):  Push in and Pull down

· Dial the HELP Line (4357) and give exact location of the fire.
CONTAIN- Contain the fire and smoke.

· Fire doors will close automatically when the fire alarm system is activated.

· Close all doors, windows, chutes, etc.

· Wet blankets or towels can be used at the bottom of doors to help contain smoke.
EXTINGUISH/EVACUATE-Extinguish the fire if your safety can be assured.

· Select an appropriate fire extinguisher and operate using P.A.S.S.

· The First Response Fire Team will bring additional fire extinguishers.

· Wet blankets can also be used to help suppress a fire.

· Relocate to a designated safe location as directed.

How to Activate a Fire Extinguisher - (P.A.S.S.)
PULL the locking pin out.  (You may have to break the plastic string.)

AIM the nozzle at the base of the fire.  Be sure you have a firm hold of the extinguisher.

SQEEZE the handle, like a trigger, to start the spray.

SWEEP the nozzle slowly, from side to side about 8 – 10 feet from the fire.

Injuries on the Job
If a volunteer is involved in a work-related accident or becomes ill as a result of work-related exposure, he or she should do the following:

· Always seek treatment for any injury or exposure, even if you are not sure. Report to your manager or supervisor right away. Early treatment is vital.  Exposure control plan says 1 hour!
· Complete an Occupational Incident form. These can be found on the MMH intranet; go to Occupational Health Services, then look for Occupational Incident. 
· All occupational treatment is available at Occupational Health Services (OHS) Monday to Friday 7:30-4:30 or in the MMH ER if OHS is closed (directions available at the MMH intranet site noted above).
· Prevention-do not perform tasks for which you are not trained. Do not do tasks that require lifting or maneuvering that you are physically unable to safely do.
Accident or Illness-Visitors and Patients

· If a visitor or patient is injured, notify the Nursing Supervisor in charge immediately. An Adverse Event Report form must be completed when is involved in an accident on hospital property (found on MMH intranet-go to Forms, then Adverse Event). Report any safety concerns immediately to your supervisor or manager.
Infection Prevention
This means preventing illnesses acquired at a healthcare facility by preventing germs from entering or leaving the hospital. You can help prevent infections by:
Handwashing-Hand washing is the most important protection you have against infection; you should wash your hands:
· Before you start work

· Before you leave work

· Before and after you eat

· After using the bathroom

· Whenever they are dirty

· After you sneeze, cough or blow your nose

The proper procedure for hand washing:

· Use warm water and moisten your hands

· Apply soap and work into a rich lather 

· Rub one hand against the other creating friction. Wash for 15-30 seconds

· Rinse thoroughly

· Pat hands dry, shut off water with paper towel

Personal Protective Equipment  (PPE)-The hospital has many types of Personal Protective Equipment including, gloves, masks, and gowns).  Know where PPE is in your department.  Always wear PPE if contact with blood or other body fluids is anticipated.  Always wash your hands after removing PPE.
· If you are exposed to blood or body fluids, report the incident to your supervisor or the Infection Control Nurse immediately.  

Tuberculosis  (TB)-Tuberculosis is a bacterial infection that can affect many parts of the body but most commonly affects the lungs.  Typically TB can be spread when a person with active disease coughs, shouts, laughs, or sings which results in the spraying of infectious droplets into the air.  It is not spread by linens, food trays or equipment.
· Because TB is so contagious, all volunteers will be PPD skin tested at the following frequencies:

· Before they begin volunteer work at MMCH.  All volunteers must complete the Two Step TST-this is two separate injections of PPD administered between one and three weeks apart. It is used to establish a reliable baseline for new team members and volunteers. Volunteers must have completed step one of this testing before being able to volunteer.

· Following unprotected exposure to active TB

Volunteers who have a positive skin test are exempt from further skin testing but should be vigilant for signs and symptoms of active TB including a cough lasting more than two weeks, weight loss, fevers/night sweats or bloody sputum.

