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Welcome  

Welcome to Family Centre!  For 30 years, volunteers have been a valuable resource for our 

participants and staff.  By volunteering, you’ll not only help your fellow citizens but also 

strengthen our workplace and promote community involvement. Family Centre recognizes 

that volunteers are crucial for accomplishing our mission and are a part of the team.  

Volunteers contribute their unique talents, skills and knowledge to enable Family Centre to 

offer quality programs to our clients.  As a volunteer you are a valuable human resource 

that warrants support and encouragement to develop your skills and ensure your 

involvement in supporting families in southern Alberta.  Volunteering is rewarding.  You will 

meet people from all walks of life, lean about yourself, develop skills which makes you 

competitive in the employment field or further your education and have fun! 

This guide will help you have the best possible experience as a volunteer.   It answers 

frequently asked questions and gives information about Family Centre, our clients, 

programs and your role.  Your supervisor can answer most of your other questions but 

please fell fee to contact the Coordinator of Volunteer Resources 403-320-4232 ext. 207 

any time you need assistance. 

Thank you for volunteering.  We’re excited that you have chosen to be a member of the 

Family Centre team – you are making a world of difference! 

No one is more cherished in this world than someone who lightens the burden of 

another.  Thank you.  ~Author Unknown 

******************************************************************************* 

Purpose of the Handbook 

This Handbook has been produced to help you become familiar with Family Centre and have 

a more fulfilling volunteer experience. Family Centre hopes to share with you a little of our 

history, philosophy, practices, and policies, as well as all the benefits we will provide to you 

as a valued volunteer. 

No volunteer handbook can answer all the questions you might have about our programs. It 

is in our person-to-person orientation and job coaching that will help us get to know each 

other, express our views, and interact in a harmonious relationship. 
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We hope this handbook will allow you to feel comfortable with us. Your success is our 

success. Please don’t hesitate to ask questions. The Coordinator of Volunteer Resources 

will gladly answer them. We believe you will enjoy your volunteer work and your fellow 

volunteers here. You will find Family Centre is a great place to volunteer. 

We ask that you read this handbook carefully, and refer to it whenever questions arise. 

We encourage you to take it home so your family and friends can become familiar with 

Family Centre and our policies. 

 

Family Centre Information 

History Overview: 

Family Centre has the resources to solve the problems families experience such as stress, 

anxiety, parenting, grief & loss and assist to build strong foundations through early 

intervention and prevention programs. This is based on 34 years of service as Family 

Centre was originally incorporated as Parents Place on December 11, 1980 as a Family 

Support Program. In 1994, two organizations, namely Family and Community Development 

and Parents Place, merged with a vision to provide a comprehensive range of services to 

children and families living in and around Lethbridge: Family Centre was born.  

Today, we are recognized by the Alberta Ministry for Human Services as a Centre of 

Excellence under the banner "Government of Alberta - Parent Link Centre." Parent Link 

Centres are a province-wide network of 46 family resource programs that support 

Alberta's parents as their children's first and most influential teacher.  Raising healthy, 

strong children is everyone's business.  We are all in it together: parents, families, 
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neighborhoods, communities, and governments all have a role in giving children a good start 

in life.  Southern Alberta supports and recognizes Family Centre. We have been recognized 

as an outstanding charity by the Better Business Bureau and being acknowledged as an 

Alberta Promise Agency. 

Organizational Overview: 

Family Centre is a charitable organization committed to promoting the well-being of as 

many people as possible. We take practical steps to prevent problems families can 

experience like family stability, isolation, health and quality of life. Evidence links social 

isolation and perceived lack of support to child maltreatment. Our Prevention and Early 

Intervention based resource centre ensures that all members of our community are able 

to participate and contribute, which benefits us all to strengthen our community.  

 Family Centre appreciates the commitment of our community, as acting now to prevent 

foreseeable problems is the responsible thing for us to do. Contributing to Family Centre’s 

programs helps change conditions in a timely manner to get in front of the issues families 

face.   

