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MISSION:  Voluntary Service is committed to the support of quality patient care through the development of volunteer programs, recruitment and retention of volunteers, utilization of community resources, and coordination of community activities which are beneficial to the medical center and rewarding to the volunteer.

VISION:  The Stratton VA Medical Center Volunteer Service will be recognized as a program of excellence within the VA Healthcare Network Upstate New York, Veterans Health Administration and the community.

WE VALUE the sacrifices of our Nation’s Veterans, the dedication of our volunteers, the contributions and support of individuals, community groups and businesses, fraternal organizations and Veteran Service Organizations. 

1.  Program Workload, Development and Trends


(a)   Volunteer Hours                  

Stratton VAMC volunteers supplement staff in all Care Lines within the medical center facility, the Fisher House, our off-station sites such as the Veterans Readjustment Counseling Center, Compensated Work Therapy and Community Day Program, our twelve Community Based Outpatient Clinics, Contract Community Nursing Homes and the Saratoga VA National Cemetery.   Our VA volunteers are our most valuable resources.  They are the heart of our medical center and outreach programs and are our liaisons to the community.   They are the American peoples’ representatives at our Saratoga National Cemetery where they provide military funeral honors and offer consolation.  Our volunteers’ generosity of spirit and dedication to their assignments help ensure that veterans receive the very best in quality care. 

Annual satisfaction surveys and volunteer evaluations completed by medical center staff reinforce the staff’s appreciation for:

· Voluntary Service’s prompt response to their needs

· Volunteers’ work performance and dependability

· The volunteers’ valuable contribution to the day-to-day operation of their department.

OVERALL TRENDS

	
	FY’98
	FY’99
	FY’00
	FY’01

	Total Volunteer Hours
	113,631
	103,895
	109,783
	112,627

	       Regularly Scheduled
	98,491
	92,772
	97,350
	96,933

	       Occasional Hours
	15,140
	11,123
	12,433
	15,694

	Average # Volunteers
	795
	780
	783
	799

	Average # Students
	74
	59
	60
	80

	Volunteers Recruited
	262
	220
	270
	275

	       New
	251
	199
	256
	261

	       Reinstated
	11
	21
	14
	14


In conjunction with the International Year of Volunteers, the VA Voluntary Service Office compiled a collection of stories of VA volunteers from across the country into a book entitled “Faces of a Grateful Nation – A Celebration of VA Volunteers.”  The Albany Volunteer Office submitted three entries:  two volunteers and a husband and wife team.  The entry we submitted on Roland “Bud” Abare was chosen for publication.  The article describes his work assignment in the 4C Primary Care Clinic’s Triage Unit and all his work to coordinate recreation events and musical entertainment for the veterans.   We are proud that Network 2 was well represented by articles on volunteers from the Albany, Canandaigua and Bath VA Medical Centers.


(b)  Recruitment Initiatives:  The Volunteer Manager and Volunteer Specialist use every opportunity to spread awareness of our Volunteer Program and extend an invitation to become a part of our VA healthcare team as a VA Volunteer.  During this year, we continued our traditional recruitment efforts including flyers, letters to area school guidance counselors, a Volunteer Opportunity listing in our Volunteer Newsletter, career fairs, affiliations with local schools, colleges and vocational training centers, and through referrals from our VA volunteers.   We also continued our partnership with the City of Albany’s Volunteer Center who has agreed to include our volunteer opportunities in their “Volunteer Connection” column in the Saturday editions of the Times Union newspaper.

We welcomed twelve students from the City of Albany’s Summer Volunteer Program to our summer youth program.  This community program is designed to meet the needs of economically disadvantaged youth to expand career awareness, prevent school dropouts, improve their basic skills and provide encouragement to pursue educational opportunities.  

During this year, we also added the following initiatives:

· Our recruitment brochure “An Invitation to Help Others” was completed revised (copy attached).  In addition to using these at community events, a supply of brochures is maintained in our outpatient clinics, the Greeter Desk, our Community Based Outpatient Clinics and the Saratoga VA National Cemetery.

· Our Network 2 VAVS Website includes a link under Albany’s section that connects to a listing of current volunteer opportunities.
· Volunteer opportunities were posted on the Volunteer Match internet website which have led to much success
· Voluntary Service staffed an exhibit with display board and pamphlets at the Medical Center’s 50th Anniversary Enrollment Event.
· Voluntary Service staffed an exhibit at our medical center’s Wellness Fair to educate staff and the community on health benefits of volunteering. 
· We expanded our affiliation with Glenmont Job Corps to include culinary students for our Canteen Food Court to our School-To-Work Program.   This is in addition to their culinary students in our Nutrition & Food Service, and their nursing assistant, clerical and building maintenance students in this work experience program. 

