Alv ee HOPE, Inc. Adult Shelter Program
e S Volunteer Packet

Dear HOPE Volunteer:

HOPE has evolved. We’re nolonger awarming center. HOPE now has the
status ofashelterbecausewe’re openyearround. Withthe changeinstatus,
we are how doing business as HOPE Inc., Adult Shelter Program. HOPE has
been servingindividuals experiencing homelessness since 1998 by providing
warmdelicious meals, winterclothingitems, and safe shelter. We could not
have provided shelterto over 500 unique individuals lastyear without our
volunteers. Theemergency shelter providedtoourguestsiscriticaltotheir
safety as many of them don’t have any other alternative. This safe havenis

provided because of your generous gift of time, support, and services.

Itisthe Mission of HOPE Adult Shelter stafftowelcome homeless adultsin
need of safe shelter and support services without judgment. The open feeling of
the shelterbuilding, the intake process, and the boundaries we setall help to
create a safe environment, as does the staff interactions with clients. We offer a
low barrieremergency homeless shelter. Low barrier means thatthereisno
sobrietyrequirementandeventhosewhoareinebriated orhigh may stillenter
the shelter. However, thereiszerotolerancefordrugs/alcoholonsite. We also
insist that despite the challenges of drugs/alcohol, guest staying at HOPE must
be cooperative, follow staff directive and respect self, other, and HOPE’s
property. During your time volunteering at HOPE, you will be working under the
supervision ofthe HOPE Service Coordinators/STAFF. Pleasefeel freetoask

them for help/guidance.

We are obligated by lawto keep guestinformation confidential,soplease
don’taskstaff questionsaboutourgueststhattheyarenotabletoanswer. We
also ask that you keep guest information confidential as well. It is ok, for

exampletospeakgenerallyaboutyourvolunteerexperienceatHOPE, butwe
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request that you do not talk about individuals by name or discuss their specific

situation with anyone other than staff.

Please don’t hesitate to let staff know if you notice something that doesn’t
seem right or you overhear something that concerns you. Itis important to the
safety ofalltoreportthis. Staffcan’tbeinall places and oversee everything;

they appreciate you being their extra eyes and ears.

We look forward to serving those experiencing homelessness with you. Thank
youfor giving your time and serving with us those who are homelessinour
community.

Sincerely,

Angela Simmons
Shelter Manager

Ifyouoryourgroupwouldlike atour of HOPE oryou have questions feel freeto

contactme at248-499-7345 oremail asimmons@hopewarmingpontiac.org
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Volunteer Packet Summary Sheet

Arrival
Early evening volunteers should plan to arrive between 6:45 PM and 7:00 PM.

Number of Volunteers Needed
Ideally the numbers of volunteers needed for the early shift are:
e 3-4 upstairs to aid with showers, intake, distribution, and security monitoring
¢ 5-10in the kitchen to cook, serve and clean up
¢ Inthepast, we have requested volunteersforovernightmonitoringand laundry. Atthis time, we
have enough stafftoaccommodate the late nightshift. We wanttothank each of you forthe many
years you have supported us. We truly appreciate allthat you doand have done to service and
support HOPE.

Guest Dinner Time
Dinneris served at 8 PM. However, we always accommodate the volunteers so if you need a later dinner
time, please let us know.

Volunteers are notto purchase items for guests or give them money. You candonate theneededitem
directly tothe shelterand we willmake sure thatitgetstothose whoneedit. Please make suretoadhere
to this guideline when volunteering at the shelter. Thanks!

Physical Contact Between Guests

HOPEhasaverystrictpolicy ofnophysicalcontactbetweenguests. Thisincludeseverythingfromhand
holding, kissing, etc. ...absolutely no touching. This includes contact between husbands/wives,
boyfriends/girlfriends, etc. Pleaseadvisethe staffifyouobserveaviolationofthissothattheycancorrect
the situation.