Mission: 

Our mission statement is that Family Centre works to strengthen capacities and encourage 

the best possible development of families in Southwestern Alberta.    

Vision: 

Family Centre vision is “Healthy Children, Healthy Families, Healthy Communities”.   

Statement of Beliefs:  

A child’s development is dependent upon the strength of the parent/child relationship, as 

well as the stability of the relationship among the adults who care for and are responsible 

for the child. 

Children and parents have developing and changing capacities and needs. 

Families are entitled to services that best meet their needs. 

Our purpose is to strengthen families using resources and supports that contribute to 

healthy relationships at home and in the community. 
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The Guiding Principles of Family Support 

1. Family support programs are open to families, recognizing that all families deserve 

support. 

2. Family support programs complement existing services, build networks and linkages, and 

advocate for policies, services and systems that support families’ abilities to raise healthy 

children. 

3. Family support programs work in partnership with families and communities to meet 

expressed needs. 

4. Family support programs focus on the promotion of wellness and use a prevention 

approach in their work. 

5. Family support programs work to increase opportunities and to strengthen individuals, 

families and communities. 

6. Family support programs operate from an ecological perspective that recognizes the 

interdependent nature of families’ lives. 

7. Family support programs value and encourage mutual assistance and peer support. 

8. Family support programs affirm parenting to be a life-long learning process. 

9. Family support programs value the voluntary nature of participation in their services. 

10. Family support programs promote relationships based on equality and respect for 

diversity. 

11. Family support programs advocate non-violence to ensure safety and security for all 

family members. 

12. Family support programs continually seek to improve their practice by reflecting on 

what they do and how they do it. 

 

Volunteer Opportunities 
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Family Centre’s Volunteer Program places 

volunteers for a variety of positions. 

Orientation, training, supervision and 

performance evaluations are offered for all 

volunteers. 

Rewarding Volunteer Positions include:   

Early Childhood Assistants & Playground Hosts – 

Family Centre offers a number of parent and 

child programs where you interact with children 

and their caregivers in our Melcor/Ronald McDonald Playroom, Ironworks Playground, 

Opokaa’sin and Interfaith programs. 

Special Events Assistants – Family Centre participates in a number of FUN events which 

enables us to raise funds as well as interact with the community.  Santa Photos, 

barbecuing, and Air Show recycling are just a few.  

Clerical Assistants – People wanting to gain or maintain their clerical skills can take 

advantage of many opportunities. 

Centre of Excellence-The centre has a flow of materials and resources that require 

maintenance, inventory, and modernization. As well a opportunity for preparation of 

materials and participation in community events. 

Counselling Department Assistants – Our counseling services offers a variety of classes 

designed to assist with personal growth, strengthen relationships, and resolve issues and 

finding solutions.  Volunteer facilitators assist the counselors in a variety of ways. 

Intake Counsellor – Family Centre currently offers this position on a volunteer basis.  Many 

students who are in the 3rd & 4th year of university fill this position.  

Board of Directors and Committees – Opportunities are available to grow and strengthen 

Family Centre. 

We have a great practicum based volunteer opportunity through the University of 

Lethbridge and Lethbridge College.  We also use the SCIP program. 

Family Centre serves a culturally diverse community and therefore we will recruit a diverse 

volunteer population to contribute as much to the quality of service as to the quantity. 
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Helpful Information 

Family Centre Address:    Suite 225, 200-4Ave. S. Lethbridge, AB T1J 4C9 

     Phone:         403-320-4232 

  Fax:            403-329-7321            

  Website: www.famcentre.ca 

Hours of operation:  Fall/Winter:   Monday-Thursday 8:30am-8:30pm,  

                                                    Friday 8:30am-4pm, Saturday 8:30-12noon 

     Summer: July 1st  Monday-Friday 8:30am-4pm 

Parking is located on 5 Ave. S. Park-aide.  You can park at the top level. 

