November 19, 2003                                                                  

Jim Delgado

Director, Voluntary Service (10C2)

Department of Veterans Affairs

810 Vermont Avenue, N.W.

Washington, D.C.  20420

SUBJ:  Narrative Report of Voluntary Service – RCS 10-0006

             For period October 1, 2002 – September 30, 2003

A. PROGRAM WORKLOAD, DEVELOPMENTS, AND TRENDS

1. Statistics

RS Volunteers
FY 2002
FY 2003

Batavia Site
233
266

Buffalo Site
774
868

     Totals
           1007
            1134

RS Hours
FY 2002
FY 2003

Batavia Site
27,595
28,548

Buffalo Site
       165,528
        148,746

     Totals
       193,123        
        177,294

Batavia Donations
FY 2002
FY 2003

Equipment & Items
$42,064
$47,387

Cash
        $33,983
        $38,772

     Totals
        $76,047
        $86,159

Buffalo Donations
FY 2002
FY 2003

Equipment & Items
$112,681
$191,183

Cash
         $81,955
          $65,927

     Totals
$194,636
$257,110

2. Narrative Assessment

Once again (based upon the above numbers), this past fiscal year was one of growth at both facilities in terms of regularly scheduled volunteers and at our Batavia site hours were up.  In addition, financial resources received here in Western New York (WNY) Batavia/Buffalo were up considerably from last year. We continue to average about 90 volunteers on any administrative day pursuing volunteer assignments at both sites, which reflects highly on the outstanding support provided by the volunteer program staff that we have here in WNY.

      Also, it is so very necessary that we continue the attempts to actively “groom” the development of our corporate and community-based programs, and other outside resources, which will help to strengthen a traditionally active program.  Our corporate recruitment is an area (that for all practical purposes) goes untapped, although we do actively communicate with area corporate and community businesses through mail-outs and special event notifications (which has reaped many benefits like support for special projects).    

3. Successful Projects and Activities

As always, we continue to promote our annual veteran events such as the POW/MIA Recognition Ceremony, Service Organization Award Recognition Dinner, Commanders’ Day, Veterans Day, Christmas holiday season, National Salute Program, National Former Prisoner of War Observance, National Volunteer Week dinner and recognition activities, as well as the ongoing Department and National Service Organization official representative visits.  

VAVS Activities – In an effort to raise extra dollars for various veteran and medical center needs throughout the year, seasonal Krispy Kreme Doughnut and Patriotic Baseball Hat sales are supported by staff, volunteers and guests to our facilities. 

“Chinese Auction” Event – VAVS Committee members, staff and other volunteers at our Batavia facility hosted the first ever “Chinese Auction” in October of 2002.  Approximately 60 sponsors and 90 participants supported this community event which raised  approximately $1,500.  All proceeds went to help defray various ancillary costs of the medical center, volunteers and our veterans throughout the year. 

Thanksgiving Day Dinner for Homeless – Volunteer Program Manager was an active committee member for the 2nd Annual Thanksgiving Day Dinner for homeless veterans held at our medical center in November 2002.  To assist in this project, the Volunteer Program Office staff ensured that sufficient funds where raised and available to offset the overall cost of the dinner. 

Annual Golf Tournament Fundraiser  – Staff and volunteers hosted another very successful fundraiser at the Batavia Country Club on June 6, 2003.  This 6th annual event raised about $4,200 to help send veterans to the Golden Age Games in Orono, Maine, and other medical center needs. Thus far, approximately $25,000 has been raised.

VAVS Representative and Deputy Training – The 5th Annual Network 2 VAVS Representative Conference was held June 20, 2003, at the Wyndham Hotel located in Syracuse, New York.  This year, network VAVS staff presented the “State of VAVS” to about 165 attendees who participated in this educational and social session.  The post conference evaluation forms received indicate many positive comments and do support another workshop in 2004.      

       DAV/VTN Van Project – The Disabled American Veterans/Volunteer Transportation Network hosted a sponsorship project to raise additional dollars for much needed vans.  Overall, our Buffalo Hospital Service Coordinator (HSC) teamed up with the Public Affairs Office, and VAVS, targeted hundreds of potential donors throughout WNY both veteran related and area businesses, and raised $32,000 from 62 financial contributions.

       Veterans History Project  - Volunteer Program Manager continues to support this project by facilitating volunteers who serve as interviewers and scripting personnel.  Here at our Buffalo site, the Adult Day Health Care Program Recreation Therapist has taken the lead in providing this service for the veterans in her program/others.  Our Medical Media staff have been very supportive with the necessary equipment which helps to facilitate this worthwhile activity.  To date, just about 20 World War II veterans have been interviewed (all but one were combat veterans).         

       Volunteer.gov - As you are aware, Network 2 VAVS staff have been directly involved in getting this pilot project up and running since the spring of 2002.  Initially, it was thought that Volunteer.gov could/would provide noticeable additional input to all programs throughout the state, however, that has not been the case.  The potentially positive recruitment tool that was previously reported a year ago, just has not developed for VA sites.  Most recently, a report provided for the Network 2 Director showed that actual volunteer placement were minimal.   

     Voluntary Service System (VSS) May 2002 – This past spring Network 2 was involved in the first phase of VSS training and implementation which was a tedious but successful transition throughout our network.  All sites participated and worked hard to see this timekeeping package through.   

In addition, the Volunteer Program Offices are continuously requested to provide assistance  (both financial and physical) for various projects throughout Batavia and Buffalo sites: i.e. dignitary visits, national recognition days and weeks, and other events limited in resources.

