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VOLUNTARY SERVICE ANNUAL NARRATIVE FY’
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RCN 10-0006

MISSION:   To Care for our Veterans with Compassion and Excellence.

VISION:   To be a community leader in volunteer management and pacesetter in predicting program direction, identifying methods of accomplishment and developing resources consistent with identified needs in support of service to Veterans.

WE VALUE the sacrifices of our nation’s Veterans, the dedication of our volunteers, the contributions and support of individuals, community groups and businesses, fraternal organizations and Veteran Service Organizations. 

I.  Program Workload, Development and Trends


(a)   Volunteer Hours:  Volunteers supplement staff in all Care Lines and our Service Line within the medical center facility plus the Fisher House, our off-station sites such as the Healthcare for Homeless Veterans Program, our staff model Community Based Outpatient Clinics and the Gerald B.H. Solomon Saratoga National Cemetery.   

OVERALL TRENDS

	
	FY’09
	FY’10
	FY’11
	FY’10-11

	Total Volunteer Hours
	89,565
	94,227
	93,724
	     -503           - 1%

	       Regularly Scheduled
	73,263
	78,780
	80,352
	+ 1,572          + 2%

	       Occasional Hours
	16,302
	15,447
	13,272
	  -2,175         - 14%

	Regularly Scheduled Volunteers
	984
	979
	959
	       -20            -2%

	Volunteers Recruited
	166
	156
	153
	         -3            -1%


The total hours and number of regularly scheduled volunteers decreased this year by a small number; however, our regularly scheduled hours increased and our volunteer program continues to expand to new horizons. 
The Independent Sector and the Points of Light Foundation have determined that the value of volunteer time should be calculated at $27.17 per hour for Upstate New York.  Based on the total number of volunteer hours for fiscal year 2011, the estimated monetary value of donated time can be assumed as $2,546.481.08.  The value of their total contribution in terms of increased patient satisfaction and customer “value added” service cannot be calculated.

	Our theme for our annual Volunteer Recognition Ceremony this year was “Celebrating Volunteers in Action”.   A picnic was held on Saturday, June 11th at the Polish American Citizens Center in Albany.  Five volunteers were presented the Presidential Lifetime Achievement Awards for service exceeding 4,000 hours. 

A “check” for $3,464,424 was presented to the Director’s Office representing the value of volunteer hours and donations for the fiscal year.
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Gifts and Donations:  Voluntary Service actively promotes awareness of patient activities and medical center programs and encourages community support.
                                   DONATION TRENDS

	
	FY’09
	FY’10
	FY’11
	Comparison

FY’10-FY’11

	CASH
	$350,049.62
	$202,368.26
	$268,016.38
	+32%

	NON-CASH
	$585,145.76
	$574,702.03
	$415,587.78
	-20%

	TOTALS
	$939,195.38
	$777,070.29
	$683,603.94
	-12%


Credit Cards are accepted for monetary donations.  There is a national initiative to add this to our websites which will help to spread awareness of this donation avenue.

During this fiscal year, donated funds and material gifts provided the following:
· Wii balance game and TV for our MOVE! Program

· Side-by-side refrigerator for our Community Living Center

· Veteran and Caregiver Appreciation Retreat at Silver Bay Resort in Lake George, NY

· 24 wheelchairs 
· Blanket warmer for the Radiation Therapy department

· Portable DVD players for recreation therapy

· Completed bedside TV project throughout the medical center

· 37” TVs for Red Team Primary Care Clinic and Behavioral Health Recovery Center

· Recumbent Cross Trainer for  physical therapy

· Project Lifesaver equipment for our Police & Security Service to tract and locate missing patients with dementia related disorders
· Urinary bag covers (handmade by sewing guilds)
· Equine therapy treatment sessions (to supplement grant money received)

· POW Recognition Day luncheon for former prisoners of war

· Retreat for patients in Infectious Disease Clinic at a Spiritual Life Center

· Metronome and  IOPI System for Speech Pathology

· Bariatric Knee Machine for Physical Therapy

· Holiday Parties for Blinded Veterans and our Inpatient Psychiatric Unit

· Clinician treatment table with backrest and cabinet for the Kinesiotherapy Unit
· Sweatshirts, tee shirts, jeans, sweatpants, underwear, coats, hats, scarves, gloves and sneakers for our “Because We Care”  program

· Coffee pots, microwave ovens, coffee, tea, sugar and creamora for patients’ use 

· Cookouts, recreation therapy activities, holiday dinners and parties, and off-station trips for hospitalized veterans and veterans in structured outpatient programs.

