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Objectives 

• Provide overview of St. Jude policies and 
procedures 

• Become familiar with the Volunteer Department 
and the goals and expectations of volunteers 

• Understand the role of Family Centered Care 
volunteers 

• Ensure you are ready for Joint Commission or 
other regulatory agencies 

• Instructions for form completion, getting an ID 
badge and parking hang tag 



Mission of St. Jude 

 

Our mission at St. Jude Children’s Research 
Hospital is to advance cures, and means of 

prevention, for pediatric catastrophic diseases 
through research and treatment.  Consistent with 

the vision of our founder, Danny Thomas, no 
child is denied treatment based on race, religion 

or a family’s ability to pay. 



Mission of Volunteer Department 

In support of the St. Jude 
Children’s Research 
Hospital mission, the 
Volunteer Services 
department recruits, 
trains, and provides a 
foundation that recognizes 
community members and 
groups by effectively 
engaging their efforts 
institutionally; resulting in 
an improved quality of 
life for our patients, 
families, staff and visitors. 



Volunteers at St. Jude 

• Involved before the opening in 1962 

• Importance to mission/ institution 

• Family Centered Care Advisors at St. Jude 

(2008) 

• FCC Advisors as volunteers 

Beverage Cart volunteers Happy Cart College Student volunteers 



Volunteer Expectations 

• Be treated as a co-worker 

• Have a suitable assignment 

• Know as much about the organization as possible – its 
people, policies and programs 

• Train for the assignment and receive continuing 
education in the position 

• Sound guidance and direction 

• A safe place to work 

• Be heard, to feel free to make suggestions and to have a 
part in planning 

• Be recognized through day-to-day expressions of 
appreciation and at formal events 

• Be treated as a valued team member 



Hospital Expectations  

of Volunteers 
• Abide by the mutually agreed-upon service commitment 

• Honor your commitment and inform us if you can not be 
present when scheduled 

• Maintain a satisfactory standard of performance 

• Adhere to the policies and procedures of St. Jude and 
the Volunteer department 

• Be punctual 

• Behave in a professional manner, maintaining 
confidentiality at all times 

• Communicate any problem related to the assignment 

• Cooperate with the staff 

• Record volunteer hours worked 



FCC Program Purpose 

• The main purpose of the Family-Centered 

Care Volunteer Program (FCC) is for St. 

Jude patients, family, and friends to 

provide staff with invaluable insight into 

the needs of our patients and families.  



How can FCC Advisors Help? 

• Assist with planning, writing and editing of the St. Jude 
Parents newsletter 

• Serve on a hospital committee 

• Discuss patient needs and experiences with new staff 

• Take part in research related to patient care 

• Have your family mentor another family 

• Share your family’s health care story 

• Assist with strategic planning committees such as design 
and construction 

• Take part in conferences, educational programs, and 
training 

• Become a part of the Linda R. Hajar Family Resource 
Center 

• Serve on The Family Advisory Council 



Family Advisory Council 

Mission Statement: 

• The Family Advisory Council is committed to 
fostering the mutually beneficial partnership of 
patients, families and healthcare providers in 
creating informed, respectful, safe and effective 
quality of care.  

Purpose Statement: 

• The Family Advisory Council (FAC) is a 
leadership council working directly with hospital 
administration to forward the ideals of family 
centered-care at St. Jude. 

 



Roles of FAC Members 

• Provides feedback and approval on projects and 
initiatives presented at council meetings  

• Participates as full members on institutional committees 
and projects, consistently infusing the family perspective 
into discussions and decision-making  

• Helps create and edit patient and family education and 
communication materials, both written and visual  

• Helps design and plan patient care areas and new 
programs  

• Generates new program ideas to benefit patients, family 
members, and staff  

• Designs council-specific initiatives to support the 
council’s infrastructure  

• Co-submits abstracts and co-presents at conferences  



FCC Advisor Limitations 

• Not eligible for traditional volunteer 

placements unless 1 year off-therapy 

• All volunteers are prohibited from providing 

clinical care (medical or nursing procedures), 

conducting research in a lab setting, and 

giving medical advice 



Volunteer Services Staff 

 Name   Position      Phone  

 
 

