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Welcome to the WE senior care team! 

Volunteers are an integral part of the services at 

the community Wellness Centre (WE) managed 

by Jeffery Hale Community Partners. Volunteers 

like you provide care for seniors in need of 

assistance to stay in their own home as long, and 

as safely as possible. The policies and 

procedures in this guide are for volunteers who 

assist seniors through our Transportation, 

Grocery Shopping & Errands, Friendly Visits, 

Living Room, Day Centre, Telephone Check-In 

and the other services offered in partnership with 

Jeffery Hale Community Services. 

Program Objectives: Our programs for English-speaking seniors aim to support seniors 

who are living autonomously at home and are monitored by Jeffery Hale Community 

Services social workers or intervener. Our programs also allow respite (time off) from 

the daily stresses of caregiving for people who are caring for a loved one. Our trained 

volunteers offer seniors a chance to stay connected and cared for by the community. 

Seniors, their caregivers and their families have a chance to build informal support 

networks which reduces feelings of social and cultural isolation. Caregivers also have 

access to practical information to support them in their daily lives and help them to make 

the decisions that may lay ahead.   

Who we serve:  The English-speaking population of Quebec City numbers about 

15,000, or two percent of the region’s population. Some English-speakers were born 

here, while others moved here from other places. A large portion of this population 

(25%) are seniors aged 55 years and older. Although this is also the fastest growing age 

group in Canada, the situation of English-speaking seniors who live in Quebec is unique. 

The portion of Quebec seniors 85+, considered more frail, is greater amoung English-

speaking communities than French-speaking, especially in rural areas. Given that seniors 

are living longer and chronic illness and mobility issues are on the rise, so are the 

demands on in-home support services and family caregivers.  

Quebec English-speaking seniors have certain challenges, among them high caregiving 

demands with not many family caregivers around to meet them. Low bilingualism, or 

reversion back to their mother tongue as cognitive abilities decline, has created some 

language barriers in accessing much-needed services in English. Furthermore, about half 

of English-speaking seniors in Quebec over 65 have an annual income of less than 

$20,000, well below the poverty line. Seniors, therefore, often cannot afford private in-

home support. Family caregivers are less present and may be also struggling, since 

studies show English-speakers in the 45 to 65+ age group also have lower incomes in 

comparison to their French-speaking counterparts. To learn more, please consult the 
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2016 report by the CHSSN, “Promoting the Health and Wellbeing of English-speaking 

Seniors in Quebec.” (chssn.org/pdf/Community-Booklet-Seniors-2016-En.pdf) 

 

Local English-speaking seniors may feel isolated and alone, especially those whose 

loved ones live far away. Your involvement as a caring volunteer helps foster a sense of 

belonging and community, which is so important to physical and mental well-being.   

Practical Information 

Location: Most activities take place on the main floor of the WE in the Jeffery Hale 

Pavilion. Some volunteering may take place in the senior’s home, in a hospital or in your 

own home.   

Parking: Free parking is available in the hospital parking lot for volunteers on duty.  

You can obtain a yellow parking ticket from the receptionist. When you leave the 

parking lot after your visit, insert the white ticket in machine first, and then the yellow 

one. 

When driving a senior to a medical appointment, the senior will pay for the parking fees 

during your time there. 

Personal items: You can put your coats and boots in the cupboard next to the 

photocopier in the hallway when volunteering for the Day Centre. Wherever you may be 

volunteering, we are not responsible for lost or stolen items, so please keep your 

valuables with you at all times. 

Washrooms: Washrooms at the Centre are located just outside the multipurpose room.  

Working closely with the Home Care team 

Confidentiality: As a volunteer member of the team, you will likely learn details about 

the personal lives of clients.  You must keep this information confidential. 

 “Confidential” means that you must not reveal clients’ names or talk about them to 

anyone else in ways that could make their identity known to others.   

 

Confidentiality is a core value in providing safe and ethical health and social services. 

