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volunteer areas such as Big Brothers and Big Sisters of lowa and MD Anderson Cancer Center Volunteer
Services and Merchandising in Houston Texas where he managed volunteer and volunteer programs for
seven years before shifting to his current Data Base Coordinator role.

Scott’s volunteer and analytical experience helps structure data collection with a focus on departmental
process improvement and outcomes. Scott reviews and advises the departments performance to ensure it
meets with The Joint Commission standards. During the COVID pandemic he developed reporting and data
collection streams to provide ongoing compliance information for the National Healthcare Safety Network
(NHSN). Scott continues to assist in the comprehensive required annual volunteer online training.
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for community organizations. He was the National Director for the Disaster Help Network (DHN) from 2003-
2008 in collaboration with SAIC Corporation. In 2008 DHN’s software was managing more than 60% of the
Medical Reserve Corps volunteers across the USA. Todd was directly involved in multiple disaster responses
including all 4 hurricane in Florida & Alabama in 2004. In 2005 he deployed the first cross-state medical disaster
volunteer system (between Florida & Alabama for Hurricane Katrina).
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Welcome. 
Mention we are recording! And to find Chat box. You’ll want to have this open as we’ll put some links to other resources in the chat – but don’t worry – we also have a resources page at the end of this webinar.

And please open SLIDO on your screen.
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We’re pleased to welcome one of our great customers, Scott Zylstra. He’s joining us today from his office in Houston where he serves as the Database Coordinator for Volunteer Services & Marketing @ MD Anderson hospitals in Houston. 


[Todd summarizes accomplishments]

SLIDO poll:  Does your volunteer program interact with any emergency planning efforts for your business?  [yes / no / sometimes / we’d like to be]








Target audience for today’s webinar

v

Minimal Knowledge
Looking for some basic information,
key principles and “how-to’s” on the

subject.
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SKILL LEVEL

-

\_

~

Working Knowledge
Integrated practices and moving
beyond basic concepts. Looking for
breadth and depth on a topic

/

\4

Authoritative Knowledge
Looking for advanced knowledge, integration
and concepts that are innovative and cutting

edge.
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Before we get into the content for today’s webinar, I just want to be clear about the target audience we are presenting this information for. All levels are of course welcomed, but this workshop is designed for volunteer managers with an active volunteer program who wish to explore ways of increasing recruitment and retention. A good working knowledge of volunteer programs is strongly recommended.







By the end of todays session, you will be able to:

1. Understand disaster planning at | ‘
national and local levels G O A | ”

2. Compare your plans & processes — ’ C—
to MD Andersons

3. ldentify next steps for your
organization.

SR

i
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Hi Everyone! Welcome to our workshop on disaster volunteer engagement. We’re pleased to welcome Scott to our roundtable discussion today and look forward to his presentation on what MD Anderson has been up to. By the end of this session you should be able to achieve the goals we’ve outlined here. I’ll start out by introducing some nationwide structures and a bit of vocabulary. 






B
Results from Pre-registration Poll

Does your volunteer program interface with disaster planning?
Yes: 43% No: 4% Not sure: 52%

Are you familiar with the National Response Plan (or Framework)?
Very familiar: 4% Slightly familiar: 61% Never heard of it: 35%

Have you developed relationships with local NGOs that support disaster relief?
Yes: 4% No: 47% No Idea: 47%
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Scott, we can ask questions of attendees as they register for the webinar days / weeks in advance. These might be related to what they want to accomplish or how much they already know on the topic. Perhaps we should meet and discuss what we’d like to know via polling before / during the show? 




National Response Vocabulary

 National Response Framework (NRF) = Structure
» NRF Appendix on Volunteerism

 National Incident Management System (NIMS) = By whom

* Emergency Support Functions (ESFs) = Tactical Stuff National Response
» ESF #6: Mass Care, Housing, Human Services, Medical Framework

January 2008

* Emergency Operations Center (EOC) = Where

-4 Homeland
¥ Security
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Most people don’t know how disaster responses are organized, nor do they need to. However, as we’re discussing your role in these today, we decided to introduce you to some of the vocabulary, structures and partners involved in most responses, including medical. 

[describe each item in list]


https://www.fema.gov/emergency-managers/national-preparedness/frameworks/response
https://www.fema.gov/sites/default/files/2020-07/fema_nrf_support-annex_volunteer.pdf
https://www.fema.gov/sites/default/files/2020-07/fema_nims_doctrine-2017.pdf
https://www.fema.gov/pdf/emergency/nrf/nrf-esf-06.pdf

Disaster Response: Partner Organizations

r% Mational .4',"

‘ voluntary Organizations :

E Active in Disaster ‘l‘!
Lutheran

Disaster Res ponse CATHOLIC RELIEF SERVICES

MORMON HELPING HANDS

<\
>,

AmeriCorps OVENTS

il

COMMUNITY

) LU
+ American 0, \omamy/ &
B / RedCross NSO JESUS CHRIST
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These are just a few of the principal organizations who are known for assisting during a response. I’ll highlight a few quickly: 

[Walk through each quickly: what do they provide?]


