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American Red Cross of Greater Chicago

Welcome Letter

Dear Authorized Provider,

As a partner in training, | would like to thank you for
being part of the American Red Cross of Greater
Chicago (ARCGC) family and supporting our mission of
helping the community prepare, prevent and respond to
emergencies through education .

Please be advised that a revised handbook and
Renewal Information Form for the July 2010 B June
2011 program year are attached. You will notice some
signibcant changes with the upcoming program that are
outline completely in the FY11 Authorized Provider
Handbook. These changes pertain to the annual fee
which has been either reduced or eliminated from the
program in many cases. Per Person FeeQs for our new

program, as well as details on options for entering your
own course record information and printing your own certibPcations on site are included in the Handbook.

We will be rolling out a new Learning Management Database to give Authorized Providers access to record peeking and
certibcation printing. This will reduce error, increase turn-around on records submission and approval and reduce cost
for all parties. In addition, we are offering a 20% discount to the APOs on their per-person charge if they chose to enter
their own course records and print studentOs certibcations themselves. Training dates are going to be starting in August,
and will be help through October. Visitvww.chicagoredcross.org/ap for a full list of dates and locations.

If you would like to add additional programs, please contact Customer Service at 800-337-2338. For more information
on the discount option and other on-line resources, please visit ou€hicagoland AP website Should you have any
questions about the AP Program, please contact the chapter at 800-337-2338.

Again, | thank you for your continued support and we look forward to working with you in making Chicagoland a safer
place to live and work.

Sincerely,

YIr Ame"can Red Cro# of Greater Chicago

Authorized Provider Handbook 2010-2011! 3


http://www.chicagoredcross.org/ap
http://www.chicagoredcross.org/ap
http://www.chicagoredcross.org/AP
http://www.chicagoredcross.org/AP

American Red Cross of Greater Chicago

The Role of the Red Cross Authorized Provider

Authorized providers have a long history of working with the Red Cross to provide
training and information in brst aid and CPR, swimming and water safety, and
caregiving. Authorized providers are collaborators with the Red Cross in
providing quality Health and Safety Services training in local communities.
Whether providing training for their own employees, volunteers, clients or
members of the community, authorized providers have an obligation to provide
the highest quality training possible.

As an authorized provider you have agreed, through the Authorized Provider
Agreement, to provide American Red Cross instructional programs in accordance
with the standards and objectives of the program you desire to offer. The
Authorized Provider Agreement provides an outline of the mutual expectations,
rights and responsibilities of both the Red Cross chapter and the authorized
provider. Following the guidelines in this document ensures the integrity of
American Red Cross programs and protects all parties involvedNthe authorized
provider, the Red Cross and the instructor. The agreement also outlines in writing
how you will do business with the Red Cross.

Red Cross Responsibilities to the Authorized Provider
To assist you in offering quality training, the Red Cross is committed to providing the following responsibilities to
authorized providers:
¥ Designate an individual to serve as your primary contact
¥ Provide the Pnest programs based on research and input from our customers
¥ Properly train your instructors
¥ Ensure the quality of the program through ongoing evaluations and program development
¥ Provide open communications with you
¥ Provide information that you need to offer quality training as well as meet your training responsibilities
¥ Provide services to you at a fair price, based on value
¥ Provide American Red Cross course completion certibcates in a timely manner
¥ Maintain your instructorsO records
¥ Reauthorize your instructors who meet the criteria
¥ Maintain course records for bve years
¥ Develop course curriculum and materials
¥ Provide timely updates and information to instructors
¥ Adhere to the terms of the Authorized Provider Agreement
¥ Provide technical assistance to instructors
¥ Provide a quality assurance program
¥ Give permission to use the Red Cross name and emblem in promotion of Red Cross instructional programs
(in strict accordance with Red Cross policies and procedures)
¥ Provide Ryers, brochures, posters and other course promotional materials

Authorized ProviderOs Responsibilities
As an Authorized Provider, you also have responsibilities that are outlined in detail in the Authorized Provider Agreement.
The following are the basic responsibilities of the Authorized Provider:

