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WELCOME LETTER 

 
Welcome to Literacy Nipissing.  On behalf of the Board of Directors, the learners, volunteers 
and staff, we would like to thank you for your willingness to share your time and talents.   
 
 
Potential Volunteer Tutors: 
 
Literacy Nipissing is a registered, non-profit, charitable organization that provides training to 
volunteers and matches them with adult learners. 
 
Literacy Nipissing provides a two-hour Tutor Orientation session and a12-hour Laubach 
Literacy Tutor Training Workshop to train potential volunteers to become familiar with our 
tutoring materials.  This training is certified by Laubach Literacy Ontario and at the 
completion of the workshop each participant will receive a certificate.    
 
The Orientation and Tutor Training Workshop are both mandatory for all volunteer tutors. 
There is a probationary period of three months for all new tutors and at that time a meeting 
with the Program Coordinator will be arranged to discuss your experiences as a tutor. 
 
During the workshop, you will learn about some of our materials, methods and techniques of 
tutoring, the use of supplementary materials, how to use the tracking cards and the 
checklists as well as the reporting requirements.  You will also have the opportunity to 
practice and to meet other tutors and learners.    
 
Upon successful completion of the workshop and based on the information collected on the 
Volunteer Application Form, certified tutors will be matched with a student as soon as 
possible by the Program Coordinator.  Consideration is given to preferences.  TUTORS will 
not be matched with a LEARNER with whom they would be uncomfortable. 
 
Call the office to find out when the next Tutor Orientation session and Laubach Literacy 
Tutor Training Workshop will be held.  The registration fee may be paid at the Literacy 
Council office prior to the first session of the workshop.  Spaces are on a first come first 
served basis.  Cash or cheques are accepted. 
 
Tutor Responsibilities: 
 

 work one-on-one with the student a minimum of 2 to 4 hours per week 

 a volunteer commitment of one year (we know life happens ) 

 maintain learners portfolio binder of work 

 keep records of tutoring information for monthly reporting via our website 
 

Note:  Literacy Nipissing values your commitment to volunteering with our agency and in 
return, we will reimburse the cost of your parking while you meet with your learner or 
perform other volunteer work. See page 36 for identified parking spots. 
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VOLUNTEER TUTOR “WELCOME ABOARD” CHECKLIST 
 

WELCOME TO THE ORGANIZATION 

 Welcome and introductions to other volunteers and staff 

 Mission, values and vision statements,  

 Values for Volunteer Involvement and Guiding Principles for Volunteer Involvement  

 Tutor Job Description 

 Current programs and services, future plans 

 Clients – an overview of who they are, numbers, etc. 

 Resource allocation – funding, staff and volunteers 

 Interactions and collaborations with other organizations 
 
OPERATIONAL INFORMATION & POLICIES 

 Rules, policies and procedures pertinent to job 

 Evening Tutor Office Procedures 

 Standards of Personal Conduct 

 Confidentiality 

 Disclosure of Information 

 Health & Safety 

 Office Safety Procedures 

 Anti-Discrimination 

 Complaints and Concerns 

 Privacy 

 Managing Library Materials 
 
PRACTICAL DETAILS 

 Tour of facility 

 Location of meeting rooms 

 Storage for personal belongings 

 Washroom locations 

 Tutor check in & out process in log book 

 Recording and reporting of volunteer time 

 Parking and transportation details – Parking reimbursement & Training Support 

 Telephone use, personal use of equipment and facilities 

 Calendar of important dates, meetings, special events, training workshops 

 Current newsletter 

 Miscellaneous items – security  

 I acknowledge that I have read and understand the above information. 
 

Date:  _______________________________ 
 

Signature:  ___________________________ 
 
Position:  ____________________________  
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Mission, Vision and Values 
 

 
Mission Statement:  
 
Literacy Nipissing provides opportunities for adults in the Nipissing District to improve 
English literacy and numeracy skills. 
 
Objects of Incorporation:  
 
Literacy Nipissing is committed to responding to the needs of the client: 
  
1. To promote English literacy and numeracy skills in non-reading adults in the community 
 
2. To provide training opportunities in teaching English literacy and numeracy 
 
3. To promote English literacy and numeracy skills in special target groups in the 

community including youth, disabled, developmentally challenged, native, Francophone 
and speakers of various languages 

 
4. To encourage mutual assistance among members through the interchange of ideas, 

knowledge and experience 
 
5. To promote the awareness, interest and involvement of the community in the objectives 

and activities of the corporation and organization 
 
6. To work cooperatively with other local, provincial and national organizations and 
 
7. To promote services ancillary and/or incidental to all of the above mentioned 
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Vision Statement: 
 
Literacy Nipissing will continue to be a leader in providing top quality literacy services. 
 
 
 

 

 
 
 
 

Your role as a volunteer supports our mission and vision. 
 
 
Value Statement: 
 
Literacy Nipissing values all learners, volunteers, members and staff. 
 
We treat each other with respect and honesty because we believe we are all important 
partners in providing quality literacy services and programs. 
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VALUES FOR VOLUNTEER INVOLVEMENT 
 
 
Volunteer involvement is vital to a just and democratic society. 
 It fosters civic responsibility, participation and interaction. 
 
Volunteer involvement strengthens communities. 

It promotes change and development by identifying and responding to community 
needs. 

 
Volunteer involvement mutually benefits both the volunteer and the organization. 

It increases the capacity of organizations to accomplish their goals, and provides 
volunteers with opportunities to develop and contribute. 
 

