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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 and our Service Line 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 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’ commitment and dedication to their assignments help ensure that veterans receive the very best in quality care.   The work they do is important, but beyond that, their generosity of spirit makes our community a better place. 

The Volunteer Satisfaction Survey 2003 results proved to our Volunteer Office staff that our volunteers enjoy their work assignments and are proud to be part of our healthcare team.  Some comments from our volunteers we particularly enjoyed reading are:

· I like being a volunteer. I like to help people out.  My supervisor is a sweet and kind person, like a big sister to me.
· I really enjoy being able to help my fellow veterans and know in my heart that the staff appreciates me being there.  It is always a “good day” for me to come to the VA.
· The Albany VAMC is a great place to volunteer.
· The volunteer office staff is very supportive.
· The volunteer program is a wonderful and meaningful cause.  I have enjoyed my time as a volunteer and hope to continue for years to come.

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

1) Voluntary Service’s prompt response to their needs

2) Volunteers’ work performance and competency

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

Our Volunteer Specialist works closely with staff and as special projects are identified or there is a backlog in a specific area, volunteers are mobilized to assist staff until completion.

The following is a sampling of comments received from our employees:

· We have been fortunate in having a group of volunteers who are caring and giving of their time and expertise.  It would be very difficult to provide quality care for our veterans without their help.  We are grateful to have them.

· The CDRP program would be in sorry shape if it weren’t for Stephanie and Karen.  We are grateful for all the coffee, toiletry items, clothing, bus tokens that you provide, and especially the absolutely cordial, friendly attitude of caring.

· Thank you for the prompt response to any of my requests.  The programs and volunteer activities have made me more aware of the Voluntary Service Staff’s commitment and dedication.

· Our volunteers do quality work that assists our staff to enhance the quality of life for our patients.

OVERALL TRENDS

	
	FY’00
	FY’01
	FY’02
	FY’03

	Total Volunteer Hours
	109,783
	112,627
	105,419
	101,968

	       Regularly Scheduled
	97,350
	96,933
	93,489
	92,334

	       Occasional Hours
	12,433
	15,694
	11,930
	9,634

	 # Volunteers
	(avg)         783
	(avg)          799
	789
	

	 # Students
	(avg)           60
	(avg)            80
	                 99
	

	Volunteers Recruited
	270
	275
	183
	174

	       New
	256
	261
	174
	171

	       Reinstated
	14
	14
	9
	3


Statistics for FY’03 for total hours and total number of volunteers were lower this year than last; however, they are still higher than FY’99 and we have been successful in increasing the number of student volunteers.  


(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 Network Volunteer Newsletter, career fairs, affiliations with local schools, colleges and vocational training centers, and through referrals from our VA volunteers.   Volunteer opportunities are posted on our Network 2 VAVS Website, Volunteer.gov/gov , Channel 6 World at Home, and the Volunteer Match Internet websites.  

We welcomed 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:

· An article entitled “Volunteers Add Extra Special Care” written by the Volunteer Manager was printed in the Jewish World newspaper’s October 2002 issue

· Articles written by the Volunteer Manager on “Pet Therapy”, “Volunteer Recognition” and the “Veterans History Project” were published in the Empire State Marine (Department of New York, Marine Corps League publication).

· Women’s Health Expo at the Empire State Plaza April 14 & 15 included information on Volunteering at the Stratton VAMC

· Posted recruitment flyers at an area post office’s employee bulleting board

· Media kit folders and brochures received from headquarters were used throughout the year to assist us in recruitment and awareness efforts.

