	Community Affairs Policy
Title:  Donor Family Services Program
	
	

	
	Doc. No.:
	

	
	Revision:
	

	
	Change Request:
	

	
	
Effective Date:  
	

	
	Page:
	1 of 7



	Reviewed by CEO:
	Date:  02/22/2010
	Initials
	

	Reviewed by Division Director/Manager:
	Date:  02/22/2010
	Initials:
	    


1.0
STATEMENT OF POLICY: 

It is the policy of OPO to follow strict guidelines for a Donor Family Services Program offering bereavement support to families after donation in order to maintain control and confidentiality of material and information related to donation.


Following those guidelines, it is the policy of OPO to extend immediate gratitude and sympathy to all donor families and to provide a recovery outcome letter within 30 days of the donation.
The Donor Family Services Program will be administered by Donor Family Advocates who will actively follow all donor families for two years post-donation, offering an opt-out option to all family members and continuing support past two years if requested.

2.0 SCOPE:

2.1
The procedures in this policy apply to all Recovery and Family Services staff, to the 
Administrative team under the supervision of the Office Manager, and to Donor Family 
Advocates.


2.2
The Director of Community Affairs is responsible for overseeing the development, 


implementation and assessment of the Donor Family Services Program in order to support 

all donor family members during their grief journey with respect and gratitude for the gifts 

that were given.

3.0 REFERENCE:


3.1
AOPO certification guidelines Donor Family Services Standard
4.0 PROCEDURES: 
4.1 
Initial Contact with donor family post-authorization:

4.1.1
Recovery coordinators, family service specialists and donation specialists at the time 
of authorization and as part of the conversation with the donor family offer the 

Remembered for Life Memorial (RLM) and Today’s Journey Bereavement Resource portfolio.
4.1.2 The RLM includes a certificate honoring the heroism of the donor, pins for family and friends to wear and donation information and instructions to visit OPO web site for more information about donation.  The memorial is designed for use at home visitations, funerals or memorial services.



4.1.3 Recovery staff will inform the Administrative Team and the Donor Family Advocates that the RLM has been requested.  They will send it to the home or funeral home as instructed and document all activity.  Today’s Journey Bereavement Resource portfolio is given to all families who are approached in the hospital about donation.  The portfolio will be mailed in the RLM box to all tissue donor families.  It will be mailed separately to families who do not wish to receive the RLM.  Those families who have not chosen donation will receive a version of the Today’s Journey Resource portfolio that does not include information about donation or donor family follow-up care.

4.2 Initial Contact with donor family post-recovery:

4.2.1
The OPO Administrative team will send a sympathy note thanking the donor 

family on receipt of information from recovery staff that a donation was authorized 
by registry or family, regardless of the outcome of the recovery.



4.2.2
All incoming calls from donor family members to the office shall be given to the 


Donor Family Advocates.



4.2.3
The Donor Family Services Program shall at all times offer translation services over 

the phone.


4.2.4
All verbal or written contact between any OPO staff member and a donor family member following an authorization shall be documented in the donor chart or Donor Family Advocate’s records.


4.3 
Outcome letter:
4.3.1 A letter explaining the outcome of the authorization is sent by the Administrative Team under the supervision of the Office Manager within 30 days unless the family has asked to receive no further information.  Those involved in the donation including, but not limited to, hospital staff, the Medical Examiner, the laboratory staff, will also receive an outcome letter.


4.3.2 The donor family letter should include a statement of gratitude for so generously having given the gifts of life, delineation of donation outcome providing only generic recipient information with no reference to recipient hospital or recipient identity, and a letter from OPO Chief Financial Officer.  These letters shall be translated as circumstances require.


4.3.3 The letters sent to non-family members should include a statement of thanks on behalf of the OPO for the donor referral and assistance provided during the donation process; delineation of donation outcome providing only generic recipient information with no reference to recipient hospital or recipient identity; and a copy of the WRTC quality assurance form. 

4.3.4 Enclosures in the outcome letter will include: a book, For Those Who Give and Grieve: A Book For Donor Families;  families of tissue donors are sent a brochure, “The Gift of Tissue Donation;” and families of not medically suitable donors, are also sent grief  brochures
4.3.5 The donor family information will be entered immediately into the Fox Pro database, and all conversations, correspondence dates and other actions will be documented in that database. Notes are entered in the chart prior to contact information being entered into Foxpro.  Outcome letters are scanned into the donor chart.

4.4
Donor Family Services Program Mailings:  The following is the standard procedure for such mailings.  All families that approve authorization, whether donation occurs or not, will receive the same services, and are referred to as donor families.  All letters will be personally signed and personal notes will be written on some individual letters. Letters to non-English speaking families will be handled on a case-
by-case basis. 
Documentation a letter was sent will be maintained in Foxpro database.



4.4.1
Within four to eight weeks a Donor Family Advocate (DFA) will contact the 

donor family by letter.  The following information will be enclosed with the 

letter:  a brochure on “Coping with Grief,” a flyer entitled “Sudden Death,” a 

narrative, “The Butterfly” along with a butterfly pin.  A post card is also 


enclosed with this mailing for families to fill out and return indicating their 
wishes 
for no further contact.


