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About the Handbook







   
This handbook has been designed to provide you with the following:

· Clear and thorough information about the program for which you are mentoring

· Your responsibilities as a Mentor
· Guidelines for building a successful mentoring relationship

· Policies and Procedures to assist the agency and its Mentors with the volunteer management issues.

Please forward your comments and suggestions to:

Jewela Cabrera
Mentor Coordinator

Covenant House Toronto 

20 Gerrard Street East

Toronto, ON M5B 2P3

Phone: (416) 593-4849 ext. 5819

Fax: (416) 204-7030

Email: cabrera@covenanthouse.ca
Background









                                                                                                       

As Canada's largest homeless youth agency, Covenant House Toronto changes lives by providing the widest range of services and support under one roof.  A national leader, we educate and advocate for change to help at-risk and homeless youth.

More than a place to stay, we provide 24/7 crisis shelter and a longer-term residential program along with comprehensive services, including education, counselling, health care, employment assistance and job training.  For more than 31 years, Covenant House has helped thousands of young people move from a life on the street to a life with a future.

Covenant House Toronto advocates for at-risk and homeless youth by influencing public policy and delivering prevention and awareness programs.

To do all this, we rely on donors for more than 80 percent of our almost $20-million annual operating budget.

On average, 3,000 young people turn to us annually. Our doors are open to youth 16 to 24 regardless of race, religion, sexual orientation or the circumstances that have brought them to our threshold.

Program Descriptions







 










CORE PROGRAMS:

Covenant House opens door of opportunity and hope through core programs designed to welcome, protect, nourish and transform the youth we serve.  Our core programs include the Crisis Shelter, Community Support Services, Youth in Transition, Cooking for Life and Long-term Residence (Rights of Passage).  Each plays a key role in the journey youth make from living life on the street to a life with a future.
Crisis Shelter

Our shelter is a warm and welcoming space for youth, aged 16 (the minimum legal age in Ontario) to 24.  Most of our youth, are fleeing homes with abuse and neglect.

Some have spent some time on the street.  When youth come to stay at our shelter, they are taking the first step towards making positive life changes.  Here, they are given food, a clean bed and a safe place to stay, but also the guidance and support they need to determine their own bright future. 

Our 94-bed youth shelter is spread over two floors: one for girls and one for boys. Each floor has several rooms in it and no room has more than three beds.  The rooms are clean and bright. Most are doubles and some are singles.  This goes a long way towards making our youth feel safe.

When youth stay at our Crisis Shelter, they will keep that room until they are ready to leave.  Youth don’t have to line up every day to get a bed – their bed is theirs.  Once they are in our shelter, they have a guaranteed bed for as long as they are working on their plan for the future and meeting the expectations set out for all of our youth.

Upon arrival, youth are given underwear, socks, pyjamas, shampoo, body wash and a toothbrush.  If they need other clothes or footwear, we supply it for them. 

As our youth learn that they can trust and rely on us, they become more confident about accepting our guidance.  When youth feel cared for, they begin to believe in possibilities for the future. 

Community Support Services

Our Community Support Services (CSS) offers youth who are not staying at Covenant House access to many of the same supports as our residents.  Some of these youth are still living on the street, while others have already moved on to independence and just need a little extra help.  CSS cares for youth on both ends of the independence spectrum, so youth range from highly stable to highly transient. 

Every youth that comes into CSS is welcomed by a youth worker.  Youth workers strive to connect with the youth and identify areas where they need support. Workers encourage the youth to keep regular appointments, so they can create a plan to work towards specific goals. 

Helping youth on the street

For the youth at the beginning of their journey off the street, CSS operates as a drop-in centre where youth can get a meal, a shower and clean clothes.  This is often the first point of contact with new youth coming to Covenant House and depending on their situation, our goal is often to try and move them into our Crisis Shelter. 

Youth who have been homeless for longer periods of time are the hardest to reach.  They have had very negative experiences with adults and they do not trust easily.  It can take weeks, months or even years for some youth to start to believe that there are people who want to help them.  Being available to them consistently, meeting their basic needs and offering support is critical to building trust.

