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Al Jalila Children’s is the first and only children’s hospital in 
the United Arab Emirates. The state of the art medical facil-
ity was created under the directives of His Highness Sheikh 
Mohammed Bin Rashid Al Maktoum, Vice President and 
Prime Minister of the UAE, and Ruler of Dubai, to affirm his 
belief that all children should have an equal opportunity for 
success in life, and the treatment of children suffering from 
illness or disease should not be subject to geographical 
boundaries. The vision of His Highness is to have Al Jalila 
Children’s as one among the top ten paediatric hospitals in 
the world. 
Inaugurated on November 1, 2016, Al Jalila Children’s is an 
ultramodern hospital that aims to be the driving force be-
hind the tertiary and quaternary care facility in the region. 
Our world-class teams of highly qualified medical and clinical 
experts are setting new standards for paediatric healthcare 
excellence on a local and regional level. The hospital is a 
place where SMART technology and design converge to 
enhance patient care and outcomes. It hosts the first robot-
ic pharmacy in Dubai, and a fully automated laboratory. Al 
Jalila Children’s comprises 200 beds in a child and family 
friendly environment. 

Al Jalila Children’s 
Specialty Hospital 
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Welcome to Al Jalila Children’s! We are delighted that you 
are willing to share your time, talent and enthusiasm at our 
hospital. As an Abtaal Al Jalila volunteer, you are a valuable 
member of Al Jalila Children’s and your contributions 
enhance the comfort of children, family members, guests, 
and staff. Whether you are working directly with patients or 
providing other supportive services, your assistance makes a 
significant difference. 
We hope your volunteer experience will provide you with 
new friendships, opportunities for personal growth, and the 
satisfaction that comes from helping others. As someone 
that will be dealing with children and their families, your 
insights are valuable to us and we welcome your inputs to 
enhance our processes and customer happiness. 

Welcome Superhero! 

Dear 
Volunteer
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Al Jalila Children’s volunteer programme, Abtaal Al 
Jalila or Al Jalila Heroes, was inspired by the vision of His 
Highness Sheikh Mohammed who strongly believes in and 
espouses the values of sharing, compassion, and tolerance. 
As the first fully-fledged paediatric hospital in the UAE, we 
are passionate about children’s healthcare but also believe 
the multicultural community that Dubai is renowned for, 
can contribute to making children’s lives better.

The Abtaal 
Al Jalila 
Programme 



Giving is a value we cherish and saw 
personified in the UAE’s Founding 
Father Sheikh Zayed. We continue 
to see this philanthropic legacy 
embodied by his sons and ingrained 
in the DNA of our society. Through 
my humble experience, I believe 
giving is not limited to monetary 
donations. Rather, “giving” is 
defined by the differences we make: 
the differences in someone’s life, in a 
society, or in a nation.

His Highness Sheikh Mohammed bin Rashid Al 
Maktoum, Vice President and Prime Minister of the 

UAE, and Ruler of Dubai

“

”
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Volunteering 
Opportunities 
Abtaal Al Jalila provides three avenues for 
volunteering: 

Individual: 
Any individual above the age of 18 (16 with 
parent consent) can sign up to volunteer at Al 
Jalila Children’s. Volunteers can choose flexible 
times during the year to assist children at the 
hospital.             

Group: 
Al Jalila Children’s actively advocates getting 
the wider UAE community involved in 
supporting children at the hospital. Through 
group volunteering, NGOs and community 
groups can come together to make a difference 
for children. A minimum of ten volunteers can 
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subscribe to a one-day volunteering programme at 
the hospital. To volunteer as a group, kindly email 
abtaalaljalila@ajch.ae          

Corporate: 
As part of our efforts in enabling public and private 
sector entities to volunteer at Al Jalila Children’s, 
the Abtaal Al Jalila initiative encourages business 
entities and organisations to volunteer in groups on 
a regular basis. To volunteer on behalf of a corporate 
organisation, kindly email abtaalaljalila@ajch.ae          
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Your Role as a 
Volunteer 
Volunteers can provide warm, helpful, 
positive interactions with patients and 
families, and you help to personalize 
the healthcare experience. Look for 
ways you can be of assistance in your 
designated volunteer area which will 
primarily be the lobby of Al Jalila 
Children’s. Volunteers provide extra 
services for patients and families, 
for which no staff are available. 
Services such as assisting families 
with registration, directions inside the 
hospital, billing and payments, and 
interaction with children. 