SLIDO: Which community organizations does your volunteer program affiliate with? [word cloud]







Disaster Response: MRC

e 800 Units Nationwide
e 300K Volunteers

 3M Hours of COVID Support mediCOl
reserve
COorps
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.

Medical Reserve Corps oAl

reserve
corps

MRC Activities

Examples of activities that MRC volunteers participate in and support include the following:

Emergency preparedness
and response trainings
and exercises

Emergency shelter
operations and medical
care

Disaster medical and
behavioral health support

Medical facility surge
support

Mass dispensing efforts
(e.g., medication, water,
other supplies)

Disease testing and
surveillance
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Community vaccination
clinics

Veterinary care

Support services to
disaster call centers,
family assistance centers,
and reception/evacuation
centers

Emergency operations
center and
communications support

Patient movement
support

Search and rescue
operations

Disaster clean-up and
recovery support

First aid and medical
support during large
public gatherings

Community education and
outreach

Emergency preparedness
and response planning,
logistical, and
administrative support

And more...
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Quickly tell story of MRC support during various disasters (I have stories) while they read through bullets. 


ESAR-VHP

U.5. Department of Health & Human Services

| ——

__r_

About ESAR-VHP Health Professionals Employers State Coordinators | REGISTER |

The Emergency System for Advance Registration
ot Volunteer Health Protessionals

* Federal Program

* Interstate Credentialing of Medical Professionals

e Accessible through your state department of health

* Provides pre-vetted medical and non-medical volunteers to hospitals
* Designed to work alongside existing hospital volunteers + MRC
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Link For Chat: https://www.phe.gov/esarvhp/Pages/about.aspx


.

MD Anderson Profile

* Seven Houston locations with hospital
partnerships in several states.

750+ patient beds

e 300+ volunteers

Illliiﬁ ENEE
‘almlml LIELE

* MD Anderson has been named No. 1
in cancer care in U.S. News & World
Report's 2024-2025 annual “Best
Hospitals”

Il
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Introduce MD Anderson + Scott

Scott, can you please fill in the basic stats on this slide along with anything else you feel is relevant? 





.

Mandates

Joint Commission Certification requires it

* New standards emphasize emergency policies & procedures : ilfﬁdmg{;‘ﬂ'ﬁgiz
. . . . pﬂlﬂy ccd1ﬂ“-"7*§E§Eg”
* Volunteers involved in emergency operations must comply with gagﬁ&ggnﬁg?;ﬂug_ S aesh,

“IMMUnIZAtion:S ssmes2 festrictionis:

COVID-19 VACCINE MANDATE

ity travel =

“gwernmant”"'”m“yE[md 10 =fiealth

[] ] d = ) — gy
Government requires it w"gg;g?t':;"""gﬁ; Sy sEal
neaple o

ﬂﬂrliEEs Sﬂfgtyﬂls a5e ™

the hospital’s emergency management plans and policies

* Mass prophylaxis (like Covid), physical disaster protocols
* Federal mandates & funding
* Tied to compliance w/ National Response Framework
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Hi Everyone… So, other than the obvious what are the motivations and drivers for good response plans?

MD Anderson Volunteer Services and Merchandising had to work with and be compliant of many new and fast changing regulations and requirements while simultaneously keeping focus on our absent volunteer population.  The following slides will detail the challenges 

and solutions used to maintain emergency compliance and volunteer engagement.

How did this case study come about?

So how did this case study come about? I was in a check in meeting with Lisa La Vingna and Bill Cornett and I kept bringing up examples of how Vsys One really helped us respond to the COVID pandemic and all the changes within our department. And We realized that this would be an opportunity to create a template how our department responded to COVID-19.  To show how we did actually got through and found our way while being compliant with emergency mandates.






Department concerns

1. Communication: How could the department ensure that
volunteers still felt connected to Volunteer Services and

Merchandising during the pandemic?

2. Information: How could the department keep volunteers
updated on our response to the COVID-19 pandemic?

3. Compliance: How would the department track vaccination
compliance with the current volunteer population?

4. Return: How would the department structure the safe return
of volunteers and track vaccine compliance?
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Discuss the formation of questions, allowing audience to read (or reverse this by changing slide).

We were in an unknown territory. We found ourselves working from home many of us for the first time and many of us unsure of how to use work from home technology to stay touch with not only each other but our volunteers. 

