

Cochlear™ Volunteer Handbook
Your guide to being a Cochlear Volunteer

[image: ]Our Mission
We help people hear and be heard.
We empower people to connect with others and live a full life.
We transform the way people understand and treat hearing loss.
We innovate and bring to market a range of implantable hearing solutions that deliver a lifetime of hearing outcomes.
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Message from Cochlear's CEO/ President
I’d like to personally welcome you to this very special community dedicated to helping others enjoy the benefits of lifelong hearing - the Cochlear™ Global Volunteer Program which we are proud to operate in parternship with Southern ENT (S. ENT).
Our volunteers are at the heart of Cochlear’s mission to transform people's lives. Together, we can make a positive difference for people with hearing loss all around the world.
Cochlear now helps people in 100 countries around the world. Wherever I go, I am reminded of the difference our volunteers make in the lives of those people.
As a volunteer with first-hand experience of the hearing journey, you are uniquely placed to support and encourage others. Stories like yours provide invaluable inspiration and insights for people who are new to implantable hearing solutions. In return, I hope you find this opportunity to help a truly rewarding experience.
Sincerely,
[image: ]
Dig Howitt
Chief Executive Officer & President Cochlear Limited
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About this handbook
The Cochlear Global Volunteer Handbook provides Cochlear Volunteers with essential information about the expectations of the Cochlear Global Volunteer Program.
This handbook helps us ensure a positive and rewarding experience for everyone.
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“If by sharing my story I can help just one more person, then it makes it all worthwhile.”
Faye, Australia
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About the Cochlear Global Volunteer Program
Over 466 million people worldwide have a disabling hearing loss, and it is estimated that by 2050 that number will grow to 900 million.1 Implantable hearing devices are effective treatment options, but unfortunately, many people do not know about them. That’s where volunteers can help.
Cochlear is on a mission to raise awareness about hearing loss and to help more people around the world connect with friends and loved ones through better hearing. Whether a person is learning about implantable hearing devices, planning to undergo surgery or has just received an implant, Cochlear Volunteers can provide impartial information and support at each step along the way.
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The definition of a Cochlear Volunteer
A Cochlear Volunteer is an individual who has experience with a Cochlear hearing solution, freely assists Cochlear and S. ENT in achieving its mission without expectation or receipt of compensation and is accepted by Cochlear
and S. ENT to join the Cochlear Global Volunteer Program. Cochlear Volunteers can choose to contribute to the Cochlear Global Volunteer Program at a level that is personally suitable.
The relationship between Cochlear, S. ENT and Cochlear Volunteers is entirely voluntary and does not imply any contract of employment or for services. Cochlear and S. ENT is not obliged to provide Cochlear Volunteers with volunteer opportunities and Cochlear Volunteers are not obliged to undertake any volunteer opportunities allocated to them by Cochlear and/or S. ENT.
Anyone who has a Cochlear hearing solution or is related to a recipient with a Cochlear hearing solution and is at least age 18 is eligible to apply to the Cochlear Global Volunteer Program subject to successful completion of the bulleted items below. Exceptions to this age requirement may be made with approval from the local Volunteer Manager and may require additional parental or guardian consent.
To join the Cochlear Global Volunteer Program, you will be required to complete and sign the Volunteer Expression of Interest Form.

If your application is successful, you will be required to:
· Complete and sign the Volunteer Agreement
· Complete and sign the Media and Photo Release Agreement
· Complete Introductory Onboarding Training, which may include Social Media Best Practices.
· Depending on your region, you may be legally required and/or required by Cochlear to undergo a background check before being eligible to join the Cochlear Global Volunteer Program. By way of example, this check in your region could be a criminal background check or a
working with children check. The local Volunteer Manager will advise on requirements relevant to you during your application process.