General Volunteer Information
Appearance-MMH specifies that volunteers wear uniforms-either a smock or a vest-will be provided to each volunteer.  Specific clothing guidelines are explained in the Appearance Standard included in this packet. 
Attendance-Volunteers and team members have a better experience if volunteers commit to a consistent schedule. If you cannot volunteer due to illness, vacation, etc., please contact the volunteer director or the manager of the department you volunteer with. If you have been ill due to the flu, do not report for duty until you are completely well, at least 7 days after no flu symptoms are present. A 25 hour per year commitment is required.
Clock in –Clock out-Volunteers must sign in and out using their name badge. You will be trained on this procedure. Service hours are tallied from these records, as well as annual hospital reports.
Concerns/Complaints-Volunteers who feel they may have been treated unfairly or in a manner inconsistent with MMH policy may question that decision without fear of reprisal or criticism. The volunteer should report their concern to the manager or supervisor of their service area. If they are unsatisfied with the resolution, or the concern does not involve their service assignment, they may forward the concern to the Volunteer Services Coordinator.  If the concern remains unresolved at that level, they may forward their concern to the Vice President of Human Resources. Ethical Concerns: volunteers who become aware of any inappropriate or unethical practices must report these to the Volunteer Services Coordinator.
Diversity-Diversity addresses many variables, including race, religion, color, gender, national origin, disability, sexual orientation, age, education, geographic origin and skill characteristics, as well as differences in ideas, thinking, academic disciplines, and perspectives. At MMH, we respect the emotions, dignity and diversity of each person and promote a culture where diversity refers to valuing and benefiting from personal differences.
Drug Free Workplace-The unlawful manufacture, distribution, dispensation, possession, or use of illegal or un-prescribed drug or the use/abuse of alcohol or any other intoxicant while on hospital premises or on hospital business is strictly prohibited. Premises include all areas in which the MMH operates including but not limited to its properties, MMH owned or leased vehicles, privately owned vehicles entering or parked on its properties n use on its properties, lockers, desks, work spaces, packages and storage facilities.
MMH, therefore, may conduct pre-employment, reasonable suspicion testing, post accident testing and random drug testing. Managers are responsible for recognizing possible drug and alcohol use in team members or volunteers and reporting the same and seeking counsel from a Senior Management Team Member.

Equal Opportunity Employer-Margaret Mary Health is an Equal Opportunity Employer, following a policy of non-discrimination. Prospective volunteers will receive consideration without discrimination because of race, creed, color, sex, age, national origin, religion, disability, military status or ancestry.
Gratuities and Tipping-Accepting tips and personal gifts of value from patients/guests/family members will not be permitted.

Meals-Any volunteer who completes his/her assigned shift is entitled to a free meal in the 
Hospitals’ cafeteria (value no greater than $4.00). 

Name Badges-Identification badges are worn at all times; refer to the included Appearance Standard.
Orientation and Training-You will be scheduled to attend a general orientation program. You will be informed about the hospitals mission, vision, values, customer service, confidentiality, patient’s rights, emergency procedures, safety and other pertinent information. Volunteers are required to complete a yearly re-in-service thereafter.
Parking-MMH provides parking lots for team members and volunteers at each campus. Please park carefully and lock you vehicle. MMH cannot be responsible for theft or damages to your vehicle. Volunteer parking will not be permitted in areas designated for physicians, outpatients or visitors. 
Recognition Programs-Margaret Mary Health sponsors two volunteer recognition programs during the year. The Spring Luncheon is held during National Volunteer Week; the annual in-service is conducted at this time. A Volunteer Banquet is help in the fall, to recognize the contribution volunteers have made to the hospital.
Records-Accurate, complete and confidential records of the volunteers are kept by the Volunteer Services Department. It is important that your records be kept up-to-date. To help us do this, please report the following to the Volunteer Services Department:
1. Change of status-married, divorced, etc.