Be worried how we could provide the most update and accurate information about COVID-19.

And with compliance standards not yet established, we are unsure if there was an appropriate path for volunteers to return.

It was a time of deep concern as they're department entered unknown territory.





'S
Answers: Communication

. Communicated weekly emails via VSys One Letter
Manager
. Held volunteer virtual Town Halls to share news and

updates about how the COVID-19 will affect
volunteering and possible next steps

. Invited volunteers to share and post what activities
they were doing during the pandemic via the
Volunteer Services Facebook page
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However, we weren't without tools or without a road map of how to communicate with volunteers. 

In the past we had sent letters to inform volunteers about updates and special events and we had held in person town halls to cover important topics. We just had to transition some of these tools to an online version and educate our volunteers how to engage with us in the new format.

MD Anderson response to COVID information was swift as online sites were created for patients to go to for updated information that was fact based. We made sure our volunteers knew about these sites and encouraged them to visit them For more information on the evolving COVID pandemic.

Once we had settled into working from home and had a better idea of how we would move forward we created town halls via Webex and prior to them sent out educational materials to all of our volunteers that explained how to use Webex & up for the town halls.

We also worked on keeping our volunteers engaged with patients by sharing ways they could use our social media to offer encouragement to our patients, caregivers and family members.  Our department created a fun video of staff letting them know that we were looking forward to being together soon.










'S
Answers: Communication

Informed volunteers that they can still make a difference in

our patients lives by safely donating blood at donation
centers

Encouraged volunteers to send words of hope to cancer
survivors to our department email which would then be

turned into a video and shared with all cancer survivors,
caregivers, and family members via our social media outlets

Surveyed volunteers on their interest in returning
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We also informed volunteers how they could actively engage helping patients through blood donations which were safe and a vital asset to our patients recovery and treatment we encourage volunteers to visit our blood donation center.

We encourage volunteers to share words of hope and encouragement to our patients which we shared with our patient population

as we grew closer to understanding the scope of COVID and the possible return of volunteers we surveyed them to gather information on their interest in returning














Answers: Information

. Shared the MD Anderson COVID-19 resource page to
provide fact-based information to volunteers

. Provided a calendar of virtual events and classes volunteers
can attend that teach them how to better support our
cancer patients

. Created art classes that volunteers can attend virtually
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Answers: Information

Communicated the process for volunteers to
receive COVID-19 vaccines at MD Anderson with a
clear definition of "fully vaccinated":
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Our department worked with infection control to create a pathway for volunteers to return and once the requirements were decided upon we were excited to be able to share with our volunteers the process and the definitions of being fully vaccinated.











B
Answers: Compliance

. Ensured volunteers vaccination status met CMS (Centers for
Medicare and Medicaid Services) and NHSN (National

Healthcare Safety Network) standards

. Created certifications in VSys One to track volunteers
COVID-19 vaccine compliance per the above definition

. Used VSys One Intellilists to filter volunteer vaccine
compliance

. Created vaccine compliance reports for CMS and HNSN
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Our department work closely with infection control and contacts from Centers for Medicare and Medicaid Services and National Health safety network to ensure our volunteer return plan was compliant with all established vaccination requirements.

Using the certification and intellilists tool we were able to quickly create both main vaccination and booster vaccination certifications and track them by date given an expiration date. 

This allowed us to be quick to respond to vaccine audits and requests 

This allowed us to create reports required to prove our volunteer's vaccination status and ability to return.

Scott, I’m thinking a poll question about their current level of compliance with – or even awareness of – the standards you reference here, but only if you can incorporate it into your presentation in some way. We use built-in SLIDO inside WebEx for polls so it’s super easy for folks to answer. You and I can see results instantly. So can they. It’s cool. 

SLIDO poll question

How would you rate your current level of compliance with or awareness of the standards for CMS and NHSN?
Very knowledgeable and fully compliant
Somewhat knowledgeable and mostly compliant
Neutral or unsure
Somewhat unaware and partially compliant
Not knowledgeable and not compliant



Answers: Return to Service

Created an onboarding process for returning volunteers =

that included: C .

Adaptability Assessmen t

. Proof of complete COVID-19 vaccination ' ‘A‘-.

\

: : e REEUrN-to-Work
. Two shots of an approved vaccine (Moderna or Pfizer) or P e e
one shot (Janssen)

. Required a photo of COVID-19 vaccine card

. Current flu shot record
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With the vaccination requirement firmly established, we were able to use certifications and intellilists to sort volunteers into compliant and non complainant categories and follow up as needed.

These tools were invaluable to create and report on our reboarding goals

With vaccination information collection established we turned our attention improving our reboarding processes. Everything was questioned.  This was our time to recreate and streamline the reboarding process.