Volunteer involvement is based on relationships. 
Volunteers are expected to act with integrity and be respectful and responsive to 
others with whom they interact. 
 
 
 
 

 
 
 
 
 
 

 
 
 
 
 

GUIDING PRINCIPLES FOR VOLUNTEER INVOLVEMENT 
 

 
Voluntary organizations recognize that volunteers are a vital human resource and will 
commit to the appropriate infrastructure to support volunteers. 

 
The organization’s practices ensure effective volunteer involvement.   
The organization commits to providing a safe and supportive environment for 
volunteers. 
 

Volunteers make a commitment and are accountable to the organization. 
Volunteers will act with respect for beneficiaries and community. 
Volunteers will act responsibly and with integrity. 

 
 
Source: Canadian Code for Volunteer Involvement, Volunteer Canada, 2001; Adopted by the North Bay Literacy Council Inc. Board 
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VOLUNTEER TUTOR JOB DESCRIPTION 

 
JOB TITLE:  Volunteer Tutor 

 
JOB DESCRIPTION: 
A tutor is someone who works with an adult learner on a friendly, one-to-one basis with the 
objective of improving the learner’s literacy and basic skills. 
 
Requirements: 

 A tutor must have patience and a sense of humour. 

 A tutor must have a secondary school level of education and be able to function 
within the English language with ease. 

 A tutor must respect the confidentiality of the learner. 

 A tutor must attend the Tutor Orientation Session and be certified through the 
Laubach Literacy Tutor Training Workshop. 

 
Responsibilities: 

To the Learner 

 Be available at times and locations agreeable to both parties and let the learner know 
if changes must be made. 

 Demonstrate a willingness to commit to regular hours of tutoring. 

 Prepare lessons and materials ahead of time. 

 Monitor the learner’s progress, and work with the learner to achieve her/his literacy 
goals. 

 Use supplemental materials to enhance the learner’s literacy skills. 

To the Council 

 Report monthly via the LN website on progress made to date, materials used and 
any problems or issues encountered.  

 Maintain annual membership with Literacy Nipissing. 

 Provide suggestions, feedback and other information important to serving our learners. 

 Adhere to all policies and procedures. 

How We Help You: 

 Our network of experienced tutors, learners and staff offer support, suggestions and 
guidance. 

 Volunteer tutors are certified and recognized in accordance with the standards and 
guidelines of our Provincial Affiliate – Laubach Literacy Ontario. 

 We provide opportunities for ongoing training and professional development through 
conferences and workshops. 

 We have a well-stocked resource library for your use. 

 We provide photocopy services. 

 We produce a quarterly newsletter to our membership. 
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Office Procedures for Evening Tutors 
 

 
ITEM 

 
PROCEDURE 

 
Office Keys 

 Arrange with the staff to pick up the keys for the office.   

 All keys must be signed in and out by staff.  

 There are two keys, one for the main front door and one for the office door. 

 Keys must be returned to staff if you discontinue tutoring in the evening. 

 Arrange to meet your student at the front door so you don’t miss each other. 

 Please keep office door locked at all times. 

 Evening tutor hours are from 5:00 pm to 9:00 pm. 

 
Lights, 
Heaters, 
Fans 

 The lights are inside the main office door on the wall, to the left. 

 The lights for the photocopier area and the staff rooms are beside the second 
locked door by the filing cabinets. 

 Last one out please turn off the lights and check for fans or heaters that may be 
left on. 

 
Signing In 

 Please sign in by writing the time, your name and your student’s name in the log 
book on the front desk. This helps us track how many people use the office. 

 Please respect room assignment schedule on the white board. 

 Other tutors and learners may also be using the office. 

 
Computer 
Use 

 If you and your student are using the computers, please note you cannot save to 
the hard drive.  Please use either a CD or a USB stick.  

 If you wish to start using the computers, please check with the office staff for 
computer procedures and passwords.  

 If you have any problems with the computers please leave a note or phone and 
report the difficulty so we can have it fixed. 

 
Photo 
Copier 

 The photocopier is left on at all times. 

 You may use the copier to copy work for your student. 

 Please report any problems with the copier by leaving a note or calling the office. 

Telephone 
 If the phone rings, do not answer it.  The answering machine will take messages. 

 If you need to use the phone, just dial out.  

Washrooms 
 The washrooms are located on each floor in the stairwell. The light switch for both 

men’s and women’s is on the wall, just to the right as you pass through the 
stairwell door. 

Signing out 
Books 

 All books borrowed by you and your student must be signed out.   

 The “Library Book Sign-Out Sheet” is located on a clipboard located on the 
reception desk.   

 Please write the date, your name, phone number, and the unique book code.   

Returning 
Books 

 Please put your name and date returned on a sticky note and place it on the 
books that you are returning.  Leave them on the front reception desk.  If you have 
more than one book, please secure them with an elastic band.  You are 
responsible for the safe return of borrowed books. 

Contact 
Hours 
Report 

 At the end of each month, please record your tutor contact information using the 
on-line form via our website. Instructions are available on line, in the office or by 
asking the staff.  All tutor stats are reported to the Ministry and our funding 
depends on it! 

If you are unsure about any of these procedures, please call the office for more information.  494-9416 
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Literacy Nipissing 
“strengthening our community…one learner at a time” 

 
 
 
 
 
PURPOSE: To create an environment conducive to the mission and objectives of the 
Literacy Nipissing. 
 