4.4.2
In the third month, the DFA will send another letter including a 


brochure about OPO’s Grief Companion Program.
4.4.3
At six months another letter will be sent by the DFA along with a copy of the 

National Donor Family Council’s (NDFC) newsletter, “For Those Who Give 

and Grieve.”  Tissue donor families are sent  the  brochure ”The Process of 

Tissue Donation” along with a card letting them know that it can be up to a 

year before the outcome of donated tissue is determined and to call if they 


have questions.

4.4.4
At nine months a letter will be sent offering the donor family the opportunity 

to participate in OPO’s remembrance quilt by preparing a square 


commemorating their loved one.  They will also be invited to provide a 


narrative regarding the quilt square.  Information about the quilt and 


instructions for completing a quilt square will also be included.  Once the 


quilt is completed, each donor family participating will receive photographs 

of their loved one’s square and the completed quilt.  The quilt patch and 


narrative will also be put on OPO’s web site.

4.4.5
After one year and eighteen months, letters will be sent by the DFA and will 

include the NDFC newsletter.


4.4.6
The DFA shall send a survey with the 14 month letter requesting donor 


family feedback about the first year of follow-up care.  That information will 

be assessed and shared with the Donor Family Council and the Director of 


Community Affairs to craft responsive changes if needed to the Donor Family 
Services program.

4.4.6
At two years the DFA will send a final letter informing them that they will no longer receive bereavement letters, but will continue to be in the database to receive invitations to the Donor Family Gathering and special events as well as the semiannual donor family newsletter LifeLines.  They will also receive a listing of suggested memorial remembrances and grief resources.  Additionally, donor families will be provided with information about and 
encouraged to participate in volunteer activities such as the Friends for Life Volunteer Group and the National Donor Family Council.  Tissue donor families will receive a letter from Tissue Bank outlining the outcome of their loved one’s tissue donation.  

4.5
Personal Contact:  The Donor Family Advocacy Program shall include personal 


follow-up including telephone contacts, handwritten notes and email exchanges with 
donor families and grief seminar opportunities throughout the year.


4.5.1 
Periodic phone calls will be made to donor families and will often be 



followed up with hand written note or emails.  These will be documented in 


either Foxpro or notebooks locked in the DFA office.

4.5.2
Throughout the two year period, letters and grief information will be sent 


during the holidays as well as invitations to attend grief seminars and 


OPO’s young widowhood support group.  Topics for grief seminars range 

from loss of parents, siblings, from suicide, traumatic or sudden loss.  The 


Donor Family Council advises on what topics would be best received.

4.5.3
The Donor Family Services Program shall facilitate, in an organized way, the 
exchange of information between donor families and recipients.  Refer to 
Community Affairs Policy OPO-603.

4.6
Memorial Opportunities:  


4.6.1
The Donor Family Services Program shall also include a variety of donor 



memorial opportunities, including but not limited to those already listed and 


the annual Donor Family Gathering ceremony.

4.7
Donor Family Council:

4.7.1
OPO shall recruit and serve a Donor Family Council, established by the Board of 
Directors to provide advice, evaluation and assessment of OPO interaction with 
donor families, from the time of authorization and donation to all post-donation 
follow-up.  

4.8 
Effectiveness: 


4.8.1
The Donor Family Services Program shall include regular opportunities for 


donor families to assess the effectiveness of bereavement efforts including, but not 

limited to, advice from the Donor Family Council, documented telephone,
email and 

regular
correspondence, and survey tools, both with the 14 month letter and after the 

Donor Family Gathering.

4.8.2
OPO DFAs shall document all telephone contact, correspondence and survey 
results that relate to program improvement. All such information shall be reported to 
the Director of Community Affairs who will use such tools to assess the program’s 
goals, needs, and effectiveness

4.9
Translation Services:


4.9.1
All Donor Family Services correspondence shall be translated into Spanish.  

4.9.2
Correspondence shall be offered in other languages on a case by case basis.  

4.9.3
At all times, the Donor Family Services Program will offer telephone translation 
services.  

4.9 
Documentation of refusal or loss of service:
4.9.1
If a family member does not wish to participate in OPO Donor Family services, it 
shall be documented in the donor chart at the time of authorization.  If through 
subsequent contacts, the family no longer desires services, this information is 
documented in the Foxpro database.  

4.9.2
When a letter is returned with no forwarding address, attempts will be made to locate 
the family.  The DFA will call the phone number on record.  If the current address 
cannot be determined, this fact will be noted in the database. The returned letter will 
be scanned into the donor chart.
4.10 Donor family public appearances:  

4.10.1
Donor families may be asked to participate in OPO’s Friends for Life Volunteer Group and to 
participate in press interviews and other events if they have indicated a willingness to do so.  

4.10.2
OPO Community Affairs staff will obtain a release of confidentiality for all donor 
families participating in public events on behalf of OPO.
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