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Purpose of the Document 

The Helping Hands Society of Cochrane and Area (HHSCA) is a grassroots, volunteer driven 

organization that engages volunteers from faith groups and community associations as well as 

individual citizens, and mobilizes them to support those in need in Cochrane and area.  

This document outlines the Standards of Practice that every program offered by Helping Hands will 

follow. It is meant to create a common thread around the way in which we approach the engagement 

and support of volunteers.  

While it is understood that every program has its own unique structure, goals and client needs, this 

document serves as the framework that helps further define the processes required to best support 

the volunteers in each individual program. 

The content captures the following information: 

● Organizational Standards of Practices 

● Program tools required to ensure compliance with these standards 
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Philosophy of Volunteerism 

The HHSCA believes that volunteering is not only fundamental to a healthy society but it also 

contributes to the vibrancy of Cochrane and area where we offer our services.  

Our pride in community is articulated in our vision, mission and values and is demonstrated by our 

commitment to engaging the community through volunteerism.  

It is our intention to provide opportunities for volunteers to support any appropriate situation in 

Cochrane and area. Working closely with FCSS, and other partners we build bridges between 

volunteers and those who are struggling or may be feeling isolated.  

This commitment is demonstrated by our support of ‘The Value of Volunteer Involvement’ and 

‘Guiding Principles for Volunteer Involvement’ as presented in the Canadian Code for Volunteer 

Involvement (Volunteer Canada, 2015). 
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The Value of Volunteer Involvement 

Volunteer Involvement has a powerful impact on Canadian society, communities, organizations and 

individuals. 

Volunteer Involvement is fundamental to a healthy and democratic society in Canada.  

● It promotes civic engagement and active participation in shaping the society we want 

● It encourages everyone to play a role and contribute to the quality of life in communities 

Volunteer Involvement is vital for strong, inclusive, and resilient communities 

● It promotes change and development through the collective efforts of those who know the 

community best 

● It identifies and supports local strengths and assets to respond to community challenges while 

strengthening the social fabric 

Volunteer Involvement builds the capacity of organizations 

● It provides organizations with the skills, talents, and perspectives that are essential to their 

relevance, vitality, and sustainability 

● It increases the capacity of organization to accomplish their goals through programs and 

services that respond to and are reflective of the unique characteristics of their communities 

Volunteer Involvement is personal 
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● It promotes a sense of belonging and general well being 

● It provides the opportunity for individuals to engage according to their personal preferences 

and motivations.  

● It ought to leave individuals feeling energized and wanting to return after each volunteer 

activity. 

Volunteering is about building relationships 

● It connects people to the causes they care about, and allows community outcomes and 

personal goals to be met within a spectrum of engagement 

● It creates opportunities for non-profit organizations to accomplish their goals by engaging and 

involving volunteers, and it allows volunteers an opportunity to engage with and contribute to 

building community 
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Guiding Principles for Volunteer Involvement 

Volunteers have rights. The HHSCA recognizes that volunteers are a vital human resource and will 

commit to the appropriate infrastructure to support volunteer engagement. 

● HHSCA practices ensure effective volunteer involvement 

● HHSCA commits to providing a safe and supportive environment for volunteers 

Volunteers have responsibilities. Volunteers make a commitment and are accountable to HHSCA. 

● Volunteers will act with respect for the cause, the stakeholders, the organization, and the 

community 

● Volunteers will act responsibly and with integrity 

At HHSCA, a culture of inclusion will be consistently fostered where all volunteers are welcomed and 

treated as valued and integral, important members of the team.  

HHSCA is committed to providing volunteer opportunities that are interesting, well organized and 

meaningful to both the organization and the volunteer. 
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Human Resources 

Because HHSCA is volunteer-driven, there is a planned and integrated approach for volunteer 

involvement. Volunteers are welcomed and valued as integral members of our organization’s human 

resources team. 
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Expectations of HHSCA Volunteers 

HHSCA volunteers will embrace the mission, vision and values of HHSCA. We expect our volunteers 

to: 

● Act as ambassadors of our organization by treating all those they work with during their 

volunteer time in a respectful, kind manner - keeping in mind that our clients are our first and 

foremost priority. 

● Be honest and truthful to themselves about their personal motivations for volunteering. Show 

up on time and be present. 

