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Tower Surgery Desk
Location:
CHI St. Joseph Health Regional Hospital


2801 Franciscan Drive, Bryan, TX 77802




1st floor Tower, surgery desk
Department Contact Information:


Report to:  

Tower Surgery Desk, Patient Access Staff

Dept. Coordinator: 
Maria Vasquez

Phone:  

979.731.5672
Lead Trainer:  

Larry Noegel, noegel@bellsouth.net 
Sign-in:  
Information Desk, 1st floor of main hospital by front entrance.  Remember your PIN number is your home or cell phone WITHOUT the area code.  

Department Orientation Checklist:
This department requires you to orient prior to your first shift. You will be notified by email of available date/time for this orientation.
Additional Orientation Courses:  Not required 

· If you are ill or cannot make your shift, please call the number listed above to report your absence. You do not need to call Volunteer Services.

· Dress Code: Assigned Uniform Top, khaki pants, and rubber soled shoes. No denim, capris, shorts, or sleeveless shirts. No perfume or cologne in patient areas.

· Remember to take your department orientation checklist (included in this packet) on your first day or to scheduled department orientation. Please complete and return to Volunteer Services. 
New Volunteers: 

· Your identification badge will be ready for pick up on your first day at the Information Desk located in the main lobby of the Regional Hospital. The information desk is open Monday - Friday 8 am - 6:30 pm, Saturday 10 am - 4 pm and Sunday 11:30 am - 4:30 pm.  You are required to wear your badge while on duty. If you forget your badge you will be asked to leave. 

How to turn in Paperwork to Volunteer Services:

· Interoffice mail to Volunteer Services, drop off at the Auxiliary office, scan and email to volunteer@st-joseph.org, or fax to 979.776.5330.
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Tower Surgery Desk
Objective:  To greet guests, escort patients to Day Surgery assigned room, provide assistance and support to families in waiting area.   

Hours:  Monday – Friday 6am – 6pm 
Qualifications:


· Demonstrates ability to communicate and listen well.
· Ability to take initiative and be flexible in meeting the needs of guests.
· Mature, positive, outgoing and service-oriented individual.
· Ability to work closely with other members of the team.
· Physical ability to withstand walking and standing for a 3 hour period.
· Bilingual skills are helpful.
Training:

· Completion of Hospital Orientation.

· Completion of Department Orientation (hospital tour, customer service, policies and procedures, wheelchair procedures).

· Body Mechanics.

Competencies:
· Understand and follow directions.

· Work effectively with others.

· Recognize and respect multi-cultural needs of our patients and guests.

· Work with confidential information.

Responsibilities:


· Notify Patient Access staff of any absences by calling 979.776.5672.

· Sign in and out through the Auxiliary Room computer.  Wear volunteer uniform and issued identification badge; maintain confidentiality at all times and do not discuss any information learned while on-site to anyone outside of the unit, department, or CHI.

· Escort patients and families to Day Surgery pods. 
· Assist guests with wheelchairs.
· Assist in answering phones at registration desk.
· Greet guests as they enter the Tower.
· Other duties as assigned.
Training Information:

· Your position is assigned to the Tower Surgery Desk.  The desk is staff Monday – Friday 5:30 am – 6 pm by Patient Access staff.  Patients who are scheduled for surgery/procedures report to the Tower Surgery Desk.  

· The Day Surgery process:

· Prior to surgery, patients must come in to pre-register.  They will report to the Tower Desk and check in with the patient access staff.  Staff will then direct the volunteer to escort the patient to the appropriate Pre-Registration nursing staff member.  

· When the patient arrives on the day of surgery, they will give their name to the staff member and their information will be verified.  The staff member will hand the volunteer the patient folder and what room they have been assigned to.  

· There are five pods (Emerald, Blue, Sienna, Purple, Green) and four rooms in each pod, except for Sienna which has 6 rooms.  Room assignments will be listed as Blue 2 (Blue pod room 2), Purple 4 (purple pod room 4), etc.  