 

All students, volunteers, staff, and placements are expected to maintain standards of 
conduct acceptable to the learning environment.  Disciplinary action, up to and including 
dismissal, may be imposed for unacceptable conduct. 
 
 

 
PROCEDURE: 
 
All incidents that involve the potential for disciplinary action shall be investigated by 
designated personnel as per policy 07/02. If the investigation establishes with 
reasonable certainty that the action warrants disciplinary action, the Board of 
Directors/delegate will take action. 
 
 
  

 
SUBJECT:  STANDARDS OF PERSONAL CONDUCT 
                          

POLICY#: 03 - 01 

APPROVED:  
January 6, 2003 

CATEGORY:   Administrative 
REVIEWED:  
September 2012 

POLICY APPLIES TO:   Learners, Clients, Volunteers, Staff 
Page 1 of 1 
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Literacy Nipissing 
“strengthening our community…one learner at a time” 

 
 
All staff, volunteers, clients and placements are required to sign a “Pledge of Confidentiality” 
in order to participate in our programs.  Any violation of confidentiality is cause for 
disciplinary action up to and including dismissal.  Reference:  Human Resources Policy 06-
01-09 – Confidentiality and Privacy. 

 
 

PLEDGE OF CONFIDENTIALITY 
 

I understand that all personal information pertaining to Literacy Nipissing personnel, 
clients, volunteers and placements is to remain confidential.  I agree not to disclose any 
confidential information to anyone outside the agency, nor to persons inside the agency who 
have no reasonable need to know, without the written consent of the individual concerned.  

 
Example:  Any discussions (oral or written) that may identify personnel, clients or 

volunteers and their particular circumstances. 

 
 

 
I, ___________________________________________, have read, understand and agree 
to the conditions outlined above. 

 
 
 

Signed this __________________________ day of ____________, ______________ 
 
 

 
 
Signature ___________________________ Witnessed by _____________________ 
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Literacy Nipissing 
“strengthening our community…one learner at a time” 

 

 
SUBJECT:    COLLECTION, CONSENT AND DISCLOSURE 
OF INFORMATION 
                          

POLICY #: 03 - 03 

APPROVED:  
June 2000 

CATEGORY:   Administrative 
REVIEWED:  
September 2012 

POLICY APPLIES TO:   Staff, Volunteers, Learners 
 
Page 1 of  2 

 
PURPOSE: 
 
To protect personal information collected by Literacy Nipissing. 
 
1.  Learners: 
 
In order to administer and fund Literacy and Basic Skills, the Ministry of Training, Colleges 
and Universities needs to collect some personal information about learners.  Literacy 
Nipissing must tell the Ministry about: 

 The services it provides to learners 

 Training progress and final results upon learners completing the program 

 Program satisfaction 
 
Personal information will be collected through the Employment Ontario, Literacy and Basic 
Skills Participation Registration form 87-2009E (2012/01). 
 
Note:  Failure to sign the Participant Registration form will result in loss of services 
from Literacy Nipissing. 
 
Personal information will be entered into the Ministry’s computer system by either Literacy 
Nipissing or the Ministry.  This secure system is called Employment Ontario Information 
System (EOIS) and is limited to authorized users who need access to the personal 
information contained in it to deliver Employment Ontario programs. 
 
Literacy and Basic Skills is partially funded by the government of Canada as part of the 
Labour Market Agreement (LMA).  As party to this agreement, the Ministry must report to 
Canada how LBS has met the needs of learners. 
 
Personal information is collected in accordance with s. 38(2) of the Freedom of Information 
and Protection of Privacy Act, R.S.O. 1990, c. F. 31, as amended. 
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For more information about the collection and use of personal information under the LBS 
program, contact the Manager, Employment Ontario Hotline, in writing at the Ministry of 
Training, Colleges and Universities, 33 Bloor Street East, 2nd Floor, Toronto, Ontario M7A 
2S3 or by phone at 1-800-397-5656 or visit the website at:  
http://www.tcu.gov.on.ca/eng/threeWays.html  For service in a language other than English 
or French:  After the telephone greeting please stay on the line and an information 
counselor will assist you by adding a certified interpreter to the call to help us get you the 
information you need.  TTY (telephone services for the deaf) is available at 1-866-533-6339. 
 
2. Volunteers: 
 
In order to be a volunteer for Literacy Nipissing, a variety of personal information will be 
collected.  This information helps in making tutor-learner matches for the purpose of one to 
one tutoring. 
 
Use and disclosure 
 
Personal information shall not be used or disclosed for purposes other than that for which it 
was collected, except with the consent of the individual or as required by law. The 
knowledge and consent of the individual are required for the use or disclosure of personal 
information, except where permitted under freedom of information and privacy legislation, 
such as law enforcement purposes. 
 
Retention and disposal 
 
Personal information will be retained only as long as necessary for the fulfillment of the 
purpose for which it was collected. Literacy Nipissing will keep learners’ personal 
information on file for three years, the current and the two previous years.  Volunteer 
information will be retained for as long as necessary. 
 
To protect the security and confidentiality of personal information, all files will be kept and 
stored in a locked room and shredded after three years. 
 