· Funds to send veterans to participate in the Winter Sports Clinic, Golden Age       

Games, Wheelchair Games and Creative Arts Festival

Equipment purchased through donated funds is stenciled, or a plaque is attached, to acknowledge the donor.   Voluntary Service is committed to insuring that patients and staff are aware of the generosity of our Veterans’ Service Organizations, Fraternal Organizations and the community.   Our thank you letters inform them of this permanent acknowledgment.   

Volunteer Transportation Program:   
We presently have ten vans and one sedan in our program.  Joseph Oathout has served as our Hospital Service Coordinator since January 5, 2011.  He has wonderful computer skills and has recently created a Microsoft access program to manage the drivers’ schedules for the daily workload.  We have 13 vans and one sedan in our fleet.
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	TRANSPORTATION TRENDS




	
	FY’09
	FY’10
	FY’11

	Miles Traveled 
	198,410
	210,769
	217,092

	Veterans Served
	16,439
	17,524
	18,050


(b)   Assessment of the VAVS Program’s impact:

Volunteer Service provides items, equipment and manpower to support all areas of the medical center and off-station sites.   Our VA volunteers are our most valuable resources.  They are a crucial part of the quality care Veterans receive at our facilities and outreach programs and are our liaisons to the community.   They are the American peoples’ representatives at our VA National Cemetery where they provide military funeral honors and offer consolation.  Our volunteers’ commitment and dedication to their assignments sets the example of how VA will continue to do its part to keep the nation’s promise to Veterans.   Their generosity of spirit makes our community a better place.   The total resource impact for FY 11 was $3,230,085.02.
Donations have a tremendous impact by providing items that are not currently attainable through appropriated resources at the time their need is identified.  When Voluntary Service obtains needed donations, it affects the following impact measures:  access to care, building healthy communities, cost savings to the medical center, patient satisfaction, and enhances, preserves and restores patient function.  

We support annual programs at our facility that bring the community in to our facility.  This provides us the opportunity to showcase our patient services and our Volunteer Program.   These events include the Four Chaplains Brotherhood Ceremony and Reception, POW/MIA Recognition and Remembrance Days, and Cancer Survivors Day Ceremony.
The Volunteer Transportation Program has a direct affect on impact measures as it is a cost savings to our medical center.  Insuring patients’ arrival for scheduled appointments ensures a cost reimbursement for the medical center.  It also affects access to care, building healthy communities and patient satisfaction.

            (c)  Successful Projects and Activities:

Stand Down:  The Volunteer Manager served on the planning committee and as coordinator for 285 community volunteers at the October 2010 Capital Region Veterans Stand Down at the Colonie Elks Lodge.  She recruited and assigned community volunteers who served as van drivers, squad leaders, registration workers, and dining area helpers.  This annual event is a joint community effort between our VAMC, NYS Division of Veterans Affairs, New York Guard, Navy Reserves, Elks, Eastern NY Homeless Veterans Coalition, Department of Labor, Albany Medical Center Hospital, Seton Health, county social services, and veterans’ service agencies.
The Behavioral Health Recovery Center held their Thanksgiving Dinner for their patients thanks to Voluntary Services’ efforts to find sponsors to fund the catering cost. 

We partnered with the Albany Army Recruiting Battalion to hold their Oath of Enlistment Ceremony at our medical center so our Community Living Center and Adult Day Health Care Veterans could witness the swearing-in ceremony and remember their own time.
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	Voluntary Service coordinated our medical center’s participation in Albany’s Memorial Day and Veterans Day Parades.   Volunteers and our VAMC and Network staff walked with our medical center banner and American Flags showing our VA and community spirit.  We handed flags and patriotic bracelets to Veterans and children along the parade route.