2. Change of home address and/or telephone number.

3. Change of person to be called in an emergency.

Sexual Harassment-All volunteers should be able to enjoy a work environment free from all forms of discrimination, including sexual harassment.  Sexual harassment is a form of misconduct that undermines the integrity of the employment relationship. No volunteer, whether male or female, should be subjected to unsolicited and unwelcome overtures or conduct, either verbal or physical. Any volunteer who believes that he or she has been the subject of sexual harassment should report the alleged charge immediately to the appropriate manager or designee, the Human Resources Department or any member of the Senior Management Team. All complaints will be examined impartially in a confidential manner and will be resolved promptly. 
Smoking-For the health of our patients, visitors, team members, volunteers and medical staff, Margaret Mary Health is a tobacco-free environment. This affects both our indoor and outdoor property-in addition to the buildings; MMH parking lots are tobacco free areas. You may not smoke in your personal vehicle when it is located on MMH property.
Termination-It is important for the volunteer and the hospital that termination be conducted properly. There are three (3) types of termination procedures.
1. Resignation: Volunteers who find it necessary to terminate their services should notify the supervisor/manager of your assigned area and the Volunteer Services Coordinator; volunteer should turn in name badge and smock.

2. Quit Without Notice: When a volunteer does not give appropriate notice or does not report to work or give a proper notification of absence for 3 consecutive work days, the volunteer is considered to have voluntarily quit.

3. Discharge: This is the immediate termination for a serious infraction or a repeated infraction of hospital rules or policies.

Transfer-A volunteer who is unable to carry out their work assignment, does not meet the needs of the assigned department or feels the assignment does not meet their needs may be transferred to another area. Transfer is dependent on the volunteer’s abilities, availability and the availability of other work assignments.
Vaccines-As an MMH volunteer, you are required to have a two step PPD, as defined earlier along with the flu vaccination during flu season. Both are provided at MMH expense.
Workplace Violence-MMH will not tolerate any form of violence in the workplace. This includes violence or threats of harm or violence between volunteers, team members or any non-team member attempting, threatening, or committing any form of violence against an MMH volunteer. Any victim of workplace violence will suffer no form of discrimination or retaliation. Violation of this policy will lead to corrective action up to and including discharge and possible legal action.
Standards of Professional Appearance

The Margaret Mary “Look” is intended to reflect our pride and professionalism in our work. 

Our appearance contributes to our reputation for quality and demonstrates our commitment to a professional health care environment. Although we understand that all team members and volunteers have their own individuality and sense of style, the appearance standards are designed to create a collective positive impression that inspires our guests to have trust and confidence in us. These standards apply to any time a team member or volunteer is “on the clock” or being compensated (including meetings, trainings, etc.). It is the responsibility of every team member and volunteer to be familiar with and comply with these standards.
· All clothing should be neat, clean, and well fitting. Ladies’ clothing should reflect modesty and should not be revealing.

· Apparel should not have any writing or graphic designs except for MMH-issued shirts and clothing with the MMH logo.

· Some departments may require unit-specific scrubs or attire and may have infection control or safety guidelines regarding jewelry and fingernails. 

· Hosiery or socks must be worn at all times. Bare legs or feet are not permitted.

· Shoes must be clean and polished. Heels should not exceed 3” high. Professional, open toed shoes (with hosiery) may be worn (excluding flip flop or other casual styles).

· Sleeveless tops must have shoulder straps at least 2” wide and must hide undergarments.

· Dresses or skirts cannot be shorter than 3” above the knee.

· Slacks should be long enough to cover the ankle. Capri or Crop pants that hit above the ankle are not permitted. 

· No more than 2 small rings per hand may be worn. Two individual necklaces or one long looped necklace may be worn. One bracelet or bracelet set may be worn.

· Two earrings per ear can be worn totaling no more than 2” in diameter. No other obvious body piercing can be visible.

· Visible tattoos are not permitted and must be covered at all times by clothing, hosiery or a band-aid.

· MMH name badges should be worn above the waist at all times. Name badges should not contain any adornments other than up to two MMCH–issued service pins or buttons. Personal photo buttons, decorative pins, ribbons decals or stickers are not permitted. 

· Fingernails should be clean, well manicured, and not exceeding ¼ “in length. Nail polish should be kept neat and un-chipped. Extreme nail colors (black, green, blue, yellow, orange, neon, sparkles, etc.) and nail ornamentation are not permitted. 

· Blue jeans and denim clothing are not permitted. 

· Hooded sweatshirts are not permitted.

MMH reserves the right to determine extremes in style. When necessary, ask your manager for clarification.