Our board of directors, staff and clients are counting on you as a volunteer to respect to 

this rule.  Respecting confidentiality also helps protect you from any personal liability. 

Failure to comply may lead to dismissal from your volunteer duties.  

 

For confidentiality reasons, only employees are allowed behind the reception counter. If 

you wish to speak with a staff member whose office is behind the counter, please ask the 

receptionist.  

 

http://chssn.org/pdf/Community-Booklet-Seniors-2016-En.pdf
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Concerns about senior’s wellbeing:  It is important that clients do not feel judged when 

they are receiving services from our Centre. We are better able to help clients when they 

feel supported and you will play a large role here. Please do not discuss concerns about 

the client with your fellow volunteers or in front of other clients.  

 

You may notice that an older client is showing more signs of difficulty in their everyday 

routine or when faced with a new situation. If you see a change in their behaviour or 

have a concern for their wellbeing, please share this with the client’s social worker, 

intervener or the volunteer coordinator. It makes a huge difference to have ears and eyes 

on the situation regularly. We work as a team to see what strategies can be put in place 

to best support the client at home. If you observe, hear or believe that a caregiver may be 

approaching exhaustion, always talk to the volunteer coordinator. .Preventing caregiver 

exhaustion is a key goal of our service.  

 

Reporting suspected elder abuse: If you suspect elder abuse, the idea of reporting it 

may frighten or worry you.  You may feel unsure of what to do, how to react, what the 

family members of this person will say, even if you were really right to suspect abuse in 

the first place. You must put the senior’s welfare ahead of all your doubts.  If you do not 

report your concerns, the senior may be at further risk and the abuse could get worse as 

their abilities decrease. To learn more about elder abuse, please read the pamphlet called, 

“The Many Faces of Elder Abuse.” (veq.ca/wp-content/uploads/2012/06/veq-elder-

abuse-booklet_FINAL_revised2_web.pdf) 

 

Unless the situation is life-threatening, please contact the social worker, intervener or 

volunteer coordinator for a private conversation. Please be reassured that our staff takes 

your concerns seriously. Due to the confidential nature, however, we will not be able to 

inform you of follow-up interventions.   

 

Insurance: As a volunteer, you must NEVER perform a medical procedure or give 

medications, not even an aspirin. This is to protect everyone from mishaps: you, the 

volunteer, the client and the Wellness Centre. No matter how well-intentioned you are, 

you must never offer medical advice that might influence a client’s treatment decisions. 

 

Community Partners’ insurance policy does not cover volunteers’ personal vehicles. If 

you use your own car to provide transportation to a medical appointment or help with 

grocery shopping and errands, then you must tell your own insurance company. 

Safety and Sanitation 

Your role of assisting seniors is very important 

on so many levels. We hope to equip you with 

all of the answers to the questions you have 

about seniors with declining abilities. For your 

safety and well-being as much as theirs, when 

in doubt it is best that you contact the volunteer 

coordinator, intervener or social worker. 

http://www.veq.ca/wp-content/uploads/2012/06/veq-elder-abuse-booklet_FINAL_revised2_web.pdf
http://www.veq.ca/wp-content/uploads/2012/06/veq-elder-abuse-booklet_FINAL_revised2_web.pdf
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Dress code: Please wear clothing that is appropriate for your duties and respects our care 

and services settings. Our dress code follows the guidelines of and rules of health 

prevention and safety.  It is also in line with that of our main partner, Jeffery Hale – 

Saint Brigid’s, a public institution that is grouped with the CIUSSS de la Capitale-

Nationale. Please don’t wear low necklines, tops with spaghetti straps, shorts or open-

toed footware. When taking a senior to a medical appointment, sensible shoes or boots in 

will help you stay steady as you help the client and out of the car. 

Volunteers serving food at the Day Centre should avoid wearing necklaces, earrings or 

rings that could slip off or provide a nice place for bacteria to hide. We also ask that you 

tie your hair back and use a hairnet. Aprons are also available.  