¥ Designate an individual to be the primary contact to the Red Cross

¥ Identify only individuals who are qualiPed to be instructor candidates

¥ Submit properly completed records and reports in the designated time frames
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¥ Keep the Red Cross informed of changes in an instructorOs status

¥ Support instructorsO adherence to Red Cross policies and procedures

¥ Respect the copyrighted materials, name and emblem of the American Red Cross

¥ Assist the Red Cross in resolving issues that may arise with instructors

¥ Maintain a safe environment suitable for the delivery of the programs

¥ Maintain open communications with the Red Cross

¥ Adhere to the terms of the Authorized Provider Agreement

¥ Inform course participants that the training is an American Red Cross course; the instructor should show
visual Red Cross identibcation during the training

Instructor Support
Successful training depends largely on the quality of the
instructor. Both the American Red Cross and you have
an obligation to support your instructor(s) in providing
the best training possible. In accordance with the
Authorized Provider Agreement, the Red Cross will
provide the following support to your
instructors:
¥ Provide effective, quality instructor training
¥ Provide effective evaluation
¥ Provide information on updates and program
revisions
¥ Make available opportunities to volunteer for
the American Red Cross
¥ Provide opportunities for professional skill
development by offering periodic instructor upgrades, instructor in-services, additional instructor specialty
courses and co-teaching opportunities
¥ Make available the proper materials and equipment needed to conduct training

The authorized provider also does the following to support an instructor:
¥ Make an instructor available to the Red Cross for training, retraining and other professional development-
related activities

¥ Supply American Red Cross print or audiovisual materials for support of the courses

¥ Encourage an instructor to volunteer for the American Red Cross

¥ Work with the Red Cross to ensure that quality instruction takes place at its facility

¥ Ensure that the appropriate, qualibed individuals are selected to be trained as Red Cross instructors

Certibcation and Authorization

Certibcation occurs when an instructor candidate successfully completes the instructor specialty course and is issued an
Instructor Certibcate signed by the instructor candidate and the instructor trainer. The candidateOs signature on the
Instructor Certibcate indicates his or her willingness to conduct courses according to the requirements and procedures
established by the American Red Cross. The certibcation of an instructor indicates that all requirements have been met
on the date that the instructor candidate completes the instructor specialty course.

After successful completion of an instructor course, the new instructor must be authorized by a chapter to teach the
applicable courses within its jurisdiction. Before an instructor can teach, the new instructor and a chapter ofpbcial must
sign the Instructor Agreement. Certibed instructors may not teach until they have received authorization from a chapter.
To obtain authorization to teach, the instructor should contact the chapter directly to arrange for authorization.
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American Red Cross of Greater Chicago

The chapter that initially authorizes an instructor to teach is the instructorOs unit of authorization (home chapter). The
instructor®s unit of authorization is responsible for providing the instructor with information on chapter-specibc policies
and procedures and is responsible for reauthorization of the instructor. If an instructor wants to teach in another chapterOs
jurisdiction, he or she must notify that chapter prior to any teaching and obtain extended authorization from that chapter.

If an instructor teaches in another jurisdiction, it is his or her responsibility to provide copies of the Course Record to his
or her unit of authorization.

Supporting Instructor Development

As a collaborator with the American Red Cross, your organization
can help identify potential instructor candidates. The benebpts to you
include the ability to encourage instructor development and the
opportunity to strengthen your ability to offer training to your
constituencies. The benepts to the American Red Cross include
expansion of training options for our customers and increased
availability of training in the community.

Selecting the Right Instructor Candidate
To ensure the quality of American Red Cross Health and Safety
Services training programs, it is important to select the appropriate
person to enter the instructor course. Here are some characteristics to consider:

¥ An excellent communicator and educator

¥ Knowledgeable about the subject taught

¥ Positive and enthusiastic attitude

¥ Patient and Rexible

¥ Professional demeanor

¥ Committed to teaching

Supporting Instructor Trainer Development

To maintain its reputation of providing the highest quality health and safety training available, the American Red Cross
relies on identifying potential candidates to become instructor trainers. An instructor trainer candidate (ITC) is an
experienced Red Cross instructor who has entered into training to become an instructor trainer (IT). Instructor trainers are
authorized by the local Red Cross chapter to conduct instructor courses and train new instructors. If your organization
has a need to train instructors, you may want to inquire with the local chapter about developing an instructor trainer for
your organization.

