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Voyager Program
Location:
CHI St. Joseph Health Regional Hospital 


2801 Franciscan Drive, Bryan, TX 77802



Main Lobby, in front of Information Desk

Department Contact Information:

Who you report to:  Rosa Faz or information desk staff person

Phone Number: 776-2479 or rfaz@st-joseph.org
Sign-in:  Auxiliary Room, 1st floor of main hospital.  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.
· 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 in wall basket in Auxiliary office, scan and email to volunteer@st-joseph.org, or fax to 979.776.5330.
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Voyager Program
Objective:  Greet guests and escort to desired location, while helping to reduce anxiety and improve the customer experience.  
Hours:  Monday – Sunday 8 am – 8 pm.
Qualifications:


· Demonstrates good verbal communication.
· Mature, positive, service-oriented individual.
· Ability to work closely with other members of the team.
· Physical ability to withstand standing and walking for a three hour shift.
Training:

· Completion of Volunteer & Hospital Orientation.

· Completion of Department Orientation.

Competencies:
· Understand and follow directions.

· Work effectively with others without direct supervision.

· Work with confidential information and records.
Responsibilities:


· Notify department of any absences; sign in and out when reporting to and leaving volunteer assignment, 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 St. Joseph Health.

· Understanding and following directions.

· Work effectively with others and without direct supervision.

· Escorting patients and guests to desired location.
· Improving customer experience. 
Training Guide:

The Hospital Guide position was created to improve the customer experience by escorting patients and guests to their desired location.  Being in a hospital is a scary environment for most of us.  By providing a smiling face, calming demeanor, and walking them to their desired location, you are helping to ease their fears and reduce their anxiety.  We never know who may be walking through the door: Maybe it’s a …

· Patient coming in for surgery who was recently diagnosed with cancer

· Family member who just heard their loved one is in Critical Care and not expected to live

· Family excited to see a baby that was just born

You can make a positive impact by smiling and ensuring they are going to the right location and don’t need to worry about getting lost in our hallways.  

When you volunteer as a hospital guide you can take part in a fun and healthy initiative called – The “Volunteer Voyagers” walking program.  As a Voyager, you are given a pedometer to wear on the days you volunteer.  The pedometer tracks your daily steps and you record those in the steps log at the end of each shift.  With 2,000 steps equaling one mile, the collective goal for the Voyagers is to walk to various states and celebrate our accomplishments.  Our first stop is New Orleans, LA! This is 420 miles away and 840,000 steps.  We will track your collective progress and provide updates.  Let’s get stepping! 

At the beginning of each shift

1. Sign-in using the touch screen computer in the Auxiliary room.

2. Above sign-in computer in cabinet – get the Voyager Daily Steps Log book. 

3. In the log:

a. Take a pedometer out of the zippered pouch

b. Write today’s date, your name, the pedometer you will be using, and return binder to cabinet

4. Check-in with the Information Desk (ID) staff and volunteers upon arrival to inform them you are on duty and ready to assist.

Operating the Pedometer
Omron Pedometer uses a 3D smart sensor to measure steps.  Each pedometer has been set for average height, weight and stride.  The pedometers automatically reset the steps to zero at 11:59 pm.  If you are first shift, your pedometer should be at zero.  If you are 2nd or 3rd shift, you will need to note the current step count at the start of your shift to determine your steps.  

The unit accurately counts steps when placed in your pocket or hanging from your neck.

Reading the Display:


Press mode to change the display



Press once for step count



Press twice for distance display



Press three times for calorie display



Press four times for Aerobic steps display



Press five times for pitch display



Press six times for time display

Battery Saving Mode

After 5 minutes with no button being pressed, the display will automatically turn off. However, the unit continues counting steps. The mode extends the battery life.  Each batter lasts approximately 6 months.  There is a low battery indicator on the screen. When you notice that, please let Rosa know at the information desk know so it can be replaced.

Memory Function

The unit stores 7 days of measurements for steps, distance, calories, aerobic stopes and pitch. The current days’ data is automatically stored in memory when the time reaches 12:00 AM (0:00). The display will return to 0.  

1.  Press mode to select the type of measurement you want to see (steps, distance, etc.)

2. Press Mem to view the results (days 1-7) in memory.  

3. The display changes will each press of Mem to view the past 7 days.

Information Desk

Information Desk provides general information to guests on where a patient is located (room #).  They utilize a system that tracks patients as they are admitted and discharged to our hospital.  Patients upon admitting give a general disclosure allowing their location to be given out to guests that ask.  Some patients ask to be confidential.  In those cases, we do not give any information that they are even at our facility.  

Confidentiality

In general, one should observe the rule of releasing the ‘minimum necessary’ information to get the job done.  Typically means a release of the room number or procedure time.  Refrain from giving more information than necessary. Only staff that are giving direct patient care have access to the condition of the patient.  We also do not inform family members if a patient has given birth, the sex of the baby, or if a patient has passed away.  Guests are instructed to contact a family member. 