· An article entitled “Volunteers Add Extra Special Care”  written by the Volunteer Manager was sent to the Jewish World newspaper and printed in their October 2000 issue

· An article entitled “Volunteering – Our Pledge to Service”  written by the Volunteer Manager  was sent to the Empire State Marine (Department of New York, Marine Corps League publication) and was included in the June 2001 issue.


(c)  Gifts and Donations
Voluntary Service actively promotes awareness of patient activities and medical center programs and encourages community support.  Our VA Volunteer Newsletter includes a Donation Needs List of contributions that benefit patient care.   The Donation Needs List is also posted on our Volunteer Bulletin Board.  Care Line Managers and staff are invited to VAVS Committee Meetings to appeal for specific needs.   During this fiscal year, there were no requests for support denied due to our inability to seek a sponsoring donor or because of inadequate general post fund monies.

During this fiscal year, volunteer organizations’ funds provided the following:

· A gazebo for our Community Day Program’s grounds

· Portable PA system (microphone & speakers) for off-site programs and events

· Radios with headphones for pre-op and ambulatory patient surgeries

· Gas grills (3) for our Recreation Department

· Renovated an office to create an additional Hoptel Guest Room (including carpeting, window treatments and all furniture)

· Sweatshirts, sweatpants, underwear and sneakers for our “Because We Care” 

        
clothing program

· Microwave ovens, coffee pots and TV/VCR’s for clinic areas.

· Funds to subsidize meals prepared in the Community Day Program for patients with

low income in order to furnish them one healthy meal each day

· Funds for cookouts, parties and off-station trips for hospitalized veterans and veterans followed in our structured outpatient programs.

·       Funds to send veterans to participate in the Winter Sports Clinic, Golden Age       

Games, Wheelchair Games and Creative Arts Festival

DONATION TRENDS

	
	FY’98
	FY’99
	FY’00
	FY’01

	CASH
	$67,149
	$71,762
	$75,230
	$100,450

	NON-CASH
	$128,384
	$145,741
	$252,576
	$197,984

	TOTALS
	$195,533
	$217,503
	$327,806
	$298,434


(d)  Customer Service Initiatives:  

Our volunteer program has worked hard this year to maintain programs plus explore opportunities to increase services for our patients and the medical center.  We continue to utilize the “Satisfaction Through Service” customer service resource guide developed by the VAVS Customer Service Task Force for our training programs.

Patient programs and amenities that have been maintained during this fiscal year:

· Patient Birthday Program

· Flower deliveries to patients

· Library Book Cart 

· Craft Cart, playing cards

· All occasion cards

· Postage stamps, envelopes, writing paper and pens

· Phone Cards and CDTA Bus Tokens

· Comfort kits (to new admissions) and toiletry items provided to all inpatient wards, 

Hoptel , Community Day Program and Homeless Program

· Canteen Coupon Books
·       Lap Robes, Afghans, Non-skid slippers, Trachea Bibs
· Listing of services provided by our Guest Services office is provided to Recreation for publication in their monthly R&R publication
· Winter Coat program

· Sweatshirts, sweatpants, underwear, socks and sneakers to patients in need  (to

 
patients referred by staff social workers and providers)

· Reading material and videos

· Greeter/Information Desk volunteer coverage

· Patient snacks provided to Hoptel Unit

· Provide phone cards for our medical center’s  “Comping” Program for Customer



Recovery and Retention

· Pet Therapy dog visitation

· Wheelchairs designated for outpatients are stenciled “1st floor Transport” on the chair backs by our Facilities Management staff who also weld bars onto the axles to prevent them from being folded.  Four wheelchairs were added through donated funds earmarked for that purpose.

·       Courtesy cart placed in main lobby for the convenience of veterans and visitors

· Maintain a Spring Water cooler in the main lobby for patients and visitors to soothe waiting time
· Maintain fish aquariums in waiting room areas for patients’ relaxation and enjoyment
Volunteers’ customer service initiatives to assist employees and VA programs:

· Assist Research Staff by testing interview instruments before they are taken out into the field with actual study participants.  The valuable input the volunteers give the research team directly translates into improvement in the quality of the measuring instruments.
· Assisted Marketing Committee in selecting the give-away items for enrollment events
· Provided Canteen Books to pay for hospitalized veterans’ haircuts by Canteen Service’s hairdresser
· Large and small mail-out projects are labeled, stuffed and sealed 
· Assist staff with medical center programs and special events’ activities (decorating, 

escorting patients, refreshment serving, set up and cleanup duties.)  
· Assemble patient information packets for the Veterans Service Center 
· Provide Honor Guard services at the Saratoga VA National Cemetery
· Assist in data collection to assess length of patient waiting time in clinics
· Assist in stocking/retrieving “Quick Card” surveys throughout the facility
· DAV Van Driver shuttles lab specimens and paperwork from our laboratory to and 

from a community hospital.