The process to train instructor trainer candidates has been designed to be Rexible enough to take into consideration the
knowledge and experience a candidate possesses upon acceptance into the program. Training time may vary based on
a candidateOs knowledge and experience and the course(s) a candidate may wish to teach. The training ensures that an
instructor trainer will serve as an effective representative of the American Red Cross and will abide by the standards,
policies and procedures of the organization. Candidates completing this process are then able to train individuals as
instructors and help increase the reach of American Red Cross health and safety training programs.

Quality Assurance

Quality assurance in American Red Cross Health and Safety Services programs is the responsibility of all parties: the
American Red Cross, the authorized provider and the instructor. The Red Cross is the leader in quality health and safety
training, and it maintains that status by authorizing instructors who adhere to the training standards and continually strive
to provide exceptional training and service to the community.

You can help to maintain this high quality by using the following strategies:
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¥ Choose the right individuals to become instructors

¥ Support instructors® compliance with Red Cross policies and procedures by making sure they have the proper
equipment, space and time to conduct the training

¥ Make instructors available for additional training as necessary

¥ Review, take action and monitor the information received from the course evaluation forms (course evaluation
forms for students are available in the instructor manual for the applicable course) or online at
www.redcross.org/instructorscorner

¥ Observe instructors when they teach

¥ Encourage instructors to co-teach with other Red Cross trained instructors

The Red Cross will also support you with its quality assurance efforts. In addition, the Red Cross takes steps to ensure its
training standards are maintained. These include:

¥ Providing high quality instructor training

¥ Establishing and explaining all national and local policies, regulations and procedures that relate to the

instructorOs responsibilities including the Instructor Agreement

¥ Making co-teaching opportunities available to instructors

¥ Monitoring of Course Record forms and other reporting forms for potential problems

¥ Evaluating courses randomly by either surveying or observing the teaching of instructors

¥ Providing technical support to instructors

If a Problem Occurs

Even with the best planning and proactive quality assurance programs, problems may occur. When this happens, the
Red Cross will work closely with the authorized provider to immediately deal with the situation. If a problem is minor, the
Red Cross will try to deal directly with the instructor to resolve the issue. Most situations can be handled effectively with
simple counseling.

Occasionally issues arise that may need further intervention. When this occurs the Red Cross will keep you informed of
steps that are being taken by the Red Cross and will solicit your help in solving the problem. The basic steps for dealing
with larger issues are:

1) Identifying the problem

2) Counseling the instructor

3) Providing remediation, if needed, such as co-teaching, teaching under observation or retraining

4) Monitoring the instructor

5) Continuing counseling, remediation and monitoring as necessary

In severe cases, the American Red Cross has the right to suspend an instructor®s authorization. When this occurs, the
instructor can not teach Red Cross courses until the problem is resolved. When a resolution can not be attained, the Red
Cross may have no recourse but to withdraw the instructorOs authorization. The Red Cross has an extensive and
thorough process for withdrawal of authorization and does not do this lightly.

In situations where the Red Cross has identibed that courses are not taught according to standards and that the
participants must be retrained, the authorized provider is responsible for all costs associated with any retraining. (See
your Authorized Provider Agreement) The Red Cross will notify the participants advising them of available retraining.
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Important AP Notes

Instructors Can Teach For ....

Under the terms of the Authorized Provider Agreement, the instructor, as an employee or volunteer for the authorized
provider, may provide training using Red Cross courses to the authorized providerOs employees, members and/or
customers. At times, instructors may be asked to conduct Red Cross training by organizations or individuals that are not
directly afbliated with the authorized provider. When this occurs, the other organization may wish to become an
authorized provider. The other organization may also wish to have the local Red Cross chapter provide full service training
directly. In either case, the other organization should contact the Red Cross to make arrangements for training. The
instructor may then have the opportunity to teach the course for the other organization or for the local chapter.