● Provide constructive feedback if there is a problem – become part of the solution in making 

things run more smoothly for everyone. 

● Offer suggestions and ways that can improve processes so that the care provided to our clients 

remains consistent with our values. 

Definition of a Volunteer 

Volunteers are those individuals who provide assistance on an unpaid basis in the delivery of 

programs.  

Types of Volunteers 

Board Volunteers 

A board volunteer is a volunteer engaged in leadership on the HHSCA Board. 
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Program Volunteers 

A program volunteer is a volunteer engaged in one of HHSCA’s programs. 

Youth Volunteers 

Volunteers who are under the age of 18 years. 

Special Case Volunteers 

HHSCA  welcomes persons with disabilities when accompanied by a support worker. 

In each of these cases, a special agreement must be in effect which identifies the originating                

organization’s designated contact (and designate) and responsibility for management and care           

of the special case volunteers.  

Group Volunteers (including families) 

HHSCA accepts volunteers who are members of a group or an organization and wish to               

volunteer their time as a group effort. (ie: church groups, service clubs, corporate/workplace) 

Special Event Volunteers 

A special event volunteer is defined as an adult and/or youth volunteer who will be               

volunteering in one-time HHSCA special events (ie: Food Drive) 

Practicum /Student Internships 

Practicum students work for a predetermined amount of time as dictated through their             

educational institution, or internship whereby HHSCA provides a valuable placement for the            
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student to gain knowledge and work experience. 

Practicum/Internship students are supervised by a staff member.  
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Mission-Based Approach 

The HHSCA Board of Directors and staff acknowledge, articulate, and support the vital role of               

volunteers in achieving the organization’s purpose or mission. Volunteer roles are clearly linked to the               

organization’s mission. HHSCA actively encourages community participation by facilitating the          

involvement of volunteers at all levels of the organization in appropriate programs and events.  

HHSCA Mission  

Helping Hands Society of Cochrane and Area links people who help with people who need 

help. Helping Hands volunteers fill unmet human needs and strengthen community. 

HHSCA Vision 

Helping Hands Society of Cochrane and Area enables faith groups, community groups and local 

citizens to serve and connect with their neighbours through volunteerism, making Cochrane 

and surrounding area a vibrant, caring and supportive community. 

As a further demonstration of this commitment, the following standards of practice are followed: 

● The board of directors and staff acknowledge, articulate, and support the vital role of 

volunteers in achieving the organization’s purpose and mission. 

● The organization’s planning process incorporates volunteer involvement. 

● There is an overall strategy for volunteer involvement. 

● Resources are allocated to support volunteer involvement. 
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● Adequate space and equipment are allocated for volunteers to perform their roles. 

● Appropriate insurance is acquired to address volunteer and organizational liability. 

● Volunteer involvement goals are assessed regularly. 

● Volunteer roles are clearly linked to the organization’s mission. 

  

 
 

 
13 

 



 
 
 
 

Helping Hands Society of Cochrane & Area 
Volunteer Program - Standards of Practice 

 
 

Infrastructure for Volunteer Involvement 

The Executive Director: 

● acts as the official spokesperson for the organization. 

● liaises with key stakeholders in the community and assisting in community-wide efforts to 

recognize and promote volunteering. 

● supervises the Programs Manager 

● designs new programs to meet emerging needs 

● works with all stakeholders to support and enable volunteer involvement. 

HHSCA’s Programs Manager, under the direction of the Executive Director, is responsible for 

facilitating the engagement of volunteers and providing management/coordination of volunteers. The 

Programs Manager: 

● plans for effective volunteer involvement. 

● identifies productive and creative volunteer roles. 

● recruits, screens and onboards suitable volunteers. 

● tracks and evaluates the contribution of volunteers to the organization. 

● recognizes volunteer involvement. 
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As further demonstration of this commitment, the following standards of practice are followed: 

● The Programs Manager is responsible for the engagement of volunteers for programs. 

● The Programs Manager has appropriate skills and experience to lead volunteer involvement. 

● Written job descriptions for the Executive Director and the Programs Manager are reviewed 

regularly. 

● Professional development opportunities are encouraged. 

● The performance of the Executive Director and the Programs Manager are reviewed regularly 

and include feedback from both the Board and volunteers. 
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Definition of Volunteer Roles 

Volunteer engagement is a natural extension of the HHSCA mission, vision and values and a key way 

in which we engage and work with the community. To this end, all volunteer roles developed need to 

be linked to the organization’s mission.  