Shuttle Service:  During this fiscal year, a volunteer was selected as the Volunteer Shuttle Coordinator.  This customer service program is separate from the DAV Transportation Program and is run out of our Voluntary Service office.  The shuttle was re-established as a Monday through Friday daytime operation to and from our parking lot and front entrance.

When the terrorist attack on America occurred on September 11th, the Volunteer Manager was the contact person to our Emergency Command Center for community physicians and other trained professionals who called to offer their assistance.   Although no outside assistance was needed at the Albany VAMC, their offers were greatly appreciated.  The Volunteer Office gave out (and continue to give) hundreds of flag pins, red, white and blue ribbons, flags and other patriotic items to our veteran patients, staff and volunteers.  

Customer Service Steering Committee: Our Volunteer Specialist is an active member of the Customer Service Steering Committee and the Customer Service PR/Marketing Sub-committee.  She is the principal trainer for new greeters at the Greeter Desk.  Staffing of the Greeter/ Information Desk has become primarily VA Volunteers. 

Our Volunteer Manager is the Network 2 Liaison for customer service articles in the Network Newsletter.

The “Fresh Eyes Shadowing Program” is a VISN 2 Customer Service initiative designed to focus on the expectations of customers as seen through the eyes of fellow VA employees.  Employees visit various areas within the medical center, talk to patients and observe the area.  The questions on the report pertain to patient privacy, cleanliness, timeliness, etc.  Reports are forwarded to the Customer Service Committee and corrective action is initiated, if needed.   A quarterly report is also sent to the Network Customer Service Coordinator.  

During this fiscal year, the Volunteer Manager and Volunteer Specialist participated as surveyors and visited the Geriatrics & Extended Care’s Silver Team primary care clinic and our medical center’s Outpatient Pharmacy.

Other Customer Service Activities:   Our Volunteer Specialist plays a major role on the Lobby Committee’s sub-committee that organizes and arranges the display cases in our main lobby.  The displays have featured the history of our medical center, World War I, WW II, Korean War, POW/MIA, Women Veterans, the September 11th attack on America and historical veteran memorabilia.

Our station’s VA Employees Association board, of which our Volunteer Specialist was a board member, held an appreciation breakfast and a picnic for all employees and volunteers (our internal customers).


(e)   Successful Projects and Activities
Our Capital Region Veterans Stand Down was held October 7, 2000 at the Troy Armory.  A DAV Homeless Veterans Flag Day Stand Down was held June 9, 2000.  The Volunteer Manager coordinated all the volunteers who assisted at these two events.  The events were a joint community effort between our medical center and New York State and county departments.

Volunteer Service Organizations and Fraternal Organizations participated in an Adopt a Vet program during the holiday season, providing food and gift items to veterans and their families.
The American Legion Auxiliary members continued their ALA Gift Shop tradition and visited 210 inpatients and outreach program veterans.  Each veteran chose a holiday gift to be mailed to his or her family at the auxiliary’s expense.
The VAVS Committee’s Annual Holiday Gift Distribution provided visits, strolling musicians, caroling, and gifts to 150 hospitalized veterans.   Over 300 veterans in structured outpatient programs were given gifts and grocery store gift certificates.    

Our Superbowl Tailgate Party for our hospitalized veterans was co-sponsored by the VFW, DAV, American Legion, Korean War Veterans and the National Order of Trenchrats.  Veterans enjoyed a luncheon and received NFL team jackets, tee shirts and memorabilia.

Ground Day Job Shadowing Day on February 2, 2001 provided career-minded students an up-close look at the professions they are pursuing.  

Our National Salute to Hospitalized Veterans was a week-long activity-filled tribute to our men and women veterans.  Many community groups, scouts, students, elected officials and musical entertainers participated in visitations, entertainment and activities during the day, evening and weekend hours.

A Re-enactment of the Flag Raising of Iwo Jima was conducted by Marine Corps League members on February 23, 2001 at our medical center’s front circle, followed by a ceremony including many area veterans who were present on the island at that historic moment in attendance.  A breakfast was held in our 3rd floor auditorium following the ceremony.

Voluntary Service won a 2nd place trophy for our participation in the Cohoes Memorial Day Parade.

Assisted the administrative staff of the Saratoga VA National Cemetery with their Veterans Day and Memorial Day Ceremonies.

Our 3rd Annual Network 2 Volunteer Conference was held at the Athenaeum Hotel at the Chautauqua Institution.  It was a great opportunity for volunteers to meet their counterparts and staff from the other medical centers and learn about programs we’re working on to strengthen our volunteer program.  .