· When a patient checks in, they are issued a Patient Identification Number (PIN) to give to their family members so they can get updates from the nurse and through the Patient Tracker Displays.  These are screens in the Tower Lobby and Surgery Waiting Room (main hospital) and provide status location of the patient and a brief update about the procedure from the team caring for the patient.  The tracker boards are updated by the Day Surgery staff as the patient goes through the process from preparation before surgery, surgery/procedure, recovery, and discharge or admit to a patient room (for those that require hospitalization after surgery). 
· Families are also given a Coffee Pass. This allows the family to get free coffee in our Café on the first floor main lobby (not Starbucks, but our house blend brewed coffee).

· Occasionally patients have not been pre-registered and this will delay the check-in process at the desk.  When the desk gets back up with a line, please apologize for the delay, take the patient’s name (note what they look like so you can find them) and ask them to have a seat and you will come and get them when the staff member is ready.  

· After the patient has been checked-in, the staff member will hand you the patient’s folder and the assigned room number.  Please follow the script and escort patient and family from desk to Day Surgery Pod.  Sometimes pod assignments may change so verify with Day Surgery Nurses station before proceeding to the room assignment.  Take patient and family to room.  Point out the television remote, phone and restroom. Leave patient chart on the nurse’s station or give directly to the nurse, if available.  Alert nurse that patient is in the room.  
· If patient arrives with their own wheelchair, ask nurse for a patient label to place on wheelchair so it will not get confused with St. Joseph wheelchairs.  

· Use the Tower Desk notebook to make notes about the family and what they are wearing when you or volunteers who will be coming in later need to find them. 

· After the patient is taken for surgery, the family will be instructed to a waiting area.  There are two waiting areas (Tower waiting area and surgery waiting room in main hospital). Watch for families returning from the Day Surgery area to assist them.  Help them get seated in the waiting room. Point out the Patient Tracker board. Help them find the patient using the patient PIN #. 

· Make sure family has a Coffee Pass. This allows the family to get free coffee (not Starbucks but regular brewed coffee) in the café in the main lobby.  
· Tell family members about the conveniences located in the hospital:
· Gift shop in the main lobby. They sell snacks, bottled drinks, magazines, gift items, and flowers. They are open 8:30 am – 7:00 pm.  
· Café in main lobby that serves Starbucks and has bottled drinks, breakfast/lunch/dinner items such as pizza, sandwiches, salads and snacks
· Cafeteria is located in the basement. They serve breakfast from 7 am – 10 am, lunch 11 am – 2:00 pm.  Closed after 2 pm.  
· Vending machines are located in the basement next to the cafeteria and on the third floor of the main hospital in the Labor and Delivery waiting area.
· Chapel is located on the first floor of the main hospital.

· After Recovery, patients either return to the pod where the families can join them (the nurse will OK when family may come to the pod) or they are admitted to a room (the room will show up on the surgery board).  

Script for taking patient/family to Day Surgery pod: 
 “Good Morning/afternoon, (patient name).  My name is __________.  I am a volunteer.  I will be escorting you to (pod name and number), where your nurse will start getting you ready for your procedure.  St. Joseph has an excellent team that will be taking care of you today.” Once you have placed patient/family in the room … “I will let your nurse know you are here.  There is a phone beside the bed and you need to dial 9 for an outside line and the restroom is located through this door.  Is there anything I can do for you?”  Relay all requests through the patient’s nurse.    

· Alert nurse that patient in their room.

· Confidentiality – to protect the patient’s identity it’s important to be able to locate the family and avoid calling out the patient’s last name.  Please note what the family is wearing or where they are sitting so you can find them.  If you are not familiar with the families and need to locate someone, please ask, “Who are you here with” and make a note. If the nurse or physician needs to speak with them, ask the family to follow you to the back.  

· Periodically go through waiting area.

· Ask family members if they need anything. Make sure they understand how to read the tracker board.  Let them know that if they need anything to please ask you or the Tower desk staff.  