All volunteer role descriptions will include: 

● purpose of the position as it relates to the mission 

● duties and responsibilities of the position 

● time commitment 

● any additional information required  

As further demonstration of this commitment, the following standards of practice are followed: 

● The Executive Director is responsible for programming, developing and/or reviewing roles for 

volunteers. 

● Volunteer roles are developed to reflect both the needs of the client/organization and the 

needs of volunteers. 

● Volunteer roles are reviewed periodically to ensure alignment with the mission and to ensure 

continued relevance and value. 

● The level of risk is assessed and minimized for all volunteer roles. 

● All volunteer roles have written descriptions. A standardized format is used to provide 

 
 

 
16 

 



 
 
 
 

Helping Hands Society of Cochrane & Area 
Volunteer Program - Standards of Practice 

 
 

consistent communication to all volunteers. 

All HHSCA volunteers will receive a current copy of the volunteer position they are being considered 

for at the time of application using the format outlined below:  
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Volunteer 

Role 

Description  

Helping Hands Society of Cochrane and Area 

Program   

Purpose of the 

position/connection to 

mission 

 

Volunteer Role  

Time Commitment   

Orientation/Training   

Risk Level  
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Risk Management  

HHSCA is committed to ensuring a safe environment for all volunteers and clients in the programs 

offered by our organization. 

All volunteer roles must be assessed for risk. A risk assessment will be conducted prior to the approval 

of a new volunteer role/program as well as on an ongoing basis thereafter. 

All risk assessments for new volunteer roles require approval by the Executive Director prior to 

volunteers being engaged in that role. 

In order to ensure we are offering high quality, safe experiences for all parties, a risk continuum is in 

place that describes the 4 levels of volunteer involvement. These levels are defined below and each 

current volunteer role is assigned a level.  

When a new role/program is developed, it will be assigned a level immediately.  

As further demonstration of this commitment, the following standards of practice are followed: 

● All volunteer activities are assessed for risk. 

● Processes are implemented as a way to formally manage or mitigate the risk factors associated 

with the volunteer activities. 

● Volunteers are  informed of the risk. 

● Opportunities exist for volunteers to give feedback to the organization about risk factors. 

● A screening process for volunteer roles, which is aligned with the risk continuum,  is adopted 
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and consistently applied. 

● Appropriate volunteer screening tools are used according to the level of risk of the role. 

 

Risk Continuum 

Level 1: (low risk) Special Event Volunteers  

Level 2: (moderate risk) Volunteers who have minimal contact with clients or are working 

in a supervised environment.  

Level 3: (moderate/high) Volunteers working with clients on a one-on-one basis and have 

the opportunity to build a relationship with clients.  

Level 4: (high risk) Volunteers who are driving clients and have the opportunity to 

build relationships with them. 

Screening 

Screening procedures are part of risk management and apply to all volunteer roles with no 

exceptions. Screening procedures are based on the risk of the activity, and, as outlined in the risk 

continuum. Individuals do not determine the screening.  

The HHSCA  has a clearly communicated and transparent screening process in place. It is aligned with 

the risk management approach, and consistently applied across the organization.  
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Screening Continuum Volunteers and Roles 

 Level 1 Level 2 Level 3 Level 4 

Contact Information 
 

√ √ √ √ 

Volunteer Application 
Form 
 

 √ √ √ 

Volunteer Role 
Description 
 

 √ √ √ 

Confidentiality 
Agreement 
 

 √ √ √ 

Interview 
 

 √ √ √ 

Reference Checks 
 

 √ √ √ 

Government Photo 
ID/licence 

 √ √ √ 

Signed Volunteer 
Agreement/Media 
Release 

 √ √ √ 

Police Check including 
Vulnerable Sector Check 

  √ √ 

Driver’s Abstract, Proof 
of Auto Insurance and 
Registration 

   √ 

 

Should any concerns be raised throughout the screening process that present a risk to clients or other 
volunteers, HHSCA reserves the right to limit volunteer opportunities or reject a volunteer application. 
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Volunteer Orientation and Onboarding  

HHSCA believes that proper orientation is a key component of volunteer engagement. It clarifies the 

relationship between volunteers and our organization. It articulates the standards we have regarding 

program delivery.  