1. WHO/Deafness and Hearing Loss [Internet]. Geneva, Switzerland; (2018), [cited Mar 5, 2018]. Available from http://www.who.int/mediacentre/factsheets/fs300/en/
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Examples of volunteer activities
Cochlear Volunteers make an impact by sharing their stories in a variety of ways. This may include but is not limited to:
· Providing information about personal hearing experiences.
· Explaining the benefits you gained from your Cochlear hearing device.
· Helping to spread awareness about hearing loss and Cochlear hearing devices in general.
· In some cases, volunteers may be invited to participate in research programs, candidate educational events and/or community or support group meetings.
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Our commitment to Cochlear Volunteers
Cochlear Volunteers are offered meaningful projects and engagement opportunities for volunteer service. Cochlear Volunteers have the opportunity to:
· Contribute as part of a team.
· Help others along the hearing journey.
· Provide suggestions for improvements to the Cochlear Global Volunteer Program.
· Grow as a volunteer through participation in activities, training and enrichment.
A commitment to diversity
Cochlear Volunteers are supported by our commitment to diversity and inclusiveness. Cochlear Volunteers should be representative of the people residing in each local community served by Cochlear and S. ENT.


















“Those of us with cochlear implants share many common experiences yet our stories are ditterent. We bring with us a whole host of emotion and experience when sharing our journey to, or in my case, back to, the world of sound.”
Lori, United States
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Create a fulfilling volunteer experience
As a Cochlear Volunteer, you play an active role in creating a rewarding volunteer experience for yourself and others. Here are a few ways you can take a proactive approach within the Cochlear Global Volunteer Program:
· Contribute to Cochlear’s Mission by being reliable and dependable.
· Be realistic when accepting a volunteer activity or role. Take into consideration your interests, abilities, skills and availability.
· Fully engage in your volunteer activity by completing all required training and seeking support when you need it.
· Participate in the feedback process by sharing ideas and suggestions with us.
· Follow all policies and guidelines in this handbook.
· Engage in regular communication with your Volunteer Manager.
· Participate in introductory onboarding and ongoing volunteer training.
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Volunteer behaviours: modeling the way
Cochlear Volunteers are part of a community of advocates and mentors defined by these important behaviours:
· Volunteers support hearing device candidates and recipients by providing information, support and guidance based on personal experiences. Volunteers do not give medical advice. Only a hearing health professional can give medical advice.
· Volunteers talk about the advantages of Cochlear hearing solutions, but do not criticise, attack or condemn other hearing device manufacturers or their products, professionals, clinics, distributors, support groups or any other organisations and public authorities.
· Volunteers are passionate about our hearing loss solutions and respect the rights of others to make independent decisions.
· Volunteers develop trusted relationships with candidates and recipients. Volunteers always keep personal and health information confidential unless authorisation has been given to disclose it with approved parties.
· Volunteers share stories with others, and do so on a volunteer basis and not as a paid employee, agent or representative of Cochlear and/or S. ENT.
· Volunteers answer questions and correct misinformation about the benefits of their Cochlear hearing solutions, but never engage in arguments.










“My mission is to educate, encourage and make it easier for anyone whose life has been touched by hearing loss.”
Gloria, United States
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Volunteer program policies and procedures available from Cochlear and S. ENT (we/our)


Ongoing education and communication
We provide a variety of educational opportunities. This includes helpful information about hearing loss, Cochlear products and services as well as role-specific guidance. Based on your interests and geography, we will do our best to offer ongoing education, resources and communication to support you.
Volunteers and social media
Social media is an effective way to engage with others and spread awareness about the benefits of Cochlear hearing solutions. If you choose to use social media, please be aware that you are doing
so independently and not as a representative of Cochlear and/or
S. ENT. You may wish to use social media to share your personal experiences as a Cochlear recipient and/or Cochlear Volunteer and consequently discuss Cochlear, our products or services. If you do so, always include the below disclaimer:
The opinions and positions expressed in this post are mine exclusively and do not necessarily reflect those of Cochlear and/or S. ENT.
In some cases, you may be invited to participate in additional social media activities which may require specific social media training.
Cochlear branded social media groups and pages
We manage a number of official social media groups and pages. To help us provide a positive customer experience for all those seeking information about our products, please do not create a social media group or page using the Cochlear brand. The Cochlear brand and logo may not be used in any communication materials that you produce (business card, email signature, badges). Please speak with your local Volunteer Manager to discuss how you can participate in Cochlear social media groups.
If you receive any questions about our products or services, we strongly suggest that these be referred to Cochlear. If you choose to engage on social media and have any questions, please contact us.
Candidate and recipient privacy and confidentiality
We are committed to protecting the privacy of candidates and recipients in accordance with applicable privacy and data protection laws.
In certain jurisdictions, the government has established data privacy and security provisions for safeguarding medical information. For example, the Health Insurance Portability and Accountability Act of 1996 (HIPAA) in the United States aims to assure that individuals’ protected health information (PHI) is
properly protected while allowing the flow of health information needed to provide and promote high quality health care and
to protect the public’s health and wellbeing. Protected Health Information includes a patient’s name, address, date of birth, telephone number, e-mail address, social security number, account number, photograph or any other information that could be used to identify the individual.
Cochlear Volunteers are responsible for protecting the privacy and