· Sometimes families become anxious when they have not heard anything. Tell the family you will check for them.  Go to the Tower Desk and call ext. 2548 (day surgery) or if patient is listed in the Recovery (Post Anesthesia Care Unit) call ext. 2440. 
· Straighten up areas (pick up trash, straighten chairs, call environmental services to address spills, report furniture issues Tower Desk staff)

· If families inquire about hotels, restaurants, etc., you can access information through the Information Desk in the main lobby.  Their ext. is 2479.

Wheelchair Procedures

Please observe the following:

· The brakes are located immediately beneath the armrest. 

· Lock both brakes before patient sits down or gets out.  Both brakes must be locked while chair is sitting idle, except in closet.  If only one brake is locked, chair will swivel.

· Be sure footrests are up and leg supports are out of the way before patient gets in or out.  While moving, footrests are down and patient’s feet must be on them.

· When ready to move, release both brakes, push slowly and steadily and do not jerk.

· When stopping, place hand on grip, foot behind wheel and lock both brakes.  Raise footrests and offer your arm while steadying chair with your foot.  Keep brakes on if you are going to transfer this patient to another place.

· If you need to push wheelchair through a manual door, go through backwards, using your back hip to open door.

· Always ask name of patient or check name band for proper identification.

· As patient backs into a wheel chair, stand very close to guide if needed.  Contact a nurse if the patient needs assistance into or out of a wheelchair.  Do not attempt to handle the situation yourself.

· If a patient has a bathrobe or blanket, be sure it is tucked in carefully so nothing catches on the wheels.  The patient must be properly covered at all times.  If their gown or robe is short, ask the nurse for a lap sheet.  Slippers or shoes should be worn (or cover feet).

· Never read or show charts or medical orders to the patient.

· Converse in “small talk” and refrain from discussing patient’s condition or discharge plans.  “Wish patient well and thank them for choosing St. Joseph” when leaving the facility.

Additional Information about St. Joseph 

Dial ‘9’ for an outside line

Cafeteria (located in the basement) Open 7 am – 2 pm

Breakfast is served Monday – Friday 7 am – 10 am; weekends 8:30-10:30 am


Lunch is served daily 11 am – 2:00 pm

Café (located on 1st floor main lobby) Serve Starbucks, breakfast items, sandwiches, fresh salads, and snack items


Monday – Friday 6 am – 2 am


Saturday – Sunday 6 pm to 2 am

Vending Machines are located in basement by cafeteria and on third floor Labor & Delivery waiting room.

Chapel – located on the first floor on hallway leading to ER. Open 24 hours per day for prayer and meditation.  Members of Spiritual Care can be reached 24 hours per day. Please ask nurse for assistance.  

Catholic Services are available Monday – Thursday at 4:30 pm in Chapel and Fridays at 11:00 am at our Rehab Chapel.  Services are televised on Channel 36. 

Daily Prayers are provided when you dial extension 2040 (English) or 2041 (Spanish). 

Call the Information Desk at ext. 2479 for additional information. 
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Department Orientation Checklist 

Tower Surgery Desk
VOLUNTEER NAME:  __________________________________________
_____Introduction to team members

_____Department tour (Registration area, waiting room and Day Surgery area)

_____Review basic department functions

_____Define who they report to when on duty

_____Define who to call or email when the volunteer will be unable to volunteer for their assigned shift (information is not reported to Vol. Svcs.)

_____Point out location of nearest fire alarm and extinguishers

_____Review department evacuation procedure

_____Review basic volunteer duties in your department

1. Greeting guests 

2. Escorting guests to Day Surgery after they have checked-in

3. Answering phones

4. How surgery board works, PIN numbers

5. Waiting Room

6. Coffee Pass

7. Script

8. Café, Cafeteria, Chapel, restrooms

9. Other Duties

_____Review telephone procedures 

_____Review wheelchair procedures 

___________________________
_____

_____________________
_________

Department Team Member Signature

 Volunteer Signature

Date

PLEASE RETURN FORM TO Volunteer Services by dropping off at the  Auxiliary Room or emailing to volunteer@st-joseph.org 