· If a guest asks for a patient's condition, respond that you have no information regarding patients other than their room numbers.  

Programs handled by Information Desk

Gold Medallion Club Meal Tickets

Gold Medallion Club (GMC) is a program for people age 50 or over.  Members pay a one-time $25 fee and receive a generous selection of valuable discounts, activities and events, wellness classes, newsletter, in-hospital privileges and more. Applications are available online at www.st-joseph.org or refer guest to the GM office located at 1530 E. William J. Bryan Pkwy, Bryan, TX 77803, or call 979-774-4653. 

Meal Tickets - GM members are entitled to one FREE guest meal ticket for each day they are in the hospital (inpatient or outpatient surgery). A GM report is printed each day by the information desk and they may issue meal tickets.   

Shadowing Program

Program:  Shadowing allows students to observe a physician or staff member while performing their duties at CHI St. Joseph.  This is observation only. The student is responsible for finding their own staff member or physician to shadow.  We are unable to set that up for them or make any recommendations.  Once they get permission to shadow, the process is determined by one day or more than one day request. More than one day requires that we track TB testing and flu vaccination requirements and that an online application be completed. 
Translation Phone

If you have customers arrive who do not speak English. The hospital does provide a translation phone. Please see Information Desk for assistance.  

For Volunteer Services

ID Badges

ID Badges are located in the expandable pocket folder in the bottom drawer of the lateral filing cabinet. They are filed alphabetically by last name. Only the person pictured on the badge may pick it up. There is an influx of badges at the start of each college semester. If a badge is not found please document in the log located in lateral cabinet.

Paperwork – Dropping Off

If volunteers ask where to turn in their paperwork please direct them to the Auxiliary Office or turn in to the information desk. 
Paperwork – Picking Up

If volunteers are picking up paperwork, it is also kept in the expendable folder.

Flu Season

During flu season (Oct 1- March 31) volunteers will turn flu paperwork into the Information Desk. Place the year sticker on their badge and document that they have turned in their flu paperwork on the log which is in the blue pouch located in top lateral drawer. Place the paperwork in the blue Flu pouch. The procedures are located inside the pouch.

Day Surgery

Day Surgery is located in the Tower. Guests should be directed to the Tower Desk for information on patient’s surgical procedures. There is also another waiting room across from Oncology on the first floor.

The following should be directed to the Tower Desk


Surgery


Cath Lab Procedures


MRI/MRA


Biopsy

The day surgery areas have pods that are color coded with 4 rooms in each pod.  Patients are admitted to a room to prepare for surgery.  Once the patient has been taken to surgery, the family is directed to the surgery waiting room.  Families are issued a coffee pass for free coffee in our Café (lobby area) or cafeteria in the basement. 

Surgery Tracking System

When patients and their family arrive for surgery, they are issued a number.  There are screens in the surgery waiting areas that allow family to track the progress of their loved one through surgery, to recovery, to discharge or admitting to a room in the hospital.  The information desk also has access to this screen from their computers.  

Imaging

MRI and MRA send to surgery tower desk for registration. For all other imaging procedures send to registration desk (main lobby).  To pick up CT prep kit send to Pharmacy located on Osler Drive.  Mammograms and bone density screening are done in the Professional Building in Suite 125.

Lab


Outpatient

The Lab Annex on Osler operates Monday through Friday between the hours of 6:30 am- 5:00 pm.  For all out patient lab work direct patients to the Lab at 2717 Olser Boulevard.  For pre-registration lab work direct patient to the Tower Desk. DO NOT send patients to the Lab located on the 2nd Floor.

Pre-Op
Pre-Op patients are to be directed to the Tower Desk to check in. DO NOT send patients to the Lab located on the 2nd Floor.

After Hours
After 5 pm or on weekends, direct all Lab patients to the 2nd floor lab. They will turn right off the elevator, turn left at the double doors and ring doorbell. If they have questions they may call the Lab at 776-2400.

Patient Registration Desk

The Patient Registration Desk is located to the right of the Information Desk. It is also referred to as the “Second Desk”. The following guests should be directed to the Patient Registration Desk:


Imaging


Ultra Sound


Cat Scan/CT Scan

When the Patient Registration Desk is closed (on weekdays after 3:30 pm and weekends), direct guests to the Tower Desk for assistance.

Tower Registration Desk

EKG

MRI

MRA   

End of Shift 

1. Get Steps Log book (above computer in cabinet)
a. Record number of steps taken
b. Return pedometer to zippered pouch
2. Return log book to cabinet.  
3. Sign out on computer
Guest Services

Advance Directives – are available from Spiritual Care

Bariatric Surgery Office – Professional Building, Suite 300

Café – M-F 6 am to 2 am.  Weekends and holidays 2 pm to 2 am.