Accidents: The physical safety and well-being of our seniors always comes first. Take 

an active role in ensuring a senior's safety, for example by keeping a look out for unsafe 

equipment or tripping hazards. Report any safety concerns or accidents to the person in 

charge of the program right away who will write up an Accident Report. Serious injuries 

may be treated at the Jeffery Hale Hospital Emergency Room. If you are visiting a senior 

in their home and witness a fall or other accident, call 911 immediately. Do not transport 

them in your vehicle.  

Choking: If a senior should choke while eating at the Day Centre, the staff will take 

charge and administer the Heimlich maneuver and bring them to the hospital. Please stay 

calm and follow any directives given by staff. If you are out on a friendly visit and the 

senior shows signs of distress (not breathing, eyes bulging, lips turning blue) call 911 

immediately. If they are coughing a great deal, encourage them to cough until it passes. 

Do not offer them water until breathing and talking resumes normally as before.  

Food allergies: Seniors attending the Day Centre may have known allergies. These are 

noted and monitored by staff. In the case of an allergy attack, the staff will take charge 

and administer the EpiPen and bring them to the 

hospital.  

If you are visiting a senior in their home, please do 

not bring food without asking first about known 

allergies with the senior and or their caregiver. Some 

allergies are very severe and any small cross-

contamination of the substance can cause a reaction, 

so play it safe. 

 

Food storage: Spoiling of food can occur because of 

problems in storing or cooking. Food must be stored 

properly and at the right temperature, especially meat 

and dairy products. Be sure to put milk and creamers 

back in the refrigerator as soon as possible. 

 

Refer to the “Day Centre Kitchen Weekly Sanitation 

Schedule” in the annexes at the end of this document. 
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Preventing the spread of germs: An estimated 80 percent of infectious diseases are 

passed to others on our hands. Seniors are particularly vulnerable to infectious diseases. 

Even if your hands look clean, they can still carry germs picked up in any number of 

ways. With a bit of “wet, lather, rinse and dry,” we can all do our part to prevent the 

spread of infections. Keep in mind that hand sanitizers eliminate most germs but do not 

remove dirt. Refer to the “The Right Way to Wash your Hands” in the General 

Volunteer Guide annexe. 

 

Here are some basic tips to help prevent the spread of germs:  

 

 Wash your hands before preparing or serving food. 

 Wash your hands after handling used or dirty utensils and plates, and after cleaning 

dishes and surfaces. 

 Wash your hands after sneezing, coughing or using the washroom. 

 Sanitize your hands before and after entering a health establishment. 

 Clean and sanitize surfaces (work counters, sinks, tables, etc.) before and after each 

use. Use a detergent and sanitizer, and then rinse with hot water. 

 If you have a cut, infection or cold, do not work around food.  Instead, please stay 

home and let the person in charge of the program know.  

Connecting with seniors 

Our basic approach to connecting with 

seniors is one of respect and courtesy.  The 

following are tips on how to be an active 

listener. 

 Make eye contact, and give a smile or 

two when you introduce yourself. Pay 

attention as they talk; listening means 

not just waiting for your turn to speak but hearing what they say. Note their body 

language and be involved with non-verbal actions, such as nodding or shaking your 

head, or smiling. 

 Don’t interrupt. Keep your comments until the speaker is finished talking. If the 

person is talking non-stop and you have lost the thread of the story, try to retrace the 

subject with a statement like this: “Excuse me, but I am not sure I understood 

correctly” or “Let me see if I understood” and then repeat the key points. Even if you 

have no interest in their long story, it is rude to cut them off or to redirect the story to 

be about yourself.  

 When a senior expresses an opinion that you disagree with, do not attack or be on the 

defensive. This may shut down communication.  Listen then bring the conversation 
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on another path like: “Did you watch the parade last weekend?’’ or ‘’I think its ok 

that we can disagree but let’s continue our day together’’. It is encouraged that you 

generally steer clear of topics such as politics, religion or sexuality.  