All volunteers will receive an orientation to the HHSCA, the program for which they are recruited, and                 

information about the position they are accepting. 

Process for Onboarding a Volunteer 

● A volunteer requests to join Helping Hands. 

● They are directed to the online volunteer portal, via email or the HHSCA website.  

● Volunteers applying for level 2 and above will be asked to complete a volunteer application, to                

read and agree to the Confidentiality Policy, the Non-proselytizing Policy, and the Media             

Consent Form. 

● They will need to submit a copy of their government photo ID and 2 character references for                 

staff to contact. 

● A staff member reviews the volunteer’s initial application and sends out the appropriate             

volunteer role description based on the applicant’s interest.  

● Depending on the applicant’s choice they will receive a request for further screening tools. (ie.               

police check, driver’s abstract, etc.). They will also receive the Volunteer Orientation and any              

other role requirements that need to be completed, read or followed for the role they have                

chosen. 
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● When all of the role requirements have been met the applicant is moved to “Accepted” and                

will begin to receive volunteer requests via email. 

● When a volunteer expresses an interest in filling a request, staff will confirm the volunteer is                

screened appropriately for the risk level of the role. 

● If the volunteer is not screened adequately the staff member ensures criteria is met for the                

role before assigning them. 

● The staff member assigns the volunteer to the designated request in the portal. 

As further demonstration of this commitment, the following standards of practice are followed: 

● Every volunteer is provided with an orientation to HHSCA. 

● Volunteers are informed of the boundaries and limits of their roles. 

● Training or instruction is provided as necessary based on the volunteer role and program 

needs.  
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Volunteer Support 

As an ongoing commitment to our volunteers, support is in place to ensure volunteers have a good 

experience and that the volunteer activities are offered with a high level of program integrity. As part 

of the process in developing the volunteer role, the level of support is considered at the beginning of 

the process.  

Volunteers are also encouraged to communicate informally and regularly with HHSCA staff.  

As further demonstration of this commitment, the following standards of practice are followed: 

● Volunteers receive a level of support or supervision appropriate to the role and are given 

regular opportunities to offer and receive feedback. 

● When applicable volunteers are introduced to their supervisor before beginning their role. 

● When reprimand is required it is offered in a fair and consistent manner which respects the 

safety and dignity of all involved. 

Support of Special Event Volunteers 

1. Each volunteer will be responsible to the HHSCA staff or designated supervisor of the special               

event. 

2. On the day of the event, the staff or designated supervisor will ensure the volunteer receives an                 

orientation to their role and that they are carrying out their role throughout the event. 
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Standards of Conduct 

The following Standards of Conduct outline our expectations of volunteers and how they conduct 

themselves while volunteering with our organization. 

Abuse 

Physical, verbal or emotional abuse or the inappropriate treatment of clients,  family 

members, staff or other volunteers will not be tolerated. 

Disclosure of Wrongdoings 

Volunteers  will disclose an incident if it is believed a wrongdoing towards a client has 

occurred. The incident must be reported to the immediate supervisor in a timely manner. 

Conflict of Interest 

Volunteers must act in the best interests of HHSCA and its clients without any intention of 

obtaining direct or indirect benefit. 

Confidentiality 

Volunteers shall protect the privacy of clients and hold in confidence all information 

concerning clients, paid staff, board members and volunteers. They shall disclose such 

information only when legally or professionally obligated to do so, as per our confidentiality 

policy. 
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Alcohol/Drugs/Smoking 

The use, purchase or sale of alcohol, tobacco, cannabis or illegal drugs are not permitted while 

serving as a volunteer. Volunteers are prohibited from being under the influence of alcohol 

and/or drugs which impair performance and judgment while carrying out their duties. 

Volunteers need to follow any anti-smoking laws and/or regulations. 

Dress Code 

Volunteers must dress in a manner that is appropriate to their assigned responsibilities, safety 

consideration, and weather conditions and must represent the image of the organization. 

Clothing must be clean and free of odor. 

Identification for Volunteers 

When appropriate (e.g. Food Drive, Moving, Volunteer Drivers)  volunteers should  wear 

volunteer identification (vest, lanyard or name tags) when engaged in their assigned volunteer 

role. 

Acceptance of Gifts 

Volunteers are discouraged from taking gifts from clients and family members.  

