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Safety Reference cards are available in the Volunteer Services office (8025 JCP) and in your work areas and unit binders.  Please take time to review the more specific and detailed information available there.  In general, please be aware of the following key issues:

Security and other emergency situations – Emergency Phone Codes (On back of ID Badge)
I. Code 192:  Combative Patients / Code Green: A Code Green violent patient management team is available to respond to potentially violent patient situations. Any staff member may declare a Code Green by dialing “192” if assaultive, combative, or out-of-control patients pose a threat to themselves, staff members, patients, visitors, or hospital property. When calling the Code Green number, please:

· identify that you need the Code Green team

· identify yourself

· identify the unit, building, and room number.

II. Code 195: Fire Emergencies:   CODE “F” (FIRE):  If you see smoke or fire, dial “195” inside the hospital.  In the extreme case where a volunteer would be needed to assist staff during a fire, remember the RACE acronym:
· Rescue the patient from immediate danger to a safe area.

· Activate the alarm

· Pull the fire alarm AND 

· Dial “195” to advise

· “who” is reporting the fire

· “what” you are reporting (fire or smoke)

· “where” (exact location)

· Confine the fire by closing the doors to the area.

· Evacuate patients, if necessary, to 

· an adjacent area or building through a set of fire or smoke doors or 

· the exterior of the building. 

· Extinguish the fire if possible to do so safely/do not open closed doors

ACTION:  All volunteers should begin immediate action by dialing “195” upon discovery of a fire emergency. Check with your assignment supervisor for instructions specific to your work area.

III. Code 195: Security Emergencies: Report emergency situations to Safety & Security by dialing “195”. Be prepared to provide as much information as possible:

· location

· who is involved

· what is happening

· type of weapons, if any

The University of Iowa and UIHC maintain a posture of zero tolerance for workplace violence. Refer to the Workplace Violence reference card.

IV. Code 195: Code Pink - Infant/Child Abductions: If you have reason to suspect an infant or child has been abducted from the hospital, immediately dial “195.”
V. Code 195: Missing patients: In the event of a missing patient, dial “195”

VI. Code 195: Accidents: Dial “195” for serious accidents.  
VII. Code 199: Medical Emergency:   If a person is in respiratory/cardiopulmonary arrest, or exhibits the code stroke criteria, call a Code Blue by dialing “199.”  Code Stroke:  If a patient has one of the following symptoms that began within the last six hours:  sudden numbness of weakness, especially on one side of the body; sudden trouble seeing; sudden trouble speaking or understanding; sudden trouble walking or loss of balance.  Dial 199 to activate a Code Stroke.  
ACTION: All volunteers are responsible for notifying their assignment supervisor in the event of a violent act at the work site.  In the event that the assignment supervisor is not immediately available, dial “195” for Safety & Security Emergency Response, dial “192” for violent patient assistance (Code Green Team), dial “199” to report a code blue. These emergency numbers are all located on the back of your photo id badge, which should be worn at all times while on duty.
Hazardous Materials

Government regulations give you the “right to know” whether chemical materials are hazardous, the right to be trained how to handle them safely, and the right to all information your employer has about them.  But you have the responsibility to apply this information to keep yourself and others safe.

A Material Safety Data Sheet, or MSDS, is an information sheet which identifies the hazards associated with a given chemical product. If you are asked to work with a chemical and are uncertain as to what substance you are working with, ask your supervisor for the MSDS.

When a hazardous material is spilled or released, it will be cleaned up and disposed of by the user in accordance with the MSDS (Material Safety Data Sheet), when permitted.  Untrained personnel should not attempt to clean up a hazardous chemical spill.  Limit access to the spill area and call Safety & Security at “195” if the spill cannot be managed by trained staff.

ACTION:  All volunteers are responsible for notifying their assignment supervisor of potentially hazardous conditions.  Volunteers should not attempt to clean up a hazardous or unidentified spill. 

TORNADO SAFETY

Tornado Watch: A tornado watch means conditions are right for a tornado. Staff and volunteers should be alert to weather conditions.
Tornado Warning: A tornado warning means a tornado has been sighted.