 If you find it difficult to get the other person to talk beyond one word answers, 

simply ask open-ended questions about whatever you think might interest them, such 

as, “I hear you collect Christmas nutcrackers? Tell me about your favourite and 

where you got it.” Most people light up when talking about a passion or interest. 

Even the dullest topic can become interesting when spoken about with enthusiasm 

and delight.  

Supporting a senior with declining abilities 

Cognitive impairments are quite common as we age. Although abilities may leave us as 

we grow older, emotions and feelings remain as does the need for companionship, 

purpose and belonging. No matter how their abilities affect them, it is important to treat 

older adults with respect and dignity.  Here are some common behaviours and how you 

can respond: 

 Loss of social filter or making rude comments aloud: do not call attention to the 

situation by reacting strongly. Bring it up with the social worker, intervener or staff 

members later if you are concerned. 

 

 Easily sidetracked: address them often by 

their name when you speak and repeat your 

own name often. Make eye-contact to focus 

their attention. 

 

 Always asking the same question or 

repeating themselves: avoid distractions by 

picking a quiet spot to talk. Use questions 

that can be answered with a simple yes or 

no, instead of open-ended questions that 

take more time and effort to answer.  

 

 Reacting anxiously or showing signs of 

confusion: be patient, speak calmly in a natural and clear voice. Be aware of your 

body language, avoiding brusque or fast movements, and your tone of voice. 

Reassure with a smile and some humour. 

 

 Reacting with more emotion: Encourage humour and laughter; it can bring you 

closer and release tension. Laughing over misunderstandings can help. If the person 

seems sad, respect their sadness by encouraging them to express their feelings and 

showing that you understand. 
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 Lack of ability to form proper sentences: Find alternate ways to connect such as 

through art, music or gardening.  At this stage, many seniors feel your reassurance 

and affection through touch (holding hand), smell (favourite perfume, flowers, food), 

sight (videos of calm scenes), and hearing (reading aloud or singing). 

Physical limitations: A person with a physical disability is still a person. Do not assume 

you know what to do, ask the person your questions about what to do, how to do it, what 

words to use, or what help to offer. They are your first and best resource. 

 

Offer your help tactfully, which is usually when it appears to be needed. Do not over-do 

it or insist. Respect the person’s choice to accept or reject your offer. You too are then 

more likely to be respected when you set your limits as to what you can and cannot do. 

 

Always ask before pushing a wheelchair. Assistance requires a lot of collaboration. Do 

not lean on the wheelchair (this is personal space) and always speak to the occupant 

face-to-face instead of over their head.  

 

Let them set the pace of their movements. Talk out loud when assisting them, such as, “I 

will lean back and then, on the count of three, you push forward.” 

 

Speak directly to the person; do not use a companion as a go-between for a conversation.  

 

If speaking is an issue, give them time to express themselves. Do not talk for them, 

instead try an unhurried and encouraging presence. If necessary, ask questions that 

require a simple head nod or shake. If you do not understand the person, tell them 

honestly that you cannot understand them (never pretend). Listen again, be patient and 

seek help when needed. 

 

Speak calmly, slowly, and clearly to a person who has a hearing problem or other 

difficultly understanding. Stand in front of them, speak directly to them and use natural 

gestures to express yourself.  Try writing on a notepad. 

 

Be alert to a building’s handicapped accessibility, such as available ramps and elevators. 

Be aware that low lighting can make it hard to communicate with someone who has a 

hearing problem.   

 

Emotional: In some cases, a client may request help that goes beyond your volunteer 

assignment and state that they have no one to depend on. We assure you that our home 

care team works hard to surround that the client and their families are equipped with the 

tools and resources they need. Do not feel that you must go beyond your volunteer 

assignment. We have measures in place to ensure that the social worker or intervener is 

the first point of contact to the client, should they have more needs. Your role begins and 

ends with the assignment the volunteer coordinator and you have agreed upon. 