     Worth mentioning too, Volunteer Program Specialist (Buffalo) went out with a knee injury that kept her home from November thru March.  During this time frame though, Program Specialist was provided a laptop and continued to work from home (20 hours per week) while resting and rehabilitating per Physicians order and prognosis.     

4. Customer Service Initiative(s)

There have been just a few minor changes in customer service initiatives here in WNY since last report.  The VAVS staff continues to support the following list of assistance to veterans, their family members and guest to our facility as needed: 

        Comping Program – At times a veteran/family member/guest are dealt with problem(s) (i.e. long waits, mis-scheduled appointment, etc.), the staff member in that area is empowered to provide a $5/$1 coupon redeemable in our Canteen.  Volunteer Program Office oversees the issuing of these comping coupons, as well as accepting donations to offset the cost of this program.  Worth mentioning too, we have expanded the Comping Program to include the Niagara Falls Community Based Outpatient Clinic in nearby Niagara Falls, New York. 

        Greeter Program – This program has been in existence for several years and continues to flourish.  As previously mentioned, volunteers have been incorporated into this activity where veterans/guests are greeted when entering our facility and assisted if necessary. 

      Hoptel Units – A hospital hotel area was established to assist veterans when coming in for early morning procedure appointments.  They now arrive the prior evening and stay in a Hoptel room, avoiding early morning travel times and improves a higher rate of a timely appointment.  All rooms have been furnished by the various veteran service organizations.  VAVS also ensure that the needed supplies for a comfortable stay are maintained.  This program continues to be utilized on a regular basis and donations to offset the cost of this activity are ongoing.

      Parking Lot Shuttle – Volunteers operate a parking lot shuttle vehicle 5 days a week at the Buffalo site, assisting individuals to and from the building.  This activity has always been a well-used service by the veteran, especially during inclement weather days.  Traditionally, VAVS has the lead role in providing drivers for this program, however, it continues to be an ongoing challenge finding adequate drivers to keep service running.  To date, the Parking Lot Shuttle has been active three days per week, with potential placements to fill the 2 other days of the week.

      Patient Travel Lounge  - All outpatients who travel to and from their appointments by means of contract transportation/Disabled American Veterans-Volunteer Transportation Network program are directed to this area. Volunteers assist veterans who wait before and after their appointment to enjoy a cup of coffee, read, socialize, etc.       

     Veterans Service Center – Volunteers assist staff with various administrative tasks as veterans/family members frequent this very busy area obtaining information regarding their health care.

5. Business/Corporate & Recruitment Initiatives 

     As reported in previous narratives, VAVS continues to operate two student activities that are still in operation and allow continuous input from the community: 

   Batavia site  - Activity Buddy Program – this activity has continued with some success as high school students who are in need of community service hours (especially during the summer months) are matched up with staff nurses to help facilitate socialization and other appropriate interactive modalities. 

   Buffalo site – we are now into our 4th year with the Healthcare Explorer Post.  With the assistance of the Greater Niagara Frontier Boy Scouts of America, Inc., our facility hosts a 10 month long program that gives interested students the opportunity to meet healthcare professionals and explore potential healthcare careers.  Although last years participation was minimal, we have re-directed our energies (ie.  meeting 2 times per month at a later time frame to accommodate students) and continue to be optimistic with potential growth for 2003-2004.

B. PROGRAM MANAGEMENT

No changes to report, Volunteer Program Office is aligned under the Directors office and consists of the Manager and a Volunteer Program Specialist at each site.  In addition, approximately 10 hours of assistance per week continues to be provided by an employee shared through the EEO office. 

Volunteer Assignments/Patient Areas – This past year, Volunteer Program Office took time to meet with our Inpatient Satisfaction Team to discuss how VAVS could enhance our inpatients stay here.  This support will be ongoing and implemented in phases on 2 of our patient wards.

VAVS staff continue to meet regularly with our Respite Care Program staff in an effort to establish a handbook/working tool that will allow volunteers to begin visiting many of our homebound patients. We have looked at the Bay Pines Respite Care Program Handbook and are using their experience as a template for what we would like to accomplish. As a  “pilot” program, we are optimistic that we can begin seeing volunteers in the veterans home(s) as early as spring 2004. 

 In addition, volunteer assignments for both the Hospital Based Home Care Program and our Community Based Outpatient Clinics are known potential placements but have yet to be pursued. 

      VAVS Committee – Once again, we report that our VAVS Committee membership has many representatives that are elderly and unable to perform like they once did.  As a result, we will maintain what is priority in the program and look at opportunities to introduce VAVS to certain businesses. 

Community Programs – we continued our relationships this past year with longtime associations to Catholic Charities, Community Action Corps, court-appointed Community Service, Department of Social Services, Retired Senior Volunteer Program, United Cerebral Palsy, as well as other seasonal placements from community agencies.
C. COMMUNITY RELATIONS AND ACTIVITIES

Like many of our counterparts throughout the country, VAVS here do entertain the likes of Department and National service organization representatives during annual visits, as well as the occasional presence of local, area, state, and national politicians.  We welcome visitors’ input and do our best to impress upon them the great work being accomplished for veterans in Western New York and the Network.

D. PROGRAMMATIC GOALS

It is very important to this program that we extend more effort in providing outside opportunities for businesses, schools, and civic organizations. Volunteer Program Office staff is well aware that upcoming years will see continuous changes and transition, and by ensuring that the necessary communication channels are made, will help make this programs future a prosperous one.  

SUBMITTED BY:                                          CONCUR:

_________________                                     ____________________

MARK J. FRANCIS                                      MICHAEL S. FINEGAN

Voluntary Program Manager                         Director                 
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