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ENLOE MEDICAL CENTER
VOLUNTEER SERVICES

VOLUNTEER DISCIPLINE POLICY

DEFINITION AND PURPOSE:

The discipline process is progressive in nature and intended to provide volunteers with the opportunity
for re-training or re-assignment and, if necessary, removal, should a volunteer have work performance
problems, inappropriate placement, unsatisfactory behavior or violate hospital/ departmental policies
and procedures.

POLICY:

Typically, progressive discipline involves verbal counseling and one or more written warnings before a
volunteer is removed from service. However, exceptions or deviations from the normal procedure may
occur when the User-Department, the Director of Volunteer Services, or Enloe Medical Center deems
that circumstances warrant that one or more steps in the process be skipped. Accordingly,
circumstances may sometimes warrant immediate discharge.

Using the position description, core values, and the policies and procedures manuals of the hospital
and department as the basis, a volunteer’s behavior, actions, or ability to fit their placement, it will be
evaluated by the User-Department and/or Director of Volunteer Services. The course of action that
follows will be either improvement of performance/behavior (via re-training or re-assignment) or
dismissal from service (removal).

PROCEDURE:

1. LEVEL 1 —Verbal Coaching

A. Verbal coaching is usually the first step in the disciplinary process. It is issued for
continued poor performance or recurring violations when training has failed to achieve
satisfactory results.

B. As aplan for improvement, suggestions may include specific behavior modification
plans, a re-training for the current placement or a new placement assignment offering
more skill compatible competencies for the volunteer. These will be offered and
discussed in an effort to maintain suitable placement for volunteer service.

C. If there is a serious policy infraction or when events warrant, this step may be skipped
and any other steps implemented as necessary.

- D. The verbal coaching may be documented and maintained in a confidential manner by
the assigned User-Department supervisor of the volunteer or the Director of Volunteer
Services.

2. LEVEL 2 - Written Counseling

A. Written counseling is issued usually after training and verbal coaching has not brought
the desired behavior or improved performance, or when a serious performance problem
or policy infraction occurs, meriting immediate written discipline in the judgment of the
User-Department, Director of Volunteer Services, or Enloe Medical Center.

B. Written counseling is presented to the volunteer using the Volunteer Services Written
Counseling Memo. The volunteer will sign the form in recognition of receipt and will
be provided a copy. The form will be placed in the volunteer’s file.
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C. As specific plan for improvement, that may include specific behavior modification
plans, detailed re-training for the current placement or a new placement assignment
offering more skill compatible competencies for the volunteer.

D. Compliance Suspension: A volunteer may be placed on suspension if it is deemed the
volunteer is willfully noncompliant in updating health and safety regulations including:
annual TB, re-orientation, and self-evaluation. A Written Counseling memo pertinent
to the facts surrounding noncompliance will be issued with a chance for rectification

prior to suspension.

3. LEVEL 3 — Dismissal From Service

A. If there are recurrences of the behavior or unacceptable performance, removal of a
volunteer from the service program will result. Typically, dismissal action requires one
or more previous written counselings. However, an egregious act or serious misconduct
that makes continued service contrary to the best intereses of the Medical Center may

warrant dismissal without prior warning(s).
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ENLOE MEDICAL CENTER

EMC VOLUNTEERS’
PURPOSE AND RESPONSIBILITIES

DEFINITION AND PURPOSE:

The Enloe Medical Center Volunteers (EMC Volunteers) is a volunteer organization whose mission
is to enhance patient care and visitor satisfaction by providing community members with
meaningful service opportunities that support hospital programs, services, and projects.

EMC Volunteers provide service to patients, family members, visitors, physicians, staff, and the
community at large. After completion of an application process, orientation, and proctoring,
volunteers may be placed for service in requesting departments or service areas, including, but not
limited to, Hospice, Cancer Center, lobby desks, gift shop, medical floors, clinical support services,
and community benefit.

The EMC Volunteers sponsor the hospital gift shop and various fundraising activities. Money
raised is donated back to the community through support of programs, services, and projects, as
approved by hospital administration.

Medical center volunteers for the main information desk, gift shop, floor, recovery room, and junior
volunteer service programs are scheduled and supervised by the Volunteer Services Department.
Staffing and supervision for other placements/programs is primarily the responsibility of the
requesting user-department, with secondary supervision being that of the Director of Volunteer
Services. The Director works with requesting department staff to create and maintain meaningful
programs.

POLICY:
1. The volunteer is responsible to the EMC Volunteers.
a. Upon affiliating with the EMC Volunteers, an individual is instructed in the
commitment to service and the ideals of the organization.
b. Each volunteer, as a representative of the EMC Volunteers, will conduct
himself/herself in a proper and professional manner.
c. Each member will follow all bylaws, policies, and procedures of the EMC
Volunteers.
2. The volunteer is responsible to the Medical Center.
a. All volunteers will abide by all the hospital and EMC Volunteers’ rules and
regulations while on duty.
b. Volunteers must always conduct themselves in a courteous and professional manner
when interacting with staff, visitors, patients, employees, and other volunteers.
c. Volunteer professionalism includes the timely report for assignments, the

conscientious carrying out of duties, adherence to confidentiality and health
standards, and the wearing of a proper identification, including a name badge and,
when necessary for the service area, a uniform.
B-II-17
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d. Volunteers will be flexible in fulfilling staff requests, which are within the scope of,
but are not outlined in, the position description, provided the following requirements
are met:

1. The volunteer is properly prepared to carry out the request.

ii. The task does not remove the volunteer from their outlined duties for
a significant period of time, or inhibits their ability to perform their
outlined duties.

iii. The requested task is not one which, for reasons of patient or
volunteer safety, or for legal considerations, should be performed by
hospital staff.

e. Behavior unbecoming to the core values of the hospital and demonstrated
or observed toward any staff members, visitor, patient, or other volunteer
will not be tolerated.

f. Any incident, problem, or misunderstanding should be reported to the
Director of Volunteer Services and the user-department, if appropriate.

Verbal coaching with Director or user-department liaison will preface re-
training or re-assignment. Written coaching will be documented for
removal of a volunteer from their service placement.

3. The volunteer is responsible to patients and visitors. Volunteers will:
a. Interact with guests of the hospital in a calm, professional manner that
represents the core values of the institution.
b. Maintain strict confidentiality regarding all patient information. Violation
of confidentiality should be reported to the Director of Volunteer Services.
c. Always defer to the expertise of trained hospital staff before fulfilling any
request made by a patient outside the scope of routine service.
d. Offer no medical advice, opinion, or referral.
e. Accept no remuneration of any kind from patients and visitors.
REVIEW AND APPROVALS:
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