Veterans and Fraternal Organizations participated in an Adopt a Vet program during the holiday season, providing food and gift items to Veterans and their families.

Our VA 2K “Walk & Roll” Event promoted employee and veteran wellness with a group walk, health fair and an opportunity to donate funds to our Homeless Program.  
Baby Showers:  Voluntary Service engaged volunteers from service organization auxiliaries to host baby showers for female veterans who are away from family and friends and do not have the traditional support system to help the new moms.  Our first one was in June and five were held by the end of the fiscal year.  We have received a lot of media attention on this new program.   

Veterans Service Organizations and Fraternal Organizations visited all the hospitalized veterans on the 4th of July and distributed fruit bags and gift items.

Stratton VAMC partnered with the Joseph L. Bruno Stadium’s minor league baseball team, the ValleyCats, for our fourth annual Welcome Home Veterans Event on July 5th.   Veterans were provided free admission to the game and a refreshment voucher.  
The Honor Our Vets Car Show, sponsored by the Vietnam Veterans of America Chapters 8 and 79, was held on August 7th.  Many inpatients were escorted outside to view the military vehicles and classic cars.  Proceeds of the event were donated to our equipment General Post Fund.  Time Warner Cable employees volunteered at the event. VA staff registered several Veterans for VA healthcare.  
(d)  New and Unique Volunteer Assignments
Suicide Prevention Volunteer:  data entry, schedules meetings and appointments, uses excel and access for reports and tracking, materials distribution, and preparation for outreach events.

Caregiver Support Program:  office support and outreach assistance
Homeless Veteran Outreach Worker/Mentor:  provides outreach to homeless Veterans in the community.  Provides mentor services for homeless Veterans engaging in the Health Care for Homeless Veterans program.  

Homeless Veteran Outreach Worker/Mentor/Driver:  outreach efforts and mentoring plus transports Veterans to scheduled appointments and activities using VA van.  Volunteers also assist veterans about to enter permanent housing with picking up and delivering furniture from a community resource.

OEF/OIF Peer Mentor:  outreach to OEF/OIF Combat Veterans; provide mentor services in support group; advise staff in matters related to the Veteran’s experience as a consumer of VA services.

Veteran Volunteer Companionship Program:  Volunteer becomes companion to resident in Community Living Center, visiting, reading and taking outside for fresh air.  Program allows mutual supporting friendship to grow and develop.

Dine & Chat:  Volunteers walk or transport Community Living Center residents to the Liberty Café for their lunch and assists veterans and staff as needed.
Bakers:  bake tasty treats, providing aroma therapy and deliciously warm desserts.   Positions are located in the Fisher House and the Community Living Center.

No One Dies Alone Program:  provides comfort and bedside visitation for patients on our Hospice Unit.

Lobby Ambassadors:  greets Veterans arriving by VA or County vans, obtains wheelchairs for patients as needed and escorts them to their clinic appointments.

Dog Pet Therapy Program:  Our wonderful four-footed volunteers bring their youthful exuberance and affection to our hospitalized veterans and outpatients.

     (d)  Assessment of VAVS Committee:  Our VAVS Committee met four times this fiscal year.  The meetings included announcements of certifications and re-certifications of organization representatives and deputies, Management Reports by the Director (or her designee) and the Care Line Leaders, updates on committees and medical center programs, announcements and upcoming events.   Comprehensive meeting minutes are appreciated by the members as they are able to insert the information into their organization newsletters and read excerpts at their monthly meetings.   Our VAVS Committee minutes are posted on our station’s and our network’s intranet shared library.

The VAVS Staff Advisory Committee serves to strengthen our Volunteer Program by helping us to achieve goals.  The committee oversees a “Volunteer of the Month” recognition initiative.  The write-up is posted on Albany’s section of the Network 2 VAVS Website.  A glass case outside the 3rd floor auditorium spotlights our award recipient.  