6. Communicate 
and tell the 

patient what 
you are doing

Al Jalila ChildrenÕs Experience Manifesto

1. Smile ...
it is an attitude

7. Know your 
organisation,  

do your 
homework and 

share information

4. Seek out 
information

Get assistance – 
never "I don’t know"

10. Stay flexible
Manage your stress

Be calm
 Stay positive 

2. Mind your 
manners

Good manners 
communicate 

professionalism.
Greet, say ‘please’ 

and ‘thank you’

8. Be present 
and listen

Listen more and 
talk less

9. Keep your cool
Use responsive 
body language

3. Be pro-active 
and focus on what 

you can do.
Go the extra mile

5. Verbal 
language should 

be patient 
centric.

Only speak Arabic 
and English.
Apply the 

‘silence rule’
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Patient's Bill 
of Rights

The patient has the right to:

1. Know by name the physician,
nurse and other staff members
responsible for your care.

2. Talk openly with your physician
about your diagnosis, the treatment
prescribed for you, the prognosis
of your illness, and any instruction
required for the follow up care.

3. Request that your physician
communicates in terminology
you may reasonably expect to
understand.

4. Have your request courteously
received and properly considered as
quickly as circumstances permit.

5. Be informed of the reason you are
given various tests and treatments,
and who the persons are who give
them to you.

6. Be informed of the general nature
and inherent risk of any procedure
for which you have given your
consent.

7. Change your mind about any
procedure for which you have
given consent, to refuse treatment
and to be informed of the medical
consequences of this action.

8. Expect your personal privacy to
be respected to the fullest extent
consistent with the care prescribed
for you and applicable to UAE laws.

9. Expect all communications and
other records pertaining to your care
to be kept confidential to the extent
required by law.

10. Request through your attending
physician a second opinion by
another physician, to change
physicians, or to change hospitals
and/or facilities.

11. Participate in ethical discussions
that arise in the course of your care.

12. Have impartial access to medical
resources indicated for your care
without regard to race, nationality,
age, gender or disability.

13. Refuse to participate in medical
training programs or research
projects.

14. Care and treatment in a safe
environment.

15. Have pain management in a
compassionate manner.

16. Be informed about the outcomes
of care, including unanticipated
outcomes.
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The patient has the 
responsibility to:

1. Give cooperation and to follow the care prescribed or
recommended for you by your physician, nurse or
staff members responsible for your care.

2. Notify your physician or nurse if you do not understand
your diagnosis, treatment or prognosis.

3.Provide to the healthcare provider, to the best of your
knowledge, accurate and complete information
about present complaints, past illness, hospitalizations,
medications, and any other matters relating to your health.

4.Respect the rights and privacy of other patients and
follow institutional policies as posted.

5.To keep appointments, and when you are unable to do so
for any reason, to notify the healthcare provider.

6.Accept your actions if you refuse treatment or do not
follow the healthcare providers instructions.

7.Accept final obligations associated with your care.
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A Volunteer’s Promise  
1. To abide by the volunteer dress code which may include but is not
restricted to capes and headgear.

Volunteers need to maintain professional appearance since they represent Al 
Jalila Children’s to patients, families, and visitors. Each volunteer must wear 
the Abtaal Al Jalila costume that consists of a cape.   