Volunteers provided the Geyser Elementary School students a “living history” lesson following a Flag Day ceremony at the Saratoga school.  Photos, pins and other memorabilia enhanced their shared recollections of their days in military service.  

The Korean War 50th Anniversary Memorial Ceremony was held on June 25th at the Korean War Veterans Memorial in Albany.  The Volunteer Manager participated on the planning committee and coordinated volunteer assistance.

Our 4th of July Patient Picnic was held for our hospitalized veterans, Hoptel and Fisher House guests, outpatients of our Community Day and Adult Day Health Care Programs, and their visiting family members.  Everyone enjoyed the band music, the line dancers and all the refreshments.  The event was a great success due to the teamwork of all the veterans service organization and fraternal organization members who worked together to prepare and serve refreshments.   News Channel 10 featured our picnic on their 11pm news.

Our Vet Center’s 20th Anniversary was celebrated on September 17th with a ceremony and cookout.  Congressman McNulty was the guest speaker.
Our Welcome Buddy Program volunteers visited 2,683 newly admitted patients throughout this fiscal year.  In addition to the friendly visit,  each veteran was given a “Thinking of You” card, an afghan, slipper socks, bag of toiletries, a copy of the Schedule of Recreation Activities sheet for the week, and a “Patient Rights and Responsibilities” pamphlet.

Our “Because We Care”  program provided new clothing to 310 veterans.  Items provided by this customer service program included sweatpants, sweatshirts, underwear, sneakers, socks, tee shirts, hats, gloves, coats, carry bags, toiletry items, shower shoes, pajamas and belts.  In addition, veterans were provided postage stamps, envelopes, CDTA Bus Tokens and Canteen Books.   Voluntary Service conducted an Employee Coat Drive in autumn to meet the coat needs of our veterans.

Veterans Community Express:  Our medical center continued its Memorandum of Understanding with the Albany Senior Center to integrate our social recreation activities and health education program for veterans and spouses 60 years and older.  This program is an expansion of Adult Day Health Care and supports our Network strategic goals.  Volunteers assist with social activities, present safety demonstrations, provide musical entertainment, and work with staff to schedule VA health and wellness presentations.

We successfully negotiated office space for our Visually Impaired Service Team Volunteers.  These volunteers provide escort service to their fellow visually impaired veterans who come in for their outpatient clinic appointments, X-rays or lab tests.  They facilitate a monthly low vision support group at our medical center, organize recreation activities for blinded veterans and assist other visually impaired veterans to gain access to the computer and the Internet.


(f)  Annual Programs and Continuing Events:  Every opportunity is utilized  to spread awareness of our quality healthcare services.   The following programs and events were planned, conducted and/or supported by Voluntary Service during fiscal year 2001.   They were well received and well attended.

Opening Ceremonies of New CBOC’s


Re-Creation Show

Mental Health Awareness Day



Masonic Day

USO Holiday Show





Veterans Day Parade in Albany

National Salute to Hospitalized Veterans


Saratoga Cemetery Veterans Day

4 Chaplains Brotherhood Award/Reception

AMVETS “Because We Care” Day


Memorial Day Parade in Albany



Superbowl Tailgate Party

Saratoga Cemetery Memorial Day Ceremony

4th of July Patient Picnic

Volunteer Awards & Recognition Program


Volunteer Week Social

Cancer Survivors Day




Women Veterans Health Fair

Weekend Popcorn & Ice Cream Program


POW/MIA Recognition Program

Florence Nightingale Award 




Enrollment Events & Fairs

Director’s Office Teas




Troy Flag Day Parade

Veterans Day Parade in Cohoes



Gold Star Mothers Day

(g)  New and Unique Volunteer Assignments
Pet Therapy:  Handlers and dogs visit hospitalized veterans and outpatients in primary care and subspecialty clinics.

Counseling, Advocacy, Services, Entitlements (CASE) Program is supported by the Retired Senior Volunteer Program whereby trained volunteers assist veteran patients to complete and read official forms and letters including Medicaid, Medicare, Advance Directive, housing, etc.

Greeter at 5th Floor Lobby:  Welcomes veterans to the Subspecialty Clinic floor and directs them (or escorts them) to the appropriate wing and check-in desk.

Visually Impaired Service Team Volunteers:   Visually impaired veterans volunteer to escort other visually impaired veterans to their outpatient clinic appointments, X-rays or lab tests. They facilitate a monthly low vision support group at our medical center, organize recreation activities for blinded veterans and assist other visually impaired veterans to gain access to the computer and the Internet.