Youth in Transition

When youth are experiencing a period of transition in their lives, they need extra support.  Our innovative Youth in Transition (YIT) program is designed to help youth in the community cope with a major change in their lives.  The program was created to serve youth that are resistant to accessing services in an agency setting.

Life changes can be devastating for a youth who already has serious struggles and little support.  Transitions may include aging out of Children’s Aid Society care, moving out of a shelter, going back to school, moving to Toronto from a small town or another country, becoming a parent or grieving a loss. 

Our YIT workers meet with youth regularly, often in the youth’s home, a coffee shop or another agency.  These community meetings are convenient, personal and outside of an agency setting, which makes the youth feel valued and secure. We make sure our youth know that they are not facing their challenges alone and we are here to help. 

We are there for these youth to provide support and guidance with housing, school, employment and whatever the youth identifies as a need.  We will accompany youth to their appointments, whether it is with their landlord, addictions or mental health counsellor, school counsellor, Ontario Works representative or lawyer.  We will even support a youth by being present when they meet with a family member.

Building local support networks

We counsel youth and teach life skills, such as cooking, navigating the transit system or controlling emotional reactions.  When we visit youth in their neighbourhoods, we orient them to resources available to them.  We introduce them to their food bank and the other local agencies that provide support.  We make sure they know where to find the local laundromat, discount grocery store or pharmacy.  We also explore hobbies and social groups with them.  Joining a youth group, basketball team or a pottery class can help youth feel more fulfilled and connected to their community.  These supports are vital to their successful transition to independence.

Our youth have tremendous responsibility thrust upon them that is often beyond their ability to fulfill.  They lack knowledge of their rights and are sometimes dismissed or overlooked by agencies and professionals.  Many of our youth struggle with learning disabilities or mental health issues, and they lack family support.  They are expected to negotiate their place in an adult world much earlier than most youth, yet they have far fewer resources.  The youth who are referred to the YIT program often struggle to meet expectations.  The non-judgmental, customized and intensive support of this program is sometimes the one last lifeline for youth who have run out of options.

Cooking for Life

Our culinary arts training program, Cooking for Life, is achieving remarkable success at setting homeless youth on a fulfilling, sustainable career path.  Led by a professional chef instructor, the pre-employment program trains young people for entry-level jobs in the hospitality industry through hands-on experience.

Spanning several weeks, youth in the program learn daily in our professional onsite instructional kitchen and then participate in job placements to gain real world experience.  Many of our students are hired during their placements while others find work in similar food environments immediately afterwards.

Repetition and structure

Cooking for Life students learn the fundamental cooking skills required in the industry.  They receive hands-on instruction in industrial kitchen equipment, such as the grill, range, deep fryer and mixers, as well as experience with all of the types of pots, pans and utensils.  The most important skills they learn are knife skills.

The majority of a chef’s job is prep work. Slicing, dicing, chopping and peeling are essential to orchestrate a full meal service and they are the bulk of what an entry-level position entails.  Our students spend a good part of their day on this kind of work to prepare them for work in a restaurant.

Time management is a key skill they learn in class.  Understanding how long certain foods take to prepare and cook is essential to preparing a meal.  Students learn several facets of time management to ready themselves for career in a restaurant.

The program is strict. Students must be on time every day and must follow instruction during class.  Our goal is to simulate industry expectations as closely as possible so that the youth are properly prepared for their job placements.  On average, the program graduates two-thirds of the students each Cooking for Life session finishes.  The graduates of the program are highly committed and capable. 

Food Handlers Certification

Covenant House pays the fee for all students to take their Food Handlers Certification.  The certification tests sanitation habits and is an excellent starting point for youth to enter any professional kitchen environment. 

Learning good habits

Cooking for Life students are well rounded and have solid basic skills in every area, giving them a distinct advantage over other entry-level applicants.  Students spend time in every station in the kitchen.  This not only prepares them to do any kind of work asked of them at their job placements, but also exposes them to all areas of the food industry.  Many of our students pick “specialties” and request job placements based on the areas they have excelled.

The culinary arts youth worker assists each student with any life challenges they may be having and coordinates placements for them that suit their interests.