 

Keeping a healthy distance from a needy client is encouraged and this is why we do not 

recommend giving your personal number out to a client. When requests are beyond your 

assignment please refer them to their social worker, intervener or notify the volunteer 

coordinator of the situation.  
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Safe Transfers In and Out of a Car 

Be prepared for your route, plan enough time for the senior to get comfortably into the 

car and to the appointment at their pace and based on their abilities.  

 

Many seniors have less muscle tone than they used to, which puts more pressure on their 

joints when they move around. To offer your help without causing strain or injury, 

please follow these standard safe transfer guidelines: 

 

 Perform movements one at a time 

using a step-by step approach and 

discussing it with the client first. It is 

considered polite to offer your help 

and ask for the person’s participation.  

 

 Keep your feet apart to ensure good 

balance and secure footing. Orient 

your feet towards the anticipated 

movement. Do not arch your back to 

lift or transfer, always bend your 

knees. 

 

 Use natural movements like rolling, sliding, rotating and shimmying. Never lift the 

client. 

 

 Use a solid grip and a gentle hold, and stay within a close distance.  

 

 Use your weight to transfer the client’s weight. Remember to bend your knees and 

ground yourself well (secure footing). 

 

 Brace yourself on secure objects.  For example, if the car door is open, put your hand 

on hood of the car, not on the door handle.  

 

 Never strain yourself, even in short spurts. Twisting 

your body or theirs can cause severe injury. 
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Annexe 1: Transportation to medical appointment 

Confirm your availability: Confirm with the volunteer coordinator that you are willing 

and available to do the transport. When you are given the details, ask any questions you 

may have. Ensure that you note the date and time on your calendar, and to also take note 

of the client’s address and contact information. 

Call the client: Call the client to introduce yourself and confirm the time of the pick up. 

Feel free to ask them where it is best to park your car and confirm the buzz-in process, if 

any.  

Map and reminder call: Have your route mapped out and ready for the day you depart. 

Call the client once more before leaving to pick them up. 

Assist in and out of car: Following the helpful tips in the previous section, carefully help 

the senior get in and out of the car.  

Wait with client: Accompany the client into the waiting room and stay there for the 

length of the appointment. Some clients may need your presence to guide and reassure 

them.   

Drive home and follow up: After the appointment, transport the client to their home. 

Give the volunteer coordinator any feedback you feel is of note (i.e. if the appointment 

length, parking issue, client needs more assistance, etc.). If something difficult or unusual 

happened, we would like to know! 

Annexe 2: Friendly Visits 

Confirm your availability: Confirm with the volunteer coordinator that you are willing 

and available to go on the visit. When you are given the details, ask any questions you 

may have. Ensure that you note the date and time on your calendar, and to also take note 

of the client’s address and contact information.  

Introductions: Usually, the client’s social worker or intervener will set the time and date 

of the first visit to help make sure things go smoothly.  Sometimes though, you may have 

to call the client to introduce yourself and confirm the time and date of your first visit.  

During visits: Chat with the senior, using the active listening skills from the “Connecting 

with Seniors” section above. 

Follow up: Report back to the volunteer coordinator on how often you would like to 

visit. We will communicate with you every few months to check in and see how things 

are going. Please let us know any concerns or observations you may have about the 

client’s well-being.  
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Annexe 3: Day Centre Kitchen 

Introduction: The Day Centre (DC) adapts to our clients’ various needs and abilities. For 

example, staff will assist anyone requiring special nutritional needs, such as those who 

have allergies or diabetes.  A busy table may be too overwhelming for clients who have 

cognitive problems.  In this case, staff may choose to limit the number of items on the 

table and sit next to the client to model eating behavior, using one utensil at a time. Some 

seniors may have swallowing problems, putting them at higher risk of choking, so we will 

keep a closer eye on them. Clients who have shaky hands may have a hard time using 

utensils, so we give them with heavier utensils and an apron for spills. Others may need 

help cutting food or seeing what’s on their plate, so describing its contents in a clockwise 

manner is helpful. Clients with mental health issues like anxiety or depression may make 

a lot of requests or complaints.  Wheelchairs and walkers may be stored outside the 

multipurpose room during activities, so please be attentive to clients’ requests to use 

them. 