The Volunteer.gov/gov Project is a website initiative to enhance the public’s ability to locate volunteer opportunities.  The initiative is part of the USA Freedom Corps Volunteer Network, a collaboration of the largest nonprofit and volunteer resource centers in the country.  Agencies and offices including the New York State Division of Veterans Affairs, the Department of the Interior, Headquarters and Network 2 Voluntary Service staff, and Network 2 Behavioral Health personnel partnered to build the website.  The website allows potential volunteers to review specific job descriptions, submit their application to become a VA volunteer, and have their application reviewed via the website.  A one-year pilot program limiting the positions to Behavioral Health Care Line opportunities has been completed.  Network 2 has begun a second year with the expansion of opportunities to encompass all care lines.   A total of 74 position descriptions have been developed and posted. This website is limited to opportunities within Network 2; however, at the conclusion of this year’s pilot program a decision will be made whether the website will be deployed nationally, linking other Networks to potential volunteers.   

Volunteer Service and Behavioral Health Staff met with Bishop Howard Hubbard and Catholic Charities personnel regarding a partnership to provide services to homeless and at-risk veterans in the community and assisting us in promoting our volunteer opportunities throughout the religious community.  We plan to present information at upcoming meetings for the Council of Churches and the Diocese.

Our Volunteer Specialist facilitated the filming of Glenmont Job Corps’ Culinary Student Volunteers working in our main kitchen.  The Job Corps will use this video to recruit local businesses to partner with them to provide work experiences to complement the students’ education.  Through these contacts, businesses will learn of our VA Voluntary Program.

(c)  Corporate and Community Partnerships
Key Bank’s Neighbors Make the Difference Day:   bank employees came to our Fisher House and volunteered their time September 9, 2003 to do a fall cleanup of the Fisher House grounds and flowerbeds.  

State Farm Insurance employees from Ballston Spa participated in their Make A Difference Day by sprucing up the grounds at the entranceway to the Saratoga VA National Cemetery on November 4th.  Those who could not do the physical tasks held a toiletry drive for our VA Medical Center and delivered the items to us on December 19th.

A Duanesburg florist included our medical center in Teleflora’s “Make Someone Smile Week” by delivering and distributing flower arrangements in happy face mugs to our long-term care patients and bouquets to our nursing stations on July 16, 2003.

The Document Company Xerox in Albany created and donated colorful, glossy posters for all our holidays for our wards and clinic bulletin boards and as placemats for our Adult Day Health Care lunchroom.  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 (Golub Corporation) donated coffee, toiletries and hard candy for our inpatient wards and clinics throughout the entire year.  

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

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

Greenville Central High School students have formed an intergenerational partnership with our Adult Day Health Care program.  Two teams of 10-15 students each alternate monthly visits.  The students and veterans play cards, trivia games and discuss sports and current events.  The students also performed a holiday concert this year.

The Schenectady Association of Retarded Citizens group and the Maple Ridge ARC visit and participate in interactive activities with our Adult Day Health Care program on a monthly basis.

Albany River Rats Professional Hockey Team held a special “VA Night” game, providing free tickets to our hospitalized veterans and reduced tickets to volunteers and employees.  Hockey Players visited our hospitalized veterans and outpatient clinic waiting rooms and handed out autographed team photos.

Twelve reservists from the Albany Naval Reserve Center volunteered on Saturday, August 23rd at our Community Day Program.  They stained the gazebo, raked and weeded the grounds.  They will be returning in the spring to help with other grounds keeping projects

The 348th General Hospital HUS, Albany, NY held their 2nd annual conference for military and civilian nurses at our VAMC, followed by visitation and gift distribution to our hospitalized veterans.


(d)  Gifts and Donations
Voluntary Service actively promotes awareness of patient activities and medical center programs and encourages community support.  Our Network 2 Volunteer Newsletter includes a Donation Needs List of contributions that will benefit patient care.   The Donation Needs List is also posted on our Volunteer Bulletin Board and periodically attached to our VAVS Committee minutes.  Care Line Managers and staff are invited to VAVS Committee Meetings to appeal for specific needs.   During this fiscal year, we are proud to say that all requests for support were approved due to our ability to identify a sponsoring donor or availability of general post fund monies.


