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Servant’s Heart of Indy

Volunteer Training Guide
Our mission Statement:  To share God’s abundance and demonstrate Christ’s love by serving the needs of families.
Each volunteer should complete the following:

· Volunteer Application Form
· Volunteer Assumption of Risk and Release of Liability

· Confidentiality Statement

I. General Rules
A. You are responsible for the children you bring with you to work at the pantry.  You should only plan to bring up to 4 children under the age of 18 during your shift or to a special event.
B. You are required to arrive for your shift 15 minutes prior to the pantry opening.  If you cannot arrive at this time it is your responsibility to contact your Team Lead PRIOR to your shift.  

C. If you are unable to work your shift, it is your responsibility to find a trained replacement and report that replacement to your Team Lead.  

D. Whatever you may be involved in, you must keep any and all client information confidential.  This is extremely important.  You are required to complete a confidentiality statement to be able to volunteer at the pantry. 

E. It is your responsibility to keep the pantry a “safe place” for clients.  This can be done by keeping voices down, no yelling, no arguing or loud discussions.  You must also use good judgment regarding conversations you have inside of the pantry.  You should never refer to clients as “poor” or use other derogatory comments about our clients.  If you have questions or concerns about this policy, please see the Team Leader.  

F. If you violate any of the pantry rules during your time at the pantry, your scheduled Team Leader may ask you to leave.  If you have been asked to leave the pantry during three of your visits, it may be determined by the Board that you are no longer able to volunteer at the pantry.  You will be notified by registered letter from the post office, if this happens. 
G. Zero tolerance for intoxication – If you suspect that someone has been drinking and you are uncomfortable with their presence at the pantry, please notify the Team Leader and they will handle asking the client or volunteer to leave if necessary.  The Team Leader or a Board Member will notify the client or volunteer that if they return in that condition they will not be served.  
H. Please sign in on the book located on the desk in the office every time you are volunteering at the pantry.  We have mileage sheets for you to keep track of the mileage you use when volunteering.  You can use this for tax filing.  We also get credit for those miles.  If you have questions regarding this please see Bill Hurt.

I. There is a break area in Ste 213.  There are refrigerators marked for volunteer use.  We try to have beverages available for volunteers to consume while working.  Please be courteous and responsible enough to discard any beverage containers before you leave.  Also if you brought your own container, please be sure to take it home with you.  We do not allow client families to eat or drink in the pantry.  
J. Help us maintain the cleanliness of the pantry at all times.  Garbage should be taken out at the end of every shift.  There is a dumpster located outside the back door of Ste 212, beside the fire hydrant.
K. Do not answer the phone, as we have an answering machine in the office.  

L. If a client requests a bible, we do have them available on the shelving unit located in the client waiting area.  If you see that we are running low on these, please let your Team Leader know.  
M. Church brochures and other miscellaneous brochures and information are also available on the shelving unit located in the client waiting area.  If you see that you we are running low on an item, please let your Team Leader know.
N. At this time, only Team Leaders will be handling the actual processing of client paperwork.  Volunteers can assist clients in the pantry, but at this time you should only be helping them with the green Food Item sheet and the gold Non Food Item sheet. 
O. Please see your team leader for the newly implemented furniture policy.
II. Donations

A. We accept donations every time we are open.  A Donation Receipt must be filled out for every donation.  Legibly complete the Donation Receipt with the donor’s name, address, city, zip code, and phone information, as well as a general description of what they are donating.  Please refer to the “Donations Value” binder in the office to determine Value, if needed.  The yellow copy of the receipt goes to the donor and the white copy goes in the donation receipts box located in the office. 