Family Centre is closed:  

  New Year’s Day, Family Day, Good Friday, Easter Monday, Victoria Day,  

   Canada Day, August Civic Holiday, Labour Day, Thanksgiving Day,  

   Remembrance Day, Christmas Day, Boxing Day 

We are also closed for 5 working days between Christmas and New Years 

Our partners: 

Opokaa’sin Early Intervention Society, South Region Parents as Teachers, Lethbridge 

School District #51 – Making Connections, Crowsnest Pass Parent Link Centre, Magrath 

Parent Link Centre, Taber & District Community Adult Learning Association and Chinook 

Interfaith Country Kitchen Project  

Our Acronyms: 

PACT:  Parents and Children 

RAGE: Recognizing Alternatives to Getting Explosive 

PACES: Parents and Children Experiencing Separation 
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PASS: Parenting After Separation Seminar 

FOCIS:  Focus on Communication in Separation 

SFI: Supporting Father Involvement 

Triple P: Positive Parenting Program 

 

 

 

Volunteer Rights 

As a volunteer you have the right: 

To work in a healthy and safe environment 

To be interviewed and engaged in accordance with equal opportunity and antidiscrimination 

legislation 

 To be given accurate and truthful information about the organization for which you are 

volunteering 

To be given a copy of the organizations volunteer policy and any other policy/procedures 

that affect your role 

 Not to fill a position previously held by a paid worker 

To have a role description and agreed hours of contribution 

To be provided with orientation to the organization and the 

role 

To have your confidential and personal information dealt with 

in accordance FOIP (Freedom of Information & Protection of 

Privacy, www.servicealberta.ca/foip/) 

 To be provided with appropriate training and support to carry out your role 

 

http://www.servicealberta.ca/foip/
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Treatment of Volunteers 

Volunteers are to be treated as equals to paid staff, in terms of respect and dignity.  They 

are to be valued for their input, and called upon for their opinions.  Volunteers have the 

opportunity to effect change in the programs offered at Family Centre. 

 

Volunteer File 

Volunteer files are considered confidential information and are to secured in a locked 

drawer in the Coordinator of Volunteer Resources office.  Access to these files will be 

limited to the immediate supervisor, department manager, Coordinator of Volunteer 

Resources and the Executive Director. 

Volunteers may access their file by providing the 

Coordinator of Volunteer Resources with a written 

request.  Volunteers may add an explanation or note 

regarding anything in their file.  They cannot 

remove any information from their file or take the 

file out of the office.  Volunteers are privy to all 

information in their file, with the exception of their 

reference checks.  

Volunteer files contain: 

 Volunteer Application  

 volunteer resume (when applicable) 

 parent/guardian consent form (for volunteers under 17) 

 Oath of Confidentiality 

 Criminal Record Check 

 Child Intervention Check 

 interview notes 

 Reference check 

 supervisory notes 

 exit interview 

 signed copy of Volunteer Code of Conduct 

 Signed orientation check list 
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 references provided 

 evaluations 

 practicum/internship/applied studies information 

 

Policies Pertaining to Volunteers: 
The primary policy that impacts volunteers is Policy 5.04 Volunteer Management.  This 

policy is attached for easy reference.  Other policies are listed below that may be 

applicable to the volunteer’s time at Family Centre.  Our policy manual is accessed online 

and the link can be found on the volunteer desktop while a hard copy is located at the 

Executive Assistant’s worksite. 

Policy 2.04 Ethics 

Policy 5.07 Client Grievance  

Attached for easy reference 

  

Policy 5.04 Volunteer Management 

 

Policy 5.06 Behavioural Management 

Policy 5.07 Appearance and Dress Code 

Policy 5.08 Nepotism in the workplace 

 

Grievance Policy & Procedure 
Family Centre treats its participants with fairness and professionalism and protects the 

confidential nature of all participant information. Participants who believe they have not 

been fairly or professionally served by Family Centre, or who believe that their right to 

confidentiality has been breached, have the right to present their grievance for prompt 

consideration and resolution. 

(a) Family Centre communicates grievance procedures to all its participants: 
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(i) At the start of an intervention; 

(ii) At the time the participant fills in the registration form 

(iii) At the end of an intervention; 

(iv) At any time it becomes clear the participant or applicant is not satisfied 

with the service being provided; 

(v) On our website. 