· Hospital operator will initiate an audible tone over the public address system. An announcement will be made advising staff and public of the tornado warning.

· The hospital will next initiate the tornado warning notification system, alerting departments by telephone.

· General Guidelines:

· Remain calm, avoid panic, offer reassurance to patients.

· Transfer all ambulatory patients to areas of safety.

· Areas of safety - rooms and corridors without windows, especially rooms and corridors that do not border on an outside wall.

· Areas to avoid - stay clear of all windows, corridors with windows, or large, freestanding expanses.

· Patients who cannot be moved should be covered with pillows, blankets, or mattresses.

· Close all doors, including corridor doors, so that they latch.

· Close all drapes, curtains, or blinds as time permits.

· Crouch near the floor or under heavy, well-supported objects and cover your head.

· Do not attempt to utilize elevators due to the possibility of power failure.

· Do not touch any loose or dangling wires.

· Be alert for fire. In the event of fire, the hospital fire plan will be activated.

· Should a tornado strike the hospital, the "Internal Disaster Plan" will be implemented.

· As directed by the administrator on call, the hospital operator will announce over the public address system that the tornado warning is cancelled. This message will be repeated three times. Only after the "all clear" announcement has been made should patients and/or staff return to their areas.

ACTION:  Check and protect patients, seek refuge in areas away from windows.
Guidelines for Preventing Transmission of Infections (refer to the Standard Precautions Safety Reference Card)

· Handle the blood and body fluid/substance of all patients as potentially infectious. Protect your non-intact skin (e.g. chapped, abraded, or afflicted) from body fluid contact.

· The single most important thing we can do to prevent/reduce the spread of infection is to perform hand hygiene!  Wash hands before eating, after using the restroom, and after any contact with stool.  Use alcohol gel between all patient contact.  Your individual volunteer position unit may have more specific standard precautions you must adhere to.
· Wear gloves and/or a gown when instructed to do so by warning signs or hospital nursing staff, and when it is likely that hands will be in contact with a wet body substance (blood, urine, feces, wound drainage, oral secretions, sputum, vomit).

· Wash your hands, arms, face, etc., immediately and thoroughly if you have had unprotected contact with body substances. Contact your departmental supervisor, Volunteer Services and report to the university Employee Health Clinic (the ETC if after hours or on weekends) if you have had an exposure to body fluids or substances.

· Volunteers are never to touch needles/sharps.

ACTION:  In order to prevent and control the risk of transmission that may cause infection or disease, volunteers will take appropriate actions to prevent exposure incidents.  All volunteers will monitor their own interactions with patients and use appropriate barriers to prevent the spread of communicable diseases.  Volunteers will adhere to employee health procedures.

Isolation and Infection Control Signs 

Isolation or infection control signs have a wide range of colors. These signs identify what measures need to be taken to decrease the risk of spreading germs when patients are known or suspected of being infected with or carrying contagious germs. 
You may receive training on following these precautions at your departmental session, they are more common in some units than others.  So remember, always STOP before entering a patients’ room and read what is posted on the door first.  It is your responsibility to watch for these signs and only enter rooms if you are trained and follow the noted precautions.  

FALL Program

Another sign you may find posted on a patient door is an orange leaf.  If you see a patient with an orange wrist band, a picture of an orange leaf on their door; they are at risk for falling. If they are alone/ out of bed go to their side and call for assistance.  This indicates a patient who should not be allowed to stand unattended.  
ACTION:  All volunteers are responsible to STOP before they enter a room to check for isolation and infection control signs posted, as well as FALL program signs on inpatient doors. Volunteers will only enter rooms if they are trained to follow the noted precautions. Volunteers will call for assistance if they see a patient out of bed who is at risk for falling.
TUBERCULOSIS (TB) Information:  Prospective volunteers are required to have a health screening and pre-employment tuberculin skin test (TST).  Student volunteers must attend reorientation annually for an updated TST, or, if always positive, an annual review of the signs and symptoms of TB.  Community volunteers must report annually for an updated TST during your birth month, or, if always positive, an annual review of the signs and symptoms of TB.