During this fiscal year, volunteer organizations donated funds to provide the following:

· Treadmill Pacemaster Pro for our Pulmonary Rehab program ($2,295.00)

· Electric Hi Lo Mat Table for our Physical Therapy department  ($2,900.00)

· VCR and CD/Cassette player for the Psychiatry Patient Education Room

· Four Pocketalker Pro Assistive Listening Devices for Audiology & Speech Pathology

· A rolling cart for the Help Hospitalized Veteran Program Craft Specialist’s program

· Four TV/VCR’s and custom stands for the Operating Room’s cardiac cath and Angiogram recovery room  ($2163.00)

· Microwave ovens for the Tampa House Transitional Residence, the Ambulatory Surgery patient nutrition room and SAARP program

· Twenty-nine wheelchairs for our Lobby for outpatients’ use

· Sweatshirts, tee shirts, jeans, sweatpants, underwear, coats, hats, scarves, gloves and sneakers for our “Because We Care”  
clothing program

· Coffee pots and 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

All wheelchairs and other equipment purchased through donated funds are stenciled, or a plaque is attached, to acknowledge the donor.   Voluntary Service is committed to insuring that patients and staff are aware of the generosity of our veterans’ service organizations, fraternal organizations and the community.   Our thank you letters to the donors inform them of the permanent acknowledgment.   

The success of our “Because We Care” and  “Welcome Buddy “ programs has increased community and organization donation support.   We also received a significant inumber of cash donations in memory of veterans who received their care at our facility.

Voluntary Service supports our medical center’s Comping/Service Recovery Program for our veteran patients and guests.  During this fiscal year, a total of 35 10-minute prepaid phone cards and 670 canteen books were donated by our Service to support this customer service initiative.

Our Volunteer Transportation Program acquired a new 12-passenger 2003 Ford Super Club Wagon XL on August 19, 2003 at a value of $32,912, which is reflected in our noncash donation figure.

Voluntary Service was challenged to raise $7,000 to send 14 veterans to participate in the Creative Arts Festival in Oklahoma City in October.  The veterans received their invitations in July, and we had a very short time to raise such a large sum.  Various fundraising activities were conducted, and we are proud that we raised all the funds needed for veterans and staff to purchase the plane tickets. 

DONATION TRENDS

	
	FY’00
	FY’01
	FY’02
	FY’03

	CASH
	$75,230
	$100,450
	$198,707
	$174,609

	NON-CASH
	$252,576
	$197,984
	$301,952
	$295,320

	TOTALS
	$327,806
	$298,434
	$500,659
	$469,929


(e)  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, search-a-word and crossword books

· 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

· Sweatshirts, sweatpants, tee shirts, jeans, underwear, socks, sneakers, coats, scarves, gloves and hats to patients in need  (to patients referred by staff social workers and providers)

· Reading material and videos

· Greeter/Information Desk volunteer coverage

· Hoptel Unit food and snack items for veterans and their caregivers

· Pet Therapy dog visitation

· Maintain a number of wheelchairs in our main lobby designated for outpatients. 

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

· Maintain a Spring Water cooler and cups in the main lobby for patients and visitors to soothe waiting time ($1,518.90 this fiscal year)
· Maintain fish aquariums in waiting room areas for patients’ relaxation and enjoyment
            ($3,600 each year).
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.
· Provide Canteen Books to pay for magnifying eyeglasses for veterans who are not eligible for eyeglasses.
· Large and small mail-out projects are folded, labeled, stuffed and sealed 
· Assist staff with medical center programs and special events’ activities (decorating, 

escorting patients, refreshment serving, set up and cleanup duties.)  
· 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 and retrieving “Quick Card” surveys throughout the facility
· Van Drivers shuttle lab specimens, X-rays and paperwork from our medical center, CBOC’s and community hospitals 

Shuttle Service: This customer service program is separate from the Volunteer Transportation Program and is supervised by the Volunteer Specialist.  Coverage is scheduled Monday through Friday, daytime shift, to and from our parking lot and front entrance.   Volunteers provided this courtesy to an average of 866 veterans and visitors a month.