Our medical center’s Veterans Holiday Committee is comprised of members from many of our VAVS organizations.  This committee continues to use its fundraising efforts to support VA recreation events and activities, inpatient holiday parties, holiday gifts, and sending veterans to the National Rehab Games and Creative Arts Festival.   

Our Veterans Service Center Manager conducted six Veterans Service Officer Meetings during the fiscal year.  The agendas included information on Veterans’ benefits as well as presentations by our Director, Care Line Managers, CBOC Operations Officer, Voluntary Service, and Network staff.

Volunteers actively participated as Committee Members of the Capital Region Veterans Stand Down Committee and the VA Saratoga National Cemetery Support Committee.

II.  Program Management:  Voluntary Service is in the Service Line under the Associate Director.  The Service Line’s monthly meetings focus on our team effort to provide material support and guidance to each other as well as to the Clinical Care Lines and to strategize to meet established goals (Network and Medical Center Performance Measures and local priorities). 

 The Volunteer office is currently staffed by a Volunteer Manager GS-12 and Volunteer Specialist GS-10.  We are fortunate to have dedicated volunteers who serve as our office receptionists and assist with our day-to-day duties.
The Volunteer Manager provides public relations coverage in the absence of the medical center’s Director of Public Relations and Marketing.

III.  Community Relations and Activities

VISN 2 Voluntary Service Website:  our website promotes volunteerism and includes our Annual Narrative Report, volunteer opportunities and donation needs lists.

Stratton VAMC’s Intranet/Internet page:  the Volunteer Manager submitted articles and photos which were featured to gain publicity for our our first baby shower, pet therapy program, car show, kiddie kart, and community awards received by our volunteers.

VISN 2 and Albany Community Calendar:  Information on our upcoming special events and programs are posted by the Volunteer Manager to promote awareness and attendance.

Speaking Engagements:  The Volunteer Manager attends events in the community throughout the year representing Voluntary Service and our medical center.  She was a speaker at Lt. Vibert O. Fryer Disabled American Veterans Chapter 88’s 65th Anniversary Dinner, Veterans of Foreign Wars Post 8692 Loyalty Day Ceremony and St. Thomas School’s Veterans Day assembly in Delmar, NY.

The Volunteer Manager represented the medical center at the Iwo Jima Ceremony at the Zaloga American Legion Post, the Memorial Day Ceremony at the Saratoga VA National Cemetery, and Gold Star Mothers Day Ceremony.

Visiting Officials:  Voluntary Service welcomed individuals and groups from elected officials’ offices and Veterans’ organizations, providing meeting opportunities and tours of areas of interest.  Visitors during this fiscal year included:  

Congressman Paul Tonko

James Haggerty, representing Congressman Gibson

Assemblyman Bob Reilly and Intern Brian Collis

Assemblyman Steve McLaughlin

Staff Assistant Dahn Bull representing Assemblyman Tedisco

Mark Streb, Capital District Regional Representative for Governor Cuomo

Albany County Executive Michael Breslin

Rensselaer County Executive Kathy Jimino

William Krauss, Acting Director, NYS Division of Veterans Affairs

Nickole Barbuto, DAV Auxiliary State Commander

Stephen Frailey, MOC State Commander

Debra Frailey, Grand President MOCA

Sharlene Allen, VFWA State President
IV. Corporate, Business and Community Partnerships
Voluntary Service forged new partnerships with Time Warner Cable, KPMG Accounting Firm, Navy Federal Credit Union of Saratoga, Kiwanis Club of Catskill, Hannaford Grocery Store, Mohawk Paper, NY Business Development Corporation, NYS Small Business Development Centers, The Next Generation of Insurance Professionals, Center for Economic Growth, and Aetna Health Insurance this fiscal year.  

Time Warner Cable employees volunteered at the Saratoga VA National Cemetery’s Memorial Day Flag Project, the Honor Our Vets Car Show, and the Veteran and Caregiver Appreciation Retreat. 
We maintained relationships with JC Penney, the US Citizenship & Immigration Services, the Colonie Post Office and several New York State offices.  These partnerships resulted in
donated equipment and funds to VA programs and toiletry and clothing drives to replenish our supplies.