(b) A participant may present a grievance concerning a continuing practice or condition 

at any time. However, a grievance concerning a particular act or occurrence must be 

brought within thirty days after such act or occurrence. If a good reason is given for not 

bringing the grievance within the specified time limit, Family Centre may, at its own 

discretion, extend this time limit. 

It is the RESPONSIBILITY of the participant: 

  to respect the rights of others to feel safe, 

  to respect the cultural background and privacy of others,  

  to follow guidelines of Family Centre and its programs, 

  to let program staff know if they are unable to keep an appointment and need to 

reschedule, 

  to inform staff if they feel that any staff member has breached the code of 

ethics, confidentiality or has treated them unfairly, 

  to ensure proper implementation of this policy and procedure. 

 If, for any reason, the participant has difficulty documenting a complaint in written 

form, the employee will be responsible for reasonably accommodating the participant. If 

needed, the Department Manager will assist the participant. 

PROCEDURES 

Types of Grievances 

(a) Participants may file grievances for a variety of reasons: 

 Violation of their right to personal information. 

 Denial of service. 

 Lack of fairness or professionalism in the handling of his or her case. 

 Dissatisfaction with the agency. 

 

(b) Informal grievance procedure: The grievance procedures for participants initially 

follow the conflict resolution procedure for staff, as defined in Policy 5.06 Behavioural 



N:\Microsoft Word\Volunteers\Volunteer handbook\volunteer handbook.docx 

12/05/2015 11 

Management Section 7.02 Conflict Resolution and Attachment A of Policy 5.06. According 

to this process, the Executive Director is the final arbiter of grievances concerning 

representation. The participant will receive a written or verbal response to the grievance 

within ten (10) working days from filing the grievance. The Executive Director reports all 

such grievances to the Board of Directors. The Board of Directors, at that time, may ask 

to review the grievances. 

(c) Formal grievance procedure: If the participant is dissatisfied with the outcome of 

the informal grievance procedure, he or she can file a formal grievance with the Executive 

Director within ten (10) working days of receipt of the response to the informal grievance. 

The Executive Director may reject the grievance if it was not filed within the time limit. 

The formal grievance should clearly state in writing why the participant is dissatisfied and 

what they feel needs to change in order to be satisfied. All recommendations will be duly 

considered and the participant will be notified of the decision. In instances where the 

participant cannot write, the formal grievance may be communicated in a manner that 

accommodates the participant and is effective in communicating the complaint. Upon 

request, Family Centre shall designate an uninvolved staff member to assist the 

complainant in communicating the complaint. 
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Sample Forms 

 

 

 

 

 

 

 

 



N:\Microsoft Word\Volunteers\Volunteer handbook\volunteer handbook.docx 

12/05/2015 13 

Volunteer’s Code of Conduct 

 

 Take your commitment to our organization to heart, performing your duties to the 

best of your ability. 

 

 Honour confidentiality. 

 

 Respect the mission and goals of the organization. 

 

 Deal with conflicts or difficulties in an appropriate manner. 

 

 Respect the property of the organization. 

 

 Be courteous, friendly and cooperative. 

 

 Offer constructive feedback about the organization in an appropriate manner. 

 

 Be willing to learn and take part in orientation and training session. 

 

 Demonstrate respect for the direction and decision of the supervisors. 

 

 Treat co-workers, volunteers, clients and members of the public fairly without 

discrimination. 

 

 

Signed by Volunteer  ____________________________________ 

 

 

Signed by Supervisor ____________________________________ 

 

Date:__________________ 
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Volunteer Orientation Checklist 

 Volunteer policy – especially probationary period, behaviour expectations, right to 

terminate 

 

 Harassment policy, Gender Equity policy 

 

 Safety policy 

 

 Volunteer Code of Conduct 

 

 Existence and location of other policies (e.g., expense authorizations etc.) 