Our Welcome Buddy Program volunteers visited 2,632 newly admitted patients throughout this fiscal year.  In addition to the friendly visit, each veteran was given a “Thinking of You” card, an afghan, non-skid 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 for the needs of 613 veterans (a 100% increase over the 310 veterans served the previous year).  A total of 2,620 items were provided by this customer service program included sweatpants, sweatshirts, underwear, sneakers, socks, tee shirts, jeans, hats, gloves, coats, carry bags, toiletry items, shower shoes, pajamas and belts.  In addition, veterans were provided postage stamps, envelopes, CDTA Bus Tokens, phone cards and Canteen Books.   Voluntary Service conducted an employee coat drive in autumn to meet the coat needs of our veterans.

New Procedure to Request Coffee and Toiletries for Inpatients:  Voluntary Service implemented a new procedure for ward personnel to obtain coffee and personal comfort items for their hospitalized veterans.  Personnel send Voluntary Service Staff an e-mail requesting items, and the order is filled and delivered to the ward by a Volunteer.   This saves the ward staff from having to leave their ward.

Our hospitalized veterans, Hoptel guests and Adult Day Health Care program veterans are offered haircuts once a week by a local beautician under contract with the Canteen Service.  Voluntary Service provides $10 worth of Canteen Books for each haircut for those who do not have them so that no veteran is denied this service.  During this fiscal year, Voluntary Service provided 2,880 canteen books for this program.

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.  

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 World War I, WW II, Korean War, POW/MIA, Women Veterans, and historical veteran and medical center memorabilia.


(f)   Successful Events, Projects and Activities
We partnered with the New York State Military Museum on a Veterans History Project to collect and preserve the experiences and stories of our state’s veterans in their own words.  We have two volunteers who have been videotaping interviews, which are stored with the interview forms in the archives of the NYS Military Museum and Veterans Research Center in Saratoga Springs.  Each veteran interviewed receives a copy of the videotape and a “Thank You Veterans” pin.  Twelve interviews were completed during this fiscal year.

The Capital Region Veterans Stand Down was held October 5th at the Colonie Elks Lodge.  The Volunteer Manager served on the planning committee and coordinated volunteer assistance.  This annual event is a joint community effort between our medical center, NYS Division of Veterans Affairs, New York Guard, Navy Reserve, NYS Department of Labor, the Salvation Army, county social services departments, and veterans service agencies.  

VA Volunteers and employees walked as a team at the Making Strides for Breast Cancer Walk on October 20.  Our VA team of over 200 walkers raised $12,000 for local research.  VA Healthcare Network Upstate New York is a corporate sponsor of this event.

Our employee coat & glove drive resulted in 96 coats and 114 pairs of gloves that were much appreciated by the veterans.

Voluntary Service coordinated our medical center’s participation in Albany’s Memorial Day  and Veterans Day Parades.   Volunteers, medical center and Network 2 staff walked with our VAMC banner and American Flags showing our VA and community spirit.

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 in December 2002 and visited 227 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, gifts and Canteen Books to 150 hospitalized veterans.   Over 300 veterans in structured outpatient programs were given gifts and grocery store gift certificates.    

A Blessing of Hands was held January 7th.  This nondenominational prayer service was held to congratulate, support, encourage and thank all staff and volunteers who care for our veteran patients.

A Superbowl Tailgate Party was held January 25th for our hospitalized veterans and 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.

Our National Salute to Hospitalized Veterans was a weeklong 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.

Marine Corps League members conducted a Re-enactment of the Flag Raising of Iwo Jima on February 21st at our medical center’s front circle, followed by a ceremony that acknowledged many area veterans who were present on the island at that historic moment. A breakfast was held in our 3rd floor auditorium following the ceremony.
Our Volunteer Recognition Ceremony and dinner was held Sunday, April 27th, to honor our dedicated volunteers.  The theme for our week was “Hats off to our Volunteers,” which was chosen because so many of our volunteers wear so many different hats helping so many, and we salute them.  Two volunteers received Special Contribution Awards, and two Team Awards were presented.  