Promoting Red Cross Courses
In order to help you reach more individuals with critical lifesaving skills, marketing support for you is provided through the
national level of the American Red Cross. In addition to incorporating the availability of training from authorized providers
in a number of national advertising efforts, specibc tools have been developed to help you reach more customers on a
day-to-day basis:
¥ Signage which can be displayed at your training facility including a plaque, a window decal, posters and a
banner for aquatic facilitiesNthese identify you as an American Red Cross authorized provider so that your
customers and employees will know that they are receiving the best training available for their investment
¥ Nationally-produced collateral materials to assist you in explaining the benebts of Red Cross training to your
customers and employees

Use of the Name and Symbol of the American Red Cross
The American Red Cross has established graphic standards and guidelines for the use of the name and emblem.
Authorized providers may use the name and emblem when promoting and advertising American Red Cross courses,
provided that authorized providers use one of the following statements in conjunction with use of
the Red Cross name and/or emblem and receive prior written approval from their local chapter:
¥ Proud Provider of American Red Cross Health and Safety Training
¥ Proud Provider of American Red Cross Aquatics Training ‘
¥ Proud Provider of American Red Cross First Aid and CPR Training “ ‘-r‘ k “
¥ Proud Provider of American Red Cross HIV/AIDS Prevention Education Training
¥ Proud Provider of American Red Cross Caregiving Training

The Red Cross has items available that authorized providers may use to promote their afpliation
with the Red Cross. These items can be ordered through the Red Cross:

¥ Proud Provider plaque

¥ Proud Provider window decal

¥ Aquatics Banner

The following pertain to the use of the Red Cross name and emblem by authorized providers:
¥ Authorized providers may only use the name and emblem in brochures and RByers and promotional material as
provided on the computer bPles provided by the Red Cross. If printing in color, the red cross must appear on a
white background.
¥ The Red Cross can provide authorized providers with promotional materials that have space to add the
organization®s name, address and phone number.
¥ Authorized providers can state on business cards and letterhead that they are authorized providers by using
one of the statements set forth above. However, the Red Cross emblem cannot be used on such items.
¥ The Red Cross name and emblem cannot appear in close proximity to other logos. As a general guide, white
space equal to at least one arm of the cross must be left all the way around the signature.
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¥ Any use of the Red Cross name or emblem other than as specibed above is prohibited. Improper use of the
Red Cross name and emblem may result in immediate withdrawal of permission to use the Red Cross name
and emblem and/or cancellation of the Authorized Provider Agreement.

¥ If the Authorized Provider Agreement expires or is cancelled by either party, the authorized provider must
immediately stop using the Red Cross name and emblem.

¥ Please refer tohttp://www.redcross.org/logos/sig.html for downloadable Red Cross logos and standards for
use.

Course Record Sheets

Course record sheets should be turned in within 10 days of your Red Cross training course. New course record sheets
to record your class activity on can be found atvww.chicagoredcross.org/ap. Once you have completed your records,
you have two methods to submit them to the American Red Cross of Greater Chicago.

¥ Email them intoChicagoCS@usa.redcross.org

¥ Mail them into: ! American Red Cross of Greater Chicago
Attn: Course Records
2200 W. Harrison St
Chicago, IL 60612!

If your course record sheet has errors, you will be contact either via email or US Mail. There will be a message stating
what is incorrect and give you a chance to mail it back into the American Red Cross.

Billing

Renewals

Renewing your AP status this year will be easier than ever. If you are paying an annual fee there will be an online form to
pay your fee instantly. There are also options to pay with a Purchase Order, or to be invoiced. These options are all
located on the AP renewal form page atwww.chicagoredcross.org/AP.

Per Person Fee

Per Person fees are billed at the end of every month. Please note that is you are teaching at the start of the month, you
may not receive a bill until the middle of the following month. These are billed on a monthly basis as it is easier to group
out invoices together. If you do not receive your bill in the following month of your training's, please contact Customer

Service to go over the invoice and timeline.
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Policies and Procedures

Risk and Insurance Issues with Authorized Providers and Instructors

Risk Management in Courses

Your organization can reduce risk of injury and illness in Red Cross courses by ensuring that instructors adhere to the
safety guidelines provided by the Red Cross in the instructorOs manual. For additional guidance, contact your Red Cross
chapter.