Physical Contact between Guests and Staff/Volunteers

Of course it is understood no physical contact with guests extends to staff and volunteers as well.
Volunteersmay nottransportaHOPE guestintheir personalvehicle. Volunteersare nottogiveitemsor
moneydirectlytoguests. Volunteersmustkeepin mindthattheyare atHOPE in a professional capacity
and so are charged with always maintaining a professional (not personal) relationship with the guests and
former guests. If you are unclear as to the propriety of what you want to do for someone atthe shelter,
please consultwiththe sheltermanager. Shelterguestsoftenhave complexpersonalhistoriesandwell
meaningvolunteersoftenfindthemselvesindifficultsituationswhentheydonotmaintainafirmboundary
intherelationship. Ifyoumeettheindividual during his/herstay atHOPE, thenthe only place youshould
be interacting with that individual is at HOPE.

Confidentiality

As mentionedinthe volunteerletterin this packet, by law we need to keep information about our guests
confidentialincludingtheirnames. Itisimportanttounderstandthatinthe course of yourwork withHOPE
Adult Shelter, you may learn of certain facts aboutindividuals being served by the shelter thatare ofa
highly personaland confidentialnature. Examples of suchinformation are: reasonforhomelessness,
medical condition and treatment, finances, living arrangements, substance abuse history, employment,
sexual orientation, relationships with family members and others, etc. Itis appropriate to talk to HOPE staff
members aboutany questions you have aboutmaintaining confidentiality of guestinformation. Please
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keep inmind that after you leave HOPE you are still obligated to maintain this confidentiality and not
disclose specificinformation aboutany HOPE guest. You will be asked to sign a confidentiality agreement
when you signin to volunteer at HOPE. A copy of thatagreementis included in this packet.

WHAT’S NEW IN THE VOLUNTEER PACKET
1. Volunteer Confidentiality Agreement. These will be available in the Kitchen by the sign in book. All
volunteers MUST sign this. A copy is included in the packet for your review.
Access — Guests may not enter the kitchen or pantry without staff authorization
Cell phones — please inform staff if you observe guests using cell phones
Security Monitor—Volunteer Monitor sits by security cameraand watches to make sure allis secure.
Leftovers must be wrapped, dated and placed in the refrigerator.

ok own

Kitchen Volunteers please review pages 8-10

The address for HOPE Adult Shelter is 249 Baldwin Avenue, Pontiac, Ml 48342, across the
streetfromBaldwin Center. The volunteerduties describedbelowarerecommended
numbersandjobs,butdon’tworryifyouarewithasmallgroupthatisonly coveringthe
kitchen. We recognize that our volunteer dinner hosts run the gamut from a small family
toalarge congregation. Please knowthat we are grateful for all ofthe volunteersyou
provide to keep our guests fed and the shelter running smoothly.

Arrival
Early evening volunteers should plan to arrive between 6:45 PM and 7:00 PM.

Number of Volunteers Needed

Ideally the numbers of volunteers needed for the early shift are:
e 3-4 upstairs to aid with showers, intake, distribution, and security monitoring
e 5-8inthe kitchen to cook, serve and clean up

Parking
There are two parking lots at HOPE. The one to the north contains handicap parking and the access ramp to

thefacility. Thisisalsothe guestentrance. The south lotis the larger of the two lots and has regular
parking.

Building Entrances

Volunteerswhodonotneedthe accessible entrance should enterfromthe frontofthe building. Youcan
pullyour carup onthe sidewalk by the doorto unload and then parkinthe south lot. The kitchenisonthe
lower level. We can provide guests to help carry items downstairs if you’'d like.
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Coats, Bathrooms and Volunteer Break Area

Thereisacoatclosetand bathroomforvolunteersinthe Executive Director’s office onthe firstfloor offthe
reception area. This room also serves as the volunteer break room. Please do not congregate in the kitchen
area if you are not working there.

Volunteer Sign In Sheets

We respectfully requestthatall volunteers signinand outonthe signinsheetsinthe binder, whicharein
the kitchenarea. Thisisimportantinformationfor usto track forsome of ourgrantfunding. We also have
aspaceonthesigninsheetforyouremailaddress. Thisisoptional. Ifyou choosetoshare youremail with
us, wewillsendyououre-newsletterwithnews aboutHOPE thatisreleased aboutonceamonth. Wedo
not share or sell any email/personal addresses.