Our Volunteer Week Social was held April 29th in our auditorium to present awards to volunteers who were unable to attend the formal ceremony.  A display board of photos of  “Volunteers in Action” was placed in our main lobby throughout National Volunteer Week.

Voluntary Service and Recreation/Music Therapy coordinated a visit of the West Point Jazz Band who performed for our patients, staff and volunteers on May 22nd.

On June 2nd, the Albany VAMC held a Ceremony honoring all Federal employees who served in the National Guard or the Reserves in the past year.  Congressman Michael McNulty, Assemblyman James Tedesco and other local leaders attended.  During the ceremony, the area Postmaster presented our VAMC with a framed copy of the new Purple Heart Stamp.

A 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 karaoke and all the food. 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.  The Times Union newspaper featured articles with photos. 

The Volunteer Manager was the contact person for the US Army’s MARS Program.  As e-mail messages from activity duty personnel to hospitalized veterans were funneled to her, they were forwarded to the appropriate Volunteer Manager at the New York State VA Medical Center specified in the message.  The e-mails were placed on meal trays, posted in display cases, and utilized by Recreation Therapists for their daily reality orientation and current event discussion groups. 


(g)  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 2003: 

Re-Creation Show





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



Super Bowl Tailgate Party

Saratoga Cemetery Memorial Day Ceremony

4th of July Patient Picnic

Volunteer Awards & Recognition Program


Volunteer Week Social

Cancer Survivors Day Ceremony



Women Veterans Recognition Day

POW/MIA Recognition Day 




POW/MIA Remembrance Day

Florence Nightingale Award 




Director’s Office Teas



Gold Star Mothers’ Day

(h)  New and Unique Volunteer Assignments
Lobby Ambassadors: greet veterans arriving by VA or County vans, obtain wheelchairs for patients as needed and escort them to their clinic appointments

Pet Therapy Program:  Our wonderful four-footed volunteers bring their youthful exuberance and affection to our hospitalized veterans and outpatients.

Emergency Room Volunteer assisted staff with clerical tasks, running lab specimens and escorting patients on evening and weekend hours.

Craft Cart Volunteers:  bring a large selection of craft kits to the bedsides of hospitalized veterans and to our Hoptel Unit.  The volunteers assist veterans with the crafts as needed.

Fisher House Bakers:  create “aroma therapy” for the families who stay at the comfort home.   

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

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 Musicians provide soothing and entertaining music for patients, visitors and staff in the main lobby

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

Cemetery Honor Guards:  teams of volunteers provide military funeral honors.

Welcome Buddies:  provide a friendly visitor to each newly admitted veteran along with comfort items to make their stay more comfortable.

Tele-reminder:  volunteer contacts veterans to remind them of their Compensation & Pension appointments.  This has drastically reduced their no-show rate.

Data Entry:   assists Dietitian by entering information into an Excel spreadsheet.


(i) Assessment of VAVS Committee
Our VAVS Committee met four times in fiscal year 2003.  The meetings included announcements of certifications and recertifications of organization representatives and deputy representatives, Management Reports by the Director or her 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 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.  


Medical center leadership approached Voluntary Service during the summer of 2003 to help find a forum for area veterans who participate in the Network Consumer Council (held in Syracuse) that would be informative about Albany VAMC issues and be responsive to their concerns.  Rather than creating a local Consumer Council, we decided to invite those members to join our VAVS Committee meetings. In addition to updates, we will actively facilitate a question and answer period so that concerns and issues from our veterans and organization representatives can be addressed.  At our September 9th meeting, we welcomed the new members. 

The VAVS Executive Committee serves to strengthen our Volunteer Program by helping us to achieve goals.     

· The committee oversees a “Volunteer of the Month” recognition initiative.  Members review the nominations, select 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, and the write-up is also posted on Albany’s section of the Network 2 VAVS Website.  We have added the nomination form to our website to encourage submissions.