Authorized Providers and Insurance Coverage

By name authorized providers are entities (or persons) who are authorized by the Red Cross to offer Red Cross courses
(through the signing of the Authorized Provider Agreement). The coverages of the Red Cross corporate insurance plan
are not extended to authorized providers and their third-party instructors because the courses that their instructors teach
are not under the direct supervision and control of the Red Cross. Claims that arise from an authorized provider-offered
Red Cross course are the responsibility of the authorized provider. The Red Cross strongly recommends that authorized
providers consult with their own insurance professional to ensure they have sufbcient coverage.

Instructors and Insurance Coverage

Red Cross-trained instructors who work for or who are authorized providers must be sure they (or their employers) have
adequate insurance to protect them while teaching Red Cross courses under an Authorized Provider Agreement. Such
coverages include, but are not limited to, general liability, auto liability and workers® compensation insurance, in
accordance with state and local law.

Copyright Permission Requests

General Information

American Red Cross materials are copyrighted both to preserve their integrity and to protect them against exploitation by
others. Authorized providers are not authorized to duplicate any American Red Cross materials that are copyrighted.
Under clearly debned criteria, Red Cross national headquarters may grant permission to use text, photographs,
illustrations and audiovisual material from the American Red Cross. Authorized providers wanting to reproduce
copyrighted American Red Cross Health and Safety Services materials must obtain written permission from Red Cross
national headquarters.

Authorized providers have presupposed permission to duplicate certain portions of American Red Cross instructor
manuals and instructor trainer guides for use in Red Cross courses. These sections are usually part of the appendices
and include Pretest Results Forms; Tests A and B; Test Bank Questions; Answer Sheets; Participant Progress Logs;
Instructor/Instructor Trainer Self-Assessment and Development Forms; Course Evaluation Forms; Video Calibration
Charts; Transparency Masters; Practice Teaching Assignments; Instructor Candidate Worksheets; Practice Teaching
Evaluation Forms; and Competency Checklists. Other items to be duplicated by Red Cross chapters for course use will
be identibed at the time of release.

Note: All requests from authorized providers for the use of American Red Cross Health and Safety Services copyrighted
materials must be sent through the local Red Cross chapter to Preparedness and Health and Safety Services at
American Red Cross national headquarters. The request must be in writing.
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Translations

The translation of American Red Cross copyrighted materials into another language always requires prior written approval
from Red Cross National Headquarters. Certain other requirements may also apply. All copyright requests must be
channeled through the American Red Cross of Great Chicago.

Americans with Disabilities Act

Effective January 26, 1992, the Americans with Disabilities Act (ADA) bars discrimination against persons with disabilities
in places of public accommodation. Title Ill of the law bars private entities (schools, banks, restaurants, social service
agencies, ofpces, retail sales establishments, etc.) from discriminating against individuals with disabilities in the provision
of their goods and services. Individuals with qualifying physical or mental disabilities may not be denied full and equal
enjoyment of or participation in the goods, services, facilities, advantages or accommodations offered to the public. A
place of public accommodation may not discriminate against its patrons, clients, invitees or guests on the basis of real or
perceived qualifying disabilities. It is the responsibility of the authorized provider to ensure compliance with the ADA for
courses that they conduct.

General Recommendations
¥ Allow access to anyone seeking admission to a course (provided prerequisites are satisPed) regardless of real
or perceived inability to participate in or pass the course.
¥ Tell participants in every course to participate within the limits of their ability and learn as much as they can.
For some people, certibcation may not be important. For those individuals, focus on helping them to learn as
much as possible.
¥ If there is a request for accommodation, discuss possible solutions with the individual or his or her guardian,
and if the individual prefers and provides permission, a medical provider. Authorized providers may not need to
provide the accommodation preferred by the individual as long as the accommodation offered is reasonable
(i.e., building a permanent ramp into a pool versus using a swing-arm harness).
¥ Certify each participant who can meet course skill and knowledge testing objectives.
¥ Use available resources to assist people with special needs.
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FY10 Authorized Provider Category Types

As an Authorized Provider (AP) of the American Red Cross of Greater Chicago you will fall into the bve (5) category types.
(You may fall into more than one.) These category types (described below in detail) are based on the courses you have
historically taught. All APOs in this chapter will be provided a formal letter each year that states the category type you
have been designated based on the courses you taught in the previous year.