Cafeteria – 7 am to 10 am; 11 am to 2 pm.

Gift Shop – M-F 8:30 am to 7:00 pm; weekends and holidays 9:30 am to 6:00 pm 

Guest Phone – Dial 9 for outside line. Must be a local number. Limit the call to three (3) minutes.


Hotel Accommodations – There is a list of hotels in the Bryan/College Station area that offer discounted rooms to patient’s family members and/or friends. You may find this list in the top drawer of the gray file cabinet in the Hotel Listings for B/CS folder, or go to PHIL click miscellaneous blue tab and then click Local Hotel Discount List.
Internet Access – Access your wireless settings on your internet device and then choose SJHS_public_internet.
Patient Greeting Cards – Electronic greeting cards may be sent by going to www.st-joseph.org, go to About Us tab, then Send a Patient Greeting Card to find the link.  Cards are printed daily and delivered by information desk volunteers or staff. 

Shipping or mailing to a specific patient at CHI St. Joseph Regional Health Center in Bryan should be mailed to:
CHI St. Joseph Hospital 
Information Desk, Patient Name
2801 Franciscan Dr.
Bryan, TX 77802
Physician Location & Phone Numbers – Look in Medical Staff Directory (white binder). Volunteers and Team Members are not permitted to recommend a physician.

Vending Machines – are located in the basement across from the cafeteria, in the Tower waiting area, and some are located on third floor in labor and delivery waiting area.

Wheelchairs

Any volunteer can look for wheelchairs.  If you are unable to look for wheelchairs please let Rosa know.
Coumadin Clinic – 
St. Joseph Professional Building, Suite 325

2700 E. 29th, Suite 325, Bryan, TX 77802

PH: 979.774.2146 / FAX: 979.774.2147

Heart Failure Clinic – St. Joseph Professional Building, Suite 325

2700 E. 29th, Suite 325, Bryan, TX 77802

PH: 979-774-2146 / FAX: 979-774-2147

Sleep Center – St. Joseph Sleep Center is located in the St. Joseph Rehabilitation Center on the second floor.

1600 Joseph Drive
Bryan, TX 77802
979-774-2936
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Hospital Guide – Voyager Program
VOLUNTEER NAME:  
_______________________________________
_____Introduction to team members

_____Review basic department functions

_____Point out location of nearest fire alarm and extinguishers

_____Review department evacuation procedure

_____Review basic volunteer duties in your department

· Use of Pedometer & Daily Steps Log
· Finding your way around hospital.  Find:

· Restrooms

· Gift Shop

· Café – hours of café

· Cafeteria – hours of cafeteria

· Vending machines

· Telephone, payphones

· Purchasing newspapers

· Patient Registration (hours of operations main lobby, tower lobby, sending to ER with main/tower closed)

· Spiritual Care

· Newspapers to Patients

· Social Work Services-Case Management (located on Tower 4 – go to nurses station to ask for them they are in a secure area and cannot be directly accessed by guests, they can assist with medication if the prescription was issued by SJRHC,  other issues are usually taken care of in discharge planning with patient) 

· Imaging

· Mammography

· Dialysis

· Heart Failure Clinic 

· Coumadin Clinic

· ER (how to access)

· Day Surgery/Tower/OR

· Lab vs. Outpatient Lab
· Oncology

· Telemetry

· CCU (visiting hours & waiting room)

· Tower 3 (Surgery/Orthopedics/Joint University)
· Tower 4 (Medical)

· Learning & Development (daily schedule)

· Education Rooms
· Rooms A, B/C, D, E/F

· Adelaide

· Administration meeting rooms (Gregory, 
· Wound Care

· Pharmacy

· House Supervisor

· PBX

· Security (how to contact through operator if not an emergency, what they do)

· Cart Drivers (hours, how to contact)

· Rehab (location, what is there)

· POB (professional Office Building)

· Mammography

· Physician Offices

· Medical Staff Services
· Bariatrics

· Classroom
· Processes that Information Desk Handles :
· Items left for pick-up
· Patient room look up

· Checking on Surgery patient status
· Gold Medallion meal tickets

· Issuing badges for shadowing

· Learn about:

· Making a bill payment

· Process for lab

· Checking in for MRI

· Checking in for Surgery

·  Pre-Registration for Surgery

· Checking in for imaging 

· Checking in for Cath Lab

· Checking in for Wound Care

· Diaylsis

· Heart Failure Clinic

· Mammography

· Coumadin Clinic

_____Review confidentiality

· What to say when someone asks for sex of baby

_____Review use of surgery tracking system

_____Review wheelchair procedures 

___________________________
____________________________
_________

Team Member Signature

 Volunteer Signature


Date

Return form to Volunteer Services Auxiliary Room office or email to volunteer@st-joseph.org