Our partnerships with faith-based organizations continue to provide monetary, toiletry and afghan donations from parishioners of Woestina Reformed Church, First Lutheran Church, Brunswick Presbyterian Church, Clifton Park United Methodist Church, Lishakill Reformed Church, and Mayfield Methodist Church.  

Our Fisher House receives donations on a regular basis from Best Buys, Wal-Mart, Newman’s Own and Pepsi.

Active duty personnel from Scotia Stratton Air Force Base’s Chapel Group enrolled as regularly scheduled volunteers and visit hospitalized Veterans on evenings and weekends.
Celery LLC donated a fax machine whereby Veterans may send a hand-written note to family and friends and it is converted to an e-mail message.  The company pays for the service contract, paper, ink, and training.  For FY’11, the value was $584.00.

V.  Customer Service Initiatives:  Great customer service is the hallmark of Voluntary Service.  We work hard to maintain valuable programs plus explore opportunities to enhance our services and increase patient satisfaction.  

Patient programs and amenities that have been maintained during this fiscal year:

· Toiletries replenished on inpatient wards each week
· Flower deliveries to patients

· Library Book Cart to inpatient wards; magazines & books to waiting rooms

· Craft Cart, playing cards, search-a-word and crossword books

· All occasion cards, postage stamps, envelopes, writing paper and pens

· Maintenance of fish aquariums in waiting room areas for patients’ relaxation
· Magnifying eyeglasses for Veterans
· Prepaid phone cards 

· CDTA bus passes
· Clothing & toiletry program
· Canteen Coupon Books for haircuts and meals

· Coffee Program for outpatient areas

· Juice boxes and snack packs of crackers and cookies to the Behavioral Health Clinic
· Afghans, non-skid slippers, trachea bibs, urinary bag covers

· Comfort kits to new admissions
Our “Because We Care” program provided for the needs of 866 Veterans this year.  A total of 2,587  items were provided.  Items issued included sweatpants, sweatshirts, underwear, sneakers, slippers, socks, tee shirts, hats, gloves, coats, backpacks, toiletry items, shower shoes, belts, postage stamps, envelopes, bus passes, and phone cards. 

Our Welcome Buddy Program volunteers visited 1,920 newly admitted patients throughout this fiscal year.  In addition to the friendly visit, each veteran was given a “Thinking of You” card, an afghan, a bag of toiletries, a Schedule of Recreation Activities sheet for the week, and pamphlets on Patient Rights and Responsibilities and a variety of safety topics.   Women inpatients are given a special red travel case filled with special ladies’ toiletry items.
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	Voluntary Service’s Kiddie Kart program was initiated a year ago in response to the increase in the number of Veterans who bring their children with them for clinic appointments.  A cart with colorful bins was purchased and filled with coloring books, crayons, small toys, games and stuffed animals.  As the Volunteer Office receives a phone call from the clinic, the cart is taken to the waiting room for the child to take something of their choosing.  During this fiscal year, 157 children were welcomed by the Kiddie Kart volunteer.


Our Veterans are offered haircuts once a week by a local beautician under contract with Canteen Service.  Through organization support, Voluntary Service provides the Canteen Books for each haircut for those who do not have them so no veteran is denied this service.

Shuttle Service:  This valuable customer service program is separate from the Volunteer Transportation Program and is supervised by the Volunteer Specialist.  Coverage is scheduled weekdays to and from our parking lot and front entrance.   Volunteers provided this courtesy to 10,666 Veterans and visitors this year which is impressive since our medical center also has a contract Valet Service for our patients’ use.  
The Patient Transport Office is staffed solely by volunteers.  The Volunteer Specialist supervises and trains the volunteers in this program.   During this fiscal year, the office was staffed by an average of 5 volunteers per weekday.   They transported 5,181 inpatients and outpatients (ambulatory and in wheelchairs) to scheduled appointments within the facility.   