 Transportation of Clients 

Only volunteers who are part of the Volunteer Driver Program are permitted to drive clients. 
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Dealing with a Grievance 

HHSCA shall maintain a fair and open working environment in which volunteers differences are 

resolved through open communication and consultation.  

The HHSCA provides the following grievance procedure to ensure that volunteers are ensured a fair 

and objective method to express and obtain a resolution to their concerns. 

● Volunteers shall first take all reasonable actions to settle the unresolved matter through 

discussion with the Programs Manager and/or Executive Director. 

● The volunteer may submit a formal grievance within ten (10) working days if an individual’s 

concern(s) are not satisfactorily resolved. The grievance must be stated in writing and 

submitted to the Executive Director, copying the Board Chair. 

● Upon receipt of the written grievance, the Executive Director will meet to discuss the 

grievance. 

● The Executive Director shall be responsible for rendering final and binding decisions for 

volunteer grievances. 

● In the event that the Executive Director is named in the grievance, a member of the Board of 

Directors shall assume the role to render final and binding decisions for any grievances. 

○ The Executive Director will prepare a written response to the volunteer within (10) 

working days. The response will be approved by the Board Chair. 

○ Upon approval from the Board Chair, the written decision will be submitted to the 

volunteer. The decision will be final and binding. 

○ All grievances submitted and documentation arising from the grievance shall be kept in 
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strict confidence and shall be kept  in the volunteers file. 

Discipline and Dismissal 

When it is impossible or undesirable to retain a volunteer, the relationship shall be terminated. All 

involuntary terminations shall be approved by the Board in concert with the Executive Director. The 

extent to which various steps in the discipline procedure will be followed will depend on the nature of 

the problem and the potential impact on clients and the organization.  

It should be noted that if a volunteer engages in behaviours that in any way physically or 

emotionally harms a client, staff or another volunteer, the volunteer will be asked to leave 

immediately by the Executive Director or Programs Manager.  

In the event that a performance issue is identified, the Executive Director shall immediately bring it to 

the attention of the volunteer and shall provide guidance and direction to that volunteer in an 

attempt to return that aspect of performance to a satisfactory level. 

The Executive Director and the volunteer, who is identified to have performance issues, shall set 

specific goals with accountable due dates and with clear documented outcomes. 

If the performance issue is not rectified within the specified time limits then the following 

constructive discipline steps may be taken: 

Verbal warning: The warning should be recorded and a copy given to the volunteer and the original 

placed in the volunteer’s file. 

Written warning: If the performance issue is not corrected, it shall be followed by a minimum of (1) 

written warning, at the supervisor’s discretion. A copy of which will be given to the volunteer and the 

original placed in the volunteer’s file. 
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Suspension: If the performance does not improve then the volunteer may be suspended, depending 

on the nature of the circumstance. 

Termination: On occasion there will be volunteers who will have performance related issues and will 

need to be removed from programs. This can be for a myriad of reasons, which may include, but not 

limited to: 

a. Disrespectful attitude 

b. Consistently being late 

c. Not showing up 

d. Disagreements with staff and volunteers 

e. Safety concerns regarding clientele 

f. Lack of communication 

g.  

Before recommending a volunteer be terminated, there should be careful consideration to retain the 

volunteer in a different capacity. This includes: 

a. Defined expectations and behaviours as outlined in the position description and orientation 

package 

b. Regular and consistent supervision/communication with supervisor 
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c. Regular and consistent attendance reporting 

d. Defined and regular evaluations  

e. Grievance Process (if applicable) 

f. Consultation with the Executive Director 

In order to complete the Termination process, the Executive Director or Programs Manager will 

document the issue capturing (in detail) the events that occurred before and during the issue.  

If this issue is ongoing and correctable, it should be documented in the volunteer evaluations with a 

development plan for improving the issue. This should be on file with the volunteer coordinator upon 

completion. 

Steps to the termination of a Non-Performing Volunteer  

1. When no other course of action appears to be reasonable, the Executive Director will contact 

the volunteer to initiate the termination process. 

2. The Board must be advised of and approve all volunteer dismissals. 

3. The Executive Director and the Board Chair will draft a dismissal letter, and set up a meeting 

with the volunteer; to be conducted in person and in private. 