 

 Keys (desk, filing cabinets, office, cash box, other as applicable) 

 

 Security arrangements including codes required, obtaining pass card if required 

 

 Organization structure – who does what 

 

 Meet other volunteers and staff including assignment supervisor 

 

 Work location  

 

 Phone number: 

 

 Emergency contact: 

 

 Location of office supplies or process to obtain office supplies 

 

 Job description (if applicable) 

 

 

 

______________________________    _____________________________                

Volunteer      Coordinator of Volunteer Resource 

 

Date:_______________________ 
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VOLUNTEER APPLICATION  
Welcome to Family Centre! For 30 years, volunteers have been a valuable resource for 

our participants and staff. By volunteering, you’ll not only help your fellow citizens but 

also strengthen our workplace and promote community involvement. As a volunteer you 

are a valuable human resource that warrants support and encouragement to develop your skills and 

ensure your involvement in supporting families in southern Alberta. 

 

Name:  _____________________________Birthdate: __________________ 

 

Address: _________________________________     Postal Code: _________ 

 

Phone: Primary: # _____________ Alt: #______________  
 

E-mail Address:  

_______________________________________________________ 
   (will be added to our volunteer mailing list) 

 

Cultural Background: 

Canadian    Aboriginal    Central American 

Middle Eastern   Asian     European   

African    Other 

 

New to Canada? 

Immigrant 

     Refugee  How long have you been in Canada?_____________ 

Do you have a disability? 

 Yes   No      If yes, what is the 

disability?________________________  

 

Do you need Guardian Permission?         Yes    No       

 

Volunteer Experience:  (most recent and longest worked) 
______________________________________________________________      ________ 

__________________________________________________________________________ 

_________________________________________________________________________ 

 

Volunteering is rewarding.  Please share what you hope to get out of this 

experience.   
__________________________________________________________________________ 

__________________________________________________________________________ 

__________________________________________________________________________ 
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Please indicate what times you may be available: Mornings between 9 -12, afternoon 

between 12-4, and evenings between  4-8. 
 

Weekday: Mornings:______ Afternoons: ____ Evenings: _____Weekends:______ 

 

There are many volunteer opportunities available at Family Centre.  Please indicate 

any activities you may be interested in: 
 

___  Youth Programming: Junior chess, Worry Dragons  

___  Parent Education: FOCIS, Parenting after Separation (PASS), Focus on 

Communication in Separation, Parenting for New 

Canadians, Stepping Stones, Positive Parenting Program, 

___  Family Support : Supporting Father Involvement(SFI), Parent and 

Children experiencing Separation(PACES),  

___  Early Childhood Education: Parent and children together playgroups(PACT), 

Me and my Dad, Baby Signing, The Interfaith Chinook 

Country Kitchen 

___  Internship: Serving Communities Internship Program, College 

Practicum, Service learning 

___  Events: Santa Photos, Casino, Mc Happy days, Street wheelers, 

Youth Week, FC Open House  Pancake Breakfast 

___  Clerical Support:  Folding Envelopes, Creative Materials, Data Entry 

___  Child Care: Family Support Programs  

___  Board of Directors 

___  Parent Advisory Committee 

 

I agree that you may keep my personal information on file while I am a volunteer 

and up to three years after my last volunteer assignment.  

 

Date of Application:  ________Signature of Volunteer: ___________________ 

 

Office Use: 

Entered in Gift Works            /     / 

Record checks received           /     / 

 

Record Checks: (Should be within one year) 

Criminal Record/Vulnerable Sector Check: ______ Date: _____________ 

Child Intervention Check: ______ Date: ____________   
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Volunteer Oath of Confidentiality 

 

 

 

 

 
By signing this agreement, I, __________________________ 

understand that I may receive information about individuals and 

families who take part in activities at Family Centre.  Confidentiality 

protects children, families and volunteers and should be maintained at 

all times.  It is my responsibility to keep any information I am exposed 

to private and confidential.  This means I will not disclose the identity 

of any person who has sought service at Family Centre (without 

obtaining written consent or unless I am compelled legally or 

professionally to do so).  I understand this confidentiality is import 

within Family Centre and will continue after my volunteer placement. 
 

