Burnaby Task Force on Homelessness
Outreach Resource Centre
Orientation for Volunteers

Why are we here?
The Outreach Resource Centre has been operating since November 2006.
The Burnaby Task Force On Homelessness supported the Progressive Housing Society by creating the Outreach Resource Centre to assist  Burnaby people living in extreme poverty and experiencing homelessness. Many people have been assisted by this program to obtain and maintain housing, receive treatment for mental health issues and addictions, reconnect with their families, retrain for new employment, or to receive life altering medical care.  It is also a place where receive basics such as food, hygiene supplies and clothing.
The Society To End Homelessness In Burnaby was created to sustain the work of the Task Force through fundraising and securing resources.  In 2016 Progressive Housing and the Society agreed that the Outreach Resource Centre would be best operated by the Society. Progressive Housing Outreach workers continue to attend the Outreach Resource Centre weekly to provide assistance and support services to obtain and retain housing.
The Outreach Resource Centre is a minimal-barrier resource for people who are homeless, on very low income or at risk of homelessness. Minimal barrier means a person who is intoxicated, high or living rough can attend as long as they are not a danger to themselves or others. 
The purpose of the Outreach Resource Centre is to provide a welcoming, nonjudgmental place where anyone living in extreme poverty or experiencing homelessness can attend. If people avoid the centre while under the influence, volunteers and the Outreach Workers would have missed opportunities to listen, to assist, and to become trusted by guests. 

Who can become homeless?
Anyone regardless of their age, gender, race, economic status can become homeless.
 In Burnaby the rental vacancy rate is extremely low. It is very difficult to find a safe, affordable place to live in Burnaby.
A person is considered homeless if they do not have a place of their own where they could expect to stay for more than 30 days and if they did not pay rent.  