Leader Program Authorized Provider

Any business, organization or individual that teaches a non-certifying leader course. Primarily includes Youth, Community
Disaster Education (CDE), Pandemic Preparedness, HIV and other programs where revenue is not generated, but
disaster preparedness information is deliveredPet First Aid and Safety does NOT fall into this category as it is

considered a revenue generating program.

K-12 School/School District Authorized Provider

Schools and school districts in the Chicagoland area, public or private, fall into this category. Schools that fall into this
category can teach any Red Cross class for the annual fee that is listed below. If you also teach Water Safety, you do not
need to check that category as well.

Water Safety Authorized Provider

Any organization teaching American Red Cross Water Safety course (as debPned in the Water Safety Instructor Manual) fall
into this category. Many organizations teach both Water Safety and other certibcation course, in this case you will fall into
both categories. This organization will pay an annual fee for their Water Safety Program.

Universal Authorized Provider

Organizations that do not all under the previous three categories will fall under the Universal AP program. As a Universal
AP you will have a per-person fee structure, outlined below. If you believe you fall into a different category we do have an
application you can Pll-out which will be submitted for review. Please visitvw.chicagoredcross.org/ap for more
information.

Authorized Provider Fee Structure

Annual Fee $10 / Per Person Fee No Cost
Leader Program |
K-12 School | ($400)
*%
Water Safety | ($300)
Universal |

** |f you teach both Water Safety classes and other certibcation classes, you will fall under both Water Safety at $300/
annual and the Universal category $10/per person feeOs for your certibcation classes.
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Discount Option for Per Person Fee

We will be rolling out a new Learning Management Database to give Authorized Providers access to record peeking and
certibcation printing. This will reduce error, increase turn-around on records submission and approval and reduce cost
for all parties. In addition, we are offering a 20% discount to the APOs on their per-person charge if they chose to enter
their own course records and print studentOs certibcations themselves. Training dates are going to be starting in August,
and will be help through October.

The new Learning Management Database will allow for easy access to your full online records. It will give full control of
organization contacts, instructors and classes taught. The process will allow you to submit course record sheets for
approval, print certibcations on the spot and pay all bills online. Chicago is a National Pilot Chapter for this new
Learning Management Database and will be implementing this system in July.

Training will occur in both an online, WebEXx, setting and a live setting in our community facilities. These dates and
locations are to be listed atwww.chicagoredcross.org/ap. For returning APOs, training must be done by October to take
advantage of this discount. Once your training is done, you will start to enter your records and will then receive

a drop down to $8 per person, a 20% discount!

Materials & Supplies

Supplies and Equipment

Many Red Cross training programs require some type of manual, specialized training equipment and DVDs. The
instructorOs manual outlines the specibc text and equipment needs for each course. Maintaining the equipment ratios
outlined in the instructorGs manual allows instructors to stay within the timelines for the training, as well as gives course
participants the time they need to properly practice and learn skills. Most of the materials needed to conduct Red Cross
training are available directly from the American Red Cross of Greater Chicago.

Books and Materials
Teaching materials such as participant books, instructor manuals and DVDs are available for purchase from the

Red Cross. DVDs may also be available to rent or to purchase. Books, DVDs and other course-specibc materials may be
ordered directly from our publisher. Details are on page 14.

Equipment

Equipment used in Red Cross training must be maintained in good working order to ensure participant safety and
effective teaching. Equipment that is not in good working order or is dirty detracts from the participantOs willingness to
learn and practice effectively. All equipment used in Red Cross training should be maintained according to manufacturer
guidelines. Equipment such as CPR manikins should be cleaned after each use according to the manufacturer guidelines
and properly cleaned between each participant. More detail on manikin decontamination, including Centers for Disease
Control and Prevention (CDC) guidelines, is available in instructor manuals for courses that teach CPR. When using
equipment in training, you should ensure that instructors take all the necessary safety precautions.