Minimum Age of Volunteers

Ourinsurance requires that all volunteers who are working during shelter operating hours MUST be 18 or
older. Therearenoexceptionstothisrule. Forvolunteers whoareyoungerthan 18 yearsold, we have
service projectsavailableduringnon shelterhours. Please contact Angela Simmons (248)499-7345
or asimmons@hopewarmingpontiac.org formore information orto make arrangements for youth service
projects.

Confidentiality

As mentonedinthevolunteerletterinthispacket, bylawweneedtokeepinformationaboutourguests confidential
includingtheirnames. ItisimportanttounderstandthatinthecourseofyourworkwithHOPE AdultShelter, you
may learnofcertainfactsaboutindividualsbeingservedbytheshelterthatareofa highlypersonalandconfidential
nature. Examplesofsuchinformationare:reasonforhomelessness, medical condition and treatment, finances,
living arrangements, substance abuse history, employment, sexual orientation, relationships with family members
andothers, etc. Itisappropriate totalk to HOPE staff membersaboutanyquestionsyouhaveaboutmaintaining
confidentialityofguestinformation. Please keepinmindthatafteryouleave HOPEyouarestill obligated to
maintainthisconfidentialityandnot disclose specificinformationaboutany HOPE guest. You will be asked tosigna
confidentiality agreement whenyousignintovolunteerat HOPE. Acopyofthatagreementisincludedinthispacketas
pagell.

Other Restrictions

Itisonlynaturaltowanttohelpthegueststhatcometo HOPE. However, werespectfully requestthat proper boundaries
be maintained and that you do not share your personal contact information with them pick up guestsin your personal
vehicle, etc. Thisisimportant not onlyto protect our guests who may be inavulnerablestate,butalsotoprotectyouasa
volunteer. Youmaynotbeawareofcertainthingsina HOPEguest'spersonalhistorythatmightbeproblematicina
settingoutsideoftheshelter. Pleaselet staffknowifanindividualguestrequests“needed”itemsfromyouorasksyouto
makeapurchasefor them. Please do not go outand purchase items forindividual guest without speakingto management
of HOPEfirst. Thereareusuallyotherresourceswecandirectthemtoifwecannotmeettheirrequest. Of course HOPE
alwaysappreciatesageneral donationthat staff candistribute topersons withthegreatest need.
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Opening the Door
Only HOPE staffisauthorized to openthe doors of the shelter. Ifyou hearsomeoneknocking, please inform staff.

Operating Schedule
GuestswillenterHOPEbetween7:00and 7:30PM. Allguestsarerequiredtobeupstairsandintheir assignedareafor
lightsoutat10:15PM. Guestsawakenat7:00AManddeparttheshelterbetween8:00- 9:00 am.

Guest Dinner Time
Rulesareread at7:45pm. Dinneris served at8 PM. However, we always accommodate the volunteers so
if you need a later dinner time, please let us know.

Guest Showers
Guests will sign up for showers in 10 minute increments beginning at 7:00 PM. Showers are done by
10:00 PM. Guests will not be allowed to shower in the morning.

Interacting with Guests

While you are volunteering with us, please feel free to take sometimetograb aplate and sitdownto eat
withsomeofourguests,learnaboutoneanother,and perhapsenjoyaboardgame,orbreakoutadeckof
cards. Directinterpersonalconnectionis one ofthe mostimportantways we canempowerone another.
We caution ourvolunteerstobe wary of guest’s requesting volunteers to purchase items forthem.

Media

Sometimes the mediashows up to do a story either as the resultof an incidentinvolvingahomeless
individual, orbecauseitis really cold outside and they are doing a special interest story. Inany event,
becauseofconfidentialityandotherissues, volunteers shouldnotmake anycommentstothe media,and
must not let them into the building. We are obligated to protect client confidentiality, and we must get
signedreleasesfromgueststohavetheirimage appear. We also canneitherconfirmnordeny ifsomeone
isshelteredhere. Therefore, allmediarequestsforinterviews mustbe handled through the Executive
Director (Elizabeth Kelly). Please inform staffthatthe mediais present sothey cancontactElizabeth.