For example, youth who enjoy baking will do a placement in a bakery while other youth who want to work in fine dining will be placed in a hotel or high-end restaurant.

Recipe for success

Cooking for Life is one of our most successful programs.  Youth from Cooking for Life achieve success on many levels.  Not only are youth being hired in the food industry immediately out of this program, but many are falling in love with their jobs.  Some are requesting apprenticeships from their new chefs to earn their Red Seal certifications, a highly sought professional designation.  Several have plans to become professional chefs.

Students learn valuable life skills in the Cooking for Life program.  They learn to work as a team and to deal with personal frustration in a work environment.  They take turns leading the group to gain valuable sous-chef experience. Students say the accountability and time management they learn in the program is something they use in their day-to-day life as well. 

But, there is another kind of success emerging out of Cooking for Life.  These youth are enjoying a sense of accomplishment they have never felt before.  The hands-on learning of Cooking for Life bypasses many learning disabilities and even mental health issues, allowing youth to feel capable for the first time in their lives.  The entire program is structured to ensure that youth can succeed.  And these successes build on one another until they realize that they have value and their dreams may be possible. 

Long-term Residence

Our longer-term residence that we call Rights of Passage (ROP) offers youth the opportunity to stay in an inviting, communal setting while they transition to independence. 

Twenty-eight youth are given private, furnished rooms for up to a year, along with a set of expectations designed to prepare them to live on their own.

The youth are referred to ROP from our other programs, as well as outside agencies, because they show the desire and stability to participate fully in the program.

Many of our youth have only ever lived in chaotic environments—an abusive family home, a friend’s couch, a shelter or the street. It is so meaningful for these youth to get a room of their own in this peaceful, nurturing community with the support of staff that are invested in their well-being.  There is often a sense of excitement in ROP as a new resident moves in.

Structured for success

Our youth workers develop strong relationships with the youth.  Workers are available to youth 24/7.  Much like a supportive parent, they get to know each youth well and tailor their approach.  They check in with the youth constantly to ensure that they are doing alright and getting the support they need.  They let youth know they believe in them.  Youth are motivated to succeed, because of the caring mentorship they receive.

Youth in Rights of Passage usually must be in full-time work or school with part-time work.  If this is not possible, they may participate in an alternative program like job training or a mental health day program.  They are required to check in regularly with their youth workers and attend house meetings with their fellow residents.  They also have chores, like tidying the common areas.  Youth are expected to attend at least two life skills workshops a month.  Finally, they are expected to pay into a trust account monthly, just like paying rent.  They receive the money at the end of their stay, which gives them some savings to put towards housing.  When youth first arrive in ROP, a budget is created for their life at ROP based on their income and expenses.  They determine a reasonable amount for their monthly trust fund contributions.  They also create a budget for life after the program based on how they would like to live on their own.  This helps them to understand whether they need to increase their income or cut their expenses over their stay to meet their goals.

Learning independence

Youth at ROP are given progressive privileges when they demonstrate accountability, such as extended curfews and more trust that they are sticking to their plan.  The privileges provide immediate incentives, but they also teach the youth to continue to make responsible choices with their increased freedom.

Our varied life skills workshops are offered weekly.  We offer practical workshops, such as budgeting, laundry tips or frugal grocery shopping, along with wellness topics like confidence-building or relaxation techniques.  The newly renovated kitchen in Rights of Passage provides a place for youth to cook and take cooking workshops.

Caring community

Youth living in Rights of Passage are diverse and the factors that led to their homelessness are often very different.  They learn to share, negotiate, manage conflict and live in a close community.  They share a comfortable TV lounge and kitchen area.  There are frequent outings around the city and gatherings in house, along with an impromptu picnic on our rooftop garden now and then. When a youth moves out, there is a sometimes tearful “graduation” party.

Youth are often connected with the Youth in Transition program to settle them into their housing.  ROP alumni visit or contact us often to let us know how they are doing.