Traditional Emarati clothes, the kandoora for men and abaya for women, are 
allowed in addition to casual clothes. Volunteers are not permitted to wear 
blue jeans, capris, shorts, sweatpants, mini-skirts, leggings, hats, sandals, 
open-toed shoes, large jewellery, political or religious accessories. Volunteers 
should not chew gum while volunteering. 

Personal appearance must be reflective of the professional environment in 
which you volunteer. In general, volunteers are held to the same standards as 
employees. 

The volunteer photo name badge is an essential part of the uniform and is to 
be worn so as to enable guests/patients to identify a volunteer easily.    

2. To ensure polite and moral interaction with the public and the Al Jalila
Children’s team.

3. Commitment
We ask that volunteers make a commitment to work a minimum of 50 hours
and no less than two hours a week. We carefully consider the needs of the
hospital to make sure volunteers are scheduled at times they are needed to
ensure we do not have too many or too few volunteers. Staff, patients, and
families in the area where you help rely on you to meet your commitment.

4. Respect the supervisor and commit to the assigned tasks and accomplish
them in a professional manner.

5. Be flexible in dealing with any changes of tasks.
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6. The Volunteer is responsible for validating attendance with his/her 
supervisor. 

Every Abtaal Al Jalila volunteer will be required to sign in and sign out 
through the biometric system provided. Every volunteer will confirm his/
her schedule and working hours with the assigned supervisor. The Human 
Resources department of Al Jalila Children’s will monitor attendance or 
absence of each volunteer. 

7. In case the volunteer is unable to attend, they must inform Al Jalila 
Children’s at least 5 days prior: 

In the event a volunteer is unable to attend a session, he/she must inform 
the supervisor at least 5 days prior to enable other volunteers to take up 
a session. The planned absence must be communicated to the supervisor 
via email. In the case of illness/emergencies, the Department of Volunteer 
Services should be notified as soon as it possible to do so.  After 3 
consecutive unexcused absences without notification, the supervisor and/
or the Department of Volunteer Services reserves the right to terminate a 
volunteer.  

 8. Al Jalila Children’s is not responsible for providing transportation to 
volunteers. 

9. Volunteers are not permitted to bring their children, friends or other 
guests with them when they volunteer. 

Note: Every Abtaal Al Jalila volunteer must sign and abide by the 
Employee Code of Conduct, Non-Disclosure and Non-Competition 
Agreement, and the Conflict of Interest Policy as laid out by Al Jalila 
Children’s.       
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Supervision 
Volunteers are under the general supervision of the Volunteer Services in 
matters relating to schedules, attendance, assignment, conduct, general 
hospital policies and volunteer guidelines. Volunteers function under the 
supervision of a designated staff person in the area where they volunteer.

Mobile Phone Usage 
We ask that you come prepared to give your undivided attention to the staff, 
patients, and families while you are volunteering. Please leave all electronic 
and communication devices in a safe place designated by the staff. Calls, text 
messages, and capturing videos/images are prohibited while volunteering.  

Training
Service descriptions outlining responsibilities are developed for each 
volunteer position. If you have any questions or concerns about your role 
or scope of work, please get in touch with your supervisor who will be able 
to help you. Before you begin volunteering, an orientation session will 
be organised and roles will be explained by the Department of Volunteer 
Services.   

Extra Volunteer Shifts 
We appreciate volunteers wanting to volunteer for extra shifts. If you would 
like to work extra shifts, kindly let your supervisor know who will then 
schedule extra hours based on availability. 
 
Holidays 
Al Jalila Children’s observes all UAE public holidays. Volunteers are not 
required to work on these days but if you’d still like to volunteer, please know 
that it is appreciated. Not all areas of the hospital, however, are open on 
holidays so please check with your supervisor.   

Change of Schedule 
The Department of Volunteer Services is committed to working out a 
volunteer schedule which meets your availability. If your work, study, or other 
commitments change and will affect your volunteering, please notify your 
supervisor as soon as possible. 