4. If the volunteer refuses to come in for the meeting, they will be told that that there will be no                    

other course of action for them and that they will be relieved of their services with HHSCA                 

effective immediately. A termination letter will be mailed, and a copy placed in the file. 

5. If the volunteer agrees to come in for the meeting, they will be presented with the dismissal                 
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letter. The Executive Director will discuss in an honest fashion the steps taken to retain the                

volunteer, but will be firm in the dismissal. 

6. The Executive Director will contact all concerned parties and advise them of the dismissal.              

Documentation and informing the applicable community partner and any other volunteers           

ends HHSCA’s legal relationship with the person. 

Grounds for Immediate Termination 

If a volunteer displays any of the following behaviors or actions, they will be immediately dismissed                

from their service with HHSCA: 

a. Not upholding an environment that is safe, supportive and protects members from the threat              

of emotional, physical, mental, verbal or sexual abuse. 

b. Breaching the Non-Discrimination/Equity Policies 

c. Engaging in alcohol or drugs when representing HHSCA 

d. Breaching the Confidentiality Policy. 

Steps to Closing a Volunteer File 

1. Once the termination process has been completed, it is the responsibility of the Executive              

Director or Programs Manager  to close the file.  

2. The Executive Director will update the volunteer database when applicable and place the file              

in the inactive volunteer file.  The file will then be archived for a seven-year period. 
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Recognition: Valuing Volunteer Involvement 

Building a culture that values the involvement of volunteers is the key to any successful volunteer 

program. The acknowledgement of the contributions of volunteers using ongoing formal and informal 

methods of recognition is a commitment made by HHSCA to our volunteer team.  

The HHSCA acknowledges the contributions of volunteers using a range of recognition tools, reflecting 

the contributions of the volunteer. The value and impact of volunteer contributions are understood 

and acknowledged within the organization and communicated to the volunteer. 

HHSCA values and recognizes the valuable contributions made by volunteers towards achieving the 

organization’s mission.  All volunteers will receive recognition for their volunteer contributions. 

As demonstration of this commitment, the following standards of practice are followed: 

● The Board of Directors acknowledges the involvement and impact of volunteers. 

● Formal methods of recognition are delivered. 

● Recognition is appropriate to the volunteer role. 

Some examples of our methods include: 

● An annual Volunteer Appreciation event 

● Emails, cards and small gifts (e.g. gift cards, mugs, etc) 

● Phone Calls  
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● Special events 

Evaluation: Tracking, Measuring and Reporting on Impact 

The organization measures and evaluates the effectiveness of the volunteer involvement strategy in 

supporting/meeting its mandate. An evaluation framework is in place to assess the performance of 

volunteers and gauge volunteer satisfaction.  

Volunteer Outcomes are tallied annually and reported on to funders and the HHSCA Board. 

 Timeline Method 

New Volunteers Quarterly  Follow up email or phone call from staff to check in  

All Volunteers Annually telephone, online or in-person Outcomes Surveys 
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Records/File Management 

HHSCA is committed to keeping accurate, timely records on volunteers. 

HHSCA will ensure that all Volunteer forms, documents, reviews,  and correspondence shall be 

maintained in the Volunteer files (hard copy or in the online portal.) 

1. Each Volunteer is responsible to provide information when requested in order to maintain             

their role with the agency. 

2. The Programs Manager is responsible for ensuring that all volunteer files are up to date               

and accurate. 

3. Records are kept in a secure location, accessible only to HHSCA staff and Board of               

Directors. 

4. No disciplinary document shall be placed on the volunteer file without them being made              

aware of it and being provided with a copy. 

5. All volunteers have the right to request to have information changed on their file. The               

request should be given to the Executive Director and would follow the normal grievance              

policy and procedure. 

6. Volunteer records will be kept in live files until they are terminated then, the completed               

files will be kept in the archives. The files will be maintained for a period of a minimum of                   

7 years and then destroyed utilizing confidential shredding methods. 

7. The files will include all required screening materials. 
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8. The volunteer files will include: 

a. Application Form  

b. Confidentiality Agreement 

c. Police Records Check (If needed) 

d. Volunteer Waiver (if needed) 

e. Volunteer Agreement/Media Release 

f. Drivers Abstract, copy of driver’s licence, auto insurance and registration (VDP only) 

g. Copies of all correspondence regarding the volunteer 
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