confidentiality of personal and health information about Cochlear candidates and recipients:
· Cochlear Volunteers are encouraged to be transparent during conversations with candidates and recipients and should consider informing candidates and recipients that the Cochlear Volunteer may share status updates with Cochlear and/or S. ENT about their volunteering activities, which may include information about candidates and recipients whom they are supporting and their respective hearing journeys, and, where appropriate, obtain the relevant consent. Your local Volunteer Manager will assist you in this regard.
· Personal and health information about a candidate or recipient must only be shared with third parties when the candidate or recipient has consented to the sharing.
· Cochlear Volunteers must keep secure any personal or health information about candidates and recipients. For example, highly sensitive personal or health information should not be sent via fax or e-mail.
· Cochlear Volunteers must comply with all applicable privacy and data protection laws, Cochlear privacy policies and such other requirements or reasonable instructions of Cochlear regarding the collection and handling of personal or health information about Cochlear candidates and recipients.
· Only individuals who are at least 18 years of age or those who have parental or guardian approval may be connected to a Cochlear Volunteer for the purposes of mentoring or support.
· Cochlear Volunteers should remember that privacy can be violated when health information and candidate or recipient names are shared on voicemail messages, on telephone answering machines or in public settings.
Exception:
· If an individual shares information with a Cochlear Volunteer that reveals an intent to harm themselves or others, this information should be shared with relevant professionals and/ or authorities immediately. Please contact your local Volunteer Manager with any questions pertaining to this exception.
Volunteer confidentiality and privacy
Cochlear and/or S. ENT maintains records of Cochlear Volunteers, volunteer interests and involvements. These records may include information you share with us, such as the nature of your or your loved one’s hearing loss, hobbies and other information that may be relevant for the purposes of connecting you to candidates
or recipients who have questions about Cochlear hearing solutions. Such records are the property of Cochlear and are kept confidential. Please make sure to notify us should any changes in your volunteer or contact information occur.
Your privacy is important to us. Should you decide to leave the Cochlear Volunteer Program, please notify us as soon as possible, and we will remove your volunteer information from our files within ten (10) business days. If you have not participated in the
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volunteer program within the last 90 days and become inactive, we will keep your information on file for six (6) months. If you decide to re-join the program after this time period, you will be required to re-sign the necessary program documents and may be asked to share your interests and other relevant information again. Your information will be handled in accordance with Cochlear’s Privacy Policy, which is available at

http://www.cochlear.com/privacy

Any processing of your information by S. ENT will be done in accordance with S. ENT applicable privacy policy / privacy practices.
Volunteer safety
We are committed to providing a safe and healthy environment in which Cochlear Volunteers can enjoy a rewarding volunteer experience. We do not tolerate any form of violence, threat of violence or intimidation in any Cochlear Volunteer environment. Cochlear Volunteers are required to comply with all applicable health and safety policies and such other requirements or reasonable instructions of Cochlear and/or S. ENT regarding health and safety while on our premises or engaged in activities as a Cochlear Volunteer.
Please help us deliver this commitment by reporting any unsafe conditions to your local Volunteer Manager.
Please consider informing your personal motor insurance company if you will be using your personal vehicle in the act of volunteering. Please note that we do not accept any liability in this regard.
Reimbursement for approved expenses
Cochlear Volunteers may be eligible for reimbursement of approved expenses (for example, travel costs and
accommodation) incurred while participating in a volunteer activity. All expenses must be pre-approved in writing by your local Volunteer Manager.
Please refer to your signed Volunteer Agreement for additional guidance regarding reimbursable expenses.

Service at the discretion of Cochlear
Cochlear and/or S. ENT accepts the service of all volunteers with the understanding that such service is at the sole discretion of Cochlear. and/or S. ENT. Volunteers agree that Cochlear and/or S. ENT may
at any time, for any reason, terminate the volunteer’s relationship with the organisation or make changes to the nature of a volunteer assignment.


Addressing complaints
If you are dissatisfied with any aspect of your volunteer experience, you should:
· Explain your dissatisfaction to your Volunteer Manager.
· If your concern is not resolved, then a meeting with the Volunteer Manager’s supervisor and/or other appropriate representative will be arranged.
· If after taking these steps we are unable to resolve your concern, it may not be appropriate for you to continue participating in the Cochlear Global Volunteer Program.
If Cochlear and/or S. ENT wishes to address any aspect of your volunteer conduct, we will follow these steps:
· Your local Volunteer Manager will arrange a meeting with you.
· If this meeting does not result in a resolution, a meeting with your local Volunteer Manager’s supervisor and/or other appropriate representative will be arranged.
· If the concern remains unresolved after this, it may not be appropriate for you to continue participating in the Cochlear Global Volunteer Program.
Leaving your volunteer assignment
You may decide to end your service as a Cochlear Volunteer at any time for any reason. Please communicate this decision as soon as possible in writing to your local Volunteer Manager.




[image: ][image: ]Building no 2, No 1 Albert Road, Irene, South Africa Telephone: +27 12 667 4832
Anina Snyman
anina.s@southernear.com
Cochlear reserves the right to modify the content of this handbook without prior notice. Cochlear will make best efforts to provide Cochlear Volunteers with any updated version of the handbook. This handbook replaces all prior policies, handbooks or guidance provided in relation to the Cochlear Global Volunteer Program.
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As the global leader in implantable hearing solutions, Cochlear is dedicated to bringing the gift of sound to people with moderate to profound hearing loss. We have helped over 550,000 people of all ages live full and active lives by reconnecting them with family, friends and community.
We aim to give our recipients the best lifelong hearing experience and access to innovative future technologies. For our professional partners, we offer the industry’s largest clinical, research and support networks.
That’s why more people choose Cochlear than any other hearing implant company.






































Cochlear Europe Ltd. (03874867) 6 Dashwood Lang Road, Bourne Business Park, Addlestone Surrey KT15 2HJ UNITED KINGDOM T: +44 (0) 1932 263 600 Fax: +44 1932 26 3426
www.cochlear.com


Views expressed by Cochlear recipients and hearing health providers are those of the individual. Consult your hearing health provider to determine if you are a candidate for Cochlear technology. Outcomes and results may vary.
Please seek advice from your medical practitioner or health professional about treatments for hearing loss. They will be able to advise on a suitable solution for the hearing loss condition. All products should be used only as directed by your medical practitioner or health professional. Not all products are available in all countries. Please contact your local Cochlear representative.
ACE, Advance Off-Stylet, AOS, AutoNRT, Autosensitivity, Beam, Button, CareYourWay, Carina, Cochlear, Cochlear SoftWear, [image: ], Codacs, ConnectYourWay, Contour, Contour Advance, Custom Sound, ESPrit, Freedom, Hear now. And always, HearYourWay, Hugfit, Hybrid, inHear, Invisible Hearing, Kanso, MET, MicroDrive, MP3000, myCochlear, mySmartSound, NRT, Nucleus, [image: ], Off-Stylet, Slimline, SmartSound, Softip, SPrint, True Wireless, the elliptical logo, WearYourWay and Whisper are either trademarks or registered trademarks of Cochlear Limited. Ardium, Baha, Baha SoftWear, BCDrive, DermaLock, EveryWear, Vistafix and WindShield are either trademarks or registered trademarks of Cochlear Bone Anchored Solutions AB.
Information accurate as of January 2020.
© Cochlear Limited 2019. D1679319 SEP 19
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