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1. Policy Statement

The purpose of this policy is to track the experiences that Open Arms volunteers, clients and
external persons may have while interacting or working with Open Arms Patient Advocacy. By
tracking the feedback from individuals, Open Arms can respond quickly and effectively to
incoming concerns. The feedback process with be a tool used for the continuous improvement
of provided services. In addition, the feedback process will aid Open Arms in providing a
positive volunteer experience and to continually improve the work environment.

2. Scope

This policy applies to all Board of Directors, volunteers, clients, and external parties interacting
with Open Arms Patient Advocacy that provide feedback.

3. Definitions

“Open Arms” means the Open Arms Patient Advocacy Organization.

“Feedback” means any comment that is given to Open Arms from an external party, volunteer
or director that could be perceived as an assessment of the experiences they have had with the
organization.

“Case List” means the internal SharePoint list used to log client or volunteer feedback. This list
is only accessible to the Board of Directors, Intake Department, and Advocacy Education

Coordinator.

4. Feedback Case List Procedure

4.1 Intake Coordinator. All feedback submissions through the website, office phone or emails
are to be logged by the Intake Coordinator in the organization’s case list. An email will be sent
to the appropriate volunteer/director that the feedback is concerning. The Intake Coordinator will
send a confirmation email to the submitter that the feedback has been received and the
appropriate Open Arms personnel have been notified.
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4.2 Advocacy Chairs. Feedback from Open Arms clients will be logged in the feedback case
list by the Advocacy Chairs. If a volunteer advocate receives a complaint or commendation, the
receiving Advocacy Chair will create a case in the case list and start the process for resolution if
required. The Advocacy Chair will facilitate communication with the volunteer advocate and
client. When a resolution is found, the Advocacy Chair will inform the client of the outcome of
their feedback. All information and correspondence related to the case will be logged in the case
list.

4.3 Board of Directors. All directors are responsible for logging feedback that they receive
while serving their role at Open Arms into the case list. Specifically, the following directors are
responsible for the following:

¢ Marketing Chair: Feedback that is received through social media including Facebook,
Instagram, and LinkediIn.

¢ Outreach Directors: Feedback from external organizations, such as at presentations,
meetings, or exhibitions.

¢ Volunteer Coordinator: Feedback provided during the volunteer interview and
onboarding processes.

e Secretary: Feedback as they relate to current or potential members.

¢ Members-at-Large: If a comment or concern is brought to their attention, notify the
appropriate Board Director.

¢ Chair and Vice Chair: Create a case and log any feedback that relates to the Board of
Directors and monitor the case list regularly to ensure feedback is being logged and
resolved properly. Use the feedback to ensure the quality of OA services are maintained
and foster continuous improvement.

4.4 Surveys. There are three surveys that are to be given out as follows:

e Client Survey: To be provided by volunteer advocates to clients when their case is
closed. The Advocate Chairs will ensure the client surveys are reviewed and feedback is
implemented.

¢ Volunteer Advocate Survey: To be provided by the Advocate Chair prior to an
advocate leaving the organization.

¢ General Volunteer Survey: To be provided by the Volunteer Coordinator to board
members or volunteers prior to leaving the organization. The Chair of the Board is
responsible for delegating or ensuring the exit surveys are submitted as needed.
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5. Review

5.1 Review Cadence: This policy will be reviewed annually by Open Arms Board of Directors to
ensure currency and applicability.

Contact

For questions, please contact advocacy@openarmsadvocacy.com with the subject line
“Feedback Policy”