• Kathryn Berry Carter      Director   901-595-2277 

• Brin Schaechtel      Administrative Specialist        901-595-3327 

• Randa Spears      Volunteer Coordinator 901-595-5293 

• Tricia Spence      Volunteer Coordinator 901-595-4432 

• Brittany Cochran      Parent Mentor Coordinator 901-595-7560   

• Leah Brooks       Guest Services – PCC 901-595-2305 

• Kathy Cox       Guest Services – CCC 901-595-8605 

 

 



Family Centered Care Staff 

 Name   Position              Phone 

 

• Alicia Huettel Director FCC                 901-595-5453 

• Natassha Bowles Assistant FCC Coordinator   901-595-6041 

• Barbara Joyner Administrative Assistant        901-595-4639 



HRIS 

Volunteer Benefits 



• Free flu vaccine when 
available 

• Gift shop discount 

• Computer training 
courses through IT 

• VIP newsletter 

• Recognition event in 
April 

• Other benefits 

Benefits 



HRIS 

Policies & Procedures 



General Policies 

• Department hours 

• St. Jude holidays  

 (New Year’s Day, MLK Day, Memorial 

Day, Independence Day, Labor Day, 

Thanksgiving Day, Day after 

Thanksgiving, Christmas Day) 

 



Volunteer Resignation 

• Turn in badge 

• Parking hang tag 

 



Volunteer Termination 

• Failure to comply with hospital policies, 
rules and regulations  

• Absences without prior notification 

• Unsatisfactory attitude, work or 
appearance 

• Any circumstances which, in the judgment 
of the Volunteer Director, or FCC 
coordinator would make continued 
services as a volunteer contrary to the 
best interests of the hospital 
 



Dress Code 

• Lanyard/ neck rope 

• ID badge 

• Modest and professional attire 

• Scents (be scent-free) 

• No scrubs 

• No shorts 

• No artificial nails 

 



St. Jude Logo 

• Uniforms may not be worn outside of the 

St. Jude campus, including aprons and 

lanyards. 

• The St. Jude logo is trademarked and may 

not be used for any purpose without prior 

approval.  

• Failure to comply may result in volunteer 

termination and require legal action. 

 



Other Policies 

• Non-Sectarian Institution 

• Smoking Policy 

• Ergonomics 

• Inclement Weather 



Communications 

• Social networking communications such as FaceBook, 

Twitter, MySpace, Linked-In and Caring Bridge must be 

in compliance with all St. Jude policies. 

 

• Be sure that if you identify yourself as a St. Jude FCC 

volunteer on any online social network, all content 

associated with you is consistent with St. Jude’s values 

and professional standards 

 



• Regarding Social Network sites: 
– Keep in mind your role in the moment; keep your personal posts 

separate from your professional ones.   

– Do not share any information on social network sites that you’ve 

learned through your Family Centered Care role/professional 

setting. 

– Trust your gut.  If it doesn’t “feel right,” don’t post it. 

– If you see negative postings about St. Jude, don’t engage, but if 

you are comfortable doing so, report them to your supervisor so 

we can investigate and potentially address any issues through 

appropriate channels. 

– Be careful not to represent yourself as an “agent” of St. Jude. 

If you have any questions or concerns, please  

don’t hesitate to ask the Volunteer office or  

Family Centered Care Director. 

 

Communications continued… 



Payroll 

Security 



Security Services 

Security Escorts 
– If you are uncomfortable walking to your car 

 

Unlock Vehicles 
– Call us before you call a locksmith 

– Able to unlock most vehicles 
 

Battery Boost 
– We carry a battery boost kit 

 

Air Pump 
– Able to put air in low tires 

– Officers are not allowed to change flat tires 
 



Campus Parking 

Display parking hang tag at all times while on 
campus. (It will allow you to pass through 
gates without stopping for security guard.) 

Park in Staff parking areas (yellow lines or 
garages).  Yellow = YES 

Parking restrictions: 

– Do not park in Patient/Visitor spaces, fire 
lanes, or other restricted areas 

– Do not park in reserved spaces. 