Equipment Rental

Visitwww.chicagoredcross.org/AP to see a list of equipment that is available for rent from the American Red Cross of
Greater Chicago. Rental fees are listed as well. All equipment should be returned in good working order and in the
condition in which it was received. If there is a problem with the equipment, please notify the American Red Cross of
Greater Chicago.
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Product Ordering

Order Directly from our Retailer!
www.ShopStayWell.com
24 hours a day, 7 days a week
Phone orders 1-800-667-2968
M-F 9:00am - 8:00pm, EST

Also, you may order directly from the Greater Chicago Chapter:
Phone Orders 1-800-337-2338
M-F 8:30 am B 5:00 pm
Fax orders 312-729-6310

See order form atwww.chicagoredcross.org/AP
24 hours a day/7 days a week - Click on OStoreO wtvw.chicagoredcross.org

Material Return Policy

Staywell
Please visitwww.shopstaywell.com for the details of the return policy.

American Red Cross of Greater Chicago

Customers will be allowed to return items for a refund by following the guidelines below:
¥ Returns will only be allowed on materials that are new, unused, and
unaltered. No refunds will be issued for breathing barriers, pocket masks,
purchased mannequins, purchased AEDs, or any rental equipment. For these
items, all sales are bnal.
¥ All returns will need to be made at one of the community centers. At the
point of return, the return document (obtained at the community center) must
be completed and a copy of the original invoice attached.
¥ The returned items, along with the accompanying paperwork, should be
signed and dated by the community
¥ Center Administrator or one of their designees and returned to Fulbliment on
the next available truck run.
¥ No returns will be accepted after 30 days.

Please note orders cancelled less than 3 days prior to pick-up date will be assessed a $10 cancellation fee. In
addition, any order remaining at the community facility for more than 30 days will be billed a $10
restocking fee per item.
¥ Rentals items returned after the specibed return date will be assessed a $5 late fee per item, per day.
¥ All return policy date limits are in business days of the community center pick-up location and are counted
from the original requested pick-up date.
¥ Outstanding customer service is our goal. If you have any questions regarding the return policy, please
contact our customer service department at 1-800-337-2338.
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American Red Cross of Greater Chicago

Community Center Pick-Up Schedule

See maps on the following pages for complete addresses & locations

PLEASE REMEMBER: PLACE ALL MATERIAL ORDERS TWO WEEKS BEFORE YOUR SCHEDULED CLASS!
Express/Overnight shipping is available for orders placed with the American Red Cross of Greater Chicago and StayWell.

)
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Visitwww.chicagoredcross.org/AP for a link to all facilities locations and directions.

Chicago Southside & Hillside Arlington Heights & Romeoville Rauner (HQ) & Kane County
Monday Closed Monday " Closed Monday ! 8:30am B 5:00pm
Tuesday 11:00am D 4:00pm  Tuesday ! 8:30am B 5:00pm | Tuesday ! 8:30am B 5:00pm
Wednesday ! 10:00am B 5:00pm Wednesday ! 8:30am b 5:00pm | Wednesday !  8:30am B 5:00pm
Thursday ! 10:00am D 5:00pm Thursday ! 8:30am B 5:00pm | Thursday ! 8:30am B 5:00pm
Friday ™ Closed Friday ! 8:30am B 5:00pm | Friday ! 8:30am B 5:00pm

Rauner Center B Headquarters

2200 W. Harrison St

Chicago, IL 60612

Erom Chicago:

Take the Eisenhower Expressway (I-290) west out of the city. You will exit at 28A/Damen Ave.

Once you exit you will be heading west on Van Buren St. Continue heading west to Leavitt St, and head south
on Leavitt St. The facility is on the west side of the street.

