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North Helpline Food Bank Volunteer Handbook

Welcome to North Helpline!  We want to provide you, as a new volunteer,  

with a comprehensive set of guidelines and information in order to make your contribution to our organization as successful and positive as possible. 

 Our handbook includes three sections:

Section 1: North Helpline Overview

Section 2: Orientation for Food Bank Volunteers

Section 3: Agreement for Food Bank Volunteers
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NORTH HELPLINE OVERVIEW 
Our Mission

North Helpline provides the community with basic human emergency services to promote dignity,     self-respect and hope.

Our Vision

Our vision is to improve community food and housing security for the people of Greater North Seattle by promoting, demonstrating, advocating for, and collaboratively building an equitable and regional food and human services system, which ultimately reduces the need for our services.

Our Values
We Value:

· Treating the whole individual with respect, dignity and compassion;

· The work of community volunteers and staff;

· Equal opportunities for the development of each person’s potential;

· Being accountable for our communities through the evaluation and reporting of our results and the effective and efficient use of our resources;

· A work life that promotes innovation, cooperation, participation, balance, health and safety, and effective communications;

· Continuous quality improvement of new and existing programs and services;

· Working in partnership with the community and other service providers to identify cultural and local needs in order to develop effective service and program responses;

· The continuous development and application of new skills and knowledge.
Objectives

North Helpline (NHL) provides food assistance to needy individuals and families in our service area (Lake City, Lake Forest Park, North Seattle and Shoreline) with a minimum of three to four days’ supply of food that either has been donated or purchased.  

North Helpline is able to offer a balanced diet of foods.  Each week, clients receive a mixture of canned and fresh fruit and vegetables, starch staples such as rice, potatoes, pasta and bakery items including bread and pastries and frozen meat products.  Our homeless clients may also receive “no cook” meals in a can or box each day that we are open.

North Helpline relies on a strong base of volunteer translators and interpreters to make sure that staff and volunteers are able to communicate with every client who makes use of NHL’s services.  In addition, most handouts and forms that North Helpline provides are printed in multiple languages.

Impact within Community

North Helpline has grown to be an essential part of the Lake City/Northgate neighborhood. NHL continuously seeks to leverage the support of the local community through outreach, welcoming volunteers and receiving donations of food and financial resources.

NHL’s new facility, McDermott Place, opened in late 2009.  The organized food distribution site has helped us to utilize volunteers more effectively in both collecting and distributing food.  In order to ensure there is enough food to feed clients each week, food bank volunteers perform ‘food rescue’.  Our grocery rescue efforts rely on the generosity of local area grocery stores such as QFC, Safeway and Fred Meyer as well as other organizations (OroWheat, Starbucks, Metropolitan Market).  NHL volunteers also collect food on-site from generous community members.  As necessary, NHL may order additional food from Food Lifeline and Northwest Harvest (these Seattle agencies serve as food distributors to organizations such as NHL).  We also coordinate with organizations to set up food drives throughout the year.

Our food bank opened its doors 20 years ago and has grown into a successful organization with approximately 1,154 volunteers who help more than 1,500 clients each week. 

· In 2009, North Helpline provided food for 2,584 discrete households, representing 5,344 individuals. 

· This resulted in 63,596 individual food distributions among the following age groups:

· 1,594 Infants

· 15,168 Children

· 30,743 Adults

· 16,091 Seniors

· NHL distributed 1,946 jars of baby food, 1,609 packages of diapers, and 306 containers of high value formula.

Volunteers contribute over 2,000 hours each month to pick up donated groceries from local stores, sort and stock donated food, set up the food bank each week and hand out food to clients on distribution days.
Opportunities to Donate 
Donate Food
North Helpline is always accepting donations of food for its food bank.  NHL accepts walk-in donations during its hours of operations each week (Tuesday through Saturday, 8:00 AM – 3:30 PM).  Organizations are also invited to set up food drives for their clients and customers.  North Helpline volunteers are then available to periodically pick up food resulting from these drives.  