Descriptions of volunteer tasks and procedures can be found on pages 5-10.
Always defer to the service coordinator if you are not sure about a situation. If you have

concerns/questions about how a situation was handled, please feel free to contact the Shelter Manager,
Angela Simmons at 248-499-7345.

As avolunteer, you are not expected to enforce rules or correct a guest’s bad behavior.
However, we appreciate your eyes and ears during a time when staff may be occupied
elsewhere. Pleasedon’thesitatetodiscretelyletthe staffknowifyouobserve
something that you think may be a problem/issue.

Here are some basic guest rules you should be familiar with:
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Dinner at HOPE is for Guests Only—no exceptions

Earlyinthe shelter’s operations we learned the power of “free food” and ended up with so many coming
forthedinnerthatthere wasinsufficientfood forthe guests. So, werestrictaccesstodinnertothose who
arestayingovernightatHOPE whichisthe populationwe serve accordingtoourmission. HOPEisnota
soup kitchen.

Food and Drink
Guests are not permitted to bring food or drink into the building. No exceptions.

Guest Entrance Times

Forsafetyreasons,guestsarenotpermittedtoenterthe shelterafter8:00PM. Exceptionstothisinclude
previous arrangements made with staffdue tothetimingofaguest’sjob, a drop offby police, orareferral
by the hospital where a phone call by the hospital precedes the arrival of the guest.

Physical Contact Between Guests

HOPE hasavery strictpolicy of no physical contact between guests. Thisincludeseverythingfrom hand
holding, kissing, etc. ...absolutely no touching. This includes contact between husbands/wives,
boyfriends/girlfriends, etc. Pleaseadvisethe staffifyouobserveaviolationofthissothattheycancorrect
thesituation. Ofcourseitisunderstood nophysicalcontactwithguests’extendstostaffandvolunteersas
well.

Sleeping Areas
Male guestssleepinthe mainpartofthe dormitoryonamatasassigned by staff. Female guestssleepin
the area behind the portable walls next to the staff station. No males may enter this area for any reason.

Smoking Policy

Absolutely no smokingis allowed inside the shelter. Smoke breaks willbe announced by the staff.
Generally they are at 8:50pmand 10:00pm. The smoking areaisin the north parking lot across fromthe
access ramp.

Alcohol/Drugs

While HOPE does not require sobriety to enter, we have zero tolerance for drugs/alcohol brought onto the
premises. HOPE staff will search guests and their belongings upon entrance. Thisisdone to ensure that all
are safe andno contrabandisbroughtintothe building. Theguests whoenterare awarethattheywillbe
searched. The penalty for bringing drugs/alcohol on the premises is eviction.

Prescription Medications
All prescription medications must be checked in with staff.

Weapons

No weapons or knives of any kind are allowed in the shelter or on the grounds.
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Restricted Access
Guests may not enter the kitchen, pantry, any offices including the Executive Director’s office, and the
designated staff area in the upstairs without staff permission.

Cell Phones
If you observe a guest using their cell phone please inform staff.

o)

ins
Staff may request volunteers to restock bins with linens.

Guests may not leave any personal belongings in the shelter. Please refer anyone who asks to the service
coordinator.

Volunteer Jobs: Shower Monitor, Intake Assistant, Guest Item Distributor, Security
Monitor

Early Evening Shift 7PMto10:00

NumberofVolunteers Needed 3-4

Shower Monitor (Keep Shower List, Monitor Shower Times; Help Guest Item Distributor)
The Shower Monitor will ask arriving guestsifthey wanttotake a shower, write theirnames onthe list
and locate guests when it is their turn in the shower. The volunteer will provide the guests with
instructionsand atowelbefore theyenterthe bathroom. The volunteer willmonitoring time and knock
on the door to advise guests that their time is up. If a guest is not responding positively to this
reminder, the monitor will advise HOPE service coordinators.