Prosthetics:  packages and mails prostheses to veterans; computer workload data input

Hoptel Desk Clerk:  greets and provides orientation to guests; phone coverage

Primary Care Clinic Triage Assistant:  takes vital signs, height and weight of
veterans; takes specimens to the lab; picks up and delivers mail; answers incoming calls and completes phone contact sheets.  (Proof of EMT certification or LPN license is required)

Lobby Musician:  guitar player provides soothing and entertaining music for patients, 
visitors and staff in the main lobby

Canteen Food Court School-to-Work Program:  students from local job corps work 
alongside Canteen staff to enhance culinary skills prior to their graduation

Patient Information Folder Collators:  In our Veterans Service Center, volunteers 
assemble the information envelopes given to all admissions and outpatients

Nuclear Medicine Receptionist: notifies technologists of patients’ arrival.  Calls 
patients to remind them of upcoming appointments

Fisher House Housekeeping:  during housekeeper’s absences, assists with tidying 
up rooms before guests check in.

Newspaper Distribution:  brings donated newspapers to hospitalized veterans and to clinic waiting room areas.

Food Court Ambassadors:  lunchtime helpers assist veterans with carrying their food trays to their tables

Cemetery Information Booth:  assist visitors arriving at the Saratoga VA National Cemetery

Welcome Buddies:  visit and distribute comfort items, afghans, playing cards, that week’s Recreation activity sheet, “Patients’ Rights and Responsibilities” pamphlet, and a “Thinking of You” card to each newly admitted patient.


(h) Assessment of VAVS Committee
Our VAVS Committee met four times in Fiscal Year 2001.  The meetings included announcements of certifications and recertifications of organization representatives and deputy representatives, Management Reports by the Director or his designee and the Care Line Leaders, updates on committees and medical center programs, and announcements of upcoming events.   VAVS Committee members disseminate information from these meetings to their organization members.   

The sharing of volunteers’ and veterans’ personal experiences at National Rehabilitation Events bolstered our efforts to fund the patients’ trips to these events.   Videos of the Winter Sports Clinic, Golden Age Games and Creative Arts Festival have been shown at our meetings and in our main lobby, and are loaned out for organizations’ meetings.  

In addition to letters welcoming newly appointed organization representatives and deputy representatives to the VAVS Committee, during this fiscal year we began sending letters signed by our Director to those who were not re-appointed.  These letters express our gratitude for their service on our VAVS Committee and their commitment and support of our mission to serve those who have served.

Considerable energy has gone into helping volunteers look “outside the box” to recruit new volunteers, increase donation support, and create new volunteer opportunities.  The phrase “because we’ve always done it this way” will not help our volunteer program grow.

Our medical center has had a Veterans Holiday Committee for many, many years comprised of members from various veterans’ organizations.  This committee continues to use its fundraising efforts to support VA recreation events and patient activities.   

A VAVS Executive Committee was re-established in November of 2000 to strengthen our Volunteer Program by helping us to achieve goals, promote new volunteer programs and act as a “steering committee” to our VAVS Committee.    The committee met three times during this fiscal year.  

· The committee initiated a “Volunteer of the Month”  recognition initiative.   Nomination forms were created and the program was promoted to volunteers and staff throughout our medical center and our off-station sites.  The Executive Committee reviews the nominations, selects the award recipients, and sends notification letters to the nominator and nominee.   We use a section of our glass case in our hallway to spotlight the award recipient.   These nomination forms also provide valuable information for community award nomination submissions.

· The committee assisted with the “Lunch & Learn” Program presented to medical center staff.

Our Veterans Service Center Management Office conducted six Veterans Service Officer meetings during the fiscal year.  The meetings agendas included information on veterans’ benefits as well as presentations by our Director, Care Line Managers, CBOC Operations Officer, Voluntary Service, and Network staff.

Volunteers actively participate as Committee Members of the Management Assistance Council Networks 2 & 3, VetCare Board, Dean’s Committee, Cancer Survivors Day Planning Committee, Women Veterans Health Fair Committee, Capital Region Veterans Stand Down Committee, Vet Express Committee and the Saratoga VA Cemetery Support Committee.

2.  Program Management:  Voluntary Service is part of the Management Systems service line under the Director.  Management Systems’ weekly meetings have focused on our team effort to provide material support and guidance to each other as well as to each of the Clinical Care Lines and to strategize to meet established goals (Network and Medical Center Performance Measures, Goalsharing and local priorities). 


(a)  Staffing:  Voluntary Service is currently staffed by a Volunteer Manager GS-12 and Volunteer Specialist GS-10.   We are fortunate to have loyal, talented volunteers who serve as office receptionists, type our donation acknowledgment letters and assist us with the day-to-day operation of our office. 