– Use “lined” parking spaces only 

 



Dr. Child 

• In the event that a child is missing or an 
abduction is suspected or confirmed, the 
PBX operator will announce  “Dr. Child” 
including a description of the child. 

 

• Listen for a description of the child. If you 
see the child or have information about the 
abduction, Call 4444. 

 

Do not try to stop the child or person accompanying them. 



Workplace Search Policy 

 Reserves the right to search any locker, desk, 

office or other property owned or controlled by 

St. Jude.   

 

 Searches may also be made of an employee’s 

or volunteer’s personal property or automobile 

located on property owned or controlled by St. 

Jude. 



Weapons 

 

Do not bring weapons of any kind into 

buildings on the campus 

(regardless of permit status) 
 

 

A weapon is any object or instrument 

with potential to cause physical injury 

 



Workplace & Sexual Harassment 

 Harassment can be committed by patients, family 

members, visitors, staff, volunteers or contractors 

 Perception is all that is required to be an offense 

 All employees/volunteers are required to report 

 All calls will be taken seriously and be investigated 
immediately 

 Retaliation for reporting is strictly prohibited 

 

Harassment Help Line: 5555  



Drug Free Workplace 

 

  

• Possession, use, manufacture, distribution 
or sale of drugs and/or alcohol prohibited 
on St. Jude property. 
 

• While on campus, you must never be 
under the influence of drugs or alcohol. 



Workplace Violence 

 Includes 

 Verbal or physical threats, actual or perceived 

 Intimidation 

 Violent Behavior 

 Obsessive Behavior 

 Possession of a weapon 

 Endangerment of person 

 All incidents or threats must be reported to Security (4444) 

 Supervisor and Department Head should also be notified 
 

Persons included in policy: 

Patients, families, visitors, employees, volunteers, contractors 



Corporate Compliance Program 

Hazard Surveillance  
Fire Safety and Infection Control 



Safety

• Chemical safety 
– MSDS sheets 
– Spills 
– Chemotherapy, yellow wristband 

• Electrical safety – Bio Engineering: x3392 
• Radiation safety – Officer: x2314 
• Emergencies – dial 911, do not dial 9 first 



Infection Control 

 

• When not to come 

– Fever, cold or flu like symptoms 

– “Strep throat”, “pink eye”, shingles  

• How to call in – FCC Coordinator: x4639  

• H1N1/flu exposure 

• Apple stickers 

• Hand washing frequently! 



Response to Fire 

• Overhead announcements: 

– Dr. Red 

– Dr. Red Major 

– Dr. Green 

• Keep calm, listen for overhead instructions 

• Use telephones for emergency calls only 

• Know evacuation route, location of fire 

extinguisher and pull station 

• Only the clinical coordinator may shut off oxygen  



Fire Plan 

• R  Rescue 

• A  Activate the nearest alarm 

   (Call PBX operator only if you  

  have time, be ready to identify the

  exact location, x3499) 

• C  Contain (close door to room) 

• E  Extinguish or Evacuate 



Fire Extinguisher 

• P  Pull the pin out 

• A  Aim the nozzle at the base of the 

  fire 

• S  Squeeze the handle 

• S  Sweep side to side 



Corporate Compliance Program 

HIPAA  
False Claims Act and Information Security 



•A federal law! 

•The Health Insurance Portability and Accountability Act 

•Protects the confidentiality of our patients’ and research 

subjects’ health information 

•Wrongful disclosure of information carries fines and can 

involve jail time 

•Three legal types of information sharing: 

•Treatment 

•Payment 

•Operations 

HIPAA 



Protected Health Information 

• Information in any form! 
– Paper 

– Electronic 

– Verbal 

• Example: 
– Name 

– Age or sex 

– Where they are from 

– Sister’s name 

– Photograph 



Maintain Confidentiality 

All information collected and maintained by St. Jude is confidential 

information and should only be shared when: 

 

 The requesting party needs the information in order to perform 

his/her job or fulfill their responsibilities to St. Jude  

 Proper authorization to release the information is obtained (i.e. 

patient authorization)  

 The release of information is authorized as part of an employee’s 

job description and responsibility  

Your Responsibilities 



The Privacy Regulations dictate when you can and can’t release 

healthcare information. 