Security 
 
All staff are required to adhere to strict confidentiality of personal information. 
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Literacy Nipissing 
“strengthening our community…one learner at a time” 

 

 
SUBJECT:                          Health and Safety 
                          

POLICY#: 03-06 

APPROVED:  
March 2007  

 

CATEGORY:                      ADMINISTRATION 

 
REVISED:  
September 2012 

 

POLICY APPLIES TO:      Staff, Volunteers, Visitors, 

Students 

 
Page 1 of 3 

 
 
PURPOSE: 
 
To provide and maintain a healthy and safe workplace for all staff, volunteers, learners and 
visitors. The goal of the agency is to reduce the risk of injury or illness to staff, volunteers, 
learners and visitors. 
 
PROCEDURE: 
 
The Executive Director has the lead responsibility for developing, implementing and 
monitoring all aspects of the Health and Safety program. He/She will develop policies, 
procedures and measures for safe working conditions. He/She will arrange for necessary 
training, instruction and information for use by all. Compliance with relevant legislation and 
regulation will guide all aspects of the program. 
 
The Executive Director is responsible for investigating any incident or injury and will 
implement corrective actions as indicated by the investigation.  
 
The key risks in the agency environment are related to environment factors such as 
smoking and allergens. Other key factors include fire and personal safety within the office 
itself including evacuation procedures.  
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LITERACY NIPISSING 
 

Office Safety Procedures  
 
All Staff, Volunteers, Visitors and Learners are responsible for being aware of these 
safety procedures.  
 
If you are unsure of any detail, one of the staff will assist you. 

 

IN CASE OF FIRE 
 

 If you smell smoke, or hear one of the office smoke alarms, immediately prepare to leave the 
office and the building. 

 

 Without putting yourself in danger, check that there is no one else in the office before 
leaving. 

 

 Close but do not lock the office doors when you leave. 
 

 Do not use the elevator. 
 

 The stairwells at the North and South of the building are approved fire exits. Before using 
either stairwell, check for smoke. 

 

 Go to the parking lot on the West side of Sherbrooke Street to meet with staff, other 
volunteers and tutors.  
 

 Staff will return to lock the offices only when the fire department deems it is safe to do so.   
 

PERSONAL SAFETY ALARMS 
 

There are three alarm buttons in the office: 
 

1. On the doorjamb of the large classroom 
2. At the reception desk by the computer 
3. In the Program Coordinator office 

 
If you feel your personal safety is at risk and you are able to safely reach one of these alarm buttons, 
press it.  A chiming doorbell sound will occur.  
 
If you hear the chiming noise, close and lock the door of the room that you are in. Do not leave this 
room until a staff member tells you “all-clear”. 
 
If you are not in a room with a lock when you hear the chime, go to the Executive Director’s office, 
close and lock the door. 
 
If you feel unsafe at any time, advise the Executive Director or the Program Coordinator.  
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Literacy Nipissing 
 
 
 
Procedure: Inclement Weather 
 
 
 

 In the event of inclement weather or emergency the Executive Director or designated 
person will make the decision to close the office. 

 

 Each staff member, volunteer, visitor or student affected will be notified by telephone 
as early as possible.  The Executive Director and the Program Coordinator will 
maintain the list of names and telephone contact information. 

 

 The local radio station, Rogers Radio, (474-2000) will be asked to announce that the 
Literacy Nipissing office will be closed due to weather conditions. 

 

 If it is safe to do so, a notice will be posted on the door and the website. 
 

 The telephone message will be changed to reflect the office closure.  
 

  The Executive Director will change the phone message once the office closure is 
complete. 

 

 Each staff member is responsible to cancel his/her respective appointments and 
classes 

 
 
 
 
 

  



 

17 

Literacy Nipissing 
“strengthening our community…one learner at a time” 

 

 
 
SUBJECT:   PRIVACY 

POLICY#: 03-07 

APPROVED:  
March 12, 2007 

CATEGORY:   Administration 
REVISED:  
September 2012 

POLICY APPLIES TO:  Staff, Volunteers, Learners, 
 

 
Page 1 of  2 

PURPOSE 

To safeguard the private information of our staff, volunteers and learners.   

PROCEDURE 

We are committed to ensuring appropriate measures and safeguards are in place to protect 
specific information that is held for the purpose of the program. We adhere to all legislative 
requirements with respect to privacy. We do not rent, sell or trade mailing lists 

  

 The Executive Director is responsible for compliance with the Personal 

Information Protection and Electronic Documents Act and all other privacy 

legislation.  

 The Executive Director is responsible for implementing procedures and training all 

employees and volunteers.  
 

We collect personal information for the following purposes:  

 To establish and maintain a responsible relationship and provide ongoing  
services and supports with stakeholders. 

 To conduct screening procedures for learners, volunteers and staff. 
 To maintain, manage and develop our programs and operations.  

 To meet government requirements.  

 
CONSENT  

Consent is a requirement for accessing services.  Learners have the right to withdraw consent at 
any time. 

LIMITING COLLECTION  

The collection of personal information is limited to that which is necessary for the purposes 
identified by the organization. Information is collected by fair and lawful means.  
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LIMITING USE, DISCLOSURE AND RETENTION  

Personal information is not used or disclosed for purposes other than those for which it was 
collected, except with the written consent of the individual or as required by law. Personal 
information shall be retained only as long as necessary for the fulfillment of those purposes.   To 
comply with funding regulations, learner files will be retained for three years before shredding. 

ACCURACY  

We strive to keep personal information accurate and up-to-date.  

SAFEGUARD  

Personal information shall be protected. Access to information will be on a "need to know" 
basis.  

INDIVIDUAL ACCESS  

Upon request, an individual shall be given access to her/his personal information. An individual 
shall be able to challenge the accuracy and completeness of the information.  