ACTION:  All volunteers are responsible for reporting to the University Employee Health Clinic each year during their birthday month, for their required annual TB test.
Patient Confidentiality and HIPAA Standards

All patients treated at University of Iowa Hospitals and Clinics are provided with a copy of the University of Iowa Health Care Privacy Notice. The preamble to this notice, which directs the behavior of persons working at University of Iowa Hospitals and Clinics, is particularly applicable to your job as a volunteer: 

"As your health care provider or volunteer, we are legally required to protect the privacy of your health information …"

The performance of your job may require retrieval of information from patient medical records and/or computer-stored patient information. Under no circumstances should this information be discussed with anyone unless this disclosure is required in the performance of your duties and responsibilities. Once confidential patient information has been retrieved in the performance of your duties, it then becomes your responsibility to properly "dispose" of the document by distributing to appropriate people, filing securely, or otherwise destroying the document.

Hospital policy prohibits retrieval of medical records or computer-stored information that is not required for the performance of your job.

The confidentiality of information about patients that you obtain in the course of your volunteer work is protected by state and federal law. State and federal law prohibits you from making any disclosure of the information unless you are specifically authorized to do so under the policies of your department. Any staff member or volunteer who becomes aware of a breach of   confidentiality is required to inform the University of Iowa Heath Care Privacy Officer at 384-8282. This is kept confidential.  You may also contact the anonymous Compliance Help-line at 384-8190.
Respect the privacy and confidentially of all patients, staff, and volunteers in all medical and personal matters.  Remember the volunteer mantra: What you see here, what you hear here, must remain here, when you leave here.

What is HIPAA?

· HIPAA stands for the Health Insurance Portability and Accountability Act of 1996, a federal law intended to protect the security and privacy of patients’ health information

What is Protected Health Information (PHI)?

· Individually identifiable information, health information or demographics…written, oral OR electronic.

PHI Security is the key to your success!  Help us protect PHI:

· Do not discuss confidential patient information you may overhear in the regular course of your duties with anyone who is not involved in the patient’s care and does not have a need to know.

· Never talk about patients/families in public places of the hospital, such as elevators or waiting rooms, or in the presence of other patients/families.  Even if a patient’s name is not used, discussion of clinical information in public areas can raise doubts with patients and visitors about our respect for their privacy.

· When transporting charts or using paper records in patient care or patient support areas, position records so identifying information cannot be readily observed (turn charts over).

· Ensure documents containing patient information are shredded before disposal.

Access and release of information

Both unauthorized access and unauthorized release of patient information are violations of hospital policy.  This means you may NOT:

· Intentionally access any patient information unless it is needed to provide care or services to the patient, or is in support of payment or health care operations.

· Access patient information on behalf of someone else if you suspect the request is inappropriate. (You should verify requestor identity and authority before disclosing PHI.  If requestor is not known to you, require: ID/badge, verbal affirmations or legal documentation).

· Access information to satisfy your curiosity or out of concern for any person with whom you have no job-related business, including family members, without written permission.

Review the Health Care Privacy Notice brochure, which you received at orientation and is always available from the Volunteer Services office.  This brochure is given to all new patients, and describes how medical information may be used and disclosed and how patients can get access to this information.  It also lists contacts for complaints or questions.

Diversity in the workplace and characteristics of diversity:   Diversity is defined as the characteristics of people that make them different from each other.  Diversity is the individuality each employee or volunteer brings to fulfilling our shared mission and vision. Diversity can be based on a number of factors that are referred to as primary and secondary characteristics of diversity.  Primary characteristics are central to our identity.  They are important to our sense of self and usually do not change.  Primary characteristics include religion, nationality, disability, sex/gender, age, race and color.

Secondary characteristics describe who we are; they may not be as essential to our sense of self as primary characteristics because they can vary in importance at different points in life.  Secondary characteristics include socioeconomic status, education, profession, military experience, political beliefs, sexual orientation, physical characteristics, marital status, parental status, women’s issues, language/speech and geographic location.

UIHC consistently works to promote a diverse work environment.   We have learned to harness aspects of uniqueness.  Volunteers should behave in a manner where they value the differences of every individual encountered during their volunteer service.  By embracing these differences, we find sources of strength and creativity that ultimately improve the productivity and performance of our organization.

