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2013 BOARD OF DIRECTORS MEETINGS 
Administrative and Foundation offices 

4220 Edison Lakes Parkway, Suite 200, Room E 
Wednesdays, 7:30 a.m. 

 
 
Date   Topic of Focus 
 
February 20  Year in Review  
   Election of new members and officers 
   Board Self-Evaluation 
   
April 17  Review of Audit 
   New members’ first meeting 

June 19  Annual Professional Advisory Group report 
   Review of Personnel Policies Manual (every other year)  
   Review of Bylaws (as needed; at least every three years) 
 
August 21  Foundation Update 
   Strategic Plan update 

October 23  Quality Assurance Performance Improvement updates 

December 18  Budget for 2014 
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Center for Hospice Care 
VOLUNTEER ASSIGNMENTS 

Section:  Patient Care Policies        Category:  Hospice           Page:  1 of 1 
 
REGULATION: 42 CFR Part 418.78 – Volunteers 
 
PURPOSE:     Hospice volunteers are assigned in a timely and appropriate manner. 
                
POLICY:   1.  A hospice team member provides the patient/caregiver with information regarding 
     the services provided by volunteers.  This information may be provided verbally   
      or in writing. 
 

2. If the patient/caregiver is interested in having a volunteer, the team member 
completes a Volunteer Request and Plan of Care e-forms on the staff website. that 
are given to the Volunteer Coordinator. 

 
3. Alternatively, the Volunteer Coordinators may initiate contact with the patient if, 

based on information gathered at the interdisciplinary team meeting, it appears 
likely the patient or caregivers could benefit from volunteer services.  This is done 
in consultation with other members of the interdisciplinary team. 

 
4. Volunteer assignments are made by the Volunteer Coordinator in a timely manner 

based on patient/caregiver request and availability of volunteers. 
 

5. The Volunteer Coordinator describes the patient situation to an appropriate 
volunteer.  The volunteer may either accept or declinereject the assignment. 

 
6. If the volunteer accepts the assignment, the Volunteer Coordinator provides the 

volunteer with the information needed to make contact with and provide services 
to the patient and his or her caregivers. 

 
7. The volunteer is informed the patient will be revieweddiscussed every 14 days at 

interdisciplinary team meetings and is invited to attend if possible.   
 

8. Upon the death of a patient, the volunteer is notified as soon as possible by the 
Volunteer Coordinator or another designated staff member. 

 
 
 
 
 
 
 
 
 
 
 
Effective Date:  11/08                            Revised Date:  09/12                                                          Board Approved:  11/05/08   
Reviewed Date:  08/11                                                                                                            Signature Date:     11/05/08 
 
 



Center for Hospice Care 
VOLUNTEERS – CONFIDENTIALITY 

Section:  Patient Care Policies        Category:  Hospice         Page: 1 of 1 
 
REGULATION: 42 CFR Part 418.78 – Volunteers 
 
PURPOSE:     To address the importance of confidentiality and right of privacy of the Agency 

patient and family. 
                
POLICY:   Volunteers are expected to maintain confidentiality as per the Agency’s 

Confidentiality Agreement.  Each volunteer will sign the Confidentiality Agreement, 
which is completed in Volunteer Training, and a copy of which will be kept in theat 
volunteer’s file. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Effective Date:  02/94                                       Revised Date:   09/1201/06                          Board Approved:  01/17/06 
Reviewed Date:  08/11                                                                                                        Signature Date:  01/17/06 



Center for Hospice Care 
VOLUNTEERS – ORIENTATION, TRAINING, AND SUPERVISION 

Section:  Patient Care Policies    Category:  Hospice       Page: 1 of 2 
 
REGULATION: 42 CFR Part 418.78 – Volunteers 
 
PURPOSE:          To provide appropriate orientation and training prior to placement as a volunteer. 
                
POLICY:    Volunteers will provide at least 5% of the total of both travel time and patient care 

hours of all paid employees and contract staff.  Volunteers will be used in defined 
roles under supervision of a designated Agency employee after they have received 
proper orientation and training. 

                
                            Plan for orientation and training: 

• All individuals are interviewed before training for purposes of screening and to 
determine the volunteer’s interests and skills. 

•  
• Two reference checks are obtained, as well as a limited criminal history check on 

all potential volunteers. 
•  
• Volunteers who have any opportunity for patient contact will have a signed 

statement from their physician that they are free from communicable disease and 
will comply with any Agency drug screening policies. 

  
• New patient care volunteers are required to have an initial two-step testing method 
of the Mantoux TB Test and an annual test thereafter. Office volunteers that provide 
services in buildings that have a Hospice House must also have an initial two-step 
Mantoux TB Test, followed by an annual TB Test.  
 