Schedule: Whether you are on the morning or afternoon shift, please let the DC staff and 

other volunteers know that you have arrived, tie back your hair and wash your hands 

thoroughly. 

9:15 Clean, rinse and sanitize work areas and tables according to the procedure posted on 

broom closet door. Verify the temperature of refrigerator 4°F (40°C) and freezer 0°F (-

19°C). Ensure that the dishwasher temperature is above 120°F (49°C). Report any 

equipment failure to DC team leader. Fill pitchers with cold water and place in the 

freezer.  

 

10:00 Verify with DC staff number of clients attending and take note of any special client 

needs as mentioned in the introduction. Set the tables for with forks, knives, soup and tea 

spoons, napkins, water glasses. Place sugar and artificial sweetener packages, salt and 

pepper, soda crackers in baskets and set on tables.  

 

Prepare service items on counter: Salad and soup bowls, large plates, dessert dishes, soup 

ladle, tongs, serving utensils, dessert serving utensils as needed. Heat water for tea. 

Prepare coffee and start machine (pour into thermos). Add butter packages, creamers and 

milkers to baskets with ice packs and place on tables. Place water pitchers on tables, if ice 

layer has formed, please crack with clean utensil. Greet seniors.   

 

11:30 Together, go to the hospital through the underground tunnel to retrieve the food 

from the cafeteria. Serve food to clients in dining room at noon.  

 

1:00 Collect used dishes and utensils when meal is over and rinse them before placing in 

the dishwasher. Dishwasher will run for five minutes. Watch out for steam vapours when 

you open it. Using a dish towel, wipe all items clean and put them back in their places. 

Rinse the coffee and tea thermoses and dry them. Be sure to wash the thermos containers 

before returning them to the hospital cafeteria. Put the soiled dishcloths in basket for the 

cleaning crew (do not put used dishcloths back into the drawer).   

1:45 Wash your hands before you leave, and thanks so much for your help! 
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Weekly Sanitation Schedule for Day Centre Kitchen 

 

Day of week Early Shift Late Shift Staff 

Monday Clean and sanitize 
cupboard doors, 
handles. 
 

 

Clean and sanitize 
inside and outside of 
microwave. 

Verify that cleaning 
supplies are well stocked; 
refill as needed. Dilute 
cleaning solutions. 
according to instructions 
below. 
 

Reorder if necessary. 
 

Wednesday Restock cleaning 
supplies.  
 
Remind staff if cleaning 
supplies are running 
low. 
 
Restock clean linens. 
Place clean tea towel in 
staff kitchen. 
 

Clean beverage 
thermoses: 
 

At start of each month, 
pour 2 tablespoons of 
baking soda in the 
empty coffee/tea 
thermoses. 
 
Fill thermos completely 
with hot water.  Let 
stand overnight. 

Verify that cleaning 
supplies are well stocked; 
refill as needed. Dilute 
cleaning solutions 
according to instructions 
below. 
 

Reorder if necessary. 
 
 
 

Thursday Rinse all hot beverage 
thermoses well, if they 
have been cleaned the 
day before. 
 

Clean, sanitize and 
organize cleaning 
products under kitchen 
sink. Restock cleaning 
supplies.  
 
Remind staff if cleaning 
supplies are running 
low. 
 

Clean, sanitize and 
organize all three utensil 
drawers.  
 

Verify that cleaning 
supplies are well stocked; 
refill as needed. Dilute 
according to instructions 
below. 
 
 

Reorder if necessary. 

 
Procedure to clean and sanitize kitchen surfaces: 

 
1. Spray area with counter cleaner/degreaser  
2. Wipe area well with clean wet dish cloth to rinse off product then let dry 
3. Spray area with sanitizer, allow surface to air dry completely 

 
Counter cleaner / degreaser: dilute 20 mL of D-3.5 in 710 mL water 
 
Sanitizer: 1.6 mL D-4 in 710 mL water 