(b)  Training and Orientation
Volunteer applicants are interviewed and complete their initial orientation process on a one-to-one basis.  We have overprinted the back of the Application for Voluntary Service VA 10-7055 to include a checklist for applicants to initial upon completion of each orientation/ training element.  Each person is given a Volunteer Handbook, PPD verification sheet, vehicle registration form and a copy of our most recent Volunteer Newsletter.

Our medical center staff and volunteers received their mandatory annual safety training in October 2000 by attending the “2001 Space Odyssey” exhibits in our auditorium which reviewed policies and procedures that promote a safe environment.  The exhibits used storyboards, videos and handouts to educate staff and volunteers while they followed the path and completed a quiz sheet.  Employees’ attendance was entered into the education tracking system.  Volunteer data was kept separate and sent to Voluntary Service for our education files.  Every effort is made to notify volunteers of this annual training requirement.  Announcements are made at our VAVS Committee meetings, flyers are mailed and posted, and articles are placed in our quarterly volunteer newsletter.  Volunteers who miss the training opportunity are provided a booklet and quiz.  Those who return the completed quiz are given credit for the training.

Our 3rd annual Network 2 Volunteer Conference was held in June in Chautauqua, New York. The theme of the conference was “International Year of the Volunteer.”  Twenty-five organization representatives and deputy representatives attended from our VAMC.  Volunteers attended educational sessions presented by Network 2 staff and Volunteer Managers from other networks on:  Improvements in Access and Preventive Health, Creative Volunteer Assignments – Meeting the Challenge of Change, Planetree, The Role of VAVS in VA Health Care, and Volunteering is Good Business.

“The Role of VAVS Reps & Deps”  booklets were given to all organization representatives and deputy representatives as refresher training and given to each new appointee during their training and orientation session.


Voluntary Service implemented a variety of initiatives during this year to educate our VAMC staff about the entire scope of the VAVS program:

· Voluntary Service updated our  “Invitation to Help Others”  brochure and created a “Volunteer Management Guide”  brochure (copies attached)

· Customer Service Day was held at our medical center on January 9, 2001.  Voluntary Service staffed an exhibit to showcase our volunteer programs, donations that have enhanced our services to veterans, a picture display of volunteers in action, and brochures.

· Articles were placed in the Notable News (daily computer announcements) and Management Services’ IOI’s (items of information shared on exchange mail) to spread awareness to staff about our special events and new initiatives

· A “Lunch & Learn”  session was held on July 10th.  All employees were invited to bring their lunch.  Voluntary Service provided dessert and beverage.  Employees were given one hour of education credit for attending.

· Voluntary Service participated in each New Employee Orientation (held bi-weekly) to give an overview of our Service.

(c)   The Patient Transportation Office is staffed solely by volunteers.  The Volunteer Specialist supervises and trains the volunteers in this program.   The office is staffed by an average of 10 volunteers each day.   The volunteers transport hospitalized veterans and outpatients (ambulatory and in wheelchairs) to scheduled appointments within the facility on weekdays.  Between trips, volunteers assist with other duties such as: wheelchair roundup, completing big and small mail-out projects, and serve as alternates for our Welcome Buddy volunteers.   During this fiscal year, volunteers transported 9,734 veterans to their appointments; a 29% increase over the previous year.  

(d)  Volunteer Transportation Program: Danny LaHart served as our Hospital Service Coordinator in a strictly volunteer capacity until May 14, 2001 when he asked to step down from his position.   He agreed to stay on until the position was filled. We immediately began a search for a candidate and volunteer drivers kept the office in full operation under Danny’s supervision.  George Reilly began on-the-job training for the position during the month of June.  On September 21, 2001, George was hired by DAV as a full-time Hospital Service Coordinator.

  The territory covered by our transportation program is the largest in our Network, serving veterans in 22 counties of Upstate New York, Western Massachusetts and Vermont.    We presently have eleven vans in operation providing transportation to and from our medical center and our CBOC’s.  Volunteers also transport veterans from their homes who are unable to get to the County Van pickup points to utilize their county’s transportation system.  Not all of the eleven vans are stationed on our medical center grounds.  We have placed vans in secure locations in Fulton County, Hudson, Malone, Plattsburgh, Schroon Lake, Sullivan County and Sidney because these locations are many hours away from Albany.   


In addition to the patient transportation program, our HSC coordinates a weekly shuttle for supplies, labs and X-rays to the Plattsburgh, Glens Falls and Elizabethtown Clinics.

TRANSPORTATION TRENDS

	
	FY’98
	FY’99
	FY’00
	FY’01

	
	
	
	
	

	Miles Traveled   
	95,086
	160,796
	239,604
	225,746

	Veterans Served
	14,028
	  16,156
	  18,985
	  15,441



During this fiscal year, the volunteer managers of each of our five medical centers in our Network met and worked together to establish a uniform policy regarding the use of DAV vans.  We are committed to following standardized regulations regarding the vans being used strictly for patient transportation to a medical appointment.  We established Network Memorandum 10N2-149-01 “Network 2 Transportation Volunteer Drivers and Vehicle Usage”.  


