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VOLUNTEER HANDBOOK
INTRODUCTORY STATEMENT
This handbook is designed to acquaint you with the North Country Health Consortium and Medical Reserve Corp-Northern NH Unit volunteer policies and procedures.  It is our objective to provide an environment for our volunteer staff that is conducive to and supportive of personal and professional growth.  Volunteers should read, understand, and comply with all provisions of the handbook.  
No volunteer handbook can anticipate every need for policies, procedures, or guidelines.   The North Country Health Consortium and the NCHC Board of Directors reserves the right to revise, supplement, or rescind any policies or portion of the.   Volunteers will, of course, be notified of such changes to the handbook as they occur.
NCHC wishes to thank Weeks Medical Center and Littleton Regional Hospital for contributing to the development of NCHC’s volunteer handbook, policies, and procedures.  Some of the text of this document may have been taken directly from the volunteer handbooks of Weeks Medical Center and Littleton Regional Hospital.
ORGANIZATION DESCRIPTION
The North Country Health Consortium (NCHC) began in 1998 as a vehicle for collaboration among health and human service providers serving Northern New Hampshire.   The primary mission of NCHC is: “To lead innovative inter-agency collaboration that promotes an accessible, cost-effective, responsive and quality health care system for individuals, families and employers in the North Country.”
Our vision is that all community members in the North Country will have access to high quality health care, which emphasizes wellness and prevention, and encourages the individual to take responsibility for his/her own health and well being.

To accomplish this, NCHC member organizations are engaged in activities to:

· Provide a vehicle for collaborative planning, implementation and evaluation of community-based disease prevention and health promotion activities;

· Increase capacity for community health status assessment and improved patient care outcomes;

· Offer health professional training, continuing education and management services to encourage sustainability of the health care infrastructure;

· Increase capacity for local public health essential services; and

· Increase access to health care for underserved and uninsured residents of Northern New Hampshire.

VOLUNTEER SERVICE

The purpose of volunteer service in this organization is two-fold:

1. To participate with NCHC staff, partners, and other volunteers in activities and community events related to health promotion, disease prevention, injury prevention, wellness education and community health status assessment (all active volunteers). 
2. To be prepared to effectively support local emergency workers in the event of a community emergency (members of the MRC-NNHU only).  
The objectives accomplished through NCHC’s volunteer program are:

1. To respond effectively to health-related issues in the North Country communities
2. To support the missions and work of the partners of NCHC

3. To strengthen the public health infrastructure throughout the region
4. To provide information and training in health-related fields to our volunteers
5. To help promote an interest in health careers
Application for Membership

All volunteers are required to complete an application form, so that we have your contact information and areas of interest on record, and sign a verification of your status with NCHC as a volunteer, which relieves any civil liability for damage or injury while performing activities on behalf of the organization.

Some volunteers, if working directly with children or other vulnerable groups of people, may be asked to provide their consent for the release of their police records.

In addition, MRC-NNHU volunteers are required to provide:

· Completion of an MRC-NNHU application

· Proof of License or Certification
· Consent to release of police records, or a copy of those records
Volunteers under 18 must provide signed permission from a parent or guardian, or proof of emancipation.
Training 
For all volunteers, opportunities to participate in training and certification programs at no cost or for a reduced cost are a major benefit of being a volunteer with the North Country Health Consortium.   All volunteers will be asked to view a short video on HIPAA standards, and to sign an agreement of confidentiality with regards to client information.
MRC-NNHU volunteers in health fields will have access to a variety of professional trainings and certification programs on disaster-related and care-related topics.  MRC-NNHU volunteers will be required to attend the following trainings, which will be offered on a regular basis throughout the year to new MRC recruits free of charge:

· Orientation to Medical Reserve Corps
· Universal Precautions / Blood-borne pathogens 

· Public Health 101 
· Incident Command System (ICS) training
The following are examples of training courses which will be made available to volunteers on a regular basis:

· National Incident Management System (NIMS) training 

· First Aid / CPR 

· National Disaster Life Support Courses: A series of courses in all-hazards preparedness 

· Community Emergency Response Team (CERT) training 
· Bio-terrorism preparedness and response
LIABILITY AND LEGAL RESPONSIBILITY

In very rare cases of accidental injury or damage caused during a volunteer’s service, issues of legal responsibility may come up.  Volunteers with NCHC and MRC-NNHU are protected in the following cases:

Personal liability.  Personal liability is civil responsibility for damage or injury to another person.  New Hampshire law includes a provision that limits the personal liability of volunteers for non-profit organizations like NCHC, unless the damage or injury is a result of misconduct by the volunteer.  As a volunteer of NCHC, you will be asked to sign a form that recognizes your status as a volunteer of NCHC or MRC-NNHU which will qualify you for these protections.  In addition, NCHC carries an insurance policy that provides additional coverage for its volunteers while they are performing services for NCHC or NRC-NNHU.  
Professional liability.  Volunteers providing services for which they are licensed or certified in good faith, as in the case of health care professionals volunteering with MRC-NNHU, are protected under state statute against civil liability in the practice of their profession during an emergency.  For this reason, MRC-NNHU requires validation of volunteers’ professional certifications and licenses before volunteers are able to contribute their professional services as volunteers.
Accidents resulting in harm to oneself.  NCHC carries an insurance policy that provides limited coverage (up to $25,000) for medical treatment, hospitalization, and licensed nursing care required as a result of an accidental injury to a volunteer that occurs while they are performing services for NCHC or NRC-NNHU.  