This includes people who:  
• have no physical shelter – who are staying ‘outside’, in alleys, doorways, parkades, parks and vehicles
• stay temporarily in emergency shelters for the homeless, transition houses for women and children fleeing violence, and safe houses for youth  
• have no fixed address and are staying temporarily in a hospital, jail or detox facility
• stay temporarily at someone else’s place (couch surfing) 
People  who are visibly homeless make up approximately 20% of people who are actually homeless.
The remaining 80% of people who are homeless are hidden: staying temporarily on someone’s couch or living in their cars and making every effort not to be classified as homeless. This impacts an increasing number of seniors, women and children, and young adults who are going to school or working at low paying jobs.
Each person who is homeless is someone's brother or sister, son or daughter, mother or father, grandmother or grandfather.  Please put yourself in their shoes. Many people are just one paycheque away from homelessness.
A person dealing with homelessness faces challenges and barriers every day such as: hygiene, clothing, bedding, nutrition, sleep deprivation, lack of medical care, social isolation, crime and drugs.  Homeless people are victimized frequently.  Homelessness is also risky and deadly with most deaths from compromised health due to stress, poor nutrition and poor hygiene.  Homeless people live an average of 49 years versus 86 – 89 for the general public.  
 For many of the people who attend the Outreach Resource Centre this is an important time to find clothing, talk with someone, get food and feel respected.
It is often the only time during the week when our guests feel welcome and free to relax and “make themselves at home”.
What is offered at the Outreach Resource Centre 
Guests are offered coffee, juice, water, food, extra nutrition, lunch, donated clothing, toiletries, transit tickets and weekly access to Progressive Housing Society Outreach Workers. The Progressive Housing Society’s Outreach Workers assist Burnaby citizens who are homeless by providing assistance and support services intended to obtain and retain housing.  
Once a month at the Outreach Resource Centre there is a Learning Table with books, magazines etc from the Burnaby Public library and a representative from the Douglas College I Care Tutoring program. 
Flu shots are offered seasonally.  
When someone from within the community of guests dies,  there is a Memorial Service at the end of the Outreach Resource Centre and a memorial book with a place for people to leave messages and pay their respects.
Rules for Guests
Rules make all of us consistent without favouritism or perceived favouritism.  Rules give everyone the message of what is or is not permitted (transparency) and fairness.  Rules are meant to meet health and safety rules and are kept to a minimum so as to be as barrier-free as possible.  
All guests are requested to refrain from using drugs or alcohol on site.
They are asked to maintain a safe environment for all persons attending by considering the premises ‘neutral’ ground.  That is, any interpersonal issues are left away from the premises.  Senior volunteers will remind people of this rule as needed, to ensure that everyone feels safe.  Guests are asked to respect the volunteers and if they want to challenge the decision of a volunteer, the guest can see the senior volunteers, or failing resolution, can see the Coordinator.  Any volunteer would be happy to email the coordinator to help arrange a date/time.
Church rules dictate that Smoking is not permitted on the premises or on the grounds. Guests are requested to respect the church and property by refraining from smoking.
Violence, needless to say, is not permitted.  This includes physical violence, but also emotional and psychological violence.  The province of BC enforces WorkSafeBC requirements in this, and volunteers will talk to any party that has been a victim or victimizer.  While we don’t like to call the police, this is something that we can and would do to keep everyone safe.  If you see violence (mental, physical or emotional), report it to the senior volunteers immediately. 
Volunteers agree to:
· arrive at the Outreach Resource Centre at 8:00am and assist with the unloading of supplies and setting up for the Outreach Resource Centre. All volunteers will be advised of their position for the morning at the 8:30am team meeting. At 11:30 all volunteers help to clean up. 
· communicate regularly with the lead team of volunteers re: vacation time, upcoming absences, illness. Advanced notice of time away is preferred. If possible, it is requested that the lead volunteers be contacted of an upcoming absence by Monday of the same week. 
· give two weeks notice of an end to their volunteering.
· Work as a team with other volunteers – there is no “I” in team!
What does it mean to volunteer?
There are huge positive benefits to volunteering including better health, better outlook on life, and the knowledge that volunteers are helping people get the very basic necessities that most of us take for granted.
Volunteers at the Outreach Resource Centre are committed to ensuring that all guests are treated in a kind and respectful manner and are provided opportunities to receive basic items like food, clothing and toiletries.
It is very important that volunteers maintain a very positive and friendly manner when speaking with everyone – including other volunteers, donors and guests. 
If someone appears to be particular about something, assume that they have a good reason and do your best to be obliging in a positive way.

Power
Volunteers at the Outreach Resource Centre are viewed closely by our guests. For people living in extreme poverty and homelessness, volunteers are viewed as someone with power- the power to refuse service, withhold food, clothing or other basic needs. Guests watch closely to see if the same rules apply to all guests or if there are favorites who receive more items or preferential treatment. Guests watch to see if volunteers receive additional bonuses (food, clothing, other items) for their time serving at the Outreach Resource Centre. If someone is perceived to be receiving preferential treatment this causes deep unrest and discomfort amongst people who are extremely vulnerable.
For these reasons it is very important that items at the Outreach Resource Centre which are designed for distribution i.e. clothing, lunches, food, cake, toiletries, books, etc.,  need to be only for the guests in attendance.

Food
Volunteers may have snacks or meals during their volunteer shift to sustain their energy. The snack, food or beverage is the same as what is offered to guests.   It is wonderful to “break bread” with the guests and share their space while snacking/eating.  Please make sure that you do not eat during your work time, rather, take a specific break.  
We also ask that you take your break in a way not to disrupt the services and ensure that you take turns.  Notify other volunteers you are taking a short break.  Please remember, the centre is only open for 2.5 hours and so breaks should be minimal and short. 