(e)  Community Relations and Activities

Speaking Engagements:  Voluntary Service staff again this year attended numerous events in the community representing the Voluntary Service Program and the medical 

center.  The Volunteer Manager was the guest speaker, or gave the remarks or presentation at the following events:

Veterans of Foreign War and Auxiliary District Convention

Veterans of Foreign Wars Post 8692 Loyalty Day Ceremony

Military Order of the Cooties Grand of New York and District 4 M.O.C. Ceremony

Veterans Community Express 2000 

DAV March Mid-Winter Conference and June Convention

Visiting Officials:  Voluntary Service prepared itineraries for visiting officials from veterans organizations and elected officials, providing meeting opportunities and tours of areas of interest to these individuals.  The visitors included:  


US Congressman Maurice Hinchey


Assemblyman Robert Prentiss


Albany County Executive Michael Breslin


New York Naval Militia personnel


Matthew Weinstock, Government Executive Magazine


Veterans Affairs--New York State Regional Conference

National Society Daughters of the American Revolution members


VFW Auxiliary State President and Auxiliary members


Order of Eastern Star Greene-Ulster District Officers


DAV Auxiliary NYS Commander and Senior Vice Commander


Military Order of Cooties members, Grand of New York, and MOCA members


Salvation Army officers

50th Anniversary of the Korean War Ceremony:  The Volunteer Manager played a key role on the planning committee for the ceremony commemorating the 50th Anniversary of the Korean War.  Members of the committee included personnel from the Division of Military and Naval Affairs, Division of Veterans Affairs, Northeast New York State Chapter of the Korean War Veterans, and the Korean Fellowship Association of the Greater Albany Area.  

Stand Downs:  The Volunteer Manager served as the coordinator for community volunteers at the October 2000 Capital Region Veterans Stand Down and the June 2001 DAV Homeless Veterans Flag Day Stand Down events held in Troy, New York.  She recruited and assigned volunteers to serve as van drivers, squad leader assistants, childcare room helpers, registration desk workers, and dining area helpers.

VetCare Board:  The Volunteer Manager serves as a member and recording secretary for the non-profit Veterans Care and Resources Development Corporation (VetCare) Board, The Board is comprised of community members and medical center staff to assist in establishing effective programs to meet the needs of veterans for non-medical supportive services.   

During this fiscal year, the Volunteer Manager has served on a sub-committee of the VetCare Board to plan a “Salute to Veterans USO Gala”,  which will be held in Albany on November 10, 2001.  This goal of this special celebration is to raise awareness of the contributions of veterans, increase the spirit of patriotism among both young and old in the community, and to celebrate the Stratton VAMC’s 50 years of service.  

Vocational Advisory Board:  The Volunteer Specialist is a member of the Glenmont Job Corps Center Vocational Advisory Board sharing expertise and defining skills that students need to compete in the workforce.


(f)  Community Partnerships
Key Bank’s Neighbors Make the Difference Day:  Eight bank employees came to our Fisher House and volunteered their time to do a fall cleanup of the Fisher House grounds and flowerbeds.  They also helped with some fall cleaning inside the Fisher House.

The Document Company Xerox in Albany donated $1,000 towards our Gazebo for our Community Day Program grounds.  They created and donated colorful, glossy posters for all our holidays for our inpatient wards and clinic bulletin boards.  During the months of April and August, employees from Xerox volunteered as “Welcome Buddies” , visiting newly admitted patients and giving them comfort items.

Price Chopper donated coffee for our inpatient wards and clinics throughout the entire year.  

Mohawk Dairy donated ice cream mix for our ice cream machine throughout the year.

Schenectady Gazette donated newspapers each morning throughout the year for our inpatient wards and our Adult Day Health Care program.

Times Union Newspaper donated 125 newspapers each day, Monday through Saturday, beginning September 2001 for our hospitalized veterans, clinic patients and staff.

Questar III vocational school for culinary students donated a large cake and trays of cookies for our Volunteer Recognition Social

The US Post Office employees brought in five huge “We Salute Veterans” posters filled with signatures from employees of their branches.  They also participated in our 50th Anniversary Ceremony & Enrollment Event by unveiling their Salute to Veterans Stamp.

The Kevin Fitzgerald & Associates, Inc. staff donated $100 for our Hoptel Unit.