·  “Lunch & Learn” Programs were presented to the Local Leadership Council, each of the Care Lines, and to the Facilities Management Staff.  

· Various fund-raisers were held throughout the year.  Yellow ribbon pins, heart shaped “United We Stand” pins, a hand-made wooden train and silk flower arrangement raffles by our committee volunteers raised funds for our GPF 1340 VAVS account.

The 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.

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, patient activities and sending patients to the National Rehab Games and Creative Arts Festival.   

Volunteers actively participate as Committee Members of the Management Assistance Council Networks 2 & 3, Network 2 Consumer Council, VetCare Board, Dean’s Committee, Women Veterans Committee, Capital Region Veterans Stand Down Committee, and the Saratoga VA Cemetery Support Committee.

2.  Program Management:  Voluntary Service is part of the Service Line under the Operations Officer to the Director.  The Service Line’s monthly 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, 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)   Awards: Volunteer Mable Hopkins was a finalist for the American Institute for Public Service’s 2003 Jefferson Award.  She was honored at an awards dinner in Albany on June 24, 2003.

On September 18, 2003, the State of New York Division of Military and Naval Affairs recognized our participation in the New York State Veteran Oral History Program.   Mr. Michael Russert of the Saratoga Military Museum presented certificates to Stephanie Bonenfant, Volunteer Specialist, and volunteers Ken and June Hunter at our VA Medical Center’s Director’s Office.


(c)  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.  Orientation includes training with handouts on HIPAA, Safety, Fire Procedures, Emergency Preparedness, Hazardous Materials, Sexual Harassment, Diversity in the Workplace, Infection Control, TB Tests, Patient Rights and Patient Abuse.  Each person is given a Volunteer Handbook, PPD verification sheet, vehicle registration form and a copy of our most recent Network 2 Volunteer Newsletter.

Medical center staff and volunteers received their mandatory annual safety training in October 2002 by attending the 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. Volunteer attendance was 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 and flyers are mailed and posted.  Volunteers who miss the training opportunity are provided a booklet and quiz.  Those who return the completed quiz are given credit for the training.

The 5th annual Network 2 Volunteer Conference was held in June in Syracuse, New York. The theme of the conference was “In Tune with our Veterans’ Needs”.  Twenty-nine organization representatives and deputy representatives attended from our VAMC.  

It was a great opportunity for volunteers to meet our new Network Director, network with their counterparts and staff from the other medical centers, and learn about programs we’re working on to strengthen our volunteer program.  The volunteer managers presented a “State of VAVS Report” on our current and future programs and goals.

Information from our conference is included on our Network 2 VAVS Website:  http://www.va.gov/visns/visn02/vet/volunteer.html
HIPAA Training was provided to all staff and volunteers through attendance at training sessions provided by VA staff or documentation that policy information was read and understood.

Computer Security Training was completed for all staff and volunteers with computer access.

Computer Basics and Internet Introduction was made available to all volunteers requesting training.  Voluntary Service coordinated the scheduling of volunteers with Information Systems staff.

The Volunteer Manager serves as the ADPAC for VISN 2 VAVS.  She composed the Voluntary Service VISN2 Computer Contingency Plan to respond to failures of the Voluntary Service System (VSS).

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

· Articles were placed in the Notable News (daily computer announcements) and Management Services’ IOI’s (items of information shared on exchange mail) to call attention to our special events, new initiatives, and to honor our Volunteer of the Month.

· A power point program and presentation on our Service, our services provided to support the medical center and volunteer supervision was presented to the Behavioral Health Care Line, Geriatrics & Extended Care, Diagnostics & Therapeutics, Medical VA Care Line, Facilities Management, and Local Leadership Council during this fiscal year. 

· Voluntary Service participated in each New Employee Orientations to give an overview of our VAVS programs and their relationship with hospital programs and services.

(d)   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 9 volunteers each day.   The volunteers transport hospitalized veterans and outpatients (ambulatory and in wheelchairs) to scheduled appointments within the facility on weekdays.   During this fiscal year, volunteers transported 7,589 veterans to their appointments.  