 

 

 

 

Volunteer Signature      Date 
 

 

 

 

 

Witness        Date 
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Family Centre Volunteer Interview 

Name of volunteer:   ________________________________ 

What do you know about Family Centre? 

______________________________________________________________

______________________________________________________________ 

What skills & abilities do you have that would benefit your volunteer experience?  

______________________________________________________________

______________________________________________________________ 

What goals might you have for your volunteer experience?   What do you hope to 

gain? 

______________________________________________________________

______________________________________________________________ 

Why do you volunteer? 

______________________________________________________________

______________________________________________________________

______________________________________________________________ 

Five interesting facts about me 

1. _________________________________________________________ 

2. _________________________________________________________ 

3. _________________________________________________________ 

4. _________________________________________________________ 

5. ________________________________________________________ 
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Family Centre Society of Southern Alberta 

  Volunteer  
  Evaluation Form 
 Date:  Supervisor(s):  

 
 Please provide us with feedback by completing the following brief questionnaire.  We are collecting this 

information to determine the effectiveness of our programs.  The information is provided to funders and 

comments may be used for advertising, however personal information will not be given out. 
 

 

 

Using the scale, indicate to what degree you  
agree or disagree with the following statements: 

Strongly  
 Agree  

Strongly           
Disagree 

Office 
use only 

     
 

• I am satisfied with Family Centre’s volunteer program 1 2 3 4 5 - 

• I enjoyed the volunteer activities in which I participated 1 2 3 4 5 - 

• I found activities to be clearly explained and expectations clear 1 2 3 4 5 - 

• I found Family Centre staff friendly  1 2 3 4 5 - 

• My comfort level increased while working with staff and clients 1 2 3 4 5 - 

• Any questions I had were answered  1 2 3 4 5 10 

• Family Centre provides access to community resources and/or 
information  

1 2 3 4 5 5 

• I am aware of other volunteer opportunities at Family Centre  1 2 3 4 5 9 

 
Very 

Positive 
   

Very 
Negative 

 

• Please rate your experience overall 1 2 3 4 5 - 

 

 What did you enjoy or benefit from most through your experience?  

  

  

 What do you feel could be improved for other volunteers?  

  

  

If you are willing to be contacted regarding comments in the evaluation please provide the following information: 

 Name:  Phone:   
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Volunteer Exit Interview Form 

Did you enjoy your volunteer position? _______________________________________ 

Was your volunteer position what you expected it to be?      Yes _______ No _________ 

If not, how did it differ? ______________________________________________ 

Do you feel you were placed in a position compatible with your skills? Yes____No_____ 

If not, explain? ____________________________________________________ 

Do you think you should have been offered more training/ development? Yes___ No___ 

What function(s) of your position did you enjoy the most? ________________________ 

Why? ___________________________________________________________ 

What function(s) of your position did you enjoy the least?  

Why? ___________________________________________________________ 

How did you find the morale within your program? ______________________________ 

___________________________________________________________________ 

Was there anything Family Centre could have done to improve morale? 

___________________________________________________________________ 

___________________________________________________________________ 

Do you feel you were well informed regarding policies and procedures? Yes____No___ 

If not, why? ______________________________________________________ 

Is there anything we could have done different that may have effected your decision to leave? 

_______________________________________________________________ 

___________________________________________________________________ 

 

Signed by Volunteer _________________________________Date:____________ 

 
 

Signed by Supervisor____________________________________ 



N:\Microsoft Word\Volunteers\Volunteer handbook\volunteer handbook.docx 

12/05/2015 21 

 

 

Family Centre  

Suite 225, 200 – 4 Ave S 

Lethbridge Centre 

Lethbridge AB T1J 4C9 

Phone: (403) 320-4232 

Fax: (403) 329-7321 

 

 

 

 

 

 

Healthy Children 

Healthy Families 

Healthy Communities 

 

 

 

 