COMPLAINTS 

Literacy Nipissing investigates all privacy complaints according to procedures set out in 
policy 07-02, Complaints and Concerns. 
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Literacy Nipissing 
“strengthening our community…one learner at a time” 
 

 
SUBJECT:   HEALTH AND SAFETY – PANDEMIC PLAN   POLICY#: 03-08 

APPROVED:  
February 8, 2010 

CATEGORY:  Administration 
 
REVISED: 
May 2012  

POLICY APPLIES TO:   Volunteers, Learners and Staff 
 
Page 1 of 3  

 

 

PURPOSE: 
 
To protect the health and safety of Volunteers, Learners and Staff and minimize the disruption to 
Literacy Nipissing’s business activities in the event of a pandemic.  
 
PROCEDURE: 
 
Preventative 
Literacy Nipissing supports the actions recommended below by the Public Health Agency of Canada 
in its “Flu prevention checklist”. See: http://www.phac-aspc.gc.ca/alert-lerte/h1n1/index-eng.php 
 

 Wash your hands frequently 

Wash your hands often with soap and warm water for at least 20 seconds to help remove bacteria 
and viruses. Wash before and after eating, after you have been in a public place, after using the 
washroom, after coughing and sneezing and after touching surfaces that may have been 
contaminated. An alcohol-based hand sanitizer is also effective in killing viruses. 

 

 Keep your hands away from your face 

In most cases, the H1N1 virus enters the body through the eyes, nose or mouth. 

 

 Cough and sneeze into your arm, not your hand 

If you use a tissue, dispose of it as soon as possible and wash your hands. 

 Get immunized 

Get your H1N1 and seasonal flu shot. 

 

 Keep common surface areas clean and disinfected 

Doorknobs, light switches, telephones, keyboards and other surfaces can become contaminated 
with all kinds of bacteria and viruses. Regular cleaning and disinfecting of these surfaces with 
normal household disinfectants can help. Viruses can live on hard surfaces for up to 48 hours. 

 

http://www.phac-aspc.gc.ca/alert-lerte/h1n1/index-eng.php
http://www.phac-aspc.gc.ca/alert-alerte/h1n1/public/handtech-eng.php
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 Stay healthy 

Eat healthy foods and stay physically active to keep your immune system strong. 

 

 If you get sick, stay home 

If you think you have the flu and are otherwise healthy, you should stay home from school or work 
until your symptoms are gone. If your symptoms get worse, call your health care provider. 

 
Additional preventative measures:  

 Literacy Nipissing will provide alcohol based hand sanitizer in every tutor room and in all 

common areas. All staff and volunteers will be encouraged to regularly use the hand 

sanitizer. 

 

 Alcohol wipes will be provided in each classroom to wipe down tables and keyboards. 

Volunteers and staff will be encouraged to wipe down their keyboards and work surfaces 

daily with alcohol based wipes or cleaning solutions. 

Sources of Information 
Literacy Nipissing staff and board will monitor the official Federal and Ontario government websites 
for new information on the HINI flu and for information on pandemics.  

 Federal government: www.fightflu.ca  

 

 Ontario government: www.Ontario.ca/flu 

 

 Ontario government and flu pandemic planning: 
www.health.gov.on.ca/en/public/programs/emu/pan_flu/ 
 

 H1N1 and Your Work Place from the Ontario Ministry of Labour: 
www.labour.gov.on.ca/english/hs/ib_h1n1.php  
 

Operational 

 All staff and volunteers are encouraged to stay home in the case of illness to avoid the 
spread of a pandemic. 
 

 In the case of a pandemic, Literacy Nipissing supports flexible work arrangements where 
staff can work from home or work flexible hours. 
 

 Home and cell contact information will be shared amongst staff and the board chair and 

recorded in the Succession Binder. 

 

 Should a flu pandemic occur, the President and Board members will decide whether to defer 

face to face meetings or hold meetings via teleconference. 

Sick time 

 Literacy Nipissing’s  policies allow for 1.5 paid sick days per month. Should staff require 

additional days off due to the flu pandemic, the personnel committee and board chair must 

be notified to discuss the situation and decide upon a remedy.  

 

http://www.hc-sc.gc.ca/fn-an/food-guide-aliment/index-eng.php
http://www.phac-aspc.gc.ca/pau-uap/paguide/index.html
http://www.fightflu.ca/
http://www.ontario.ca/flu
http://www.health.gov.on.ca/en/public/programs/emu/pan_flu/
http://www.labour.gov.on.ca/english/hs/ib_h1n1.php
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Literacy Nipissing 
“strengthening our community…one learner at a time” 

 

SUBJECT:  COMPLAINTS & CONCERNS 
POLICY#: 07 - 02 

APPROVED:  
June 2000 

CATEGORY:   Board 
REVISED:  
February 2012 

POLICY APPLIES TO:   Learners/Employees/Volunteers Page 1 of  3 

 
PURPOSE:  To allow the resolution of complaints and concerns. 
 
PROCEDURE: 
 
1. If a learner/employee/volunteer has a concern, such concern will be submitted to and 

discussed with the Executive Director within seven (7) business days following the date 
upon which the event giving rise to the concern occurred.  A complaint or concern 
regarding the Executive Director should be directed to the Board President. 