At this point we leaned heavily into the notification and subscription tool in Vsys and relied on it to automate many tasks that would free our staff, which were fewer in number, to deal with other onboarding process.

Scott, I really like the emphasis on how our products helped with the return to work. Can you please put more emphasis on these? Can we open up to questions? I’d also like to ask them a poll question about how many of them have (or would) use VSys in the ways you’re describing. Is that ok? 














'S
Answers: Return to Service

. Schedule would be implemented: small groups gge;é?;.bmc £ e
of volunteers at first then more as CMS and ' -
HNSN allowed e REEUrN-to-Work

Considerations

. Moved ongoing training and interviews to
Zoom with plans to use the VSys Online
Training Module in the future
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We were able to welcome back volunteers! 

Working with HNSN and CMS we established a phased return policy

utilized Zoom to interview returning volunteers and moved any training materials online.  

Our volunteer population were much more comfortable working within an online environment, and we wanted to monopolize on that knowledge. 

And so going forward we moved interviews into a zoom environment which would make it much easier for perspective volunteers to take part without having to come into down downtown Houston. Also we moved ongoing annual trainings to an online state using the online training module available in VSys.

















'S
Our Timeline

March 13,2020: Informed volunteers that the department would be closed due to the
pandemic

April 4, 2020: Weekly email communication begins

August 9, 2021: Virtual Volunteer Town Hall

October 21, 2021: Informed volunteers of the onboarding process and steps
February 10, 2022: COVID-19 documentation deadline
February 22, 2022: Reorientation begins

March 14, 2022: Phase | and Il volunteers must complete all onboarding requirements

March 21, 2022: First volunteers return to campus
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Discuss. 

Scott, the dates don’t matter as much as the process / importance of planning so I’m listing them on the screen as a backdrop to your dialog (only). The real content here might include how hospital planning processes and timelines need to be coordinated with others and be based on the NSF.  


From start to finish this journey of returning volunteers involved working with infection control, emergency compliance, CMS and HNSN departments to maintain adherence to return policies This involved learning new skills implementing new platforms and educating volunteers of how to use new technology.

Note:  Many people who requested information on compliance were surprised how quickly our department could produce reports.  Our department response time was always same day.






Outcomes

COVID-19 forced a reimagining of our
volunteering practices; emphasizing flexibility
and creative solutions to continue making a
positive impact on our patient, family, and
caregiver population.
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Scott, I ’m putting the 2nd half of the outcome section in notes here so  you can discuss it readily. Too much for the screen. 

“While the pandemic did not fundamentally change the concept of volunteering, it drastically altered the ability to engage in volunteering activities. Notably, MD Anderson found that application and volunteer numbers decreased, however their volunteer population remains committed.”

Working with emergency planning got us to where we are today.














Ideas To Action

1. Obtain / Maintain compliance with Joint Commission

Multi-hazard plans, including cyberattack.

2. Develop Volunteer Disaster Recovery
policies, then educate volunteers on t

Plan and

nem.

3. Connect with local volunteer support groups like

Medical Reserve Corps and faith-based.
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Resources

e Joint Commission (2021). R3 Report: Requirement, Rationale, Reference.

e Joint Commission (2023, August 15). Sentinel Event Alert: Preserving Patient Safety after a
cyberattack.

* Deloitte & Joint Commission (2020) COVID-19 Lessons Learned: A Resource for Recovery. September
18, 2020

* National Response Framework
» NRF Appendix on Volunteerism

e National Incident Management System
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Scott, I can’t find the link for the 1st presentation. Was that a direct presentation you made at SHVL this year? If you send me the actual content we can publish it and create link. 












https://www.jointcommission.org/-/media/tjc/documents/standards/r3-reports/final-r3-report-emergency-management.pdf
https://www.jointcommission.org/-/media/tjc/newsletters/sea-67-cybersecurity-7-26-23-final.pdf
https://www.jointcommission.org/-/media/tjc/newsletters/sea-67-cybersecurity-7-26-23-final.pdf
https://www.jcrinc.com/what-we-offer/covid-19-lessons-learned-a-resource-for-recovery/
https://www.jcrinc.com/what-we-offer/covid-19-lessons-learned-a-resource-for-recovery/
https://www.fema.gov/pdf/emergency/nrf/about_nrf.pdf
https://www.fema.gov/sites/default/files/2020-07/fema_nrf_support-annex_volunteer.pdf
https://www.fema.gov/sites/default/files/2020-07/fema_nims_doctrine-2017.pdf

Open Discussion & Questions
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Thank you for joining us!

For Questions contact Todd @

tmcmullin@vsysone.com
(518) 407-3134
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© Bespoke Software, Inc.

WWW.Vsysone.com

(800) 517-3943
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