In addition to patient trips, volunteers perform the following customer service tasks:

· Return empty stretchers to the Operating Room after patient is returned to the ward.   

· Transport patient discharges from ward to the lobby entranceway and then return ward’s wheelchair  

· Wheelchair roundup to retrieve our Lobby wheelchairs

· Completing big and small mail-out projects

· Serve as alternates for our Welcome Buddy volunteers

· Deliver flower arrangements received for inpatients

· Deliver toiletry and coffee orders to the nursing stations

(e)  Volunteer Transportation Program: George Reilly  served as our Hospital Service Coordinator from September 21, 2001 until October 31, 2003 when he suddenly and without any prior notice resigned.  During this fiscal year, he coordinated the program with dedicated, reliable volunteer drivers.  Weekend coverage for emergency room and ward discharges saves the medical center considerable contract costs.   

We presently have eleven vans in operation providing transportation to and from our medical center and our CBOC’s.  One van was returned to the donor due to excessive mileage and engine repair needs.  A new 12-passenger van was received, thanks to Columbia County’s fundraising efforts in memory of dedicated volunteer Jerry Benvenuto.  Not all of our vans are stationed on our medical center grounds.  We have placed vans in secure locations in Fulton County, Hudson, Malone, Plattsburgh, Schroon Lake and Sidney because these locations are many hours away from Albany.   

Our HSC coordinates a weekly shuttle utilizing a government van from Facilities Management Service to transport supplies, labs and X-rays to and from the VAMC and the Plattsburgh, Glens Falls and Elizabethtown Clinics.   Van drivers for our out-placed vans also transport labs and X-rays to save the medical center currier service costs.

TRANSPORTATION TRENDS

	
	FY’00
	FY’01
	FY’02
	FY’03

	
	
	
	
	

	Miles Traveled 
	239,604
	225,746
	165,270
	138,569

	Veterans Served
	  18,985
	   15,441  
	    9,802  
	    6,941



Statistics for number of miles and veterans served have gone down significantly since the beginning of FY’02 when Sullivan County purchased a van and no longer needed our volunteer transportation program’s support.    Until that time, volunteers drove a 15-passenger van full of veterans five days a week.   In addition, the interim Hospital Service Coordinator appointed by the DAV until another HSC is selected has uncovered a discrepancy in the record keeping which indicates that the number of veterans served were underreported in the monthly reports to DAV Headquarters.


Goal for FY’04:  Our Volunteer Transportation Program has plans to expand transportation coverage to Schenectady County, which will increase the number of veterans served by our Volunteer Transportation Program.  We also have a new  volunteer driver to cover evening hours for emergency room and late ward discharges.  


The volunteer managers of each of our five medical centers in our Network collaborated to establish Network Memorandum 10N2-149-01 “Network 2 Transportation Volunteer Drivers and Vehicle Usage” dated February 28, 2002.   We are committed to following standardized regulations regarding the vans being used strictly for patient transportation to a medical appointment.  


(f)  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 Wars Post 8692 Loyalty Day Ceremony

Gold Star Mothers Luncheon

DAV Mid-Winter Conference

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


Congressman Michael McNulty


George Basher, Director, NYS Division of Veterans Affairs


Assemblyman James Tedisco


Assemblyman Robert Prentiss


Albany County Executive Michael Breslin


Charles Diamond, Staff Assistant to Congressman McNulty


George Infante, Albany County Legislator

New York Naval Militia personnel


National Commander of the American Legion


American Legion Field Service Representative


DAV Department Commander


DAV Auxiliary NYS Department Commander


Order of Eastern Star Greene-Ulster District Officers


Salvation Army officers


VFW State Hospital Chairman

50th Anniversary of the Korean War Ceremony:  The Volunteer Manager chaired the planning committee and coordinated volunteer assistance 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.  In conjunction with the ceremony, the US Postal Service paid tribute to Korean War Veterans with the nationwide issuance of the Korean War Veterans Memorial commemorative stamp.  Lieutenant Governor Mary Donohue and Deputy Consul General Hyun-Myung Kim of the Republic of Korea were the principle speakers.