Clothing 
Clothing which is already sorted and onsite is for distribution to our guests; not for volunteers. If you wish to request to take a specific item of clothing it is important that the request come directly from the volunteer to the senior volunteer before 8:30am.  Volunteers are only to ask to take what they truly need and what they would not be able to afford to buy.
If the request is approved, the item must be immediately put out of sight.  To avoid the perception of “cherry picking”, the volunteer agrees that no discussion about receiving this item will take place when the Outreach Resource Centre is open or at any time with any of the guests who attend or volunteers onsite.  Please be aware that should the requests become frequent, we will ask volunteers not to ask for items.  All items are donated for the people coming to the centre, not for those volunteering at the centre.
Gifts
Sometimes guests like to show their appreciaton by giving a volunteer a gift. While this is a thoughtful gesture, it can lead to perceived favoritism and potential conflict. Any gift offered to a volunteer needs to be accepted on the basis that the gift is for all volunteers at the centre and will be distributed at the Outreach Resource Centre to all volunteers.  Otherwise volunteers are to politely but firmly refuse gifts, advising that all volunteers are directed to follow this rule. 
For example: If a guest were to give a box of chocolates it would be accepted only if the guest agrees it could be shared with all the centre volunteers.  It would then be made available to all volunteers after the resource centre is closed to prevent any potential frustration or anger. 
Another example:  If a guest were to give a handmade present designed just for the volunteer, the volunteer is requested to politely refuse saying that it is against the centre rules for volunteers to accept gifts. If a volunteer is unsure if a particular gift should be accepted please consult with the senior volunteers.
Confidentiality 
Guests who attend the Outreach Resource Centre have a right to feel safe and respected.  It is important that volunteers respect the confidentiality of guests at all times. This includes what is said as well as what is written. These are a few examples, but confidentiality is not limited to the following: 
· keeping private the names of the people in attendance, 
· keeping private information known about the guests in attendance i.e. where they live, who they are in a relationship with, specifics about their life 
· refraining from discussing identifying incidents that occur at the Outreach Resource Centre  
· refraining from taking, sharing or posting any photos on line or via internet unless the specific photo has been approved by the person in advance and only with the approval of the senior volunteer team.
· keeping confidential all documents for the Outreach Resource Centre (i.e. stats sheets)
· refraining from identifying specific guests at the volunteer meeting unless authorized by the Program Manager. One exception is when there is preparation for a memorial service.
All volunteers are required to sign a confidentiality oath.
Media
All media personnel attending or wanting to attend the Outreach Resource Centre are to be immediately directed to the Society Coordinator. 
The policy of the Society To End Homelessness In Burnaby is that in any service or event that we oversee, the media is welcome to attend, but is not permitted to interview or photograph the guests in attendance without the Society Coordinator approval. 
The confidentiality of people in attendance is the primary concern. This policy is explained to all media by the Society Coordinator.
When people attend the Outreach Resource Centre expect their privacy to be respected. 
Dress Code
Please dress comfortably, casually and in clothing that is not too revealing.  Consider this a work site and be guided by that.  Volunteers are requested to keep their valuables at home.  Anything unavoidable that is brought should be carried on your person – pockets or purse with a long strap, as there is not a separate or secure place to leave belongings.
Emergencies
[bookmark: _GoBack]It is the responsibility of all volunteers to notify the senior volunteers immediately if there are any safety concerns.  Some examples are: escalating conflicts, medical emergencies, etc.  
In the case of a medical emergency or safety issue, the Lead Volunteers will come immediately, usually in pairs, to provide support.  However, do not let any delay occur – if someone collapses, minutes count.  This means that you may have to abandon your station.  Please do so without hesitation, everyone will be glad that you did!
The senior volunteers may ask the help of the Progressive Outreach Workers, ask someone to call 911 or defuse a situation.  They may ask your help in keeping guests away from the area until the situation is resolved.  Our guests appreciate the respect we give them and they respect us and follow our requests with very few exceptions.  The senior volunteers may also ask you to stay with the guest while the call is made for an ambulance.
Any decision to call for emergency assistance is only as directed by the senior volunteers with few exceptions – e.g. someone seizuring, not breathing, physical violence occurring.  

We hope this handbook is helpful for you; if you have questions or suggestions, please contact the Coordinator or a Volunteer Committee member.
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