Workers’ Compensation.  As of January 2006, New Hampshire law states that any licensed health professional who provides health care or services in response to a public health incident will be eligible to workers’ compensation benefits as an agent of the department of health and human services, or the department of safety.  This rule applies only to MRC-NNHU volunteers, who are recognized in writing as agents of the state in a public health emergency.
Text of the New Hampshire statutes described above and copies of NCHC’s insurance policy for volunteers are available upon request.  Please ask the NRC-NNHU coordinator.

GENERAL INFORMATION FOR VOLUNTEERS

Attendance. Every volunteer is important.  If you are scheduled to work with a staff member, a great deal may depends upon your being there.  We ask that you let us know as early as possible if you are unable to participate as scheduled.  Please call the staff person or department you are scheduled to work with and tell them you are unable to come.

Appearance. Appearance is extremely important in reflecting the standards of professionalism and excellence, which we strive to achieve and patients expect.  All volunteers are expected to present a clean, well-groomed appearance.  This demonstrated respect for the organization which you represent, as well as respect for those individuals for whom you are providing service.

MRC-NNHU members will be provided with a polo shirt that has the national MRC logo.  Members are encouraged to wear this shirt when participating in any volunteer community as an MRC-NNHU member. 

Confidentiality.  Security and confidentiality of agency information are matters of utmost concern to clients and staff alike.  Individuals who have access to agency information are in positions of trust relative to this information and must recognize the responsibilities entrusted to them in order to maintain the confidentiality of clients and the integrity of the agency.   Similarly, individuals with access to agency equipment and technology are also entrusted with the appropriate use of these resources.  All volunteers will be asked to view a short video on HIPAA standards training, and to sign an agreement of confidentiality with regards to client information.
Drug and Alcohol Use. It is NCHC’s desire to provide a drug‑free, healthful, and safe workplace.  To promote this goal, volunteers are expected to report to their assignments in appropriate mental and physical condition to perform their activities in a satisfactory manner.

North Country Health Consortium prohibits the unlawful use, possession, transport, promotion or sale of drugs, drug paraphernalia, or look-alike (simulated) drugs, or the use of alcoholic beverages, at any time on its property. Volunteers may not report to their assignment under the influence of any drug, alcoholic beverage, intoxicant or other substance (including legally-prescribed drugs and medicines), which affects the ability to work safely and efficiently.
Equal Opportunity.  North Country Health Consortium is committed to complying fully with the Americans with Disabilities Act (ADA) and ensuring equal opportunity in employment for qualified persons with disabilities.  All staffing practices and activities are conducted on a non‑discriminatory basis.
Volunteers are accepted on the basis of merit, qualifications and competence as they relate to the needs of the North Country Health Consortium.  No aspect of volunteering shall be influenced by race, color, national origin, religion, sex or disability.  Acceptance decisions will be made solely on the basis of individual qualifications as related to the requirements of the volunteer assignments to be filled.

Problem Resolution.  NCHC is committed to encouraging an open and frank atmosphere in which any problem, complaint, suggestion, or question receives a timely response from NCHC supervisors and management.

Supervisors, managers, employees and volunteer staff are expected to treat each other with mutual respect.  Volunteers are encouraged to offer positive and constructive criticism.  If a volunteer disagree with established rules of conduct, policies, or practices, they should express their concern to the NCHC staff person supervising the volunteer activities.  The supervising staff person will strive, with the volunteer and other input as needed, to find an appropriate resolution to the concern.

Not every problem can be resolved to everyone's total satisfaction, but through understanding and discussion of mutual problems employees and management can develop confidence in each other, making resolution much more likely.  

Recording Volunteer Time.  Volunteers will be supplied with volunteer time sheets on which they can record activities and hours spent.  This record is important to NCHC because each volunteer’s time has a dollar value (set by the Federal government) that can be used to leverage grant funds in the future for NCHC activities and for the activities of our partner agencies promoting health and safety in the community.  Recording the volunteer hours contributed also gives NCHC a way to recognize those who provide outstanding service.  

Tracking volunteer hours can be of benefit to volunteers, also.  Certain numbers of hours can qualify volunteers for awards, recognition, scholarships, and eligibility for programs like SERVE.