Stand Downs:  The Volunteer Manager served as the coordinator for community volunteers at the October 2002 Capital Region Veterans Stand Down.  She recruited, assigned and supervised volunteers who served 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.   

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.

(g)  Report of Program Goals


(1)  FY’03 Goals Achieved

Improve Access to Care:   


- Maintained volunteer positions at CBOC’s.

- Maintained 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 weekend coverage increased.   New Lobby Ambassador position has enhanced our greeter program by greeting veterans as they step off the vans, getting a wheelchair for those who require one and escorting them to their clinic appoint-ments.    


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


- Provided canteen books for hospitalized veterans to pay for haircuts provided by a professional, licensed beautician under contract with Canteen Service.

- Increased visibility within our facility by presenting an overview of Voluntary Service at all New Employee Orientations and holding staff training sessions throughout the medical center.

-  Promoted the VA in the community by increasing number of community groups and performances in our National Salute to Hospitalized Veterans Week.

Improve Healthcare Value:

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


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

- Van drivers for our out-placed vans also transport labs and X-rays to save the medical center currier service costs.

Enhance, Preserve and Restore Patient Function:

-  Initiated participation of VA Volunteers in the Veterans History Project to collect memories and documents of veterans and to preserve their stories of their experiences for future generations.  
Improve Volunteer Staff Professional Development:

-  Meetings held on a regular basis in Syracuse or Canandaigua for all Volunteer Managers in our Network.

            - Volunteer Manager served as Master of Ceremonies for POW/MIA Remembrance Day Ceremony

            - Volunteer Manager served as chairperson for community committee to plan the final ceremony to commemorate the 50Th Anniversary of the Korean War.


- Volunteer Manager completed a “Frontline Leadership”  training program provided to Network 2 managerial staff.



(2)  FY’04 Goals    

Improve Access to Care:

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


-  Purchase magnetic sign to perch on top of shuttle van roof so the van is more visible to patients while patrolling the parking lot.


- Continue to recruit for volunteer opportunities at CBOC’s and other off-station sites

Improve Customer Service:


-  Provide on-going staff training sessions to improve quality of volunteer supervision, increase volunteer opportunities, and increase knowledge of our VAVS program.


-  Increase volunteer participation in Greeter Program on evening and weekend hours


- Establish a volunteer-staffed patient travel lounge/wheelchair center when space is available


- Increase volunteer opportunities within the medical center, Saratoga VA National Cemetery and off-station VA 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


- Work with Geriatrics & Extended Care Line to 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.


- Establish a “Silver Spoons” patient feeding program  


- Increase volunteer positions on inpatient wards on days, evenings and weekends

- Increase volunteer support to all Care Lines through the Volunteer.gov/gov Website portal.

Enhance, Preserve and Restore Patient Function:

-  Increase participation of veterans in the Veterans History Project to collect memories and documents of veterans and to preserve their stories of their experiences for future generations.  

Improve Volunteer Staff Professional Development:


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


- Increase participation in community volunteer organizations’ meetings and events 


- Attend VAVS National Advisory Committee meeting.

(h)  Professional Development:

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 (VAACR).  The Volunteer Manager is also a member of their Scholarship Fund Committee, which supports members’ continuing education expenses.  During this fiscal year, the Volunteer Manager was elected to the VAACR Executive Board as Vice President for Publicity.

Professional Development:  The Volunteer Manager participated as a member of a national VAVS Satisfaction Survey Task Group.

Training:   The Volunteer Manager participated in the Front Line Leadership training course at the Stratton VAMC provided to VISN 2 staff.   

The Volunteer Manager and Volunteer Specialist exceeded the 40 hours of continuing education training required of Stratton VAMC employees.

KAREN B. HAAS

Volunteer Manager

STEPHANIE BONENFANT

Volunteer Specialist
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