Donate Funds
North Helpline relies on financial donations from community members to help ensure there is plenty of food available each week for distribution and also to cover administrative expenses associated with running the food bank and emergency services programs.  Fortunately, NHL has traditionally been able to keep administrative costs quite low, which means the majority of donations go toward feeding the hungry and providing emergency services support.

Donate Time
North Helpline always has a need for volunteers!  In addition to helping with all aspects of the Food Bank program, North Helpline welcomes volunteers who can help with administrative tasks such as data entry and filing and also core nonprofit activities such as fundraising and community outreach.

Volunteers are always appreciated! We need volunteers most for the activities described below:
Food bank Opportunities

Tuesday and Thursday

People are needed to sort donated food. Hours are between 9:00 AM and 1:30 PM. Time of arrival and length of time is up to the volunteer.  Food arrives in boxes, bags, and crates and will need to be sorted by food type for easier distribution on Wednesday, Thursday and Saturday. 

Wednesday and Thursday

Volunteers are needed to assist with distribution of food, carrying food to cars and restocking food for distribution. Shifts are from 9:00 AM to 1:45 PM on Wednesdays and 3:45 PM to 7:30 PM on Thursdays.

Friday

People are needed to bag produce and fruit and may also assist with bagging bulk items such as rice, dog food, potatoes, etc.  Bread and pastry must also be sorted. A full truck arrives about 8:00AM and another at 12:00 PM. Food must be bagged, sorted and put away. Time of arrival should be either 8:00 AM or 12:00 PM with flexibility in between. Muscle is also needed to off-load the trucks.  

Saturday

Two shifts of volunteers needed.  The first shift starts at 9:15 AM and ends at 11:15 AM. The second shift begins at 11:00 AM and ends at 1:30 PM. Volunteers should arrive 20 minutes before their shift starts. Volunteers may assist with handing out food, carrying food to cars, or restocking food being distributed.  Volunteers can also arrive at 8:00 AM to help set up.  Please call Alecia at 206-367-3477 to schedule volunteer time on Saturdays.

Any Day Of The Week

Volunteers are needed to pick up food at grocery stores every day of the week.  This is a commitment of about one hour for every store from which you volunteer to pick up.  You need to be able to lift 50#’s for stores other than a Starbucks outlet and you should have a large car, van or truck to carry the items you pick up.  If you pick up from a Starbuck store you will be asked to bag the pastries that you receive.

EMERGENCY SERVICES VOLUNTEER NEEDS

Volunteers are needed to work in Emergency Services three to four times a month.  This group of volunteers works on Tuesday, Wednesday or Thursday from 9:30 AM until they are through, approximately 2:00 PM. This service is performed by three people each day and is open to the public from 10:00 AM until 1:30 PM.  You will be assisting clients either in person or on the telephone when they are in need of services such as: money to prevent evictions and utility shut offs, emergency food, hygiene items, baby cupboard distribution, referrals to other agencies and organizations and counseling as needed.  

          Please call Alecia at 206.367.3477 for more information

Thank you for your support!  We would not be here without you!
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ORIENTATION FOR NORTH HELPLINE FOOD BANK

Volunteers are essential to fulfilling our mission, “North Helpline provides the community with basic human emergency services to promote dignity, self respect and hope.” 
Welcome

 In order to make your contribution to our organization as successful and positive as possible, we have provided a set of helpful guidelines for all Volunteers.  

Hours of Operation

· Wednesday 
10:00 AM – 1:30 PM

· Thursday
  4:00 PM  - 7:00 PM

· Saturday 
  9:30 AM – 1:00 PM (9:30-11:15- Food Bank for Seniors and the Disabled ONLY)

Volunteer Policies and Procedures

Time Reporting  

Volunteers must sign in for hours to be counted.  Volunteers are required to sign in and to print their full name legibly on the “Volunteer Sign-in” sheet upon arrival.  Please sign in with the same name as documented on the volunteer application form for identity purposes.  It is also important that volunteers sign out at the end of each shift.   If your hours need to be documented, please allow 3-5 business days for forms to be completed.  It is the volunteer’s responsibility to follow-up on documentation requests.  Please ensure all closing procedures are complete before leaving for the day.
Volunteer Code of Conduct

Please understand our expectations for your behavior as a volunteer.