General notes 
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Privacy, Confidentiality, 
and Security 
Sharing Information 
Be careful with all oral communications 

Before sharing information, verify person’s identity 

Person may be known to you, or provide picture ID, or call the patient/parent 
to verify identity 

Don’t share information with patients’ extended family or friends unless 
parent/patient is present and requests information to be shared, or 
authorized by parent/patient, or in patient’s interest (i.e., emergency) 

Confidentiality 
Volunteers must not: 
Disclose confidential patient information

Invade patient’s right to privacy by asking why they are in the hospital 

Discuss information of a sensitive or confidential nature in public areas

Take photographs of patients and/or their families - on cameras or phones 

Disclose confidential information about employees, donors, other volunteers, 
or hospital business 

Violate any policy as outlined by Al Jalila Children’s  

Note: Failure to observe the confidentiality policy may result in the 
volunteer’s dismissal from the programme.
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Interacting with Children 

Each child experiences hospitalisation differently. While children are 
in the hospital they are constantly meeting new people, which may be 
overwhelming for them. Some patients experience fears, pain and boredom; 
others enjoy the extra attention. When you approach a child for the first time, 
use special care and consideration. The following are some helpful hints for 
interacting with children:

 Move toward children slowly and quietly. Some children need 
more time to accept strangers and may need to make the first 
move.

 Tell the child your name. A first name is usually easier for the 
child to understand and to remember. Also, explain why you are 
there.

 When speaking to children, stoop or sit at their level and 
remember to use their name when addressing them.

 Do not promise anything you are not absolutely sure will happen. 
Before you state a fact to a child, verify it with someone who 
knows or tell the child you do not know.

 State suggestions or directions to children in a positive rather 
than a negative form. This lets them know what you expect them 
to do rather than what not to do.

 Do not ask a child why he or she is in the hospital or how long 
the stay will be. If the patient wants you to know, they will tell 
you.

Listen actively and with respect.

Use language geared to the child’s developmental level. 
Consider the vocabulary you choose as well as the complexity.
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Avoid the use of intimidating, threatening, preaching and judging 
statements. Treat each child as an individual.

Try to remember the child’s name.

 Do not refer to a patient as his/her medical condition.

Treat patients as if they are normal, even if they don’t look that way.

Remember that we have all kinds of children as patients. Do not be 
shocked or offended if a child is rude, manipulative, or uses bad 
language.

Provide a supportive, encouraging climate with your presence. 

Make allowances for individual abilities and limitations. 
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Disciplinary Action 
Al Jalila Children’s reserves the right to reassign or dismiss volunteers 
when such action is in the best interest of the volunteer and/or the 
hospital. 

Reasons for dismissal include, but are not limited to: 

•Inappropriate use of confidential information 
•Low attendance 
•Failure to wear volunteer uniform and identification 
•Misconduct or insubordination 
•Theft of property or misuse of equipment or materials 
•Mistreatment of patients, co-workers or others 
•Failure to satisfactorily meet physical or mental standards 
•Failure to abide by policies laid out by Al Jalila Children’s  
•Failure to satisfactorily perform assigned duties 
•Use of personal electronic devices in patient areas 
•Violation of Volunteer Social Media Policy (Volunteers shall not use 
social media during their period of volunteering)           

Smoking
Smoking is strictly prohibited inside the hospital or anywhere on the 
Al Jalila Children’s campus. Al Jalila Children’s reserves the right to ask 
volunteers to leave if their clothes smell heavily of smoke. The tobacco 
policy also includes smokeless/chewing tobacco and e-cigarettes.

Certificate of Appreciation 
Every Abtaal Al Jalila volunteer who completes 50 hours during a period 
of six months is entitled to a certificate of appreciation.                     

                    
Resignation 
Although we’d like to have you as part of our team for long, we 
understand there might be circumstances where you wish not to 
continue as a volunteer. In such cases, please let your supervisor know in 
advance.     
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With great powers 
comes great responsibility