 Specific consent is not required for disclosures involving treatment, 

payment, and healthcare operations. For example, referring 

physicians, insurance companies, specialists, etc. 

 Separate authorization is needed for release of information not 

related to treatment, payment, and healthcare operations. For 

example, Public Relations must obtain separate consent to use a 

patient’s picture for fundraising purposes. 

 Disclosures of patient information should be limited to the minimum 

necessary to accomplish the purpose. For example, release of 

information to a teacher must be approved by a parent. 

Privacy Regulations 



Confidentiality 

When becoming a Family Centered Care Advisor you are 

required to sign an agreement, 

which includes our confidentiality statement. 

 

Information concerning the treatment or condition of 

a patient is confidential.  All media inquiries should 

be referred to the Director of Communications. 

 

View HIPAA & Compliance presentation with John Bailey, 
HIPPA Compliance Officer.  

 

 



Patient Neglect and Abuse 

Patient Neglect and Abuse 
SJCRH Policy 20_044 



• To minimize the risk of patient abuse. 

• To describe the process of reporting 

• To facilitate effective and thorough investigation 

• To ensure violations are remedied fully 

Objective of Policy 



What is Covered? 

• Physical Abuse 

• Physical Neglect 

• Emotional Abuse 

• Sexual Abuse 

• Harassment 

• Misappropriation of Patient Property 

 



St. Jude Policy 

• St. Jude WILL NOT tolerate mistreatment, neglect, or abuse 

• Each patient is to be treated at all time with courtesy and respect 

• Every patient has the right to be free from all neglect and abuse 

• It is a crime to neglect, abuse, or even threaten to 

• It’s a violation to neglect to report any incidents or threats 

• It’s TN law that all employees, contractors, fellows, students, and 

volunteers should report any suspected abuse or neglect 



Responsibilities 

St. Jude Volunteers 

– Comply with the policy 

– Report all suspected neglect and abuse 

– Cooperate with all investigations 

– Initiate an incident report 

– Report any neglect and abuse to the State 



Final Notes 

Final Notes 
It’s almost time to go! 



Volunteer Office Hospitality 

• Location – BP012 

• Hours 

• Coats/ purses/ 

locker system 

• Bulletin board 

• Free coffee! 

• Great company … 

please come see us! 

 

 



Recording Hours 

• Please keep track of the hours you 

contribute during your role as Advisor. 

• Report them to: 

Barbara Joyner barbara.joyner@stjude.org 

or Brin Schaechtel volunteers@stjude.org 

 

• OR: An online reporting form can be found 

at:  

www.stjude.org/fcc-training-support 

 



Publications & Information 

St. Jude insider  Weekly Employee Newsletter 

Promise   Quarterly Public Magazine 

VIP Newsletter   Quarterly volunteer newsletter 

Physical copies of each of these publications are available in Volunteer Services 



Final Notes 

Forms 
It’s almost time to go! 



Form Completion Instructions 

• Visit https://www.stjude.org/fcc-training-support 

•Choose the appropriate link for your assigned FCC Volunteer Level  

•All of the materials to read and files you need to complete will then be 

available 

 

 

For a step by step instruction, click on  

“Orientation Directions” 
 















After you finish viewing this presentation, 

please take our online quiz.  Once all your 

forms are submitted and the quiz has been 

successfully completed, you will be considered 

an active Family Centered Care Participant.  

Welcome aboard! 



Please call with questions, 901-595-3327 

or e-mail volunteers@stjude.org 

“At times our own light goes 

out and is rekindled by a spark 

from another person.  Each of 

us has cause to think with 

deep gratitude of those who 

have lighted the flame within 

us.”   

 Albert Schweitzer 

 

 

“May you light the flame by 

advocating and being the voice 

of all St. Jude families through 

your role within Family 

Centered Care.” 

 Kathryn Berry Carter 
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