	DO
	· All volunteers are expected to behave professionally and safely.  

· All clients must be treated with respect.

· Only distribute items in the distribution line –clients should not be taking items in the back crates, freezer or cooler. 

· Respect other volunteers in our team environment.  Enjoy your volunteer experience!  

· Flexibility is encouraged regarding volunteer assignments from day to day.

	DO NOT
	· No profane, abusive or threatening language is allowed.  

· No horseplay or running is permitted.  

· Weapons, use of alcohol or illegal drugs are prohibited in the facility.  Any volunteers under the influence of alcohol or illegal drugs will be asked to leave.

· No smoking on the premises. 

· YOU MUST BE A FOOD BANK CLIENT TO TAKE ANY FOOD OFF PREMISES.  


Becoming a Food Bank Client

Our volunteers may be clients, and as such, will be treated the same as all other clients. Only registered clients of North Helpline will be eligible to receive food available for distribution.  For eligible volunteers, you must complete the NHL application process in order to benefit from food bank services.   Once you have a food bank card, you are required to check-in on distribution days and go through the line before the volunteer shift begins.  All food must be placed in coolers/containers and labeled with the volunteer’s name; it can be stored until the end of the volunteer’s shift.   

Please do not:

· Take food items off the distribution line to save for yourself

· Add items to your bags of food once you have been through the line

· Take food home on non-distribution days

Volunteer Safety Requirements
You must follow these safety rules to be eligible to volunteer at the food bank.
1. When handling raw produce (fruits and vegetables) or bread volunteers must wear gloves that will be provided by North Helpline. Prior to putting on gloves, volunteers must also wash hands and to replace gloves and re-wash hands after exposure to various surfaces.  You are encouraged to wear gloves all of time.

2. Use caution with items on high shelves or heavy containers; follow your own limitations.  Volunteers may be asked to lift items up to 25 pounds; please inform us if you have a condition and cannot lift heavy items.  Use stepping stools, as appropriate.

3. We encourage frequent hand washing wash when handling food. This is for your own safety.  Hand sanitizers and washing stations are placed throughout the food bank. 

	On Volunteer Day:

1. It is required that all volunteers wear sturdy closed toed shoes.
2. Dress appropriately in clean work attire. Volunteers should also dress accordingly to the weather as duties may require being outside.

3. Volunteers who are ill; infected with a communicable disease; have infected wounds, sores or respiratory infection, can NOT work with food. Volunteers will be asked to leave if they are ill.


Confidentiality Agreement

Client information is confidential.  Client information may not be shared under any circumstances.  You will be required to sign the confidentiality agreement on your volunteer application form.

Emergency Evacuation Program

In the event that the emergency fire alarm system is activated, all volunteers are required to evacuate the building immediately.  Walk to front of the building and exit through door (as marked on maps posted in every room).  The Agency Director or Volunteer Coordinator will ensure that everyone exited the building and will give further instructions.

Age Limits

There are different age requirements depending on the day/time.  Distribution Days are Wednesday 9:30AM-1:30PM, Thursday 3:30PM-7:30PM and Saturday 9AM-1:30PM.

	Age/Days
	0-14
	14-16
	16+

	Distribution Days/Times
	Cannot volunteer
	Need Guardian
	All welcome

	All Other
	Need Guardian
	


AGREEMENT WITH NORTH HELPLINE

Each volunteer will be asked to read and sign this agreement:

I agree that I have received and read the North Helpline orientation materials.  I understand all of the materials provided, including the Volunteer Code of Conduct section, How to become eligible for food distribution information and the Volunteer Safety Requirements.

Volunteer Name (please print): _________________________________________________

Volunteer Signature: _______________________________________  
Date: __________

Note:  The food bank manager or personnel must approve any exceptions to these procedures. 

MAP OF NORTH HELPLINE 
Key Areas: Entrance and exit, sign-in/out, break area (lockers, restrooms), first aid and gloves.
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