Thebathrooms mustbecheckedaftereachusebyguests. When checkingthebathrooms, lookforthe
threethings:(1)inthegarbagetoseeifanyalcoholbottlesweredisposed of, (2)to see ensureguests

leave the bathroom clean, and (3) the scent of smoke, indicating the guest was smoking in the

bathroom. The service coordinator/staff must be notified of any problems or suspected infraction.

Allgueststaking showers are free totake a shirt/sweaterandjacketfromtherackinthefoyerarea. Ifa
guestisinneedofshoes, boots, coats, pairofpants, etc. pleasereferthemtoaService Coordinator.

Intake Assistant (s)

Assist staff with the intake process. The intake process is for the safety of staff, volunteers, and guests of
HOPE. This process consists of checking the guest and their personal property for prohibited items such
as drugs andweapons.

Guest ItemDistributor

Provide Hygiene Kits, Underwear, Socks

Thisvolunteerwillbe postedinthe staffareaatthe counter. Distributetothe guests’hygieneitems,
socks, underwear, t-shirts. If a guestrequests hat, gloves, and scarf these items may be distributed.

In orderto serve the most guests possible each guestis allowed one of each item nightly. If guests’ does
nottakeashowershe/hemayreceiveacleanpairofsocksonly.Pleasedonotgiveaguest2pairs of
socks, etc. If aguest asks for thermal underwear refer to staff.
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Security Monitor
This volunteer is posted in the staff area at the desk with the security screen. Please notify staff of
anysecurity concerns. Pleasemakesurethatnooneunauthorizedentersthe staffarea.

Kitchen Volunteers

Jobs: FoodPreparation, Servingand CleanUp
5-10 volunteers are needed
Dinner is served at 8PM

Things to bring with you:

[]
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Food and condiments

Food service plasticgloves

Plasticware (forks, knives, spoons)

Paper plates, bowls, napkinsetc.

Styrofoam cups forcoffee

Juice/lemonade mix forlarge thermos (we have two large thermoses)

Coffee, creamer, sugar, artificial sweetener

While we have some large pots and pans, we do not have roasters, crock pots, etc. We
recommend thatyou bring these withyouifitis part of yourserving plan.

Items Available at HOPE

O
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Two large coffeepots

Two large thermos jugs for water and juice

Some large size pots and pans

Serving spoons, spatulas, etc.

Some foil serving pans for warming stations. We do not always have sterno to maintain heat
so it would be better to bring your own.

Metal racks inthe kitchen foryouto putyourfood prep and service items for the night/week.
Large refrigerator

Freezer

One stove with large oven and a large convection oven.

Large double sink for clean up

Basic Rules:

U
U

Allvolunteersmustwash handsinthe handwashing sinkinthe kitchen priorto puttingongloves.
All kitchen volunteers must wear gloves when preparing and serving food as well as when in the
kitchen. Please remove and throw away gloves whenleaving the kitchen/food prep area.

No other volunteers may congregate in the kitchen without proper gear to maintain safety

standards



Mo HOPE, Inc. Adult Shelter Program
o] Volunteer Packet

1 Atthe end of the evening please place any non refrigerated food items (e.g. leftover rolls, bread,
desserts, etc.) in the large clear plastic bins provided and secure the lids.

1 Volunteers are responsible for disposing into the trash all cans, bottles and boxes they bring with
them. Please breakdownthe boxessothattheyareflatbefore placingintrash. Please ask staff
tohave some ofthegueststakethetrashtothe dumpster. Please donotleave emptybagsand
boxesinthe kitchen afteryour shift. Have someone checkingthe trash containersandletstaff
know when it isfull.

"] Please make sure that all pots and pans are washed, scoured.

1 Pleaseempty coffeepotsattheendofdinnerandwashthemout, placing coffeegroundsinthe
trash. They can air dry by the sink.

1 Please emptythethermos containerthathasjuice/lemonade afterthe dinnerandwashitout. It
can also air dry at the sink.

1 Please markallleftoverfoodwiththe date andplace intherefrigerator. Maskingtape hasbeen
provided for thispurpose.

1 Pleasedonotleaveanydirtydishesinthekitchenoranyfood outonthe counters. Make sure
thateverythingiscleanedupandfoodis stowed eitherinthe refrigeratororinthelarge plastic
bins.