 
2. If the Executive Director is unable to resolve the concern or complaint within seven (7) 

business days, the complaint may proceed to Step 1 of the Conflict Resolution 
Procedure within five (5) business days following the decision of the Executive 
Director/Board President. 
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Conflict Resolution Procedure 
 

 

STEP 1 
 

1. The learner/employee/volunteer must submit a written Complaints and Concerns Form 
available at the office. The completed form must be signed, dated and submitted to the 
Executive Director/ Board President. The form must contain: 

 The nature of the concern and 
 The remedy sought. 
 

      Should it be requested, assistance in the completion of the form will be provided. 
 
2. The Executive Director/Board President will work to resolve the situation. A decision will 

be delivered in writing within seven (7) business days after receipt of the concern in 
writing. 

 
3. If no written response is received from the complainant within seven (7) business days 

after the delivery of the decision, the concern will be deemed to have been resolved. 
 
4. Failing settlement, STEP 2 of the Conflict Resolution Procedure may be taken. 
 
STEP 2 
 

1. The Board will meet with the complainant and with the Executive Director either together 
or separately as circumstances dictate. 

 
2. Where the designate is unable to resolve the concern or complaint, the Board will meet 

to consider it within fifteen (15) business days.  Such consideration may occur at a 
regular meeting of the Board or at a specially convened meeting based on the timing 
and/or nature of the concern or complaint. 

 
3. The Board will submit its decision, in writing, to the complainant and Executive 

Director/Board President within fifteen (15) business days following its meeting under 
Item 2 above. 
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COMPLAINTS AND CONCERNS RESOLUTION FORM 
 

Name: 

Date: 

Identity: (Learner/Employee/Volunteer) 

Executive Director / Board President: 

CONCERN: 

 

 

 

REQUESTED RESOLUTION 

 

 

 

 

Legislation or Policy being referenced: 

 

Date discussed with the Executive Director / Board President 

 

Signature of Learner / Employee/Volunteer 

 

 

STEP 1 
 

EXECUTIVE DIRECTOR/BOARD PRESIDENT RESPONSE: 

 

 

 

 

Signature: Date: 

 

STEP 2 
 
Date submitted to the Board President 

 

Date of meeting with the Board 

 

Board Response 

 

 

 

Signature of the Board Authority 

 

Date: 
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Literacy Nipissing 
“strengthening our community…one learner at a time” 

 

 
SUBJECT:    CUSTOMER SERVICE QUALITY 
                      STATEMENTS 

POLICY#: 05-02 

APPROVED:  
January 2011 

CATEGORY:   Client Services 
REVISED:  
 

POLICY APPLIES TO:   Staff, Volunteers, Learners 
 
Page 1 of  5 

 
PURPOSE:   
 
To ensure a commitment to excellence in customer service. 
 
In these quality statements, Literacy Nipissing defines customers in the broadest 
sense:  adult learners, volunteers, donors, funders, local employment and social 
service agencies, partners, employers and the community at large. 
 
 
Customer Service Quality Statement #1 
 

 

 

 

Best Practices: 

 We value people and ensure that customers are treated with respect and courtesy. 

 Customer service is a priority and we show this by embedding customer service in our mission, 

core values, policies and operating procedures. 

 We create a welcoming environment for all learners, volunteers and other customers. 

 We seek to provide our services in a timely manner that meets customer expectations and needs. 

 We strive to provide an effective environment for learning and working. 

 Our orientation, tutor training and tutor handbook provide volunteers with information on 

effective customer service. 

 We adhere to the 18 Core Quality Standards for Literacy and Basic Skills agencies. 

  

 
 
 
  

Our literacy agency fosters a culture of customer service. 
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Customer Service Quality Statement #2 
 

 

 

 

Best Practices: 

 We ensure that all programs and services of our literacy agency are offered using a student-

centered model of delivery. 

 We provide a thorough goal-oriented assessment of the student’s needs on intake. 

 We offer an outcomes-based, flexible, supportive, and respectful learning environment based on 

adult learning principles. 

 We provide quality instruction by skilled instructors and tutors who deliver effective 

programming that meets the needs, motivations and goals of learners. 

 We offer literacy instruction to learners in a variety of formats that best meet their individual 

needs and goals. 

 We ensure that learners have the opportunity for direct input into how we deliver our services. 

 We encourage and support student involvement on our board of directors and committees. 

 We provide training support to learners for transportation and/or childcare and referral to other 

social agencies that provide a variety of additional supports.  

 We work hard to address the barriers to learning faced by adult learners.  

 We provide a safe learning environment free from risk, harm and harassment for learners, staff 

and volunteers as guided by the Ontario Occupational Health and Safety Act, 1990. 

 
Customer Service Quality Statement #3 
 

 

 

 

Best Practices: 

 We provide an in-depth intake and assessment process so that learners get a clear understanding 

of our program, our policies and rules, what is expected of them and what they must do to reach 

their goal. 

 We provide information and referral services to learners who have social or economic needs. 

 We support learners to access community supports that they require. 

 We strive to meet with learners regularly to review their progress, update their training plans and 

talk about any learning or support needs they may have. 

 We celebrate and showcase the achievements of our learners at our annual banquet, in our 

newsletter and on our website. 

 We provide workshops for learners on a number of topics:  crafting, budgeting, health related 

topics, etc. 

 

Our literacy agency provides a student-centered, quality learning environment.  

Our literacy agency provides initial and ongoing support to learners. 
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Customer Service Quality Statement #4 
 

 

 

 

Best Practices: 

 Our agency honours the need for confidentiality for learners, volunteers and customers.   

 All staff, volunteers and learners must sign a confidentiality agreement. 