• A training program is prepared by the Volunteer Recruitment Coordinator and is 

presented throughoutat least three times per  the year. or as otherwise determined 
necessary to train volunteers.  The program consists of, but is not limited to: 
1. Patient Care Volunteers: 

• Their duties and responsibilities 
• The persons to whom they report 
• The person(s) to contact if they need assistance and instructions regarding 

the performance of their duties and responsibilities 
• Hospice goals, services and philosophy 
• Confidentiality and protection of the patient’s and family’s rights 
• Family dynamics, coping mechanisms, and psychological issues 

surrounding terminal illness, death and bereavement 
• Procedures to be followed in an emergency, or following the death of the 

patient 
• Guidance related specifically to individual responsibilities 

  



Center for Hospice Care 
VOLUNTEER - ORIENTATION, TRAINING, AND SUPERVISION 

Section:  Patient Care Policies    Category:  Hospice       Page: 2 of 2 
 

2. Bereavement Volunteers:                
• Individual training by Bereavement Coordinator designed to volunteer 

needs and background  
• Hospice concept and  philosophy  
• Communication skills 
• Grief cycle, female grief, male grief, children’s grief   
• Videos as a teaching tool 

 
• 3.Office and Specialty Volunteers Hospice philosophy and concept of care   
• Individual training by assigned staff as to the jobs they perform 

 
4. Hospice House Volunteers 

• Additional training by Hospice House staff or Volunteer Coordinator is 
received on all aspects of food preparations (see policies  under  Food 
Preparations:  Chemical Storage, Dishwashing, Food Handler, Frozen Food 
Storage, Hair Restraints, Hand Washing, Leftovers, Non-food Storage, and 
Non-perishable Food Storage).   
 

• Volunteers will receive and sign copies of their position description related to their 
specific volunteer duties and a copy of a Volunteer Policies Manual. 
 

• An orientation check list will be completed by the volunteer for specific duties 
he/she may be asked to perform. 

 
• The signed and dated orientation checklist will be maintained in the volunteer’s 

record. 
 

• Volunteers are directly supervised by the Volunteer Coordinator at the office to 
which they are primarily assigned.  or a staff person designated by the Coordinator 
of Volunteers, and is available to them for training concerns and needs related to 
specific tasks. 

 
• Volunteers are evaluated annually.  
      
 
 
 

  
  
 
 
 
 
Effective Date:   02/94                          Revised Date: 09/12 06/12                                  Board Approved:  12/02/08 
Reviewed Date:  08/11                                                                                                          Signature Date:  12/02/08 

  



Center for Hospice Care 
VOLUNTEERS – PATIENT CARE DOCUMENTATION 
Section:  Patient Care Policies        Category:  Hospice           Page:  1 of 1 

 
REGULATION: 42 CFR Part 418.78 – Volunteers 
 
PURPOSE:     All volunteers are required to provide timely, accurate and appropriate documentation 

of any patient-related contact. 
                
POLICY:   1.  Hospice patient care volunteers use the Patient Care Volunteer Report/Time Sheet  
      for documentation of any and all contact with hospice patients and their  
      caregivers, including visits and telephone calls. 
 

2. Volunteers are required to keep a supply of forms available for their use. 
 

3. Upon completion of a patient/caregiver visit or phone contact, the volunteer 
completes the Patient Care Volunteer Report/Time Sheet and brings or mails the 
completed documentation to the Volunteer Coordinator. 

 
4. All volunteer documentation is submitted within three daysone week of the patient 

contact for incorporation into the patient’s clinical record. 
 

5. The Volunteer Coordinator reads all Patient Care Volunteer Report/ Time Sheets 
and follows up with the volunteer or patient/caregiver as needed. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Effective Date:   11/08                                Revised Date:  09/12                                      Board Approved:  11/05/08 
Reviewed Date:  08/11                                                                                                       Signature Date:  11/05/08 
 
 
 
 
 
 
 



Center for Hospice Care 
VOLUNTEERS – PERFORMANCE EVALUATION 

Section:  Patient Care Policies        Category:  Hospice           Page:  1 of 1 
 
REGULATION: 42 CFR Part 418.78 – Volunteers 
 
PURPOSE:     The Volunteer Coordinator evaluates the performance of all volunteers who have 

completed its volunteer trainingorientation program and/or orientationspecific 
training to their in his/her assigned area and are considered to have “active” volunteer 
status. 

                
POLICY:   1.  Each active volunteer is evaluated annually in the following areas: 

(a) Functioning in accordance with hospice policies and procedures 
(b) Appropriate communication with: 

(1) Patient/caregivers, if applicable 
(2)  Hospice Interdisciplinary Team members, if applicable 
(3)  Volunteer Coordinator 

(c) Providing appropriate documentation in a timely fashion 
(d) Participation in continuing education programs to develop/strengthen skills 
(e) Maintaining confidentiality 
(f) Performance of assignments as requested 

 
2. The evaluation is presented to the volunteer by the Volunteer Coordinator either 

in person, by telephone, or via mail. 
a) If the volunteer does not return the signed evaluation, and documented 

attempts to obtain it are unsuccessful, a copy without the volunteer’s signature 
is placed in their file and the volunteer enters “inactive” status. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Effective Date:   11/08                         Revised Date:   09/12                                                 Board Approved:  11/05/08 
Reviewed Date:  08/11                                                                                                       Signature Date:  11/05/08 



Center for Hospice Care 
VOLUNTEER RECRUITMENT 

Section:  Patient Care Policies        Category:  Hospice           Page:  1 of 1 
 
REGULATION: 42 CFR Part 418.78 – Volunteers 
 
PURPOSE:     CHC makes a consistent and concerted effort to recruit qualified, appropriate and 

competent peoplemen and women willing to volunteer their services to the hospice 
program.  Volunteers are selected regardless of race, color, national origin, ancestry, 
age, sex, religious creed, sexual orientation, or disability. 