SUGGESTIONS ON MEAL PLANNING
We like to encourage our volunteersto provide healthy, nutritious meals for our guests. Justthe
sameasyou,ourguestsareinneed ofawellbalanced mealtoimprovetheirquality oflife,and give
them the energy they need to get through their day.

Plan to use individual packets of mustard, ketchup, salad dressings, salt, pepper and butter
orbepreparedtoindividuallyservethese itemsfrom behindthe counter. Hotsauceis verybigon
their list of “do you have?”

Plan to include a cold drink each night, like punch or lemonade made from a concentrate.
Itis besttoserve drinks made with water, rather than softdrinks. Dehydrationis often
a concern for people staying at HOPE.

PURCHASE DISPOSABLE PLATES, BOWLS AND CUPS, AND PLASTIC EATING UTENSILSTO BE USED
DURING YOURWEEK. Pre-wrap the eating utensils with anapkin before you arrive orhave the
volunteers do this task when they arrive.

Thenumberofmealstobe served willvaryfromnighttonight. Keepinmindthat manyguests will
come back for seconds or more.
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Inordertogetabetteridea of quantity, we recommendthatone week priortoyourassigned week/day,
you can call and get an estimate onthe number of people staying at HOPE. Plantoincrease that
number slightly when planning your menus plus multiply fornumber of servings actually needed.

You may wish to purchase foods and ingredients in 2 to 3 day increments so you can make adjustments
for the use of leftovers, and variations in numbers of people attending.

LEFTOVERS
** EACH NIGHT ALL LEFTOVER FOOD MUST BE MARKED FOR YOUR USE ON THE NEXT NIGHT. All
leftover food must be labeled with the date.**

Plan to use leftovers during your week so food doesn’t go to waste.

Examples:
Leftover spaghetti sauce could be used in sloppy joes or chili.

Leftover pre-cooked chicken can be used to make chicken salad sandwiches or soup.

Before wrapping up all your leftovers for the night, prepare about 6 full plates for any latecomers.

SERVING FOOD:
e Useonly NEW paper plates, bowls and cups when giving “seconds” on meals.

PLEASE REMIND GUESTS TO USE THE HAND SANITIZER BEFORE THEY ARE SERVED.

Someqguestsare employed andmay arrive afterthe 7:45 curfew. Nooneis to be admitted withoutprior
approval,anotefromanemployer, orifescortedbythe authorities ordischargedfromthe hospital. The
service coordinator will advise the volunteers of any late arrivals.
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Volunteer Confidentiality Agreement

As a volunteer of HOPE Inc., Adult Shelter Program I understand that I may have access to
confidential information, both verbal and written, relating to guests, volunteers or staff and the
organization.

HOPE Inc., Adult Shelter requires that strict confidentiality be maintained with respect to all
information obtained by volunteers concerning the organization, as well as the guests and others they
serve.

I understand, and agree that all such information is to be treated confidentiality and discussed only
within the boundaries of my volunteer position at HOPE In., Adult Shelter Program

It is important to understand that in the course of your work with HOPE, you may learn of certain facts
about individuals being served by the shelter that are of a highly personal and confidential nature. It is
appropriate to talk to HOPE staff members about any questions you have about maintaining
confidentiality of guest information. Please keep in mind that after you leave HOPE you are still
obligated to maintain this confidentiality and not disclose specific information about any HOPE guest.

I agree not to give money, make purchases or give gifts to any HOPE guest or contact them outside of
shelter. I also agree not to transport guests in my vehicle.

I hereby affirm that my position with this organization is one of a strict confidential nature. I agree that
any knowledge gained as result of my position or my presence at this organization is and will remain

confidential.

I have read the agreement of confidentiality and affirm that I will abide by this agreement.

Volunteer Signature Date

Organization:




