Family Room Program Coordinator

Position Summary: The Family Room Program Coordinator will oversee the daily operations of
the Ronald McDonald Family Room, hospitality cart and meal programs located at the Women
and Children’s Center for Health at ChristianaCare’s Newark Campus, ensuring welcoming and
supportive environment for families with infants receiving medical care in the Neonatal Intensive
Care Unit. This role involves managing guest family relations, maintaining the space, coordinating
volunteers and part-time staff, and serving as a liaison between hospital stakeholders and Ronald
McDonald House Charities of Greater Delaware. While the main location for this role will be at
the ChristianaCare location, the employee in this role will also train to be in the Ronald McDonald
Family Room program located at Nemours Children’s Hospital, Delaware at least once per week
and will work collaboratively with the Family Room Program Coordinator at the Nemours location.

Position Reports to: Director of Volunteer Services
_X_Nonexempt __ Exempt (check one)

Hours: This is a full-time position. Hours will typically fall Monday-Friday 9am-5pm, but flexibility
is needed in this role to meet program needs. Hours must be flexible to accommodate room
coverage, staff meetings and required training; occasional evenings and weekends may be
required.

Daily Operations & Environment Management

o Lead and oversee the day-to-day operations of the Ronald McDonald Family Room at
ChristianaCare’s Newark, Campus, ensuring delivery of all services reflects the standards
and values of Ronald McDonald House Charities of Greater Delaware.

Actively participate in taking out the hospitality cart.
Schedule Family Room Assistant Staff to honor the hours of operations between
RMHCGDE and the hospital where the program is located.

o Perform monthly reviews and update Operations Manuals for Ronald McDonald Family
Room and its programs.

o Maintain a clean, welcoming, and organized space that reflects a high standard of
hospitality and care.

o Track communication of and follow-up on all maintenance requests submitted through to
completion.

o Ensure the Family Room and hospitality carts are consistently stocked with essential
supplies needed by staff and volunteers to serve families and guests.



O

Respond promptly and professionally to any urgent issues, concerns, or emergencies that
arise in the Family Room programs, using sound judgment and aligning with hospital
protocol and RMHCGDE core values.

Family & Guest Relations

O

O

O

O

Serve as a primary point of contact for families, providing a compassionate and supportive
environment that allows them a place respite during their child’s treatment.

Clearly communicate the purpose, resources, and guidelines of the Family Room to guest
families, visitors, and hospital staff.

Actively solicit feedback from families and guests and track responses monthly to identify
trends and opportunities for program growth.

Collaborate with hospital staff to create and implement programming that reflects the
needs of the families relative to the program’s location and RMHCGDE'’s strategic plan.

Coordination of Family Room Assistants

O

O

Lead the onboarding of Family Room Assistant staff including training on Family Room
operations and program delivery.

Guide Family Room Assistants through hospital requirements and processes ensuring
compliance and successful integration.

Schedule Family Room Assistant staff to ensure hours of operation are consistent.

Create a weekly update for Family Room Assistant staff to ensure their knowledge of room
operations is current and reflects the needs of families, volunteers, and hospital partner
policies.

Coordinate quarterly meetings for Family Room Assistants at ChristianaCare, including
creation and delivery of meeting invites, agenda, and completion of meeting minutes.
Ensure Family Room Assistants maintain hospital clearances at ChristianaCare

Volunteer Program Oversight

O

In collaboration with Hospital Volunteer Services will manage the onboarding, scheduling,
and supervision of volunteers and students.

Build and maintain positive relationships with current and prospective Family Room
program volunteers.

Write and distribute a monthly volunteer update.

Maintain and share monthly volunteer schedule to Family Room staff and volunteers.
Track and report volunteer hours, training, and activities accurately, ensuring all data is
up-to-date and reflected in Bloomerang Volunteer

Maintain and update Volunteer Training and orientation materials.

Participate in Volunteer Appreciation and Recognition events.



O

O

Cover for needs within the Family Room if a volunteer is not present.
Update Family Registry database to reflect guest family and visitor usage of the Family
Room program.

Sleep Room Program

O

Receive, prioritize, confirm and orient Sleep Room policies and services to guest families
while on-duty at the Nemours Family Room/Family Resource Center

Communicate with Environmental Services to ensure that Sleep Rooms are cleaned,
fluffed and prepared for the overnight guest families.

Communicate at the end of a shift with the Hospital Nursing Supervisor, Security, Evening
Hospital Social Worker, and RMHCGDE Manager on Duty as to which rooms are occupied,
and which rooms are available for after-hour emergencies.

Hospital Partnership & Advocacy

O

O

Promote awareness and utilization of the Family Room and its programs through regular
engagement with departments including Nursing, Social Work, Pediatric Emergency, Child
Life, and all units where the hospitality cart makes regular rounds.

Collaborate with Hospital Social Work, Nursing, Child Life Specialist, and clinical staff to
identify families who might benefit from extra support or a referral to RMHCGDE.

Foster and sustain relationship with key hospital stakeholders critical to daily operations
including Unit Clerks, Security, Environmental Services, and Volunteer Services.

Attend Hospital training and annual safety re-orientations as required.

In collaboration with RMHCGDE marketing team, maintain all print and digital signage
communication for Family Room program located at ChristianaCare.

In collaboration with RMHCGDE marketing team, collect photos, family stories and
information related to outreach efforts for Family Room programs.

Recommend funders/meal providers/wish list needs.

Program Management & Reporting

O

Maintain accurate records of Family Room program usage and key metrics; work
collaboratively with the Family Room Program Coordinator at Nemours to compile a
monthly report to share with the Director of Volunteer Services and report at monthly
staff meetings.

Proactively address operational or family concerns and escalate issues to the Director of
Volunteer Services.
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o Manage the weekly Family Room and hospitality cart supply inventory weekly, submitting
supply requests as needed.

o Document any in-kind donations or inquiries made so donations are acknowledged within
48 hours.

Qualifications

o Ability to perform sedentary office work as well as walk, stand, and lift to 25Ibs to facilitate
wish list and supply deliveries to Family Room locations.

Bachelor’s degree preferred.

Strong organizational skills

Previous experience working in a nonprofit or health care environment.

Volunteer leadership roles or prior experience working with volunteers.

Ability to learn new software or computer systems.

Ability to attend hospital training and annual safety reorientations.

Maintain all health care clearances necessary to be onsite at both Family Room locations.
Must have a valid driver’s license and reliable transportation.
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Must be willing and able to travel between Ronald McDonald Family Room locations.