Professional Appearance Policy

Our personal taste and conduct must reflect concern and respect for the diverse group of individuals served at UI Hospitals and Clinics and instill confidence in the professional care provided here.  The full policy is available in the Volunteer Services office and under “What’s New” on the Volunteer Services page of the UI Health Care website.  Basically, the policy asks staff members, faculty, physicians, students, and volunteers to ensure that their appearance contributes to a positive, respectful, and safe health environment for patients, staff, and the public.

To create a professional appearance, please remember while on duty to:

· Wear identification badges above the waist with the photo and name immediately visible to patients, families and others. Nothing should be attached to the badge –pins and awards should be worn on a lanyard or clothing – not the badge.

· Be physically clean and well groomed and take steps to prevent or address problems of offensive body odor.

· Avoid excessive use of fragrances, which may be offensive or cause allergic or adverse reactions in others.

· Ensure that hairstyle, jewelry, scarves or other accessories do not interfere with assigned duties or pose a threat of infection or physical hazard.

· Cover tattoos and body art that contain wording or images that may be perceived as offensive to patients, families or other persons.

· Wear clothing that is neat, clean and free from offending odors.

· Wear uniforms if required and footwear appropriate to job duties.

Please remember that the following is NOT appropriate while on duty:

· Shorts, blue denim pants of any length, or exercise or workout clothing, including sweatpants, spandex or leggings. 

· Beach-type footwear (such as thongs or flip-flops), or bedroom slippers.

· Caps or hats, unless worn for medical or religious reasons or for the nature of specific duties, such as outdoor work.

· Shirts or other apparel with inappropriate images, wording or logos that may be perceived as offensive to patients, families or others.

· Tank tops, halter tops, or other tops that leave the midriff or back exposed, and skirts or other garments that expose undergarments and/or could be perceived as sexually provocative to a reasonable person.

Cellular Phone Policy

The usage of personal cellular phones during active volunteer working hours is strictly prohibited.  Volunteers may make personal cellular phone calls during break times or off-duty hours and ONLY in non-patient care areas.

ACTION:  All volunteers are responsible for ensuring that their cellular phone is turned off before they begin their volunteer shift.
Service Excellence, Service Leadership: The UI Health Care Service Leadership initiative is based on an individual commitment to service excellence. Two important elements are: the I Care Core Values (Integrity, Commitment, Accountability, Respect, and Empathy) and the 15 House Rules. The core values help us understand the foundation of service excellence and the 15 House Rules help us understand expected behaviors as we interact with patients, families, and each other.

15 House Rules

1) Break The Ice 

· In a busy world like ours, it is easy for people to feel overlooked and invisible. 

· Break the ice. Make eye contact. Smile and say "hello." Introduce yourself. 

· Call people by name and extend a few words of concern. 

Examples: 

"Hello, and welcome. I am Sue Jones. How may I help you?" 

"Good morning. My name is Elaine Smith. I work in the Radiology Department. And your name is?" 

"Good afternoon, Mr. Robinson. Is this your first visit?" 
2) Stop and Help 

· Notice when people look confused. Stop and lend a hand. 

· Give them specific directions or information. 

· Make sure they understand your directions. 

· If they seem really confused, take them rather than tell them.
3) Take the Time for Courtesy and Consideration 

· There is no substitute for courtesy and politeness. 

· Kind words and polite gestures make people feel wanted and special. 

· "Please," "Thank you," and "I'm sorry for the inconvenience," go a long way toward building confidence and making people feel respected.

4) Keep People Informed 

· Explain what you are doing and what people can expect. 

· People are always less anxious when they know what is happening. 

· Be aware that although patients want to know information, they don't often bring up their questions for fear of looking stupid or bothersome.

5) Anticipate Needs 

· Take the initiative when you see someone needing help. 

· You will often know what people want before they have to ask. Don't hesitate...ACT. 

· Working with one another and helping out whenever possible reduces the impact of "TURF” (Patient Transfer).
6) Respond Quickly 

· When patients are worried or sick, every minute seems like an hour. 

· Remember the feeling of endless waits in lines? Did you get upset? 