                
POLICY:   1.  The Volunteer Department, in conjunction with the Marketing and Access    
 Department, maintains a list of potential sources for volunteers that is updated on a 

regular basis.Volunteer Recruitment Coordinator is responsible for the recruitment of 
new volunteers throughout the Agency’s service area, identifies recruitment 
opportunities and follows through with a plan of action. Volunteers are recruited for 
the following opportunities: 

a) Level One: 
• Office Volunteers 
• Bereavement Volunteers 
• Tuck-In Callers 
• Community Relations / Fund Raising Volunteers 

b) Level Two: 
• Extended Care Facility Volunteers 
• Specialty Areas Volunteers 
• 11th Hour Volunteers 
• Complementary Comfort Care (CAM) Volunteers 

c) Level Three: 
• Patient Care Volunteers 
• Hospice House Volunteers 

 
2. Prior to a scheduled volunteer training program, a mailing is sent to resources 

announcing the program and requesting assistance with posting announcements of 
the training.  In addition, press releases are sent to various area publications and/or 
other venues either by mail or, e-mail., or facsimile. 

  
3. All staff members are aware of their roles in the recruitment of volunteers and to 

actively seek to promote the Agency’s volunteer opportunities as they speak 
formally and informally to family members, friends, places of worshipchurch and 
community groups. they actively seek to promote the Agency’s volunteer 
opportunities. 

 
4. Family members and other caregivers of the hospice’s patients are encouraged to 

wait at least a year after the patient’s death before serving as a patientdirect care 
volunteer. 

 
5. All efforts to recruit hospice volunteers are documented and maintained by the 

Volunteer Recruitment Coordinators. 
 
Effective Date:   11/08                             Revised Date:  09/1206/06                                   Board Approved:  06/20/06 
Reviewed Date:  08/11                                                                                                       Signature Date:     06/20/06 
  



Center for Hospice Care 
VOLUNTEERS – RETENTION, SUPPORT AND EDUCATION 

Section:  Patient Care Policies        Category:  Hospice           Page:  1 of 1 
 
REGULATION: 42 CFR Part 418.78 – Volunteers 
 
PURPOSE:     In order to retain qualified, competent volunteers, CHC provides on-going support 

and continuing education opportunities. 
                
POLICY:   1.  Support is provided to hospice volunteers through: 

(a) A formal Volunteer Recognition event held annually 
(b) Regular and consistent contact with the Volunteer Coordinator and other 

members of hospice’s Interdisciplinary Team 
(c) Attendance at Interdisciplinary Team meetings, when possible 
(d) Volunteer newsletter (Gazette) published six times a year.  

   
2. Continuing education opportunities for volunteers include: 

(a) Specialized in-services on topics relevant to volunteers 
(b) Annual volunteer in-service day 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Effective Date:   11/08                             Revised Date:  09/12                                            Board Approved:  11/05/08 
Reviewed Date:  08/11                                                                                                           Signature Date:     11/05/08 
 



Center for Hospice Care 
VOLUNTEERS – SCREENING AND APPLICATION 

Section:  Patient Care Policies        Category:  Hospice           Page:  1 of 1 
 
REGULATION: 42 CFR Part 418.78 – Volunteers 
 
PURPOSE:     To ensure the highest quality of volunteers available, volunteers for CHC are 

screened for appropriateness and are asked to complete a volunteer application and 
provide two (2) references. 

                
POLICY:   1.  When an applicant for a hospice volunteer position inquires regarding the  
      volunteer training program, the Volunteer Recruitment Coordinator conducts a  
  brief phone interview to determine interest and appropriateness. 
 

2. If appropriate, based on the telephone screening, the applicant is scheduled for an 
in-person interview.  The applicant is either given, completed on the CHC website, 
or mailed a Volunteer Application and information packet. 

 
3. Once an applicant has been screened and accepted, he or she is invited to attend 

the next available volunteer training program.  If a training program is not 
scheduled for the near future, the volunteer may, at the discretion of the Volunteer 
Recruitment Coordinator, participate in an individualized training program. 

 
4. The Volunteer Recruitment Coordinator or designee obtains two (2) references for 

individuals who apply for volunteer positions at hospice. 
 

5. A criminal background check is obtained on the applicant during the volunteer 
training program. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
Effective Date:   11/08                             Revised Date:  09/12                                               Board Approved:  11/05/08 
Reviewed Date:  08/11                                                                                                       Signature Date:     11/05/08 
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