B. Incoming food items should be put in the marked bins in Ste. 213.
III. Food, Cleaning Supplies, Personal Hygiene, and Baby Items

These items are organized and stocked by our grocery manager throughout the week, so most shifts, no assistance in needed in this area.  If shelves do need stocked, notify the Team Leader.
IV. Non-Food Items

A. Clothing
1. When sorting items, check the condition and cleanliness of the item.  If it is ripped or soiled in such a way that it is non-wearable, throw it out.  If you are unsure, ask the scheduled Team Leader.  You cannot ask yourself “Would I wear this?” because you aren’t the one that is here for help.
2. As you are sorting through clothing items that are not going to go into the pantry, you should separate by men/women/kids and place in bags.  Label each back with stickers that can be found on the shelves by the clothing area in Ste. 212. Boxed clothing that is marked goes upstairs in Ste. 212.  The upstairs is divided by seasons.  
3. For clothing that is going into the pantry, fill in any blank or empty spaces on the racks with those items. Toddler and infant clothing items are located on the Southside of the pantry by size.  Children’s clothing is separated into boys and girls and is hung in the pantry accordingly by size.  Adult clothing is also separated by size.

B. Holiday items, i.e., Christmas, Halloween, Thanksgiving, go upstairs.  Signs are posted where the respective items are to go.  

C. All electronic and battery operated items need to be put on the white shelf in back of Ste. 212.  There is an area for items that need to be repaired and also an area of items that have been repaired.  Please do not mix up the items in the two areas.  

D. Shoes, purses, belts, under garments, scarves & gloves – These items should be checked for usability.  If ripped, torn, or stained in such a way the item is unusable, throw it away.  If you are unsure, ask the scheduled Team Leader.  These donated items in Ste. 212 can be placed out in empty spaces in the pantry.
E. Toys should be checked for usability.  Ensure nothing is broken, and if necessary, that all the pieces are there.

F. Sort hangers on holders by metal, plastic, kids’ size, etc.
G. Knickknacks – Items can be placed out as soon as there are open spaces in that appropriate section.  
H. Inappropriate items – If the pantry is going to represent God and His service, then we need to discard any items that would appear questionable.  Please review all music, books, logo’d apparel, etc. before you place them in the pantry to ensure the content is acceptable.  If you are unsure, see the scheduled Team Leader.
V. Client Check Out

A. When doing client check out, if our regular clients did not get all of the items they were allowed, we do not need to remind them; most of our clients come in on a monthly basis, and they know what we have and where to find it, so they know what they need to do.  A new client may not know, so please guide them their first couple of times.  

B. When checking clients out, ensure that the client’s name and date appear on the green food list.  If the client took items off the gold non-food item form, staple it to the green form.  Make sure all items have been marked properly and that only the allotted items from each section have been taken.  If more has been taken, the client must decide what to put back and be taken off the sheets.  Note: Adult clothing items have no limit at this time.  Only items such as socks, under clothes, and kids clothing are limited, due to lack of supply on these items.  

C. Client time limits are at the discretion of the scheduled Team Leader.  Signs are posted in the client waiting area and in the pantry that note this as well. The Team Leader is to write time out on the client form and let the client know when they are scheduled to be done.  

D. If we get busy, two people, including the Team Leader, can check clients out.  This is why we have two checkout counters.  ]

E. After the client has checked out, place all client forms in the basket on the office desk.  The Team Leader will take care of them at the end of the shift.  

VI. Volunteer / Client Conflict 
If a conflict of any type occurs with a client family member, alert the Team Leader immediately.  We do not expect any of our volunteers to be put into a situation where they are uncomfortable.  Likewise, we do not want our clients to feel uncomfortable.  The Team Leader will assess the situation, listening to both the volunteer and the client family member as necessary.  They will handle the situation to the best of their ability, and if necessary, make any notes on the client card.
VII. Closing the Pantry (Team Leaders)
A. Thermostats should be set at 50 degrees when no one is in the pantry.  If you adjust any of them while you are at the pantry, please reset them to 50 degrees.  Do not turn any higher than 65 while people are in the pantry.  The thermostats in the office and waiting area need to be set at “7” and “Low” when no one is in the pantry.  We do still pay the heating bill, so please be mindful of how high you are turning the thermostat.

B. Ensure ALL lights are off and ALL doors are locked when you leave.  Keep pantry doors closed between the office/client waiting are and pantry. 
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