The Schenectady Association of Retarded Citizens group came in during National Salute to Hospitalized Veterans week to decorate our Red Team Primary Care Clinic’s waiting room and distribute cookies.  They then returned on St. Patrick’s Day to visit our Adult Day Health Care veterans, presenting them with small plants and cards.  They plan to come in each holiday season to pay tribute to our veterans.

The proprietor of Adams Street Gallery in Delmar incorporated an expressive weekly art program with our Community Day Program clients.  She also brought in local artists to work with her on this rehabilitative medicine project.

The Uncle Sam Sparklers Line and Western Dance Troupe performed (free of charge) for our veterans during National Salute to Veterans Week.  They enjoyed the experience so much that they came back to perform at our Cancer Survivors Day Celebration and our 4th of July Patient Picnic.  Each performance was such a fitting tribute to our men and women veterans.

The Carroll Hill Elementary School students from Troy, New York, began school drives to support our Community Day Program veterans.  We received various “care packages” throughout the year containing personal comfort items, writing paper, stamps and envelopes, pens and pencils, combs and brushes, puzzle books and canned goods.

A Boy Scouts Leadership Project provided park benches and flower boxes at our Community Day Program grounds.  An Eagle Scout candidate conducted a drive to collect playing cards for veterans.  He donated hundreds of playing cards to our medical center and volunteered as a “Welcome Buddy” to visit newly admitted veterans. 


(g)  Report of Program Goals


(1)  FY’01 Goals Achieved

Improve Access to Care:   


- Established additional volunteer positions at the Clifton Park, Elizabethtown, Fonda and Kingston CBOC’s.

- Secured office space for Visually Impaired Service Team volunteers

- Appointed a Volunteer Shuttle Coordinator and re-established daily patient shuttle service to and from our parking lot and front entrance. 

Improve Customer Service:


- The following annual evaluations were conducted:  Volunteer Satisfaction Survey, Voluntary Service Satisfaction Questionnaire (completed by staff) and Volunteer Performance Evaluations.


- Greeter Desk volunteer coverage increased.   The number of volunteers doubled and the number of hours for FY’01 is more than twice than last fiscal year.


- Established a Greeter position on our Subspecialty Clinic floor


- Employee coat drive resulted in “next to new” dry-cleaned coats 


- Provide canteen books for hospitalized veterans to pay for haircuts provided by a professional, licensed barber employed by Canteen Service.

- Increased visibility within our facility by presenting an overview of Voluntary Service at all Employee Orientations, staffing exhibits at our medical center’s 50th Anniversary Enrollment Fair and Wellness Fair, and holding a Voluntary Service “Lunch & Learn” program.


- Updated our Volunteer Handbook

Improve Healthcare Value:

- Weekday operation of our Welcome Buddy Cart to welcome all new admissions


- Van driver volunteer shuttles lab specimens and paperwork for our laboratory to a community hospital (a cost savings for our medical center).

Improve Volunteer Staff Professional Development:

-  Meetings held in Syracuse for all Volunteer Managers and Specialists in our Network.


-  The Volunteer Specialist attended the VAVS Professional Development & Training session in New Orleans, LA, in July 2001.



(2)  FY’01 Goals    

Improve Access to Care:

-  Provide complete weekday coverage for parking lot shuttle volunteer schedule.


- Continue to expand CBOC and Saratoga VA National Cemetery volunteer opportunities

Improve Customer Service:

-  Increase volunteer participation in Greeter Program (increase our present evening and weekend hours)


- Establish a volunteer-staffed patient travel lounge/wheelchair center


- Increase volunteer opportunities within the medical center and off-station sites


-  Create new beneficial partnerships within the community that will enhance services to our veterans

Improve Healthcare Value:


- Increase nontraditional donor support from the community


- Establish community volunteer assignment to provide homebound veterans with the opportunity to have qualified and trained volunteers come into their homes and provide a break for the primary caregiver (pending decision on security clearances).

Improve Volunteer Staff Professional Development:


- Arrange with Network 2 Volunteer Services to have a VAVS Timekeeping Training session for staff that has not had official training.


- Participate in Network 2 Volunteer Service’s conference calls and face-to-face meetings to increase consistency and strengthen our program.


- Increase participation in community volunteer organizations’ meetings and events 

(h)  Professional Development:

VAVS:   The Volunteer Specialist received official VAVS training by attending the Professional Development and Training session in July 2001.  

Public Relations:  The Volunteer manager provided public relations coverage in the absence of the medical center’s Director of Public Relations and Marketing.

Professional Affiliations:  The Volunteer Manager and Volunteer Specialist are members of the Volunteer Administrators Association of the Capital Region.  The Volunteer Manager is also a member of their Scholarship Fund Committee, which supports members’ continuing education expenses.

KAREN B. HAAS

Volunteer Manager

STEPHANIE BONENFANT

Volunteer Specialist
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