Erom Suburbs
Take the Eisenhower Expressway (I-290) east toward downtown Chicago. You will exit on 27C/Western Ave. Once

exiting you will be heading east on Congress Parkway. Continue this until you reach Leavitt St. Turn and head south on
Leavitt St. and the facility will on the west side of the street.
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American Red Cross of Greater Chicago

Arlington Heights Community Center
544 West Northwest Highway
Arlington Heights, Illinois 60004
. E ing S .
Take the Northwest Tollway (I-90) to Arlington Heights Road. Head north on Arlington Heights Road to
Northwest Highway (Route 14). Turn left on Northwest Highway. The facility is on the north side of Northwest
Highway just west of Arlington Heights Road.
From North Suburbs:
Take Route 53 to Northwest Highway (Route 14). Head east on Northwest Highway. The facility is on the north

side of Northwest Highway just west of Arlington Heights Road.

Chicago South Side Community Center

3302 W. 87th St.

Chicago, lllinois 60052

Exit the Dan Ryan Expressway (I-94) at 87th Street. Go west on 87th Street about 2 miles. The South Side
Community Facility will be on the ride, or north, side of the street. Parking is available anywhere within the strip
mall parking lot.

Hillside Community Center

350 N. Mannheim Road

Hillside, Illinois 60162

Exit the Eisenhower Expressway (I-290) at Mannheim Road (Route 45). Head north on Mannheim Road for
one half mile. The facility is on the left side of the road right before Madison Street on Mannheim. Free parking
is available in the side lot when entering off of Mannheim, or behind the building when entering off of Madison.

Romeoville Community Center

1293 Windham Parkway

Romeoville, lllinois 60446

Take |-55/Stevenson Expressway south to the Weber Road (exit 263). Turn north onto Weber Road and follow
to Windham Parkway. Turn right onto Windham Parkway. Turn right into parking lot for 1293 Windham
Parkway.

Erom South Suburbs:

Take 1-80 west to I-55 north. Go north on I-55 to Weber Road (exit 263). Turn north onto Weber Road and
follow to Windham Parkway. Turn right onto Windham Parkway. Turn right into lot for 1293 Windham Pky.

Kane County Community Center

121 N. Second St., Suite G

St Charles, IL 60174

Erom Chicago and South Suburbs:

Take I-55/Stevenson Expressway south to Route 31 North. Follow 31 North and the Red Cross will be on the left.

From North Suburbs:
Take Route 31 South (exit IL-31S/S8th St. On 90). Take 31 South and the Red Cross is on your right.

Erom the East:

Take Route 38/Roosevelt Road West into Geneva. Take a right on Route 31, and the Red Cross will be on your left.
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American Red Cross of Greater Chicago

Authorized Provider Frequently Asked Questions

Q. How do | purchase materials and rent equipment?

A. The easiest way to order materials is to order directly though our supplier. The directions on how to do that are on
page 14. The other option to order materials is to call Customer Service at 1-800-33 SAFETY (72338). Have your
current Authorized Provider (AP) number available. If you are paying by credit card have your credit card information
ready when placing your order with Customer Service. When paying with a Purchase Order, fax a copy of your
Purchase Order to 312-729-6310. After the fax has been received and processed, Customer Service will phone you
to conbrm your order.

Q. Can | pick-up my rented equipment?
A. You can either pick up your materials at any Community Center location or have them shipped to you directly.
Handling fees of $10 apply for Community Center pick-ups. Community Center locations and hours listed.

Q. Can | have materials/equipment delivered to my home or worksite?

A. Yes, materials can be delivered to your home or worksite. Most orders will be delivered within 3-5 business days from
Staywell or 5-7 business days if ordered from the American Red Cross, from the date of order. Any order that includes
rental items can not be shipped.

Q. What is the ARCGC policy on returning materials?

A. Returns will only be allowed on materials that are new, unused and unaltered. Rental equipment, breathing barriers or
pocket masks are nonrefundable. All returns must be made at one of the Community Center locations listed. The
return document (obtained at the community center) must be completed and a copy of the original invoice attached.

A restocking fee of $10.00 will be deducted from the amount of refund. Sesvww.shopstaywell.com for StaywellOs
return policy from direct orders from them.

Q. How is my new annual Authorized Provider fee determined?
A. Authorized Provider fees are reviewed annually based on your previous yearOs amount of students taught, type of
classes taught and the type of business/organization.
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