 We require a signed Release of Information before sharing information with other agencies, 

community partners, or others. 

 We require a signed agreement for the use of photographs or video in our newsletter, website, etc. 

 We blind-copy all group emails. 

 Our agency is committed to the protection of privacy and personal information of our customers 

 We have privacy policies and procedures in place that meet the requirements of Canada’s 

Personal Information Protection and Electronic Documents Act, 2000. 

 

 
Customer Service Quality Statement #5 

 
 

 

 

Best Practices: 

 We value and respect diversity in all its forms, including: age, gender, race, ethnicity, culture, 

physical and intellectual ability, religion, beliefs, sexual orientation and educational background. 

 We seek to accommodate people with disabilities and special needs wherever possible.  

 We adhere to the Canadian Bill of Rights Act, 1960 and all appropriate government legislation. 

 

 
Customer Service Quality Statement #6 
 

 

 

 

Best Practices: 

 We meet regularly with other local community service providers to determine how to best meet 

the needs of our community. 

 We invite community referral agencies to our local community service provider meetings on a 

regular basis. 

 Our literacy agency has a process in place to identify our key customers and determine their 

needs. 

 We promote a culture of openness and transparency where learners, volunteers, referral partners, 

funders, community organizations, and all stakeholders have the opportunity to provide both 

informal and formal feedback on our services. 

 We regularly gather feedback from other customers about the effectiveness of our agency’s 

operations. 

 We follow up on any issues, questions, concerns, needs, etc. raised by our customers. 

Our literacy agency honours the privacy of our customers. 

Our literacy agency values respect, inclusion and accessibility. 

Our literacy agency knows who its key customers are and actively solicits their feedback. 
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Customer Service Quality Statement #7 
 

 

 

 

Best Practices: 

 We consult with other community partners to identify current and emerging trends or issues. 

 We regularly review and assess our student satisfaction results with staff and board of directors. 

 We track and review feedback from our customers and change our customer service practices if 

needed. 

 We stay informed of effective practices in customer service and adapt our own practices as 

appropriate. 

 
 
Customer Service Quality Statement #8 
 

 

 

 

Best Practices: 

 We encourage customer feedback — whether positive or negative. 

 We have clear processes in place for stakeholder complaints, including policies about who 

receives and responds to complaints, response timelines, confidentiality and mechanisms for 

follow-up. 

 Our customer complaint procedures are included in our volunteer handbook and personnel 

policies. 

 We follow up on complaints within an agreed upon timeframe and manner. 

 

 
Customer Service Quality Statement #9 

 
Best Practices: 

 We support learners to access and participate in other training, employment and community 

services to help them meet their goals. 

 We actively link and coordinate services with a wide variety of community partners in order to 

best meet the needs of adult learners. 

 We are knowledgeable about resources and services provided in our community and make 

effective client referrals.  

 We have a process in place to follow up on our referrals to ensure that student needs were 

successfully met. 

 Our literacy agency committee invites members of referring community agencies to discuss the 

services we provide and the services needed. 

Our literacy agency seeks to regularly improve our customer service practices. 

Our literacy agency has a formal customer complaint and resolution process. 

Our literacy agency is actively involved in our community to ensure effective referrals and service 

coordination. 
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 We are active in our community making presentations, celebrating special literacy days, and 

promoting literacy. 

 We have written referral protocols in place with Employment Ontario agencies. 

 We have a common referral practice amongst the North Bay Literacy Service Providers. 

 
 
Customer Service Quality Statement #10 

 
 

Best Practices: 

 We commit to communicating with customers: in person, by telephone, online or via email, in a 

professional and respectful manner. 

 We provide clear and accurate information about our programs and services to diverse 

community stakeholders. 

 We use a variety of appropriate methods and tools to communicate with our customers. 

 We have easy to use web-based forms for our volunteers. 

 We use clear language design principles for agency brochures, promotional materials and website 

design to make them more accessible to people with low literacy levels.  

 We distribute our promotional material to key places in the community. 

 We commit to responding to telephone calls, emails, and requests submitted via our website 

within a reasonable number of business days. 

 

 
Adapted from Community Literacy of Ontario Capacity Plus Manual. 

Fall 2010. 

 

Our literacy agency has effective communication practices that reflect our commitment to 

excellent customer service. 
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Customer Service Charter 
 
Literacy Nipissing is committed to: 
 
 

  Providing high quality services to all our customers: learners, volunteers, 
commuity agencies. 

  
  Achieving customer satisfaction. 

  
  Building strong community partnerships. 

  
  Soliciting customer feedback and providing a timely response. 

  

 
As a Literacy Nipissing Customer, You Can Expect: 

 
  

  Prompt, courteous service. 
  

  Dedicated staff who will treat you with respect and compassion, and maintain 
confidentiality. 

  Committed staff to assist and guide you in a professional manner. 
  

  Referrals to other community services and programs when appropriate. 
  
Please provide comments as follows: 

 

1. Speak directly with a member of our staff or management. 

2. Contact us via phone, mail, or email. 

 

We will reply within 5 business days. 
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APPENDIX 

Forms 
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Volunteer Application Form 

Basic Information 
Name: 

Address: Postal Code: 

Contact Numbers 

Home: Work: Ext.: 

E-mail: 

Volunteer Information 
Related Work Experience: 

 

______________________________________________________________________________ 

 

______________________________________________________________________________ 

 

______________________________________________________________________________ 

 

 

Related Volunteer Experience: 

 

______________________________________________________________________________ 

 

______________________________________________________________________________ 

 

______________________________________________________________________________ 

 

 

Why have you decided to volunteer Literacy Nipissing? 