Volunteers may also want to track their miles and expenses during volunteer service, many of which are tax deductible.  Travel, for example, is deductible at a rate of $0.14 per mile.  
Resignations.  Your decision to volunteer implies no binding commitment for duration of service. However, because of the investment of time, training, and resources that NCHC and MRC-NNHU invests in each of its volunteers, it is hoped that volunteers are prepared to participate fully in training opportunities and program activities before joining this organization.  
If you need to resign from your volunteer assignment for any reason, please notify the NCHC staff person with whom you are working, or the MRC coordinator as soon as possible.

Sexual and Other Harassment.  The North Country Health Consortium is committed to providing a work environment that is free of discrimination and unlawful harassment.  Actions, words, jokes, or comments based on an individual's sex, race, ethnicity, age, religion, or any other legally protected characteristic will not be tolerated.  As an example, sexual harassment (both overt and subtle) is a form of misconduct that is demeaning to another person, undermines the integrity of the organization, and is strictly prohibited.
Any volunteer who wants to report an incident of sexual or other unlawful harassment should promptly report the matter to his or her supervising staff member.  If the supervisor is unavailable or the volunteer believes it would be inappropriate to contact that person, the employee should immediately contact the Executive Director or any other member of management.  Volunteers can raise concerns and make reports without fear of reprisal.

Any supervisor or manager who becomes aware of possible sexual or other unlawful harassment will promptly advise the Executive Director or any Board member, who will handle the matter in a timely and confidential manner.

Smoking. In keeping with NCHC’s intent to provide a safe and healthful work environment, smoking is prohibited throughout the workplace. The use of smokeless tobacco is also prohibited. This policy applies equally to all employees, volunteers, customers, and visitors.
Smoking is allowed outside the facility during non‑work time provided entrances and exits are not blocked and the area is maintained in a neat manner.

Transporting.  Due to legal and safety issues, volunteers are discouraged from transporting minors or individuals receiving service from NCHC or MRC-NNHU under any circumstances. 
MEDICAL RESERVE CORPS EMERGENCY ACTIVATION PROCEDURES 

For volunteers with the Northern New Hampshire Medical Reserve Corps (NNH MRC), the following notification procedures will be used in the event of a public health emergency:

1. As soon as the North Country Health Consortium / Northern NH Medical Reserve Corps staff is made aware of the possibility of an MRC activation, MRC volunteers will be notified via email with as much factual information as is known about the situation and the potential role of volunteers.  This notification is for MRC volunteers to stand-by for more information and possible activation.  Northern Grafton Dispatch will also be notified of a possible call-down in the event that the CodeRED system will be utilized.

2. Situation up-dates will be provided via email every 24 hours or more, until MRC volunteers are ‘stood-down’ or activated for response in the emergency.  Even if no new information exists, MRC volunteers will be contacted every 24 hours after the initial request to stand-by.

3. Notification of activation will be made to volunteers’ home phones and email addresses using the CodeRED emergency notification system through Grafton County Sheriff’s Department dispatch center.  A current list of Northern NH MRC volunteers will be kept in the CodeRED system database.  Maintenance of the data base will be coordination through Tom Andross, Director of Communications for Grafton County Dispatch.  Activation of the CodeRED system can be made through the following numbers:  



Grafton County Dispatch non-emergency contact: (603) 787-2111



Grafton County Dispatch 24/7 emergency contact: (603) 787-6911

4. Notification of activation will be made with as much notice as possible to volunteers.  

5. MRC volunteers will be asked to respond by phone or email regarding their availability.  In-person contact will be made by NCHC staff to confirm availability and volunteers will be given information about their role and/or told where to report for additional information and training.

6. In the case of a large-scale MRC activation, a volunteer management center will be identified.  At the volunteer management center, MRC volunteers will a) receive an incident-specific photo ID badge, b) receive just-in-time training if necessary, and c) receive equipment and supplies if necessary.  Information about where and to whom to report will be provided at the volunteer management center.

7. If the situation does not result in an activation of MRC volunteers, email notification will be made to MRC volunteers, and Grafton County Dispatch if applicable, to ‘stand-down’.
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VOLUNTEER ACKNOWLEDGEMENT FORM
I have had an opportunity to read through the information contained in the volunteer handbook, and to ask questions about policies and procedures of an NCHC staff person.

Since the information, policies, and benefits described here are necessarily subject to change, I acknowledge that revisions to the handbook may occur.  All such changes will be communicated through official notices, and I understand that revised information may supersede, modify, or eliminate existing policies.  Only the Board of Directors of North Country Health Consortium has the ability to adopt any revisions to the policies in this handbook.

I acknowledge that this handbook is neither a contract nor a legal document.  I have received the handbook, and I understand that it is my responsibility to read and comply with the policies contained in this handbook and any revisions made to it.
I understand that as a volunteer my liability is limited under New Hampshire HB 618 and RSA 508:17-a.  My liability is also limited by insurance coverage provided by the North Country Health Consortium. (Transportation claims are excluded)
___________________________________________
_________________ 

VOLUNTEER SIGNATURE
                     


DATE

____________________________________________________________

NAME (TYPED OR PRINTED)
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