· When co-workers need information, products, or help, they find delays frustrating.

7) Respect Privacy and Confidentiality 

· Knock as you enter a patient's room. 

· Watch what you say and where you say it. 

· Protect personal information. Be aware of the legal issues.

8) Handle with Care 

· When you come in contact with a patient, it is important to slow down and show care in the quality of your touch. 

· Imagine the view from their perspective. Your actions will play a large part in their feeling of security.
9) Maintain Dignity 

· Does taking care of the paperwork take precedence over how you treat the patient? 

· Are you treating the patient as a number, case, or diagnosis rather than a person? 

· You see many people during the day. They may only see you. Make them feel important--learn their name. 

· Respect their privacy and individuality--give them choices. 

· Knock on the door. Close the curtains if they wish. 

· Respect their "space."
10) Treat Adults as Adults and Children as Children 

· Address patients as Mr., Mrs., Miss, or Ms., and their last name until being invited to do otherwise. 

· Never slip into the routine of calling patients "honey," "sweetie," or "dear." 

· Do not make assumptions about a woman's marital status. Using Ms. is safer until they suggest otherwise. 

· Start formally. If the patient suggests otherwise, respect those wishes. If you are not sure, ask them what they prefer to be called. 

· Know your audience - consider their age and understanding level. Avoid jargon.
11) Listen and Act 

· Listen with purpose. 

· Listen for meaning. 

· Eliminate distractions. 

· Don't jump in. 

· Be an active listener. 

· You can't listen if you are talking...(80% rule)

12) Help Each Other 

· Think, work, and act as a team. 

· Offer assistance. Be a helpful coworker.

13) Keep Quiet 

· High noise levels can cause adverse health care outcomes for patients. 

· Patients are greatly offended by being awakened by loud voices and laughter. 

· Guidelines: 

· Be aware of how long, loud, and where you talk. 

· Avoid calling out and yelling down passageways. 

· Try to reduce mechanical noise. 

· Be a quiet advocate. 

· Answer the telephone quickly. 

14) Look the Part 

· Your personal appearance has an impact on how others react to you. 

· Look professional--it generates a sense of security.

15) Respect Our Differences 

· Our patients and their families come from all over the world, representing many different cultures. Sometimes cultural differences are reflected in patients' attitudes about health care. 

· Recognize and respect cultural differences. Treat all people courteously, regardless of their race, religious affiliation, or ethnic background. 

· Call on support services, which may include interpreters, members of the clergy, or food and nutrition support for people with special dietary needs. 

SCORECARD

1. False.  Code Blue is a medical emergency and is reported by dialing “199.”
2. a) 195.  “195” is the number to dial for fire or security emergencies, including a code pink infant abduction, accident or missing patient.  

3. True.  All volunteers are required to report to the University Employee Health Clinic annually during their birth month for a TB skin test (or, if always positive, for a TB signs and symptom review).

4. d) All of the above.  Frequent handwashing and proper hand hygiene is the best way to prevent and control the spread of infection.

5. False.  A tornado watch means conditions are right for a tornado.  A tornado warning means a tornado has been sighted.

6. d) All patients.  Volunteers will treat all situations as if there is a risk of infection and use proper procedures to prevent exposure to blood or body fluids.

7. False.  Volunteers should not attempt to clean up an unidentified or hazardous spill.  All volunteers are responsible for notifying their assignment supervisor of potentially hazardous conditions. 

8. True. HIPAA sets a national standard to protect personal health information.

9.  d)  PHI may be shared for three purposes only: treatment, payment, or hospital operations.  

10. True.  Patients may notify nursing staff if they do not want to be listed in the hospital census.

11.  d)  Income.  Diversity can be based on religion, nationality, disability, or race.

12. False.  Volunteers may only make personal cellular phone calls during break times or off-duty hours and ONLY in non-patient care areas.
13. False.  Neither blue jeans nor shorts are acceptable in presenting a unified professional appearance at our hospital.  

14. True.  Addressing a person by their last name demonstrates respect.

15. True.  An easy way to remember this is to give our patients “the N.O.D.”: tell them your Name, Occupation and Duty at your first contact.

Thank you for your attention to this important documentation.  
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