 

______________________________________________________________________________ 

 

______________________________________________________________________________ 

 

______________________________________________________________________________ 

 

______________________________________________________________________________ 

 

 

Volunteering Preferences 
How can you help us? 

Volunteer Tutor          ______ Computer Support           ______ 

Office Volunteer          ______ Website Support               ______ 

Committee Work         ______ Newsletter Support           ______ 

Board Support             ______ Student Group Support    ______ 

Library Support          ______ Telephone Committee       ______ 

Fundraising Support  ______ Other: 
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When are you available? 

Monday ___ Tuesday ___ Wednesday___ Thursday ___ Friday___ Weekends ___ 

When is the best time of day for you? 

Morning ___ Afternoon ___ Evening ___ 

What are your student preferences? 

Female ___ Male ___ 

Would you tutor a student with physical or developmental challenges? Yes                    No 

Would you tutor an English as a Second Language student? Yes                    No 

Would you tutor a student with a criminal record? Yes                    No 

Would you tutor students in a small group? Yes                    No 

Which subjects do you feel comfortable tutoring? 

 

______________________________________________________________________________ 

 

______________________________________________________________________________ 

 

______________________________________________________________________________ 

 

______________________________________________________________________________ 

 

 

Please let us know about your hobbies and interests. 

 

______________________________________________________________________________ 

 

______________________________________________________________________________ 

 

______________________________________________________________________________ 

 

______________________________________________________________________________ 
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Volunteer Agreement 
Please read the following carefully. 

I understand that I am responsible for attending the student meetings and other volunteer work 

that I agree to. I recognize that I may lose my volunteer opportunity if I continuously miss 

sessions and/or attend late. I will be responsible for a two-hour session each week and will 

forward my Monthly Report in a timely fashion (by the 5
th

 of each month). I will call my student 

and Literacy Nipissing in advance if I cannot attend a session. I will supply Literacy Nipissing 

with an up-to-date Police Record Check. I will honour my confidentiality agreement both during 

and after my volunteer work with Literacy Nipissing. 

 

Signature of Volunteer: ________________________________ 

 

 

Date: _________________ 

 

 

Signature of Authority: ________________________________ 

 

 

Date: _________________ 

 

 

 

Thank you very much for becoming a Literacy Nipissing volunteer!  

We look forward to working with you. 

 
 

The information on this form is collected in order for the Ministry of Training, Colleges and Universities to administer 

the Literacy and Basic Skills Program. 

Information on this form is collected under the authority of the Ministry of Education Act, R.S. O. 1990, c.E.2.  

If you have any questions about the collection or use of this information, contact the Co-coordinator, Freedom of 

Information and Privacy, Ministry of Training, Colleges, and Universities, Mowat Block, 18
th

 floor, 900 Bay Street, 

Toronto, Ontario, M7A 1L2; telephone (416) 325-2626.  

I warrant that all information described above is, to the best of my knowledge, correct, and hereby consent and 

authorize the release and disclosure of that information to the representatives of the Ministry of Training, Colleges, and 

Universities for the purpose of administering the Literacy and Basic Skills (LBS) Program. 
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Literacy Nipissing 
 

Photographic, Video, Audio 
 

Release / Consent Form 
 

 
I, ____________________________agree to and provide permission for the 
photographic, video, audio, or any other form of electronic recording of me for 
and on behalf of Literacy Nipissing. 
 
I accept and agree that Literacy Nipissing will keep the ownership of any 
photographic, video, audio or any other form of electronic recording.   
 
I authorize the use or reproduction of any recordings referred to above for any 
reasonable purpose with the discretion of Literacy Nipissing, without 
compensation. 
 
I understand that Literacy Nipissing may show all or part of the photos and 
videos, using my likeness for positive public education purposes and I 
authorize them to do so.  
 
“Purposes” for the photographs, videos, audio recordings or other electronic 
recordings includes use or publication in: 
 

 Website  Flyers 

 Newspaper or Magazine  Brochures 

 Workshops/Presentations 

 Literacy Nipissing Social Media 

 Other  
_________________ 

 

 
 
_________________________  ____________________________ 
NAME (Please print)    SIGNATURE 
_________________________ 
Date 
 
_________________________  ____________________________ 
NAME OF WITNESS   SIGNATURE 
(Please print)   
_________________________ 
Date   
 

 
How To Make Your Monthly Tutor Report  
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via LN Website 

Step 1:  Start by opening Internet Explorer (or another internet browser). 

  

Step 2: Type www.northbayliteracycouncil.ca into the address bar.  Press 

enter 

  

Step 3: On the task menu of the North Bay Literacy Council Inc. homepage, hover 

your mouse over the Volunteer tab. 
A drop down menu will appear. 

Move your mouse down the menu and click on Monthly Report Tutor 
Hours 

  

Step 4: Enter Password help2teach 

  

Step 5: This is where you can let us know how you are doing with your 
student.  What are you doing?  Is it going well?  Do you need help 
with anything? Do you need more resources? 
Tell us what you are doing with the Learner’s Plan.   
Is your learner ready for a milestone? 
Check to ensure the information is correct 

  

Step 6: When you have finished click the Submit button at the bottom of the screen 

  

Step 7: You will get this message – “Your responses were successfully submitted. 
Thank you!” 

You can now leave the site.  

We will receive your form via email. 
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