In addition to patient trips, volunteers perform the following customer service tasks:

· Weekday morning laboratory run to retrieve specimen deliveries from the mail room that are time sensitive
· Wheelchair roundup to retrieve our Lobby wheelchairs

· Complete large and small mail-out projects

· Deliver flower arrangements received for inpatients

· Deliver requested items to the nursing stations

VI. Report of Programmatic Goals

(a)  Progress on Goals set for this reporting period.

Volunteer Recruitment:  

Created assignment and recruited volunteers for the No One Dies Alone Program.
Improve Access to Care:   
Provided bus tokens to patients referred to our office by social workers who had no transportation home

We met our goal to expand our Volunteer Transportation Program to afternoon hours.
Improve Customer Service:

Replenished stock of toiletries on inpatient wards each Thursday so that personal comfort items are always available for inpatients
Established new community partnerships to support our clothing/toiletry program

Improve Healthcare Value:

Supported OEF/OIF’s Welcome Home Celebration
Enhance, Preserve and Restore Patient Function:

Provided funds to expand number of equine therapy treatment sessions.
Volunteers help veterans about to enter permanent housing with getting furniture.

Purchased Project Lifesaver equipment for our VA police to track/locate missing patients
Through donated funds, purchased equipment for audiology, physical therapy, occupational therapy and Kinesiotherapy.

Met fundraising goals to transport veterans and recreation therapists to all the national rehab games and Creative Arts Festival this year.

Met every request for coats, clothing, footwear, bus token and toiletry needs for indigent veterans and emergent patient needs.

(b)  FY’12 Goals   

Volunteer Recruitment:  
Increase outreach to nontraditional support

Increase off-tour hour volunteer assignments

Convert occasional volunteers to regularly scheduled assignments
Monitor vacated volunteer positions to recruit replacements
Improve Access to Care:

Maintain adequate numbers of drivers for our Volunteer Transportation Program and Shuttle Program
Increase our number of afternoon drivers for our Volunteer Transportation Program
Improve Customer Service:

Provide on-going staff training to provide guidance on volunteer supervision, increase volunteer opportunities, and increase knowledge of our VAVS program 

Recruit volunteers for our Lobby Ambassador position in the lobby for  evenings and weekends

Forge new partnerships within the community to maintain clothing and toiletry program supplies

Improve Healthcare Value:
Support Welcome Home Celebrations and OIF/OEF outreach

Continue to enlist donation support to purchase rehabilitative equipment as requested by the physical therapy and occupational therapy units

Develop assignments to support Patient Aligned Care Teams (PACT)

Enhance, Preserve and Restore Patient Function:

Obtain sufficient donations to the adaptive sports program and transport Albany Veterans to all the National Rehab Games and Creative Arts Festival.
Promote donations to support the Equine Assisted Therapy Program.
Promote gift cards for Nutrition & Food Service’s Healthy Cooking Classes.

VII.  Awards & Public Recognition
Raymond Sestak was honored on April 29th with the 2010 County Executive Volunteer Award for his service as a driver and Acting Coordinator for our Volunteer Transportation Program.

Morton Miller received a Certificate of Honorable Mention for the George H. Seal Memorial Award.
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	Morton Miller was honored as a finalist from a large group of community nominees for the 2011 Jefferson Award sponsored by the Times Union Newspaper, News Channel 13 and St. Peter’s Healthcare Services.  He volunteers as a driver and coordinator for the Schenectady County Van, as a driver for the Homeless Veterans Stand Down, serves on the VA Saratoga National Cemetery Support Committee and arranges donations from his DAV Chapter to support VA recreation therapy events and outings.


Karen Covey, Volunteer Manager, and Stephanie Bonenfant, Volunteer Specialist were nominated for a Federal Executive Association Distinguished Federal Government Service Award in the Team Category and attended the award ceremony.

James Wilson, Military Order of Cooties, was honored at a ceremony on the Senate floor where he was inducted into the NYS Senate Veterans’ Hall of Fame.

Robert Becker was awarded the National Marine of the Year Award at their National Convention in Boise, Idaho.

.  

KAREN B. COVEY                                                       STEPHANIE BONENFANT

Volunteer Manager



                  Volunteer Specialist
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