Vision Statement















The Volunteer Department for Covenant House assists front line staff, managers and administrative staff in providing care and service in the residential, outreach and the community setting to youth living on the streets, through the provision of reliable, high quality volunteer resources.  Without volunteers like you, we would not be able to accomplish our mission.  The mission is to ensure that every youth at Covenant House has a Mentor who will be there to provide support and guidance.
Statement of Philosophy








 

The Covenant House Volunteer Program is a recognized, integral part of the agency.  Volunteer input is encouraged and respected.  The Volunteer Services Department commits to the Covenant House philosophy of youth care, respecting the needs and wishes of the youth.  We are committed to all segments of the community, irrespective of gender, race, culture, religion or sexual orientation, with the aim of promoting the plight of homeless youth and quality of life. 
Your Role as Mentor 








A Mentor is a trusted advisor who is sensitive, supportive and committed to serving as a role model.  The Mentor possesses attributes such as patience, flexibility and commitment. Consistency, commitment and seeing the youth as no longer “at risk” but “at promise” are the most important elements of our mentoring program.

As a Mentor in this program, your role is to help the participants gain the skills and confidence to be responsible for their own futures.  Through companionship and friendship, you will slowly build a trusting relationship that will enable you to work with your youth on life skills, setting career goals, developing occupational skills and empowering youth to make positive life choices to maximize their personal potential.
Covenant House Toronto has selected you for this very important role because you are established in your career and/or have had experiences similar to those of our youth and have expressed a desire and commitment to helping our youth. You have also demonstrated an ability to communicate well, be an active listener, supportive friend and guide. 
Code of Conduct










    
 

As a Mentor at Covenant House Toronto you are expected to:

· Be honest with yourself about the time and energy you have available for this commitment.

· Honor all your commitments to the agency and to your youth.

· Respect the need for confidentiality in your contacts with participants, Mentors and staff. 

· Information regarding a youth must be shared with staff especially if you become aware of a situation in which there is harm to the youth or others, you are required to contact the Mentor Coordinator as soon as possible. 
· Provide care and service that supports the self-determination of the youth, and supplements his or her support network.

· Abstain from participating in activities involving drug/alcohol use, gambling or sexual activity with the youth.
· Overnight visits with your youth are forbidden.

· Restrict scheduled activities to you and your youth only. No other family or friends will be included in your meetings. Providing childcare is prohibited.

· Share the cost of all activities equally between the youth and yourself. 

· The lending or giving of gifts and money is forbidden.
· Attend all training meetings and needed support meetings.
· Act as a responsible liaison between Covenant House and the community at large. 
· Contribute constructively to the efforts of the work of the agency.

· Contact the Covenant House Mentor Coordinator if you are unsure of how to respond in any situation with your youth.
Mentoring Foundations







 







 

· Communicate in an open and honest manner.

· Treat your youth with absolute respect.

· Keep relationship fun and enjoyable.

· Incorporate youth in the decision making process when planning things to do.

· Establish trust in the relationship before addressing goals and objectives.

· Stress the positive, i.e. what is going “right” in your youth’s life.

· Avoid criticizing or passing judgment on your youth’s life or choices.

· Guide your youth to resources that will assist them in making their own choices.

· Keep an open mind
Time Commitment

















 

Mentors are asked to make weekly contact with their youth and arrange to meet in person at least twice a month.  Studies state that 4 hours of consistent meetings allow mentorships to grow.  More time will be required initially to develop trust and a sound relationship.  The Mentor Coordinator will notify you of bi-monthly Training sessions and Mentor Meetings.  These meetings will give you the opportunity to hear speakers talk about a number of topics relevant to our youth, and the opportunity to debrief and share your mentoring experiences with your fellow Mentors and staff.  Mentors must complete a monthly feedback form found on the volunteer portal so that we can track the number of volunteer hours given on a monthly basis as well as the types of activities you and your youth do together.  The form will allow us to see positive outcomes of care.  The feedback form should be submitted to the Mentor Coordinator via the volunteer portal at the end of the month. 

Training











    

You will be invited to attend training at Covenant House.  The

Mentor Coordinator will ensure that you are informed in advance of any training sessions offered.  If you feel you need training in a specific area, please inform the Mentor Coordinator and they will do their best to accommodate your request for training in that area.  Your feedback is important.  
Policies and Procedures










1.0    RECRUITMENT, ORIENTATION & TRAINING
1.1
Selection Criteria & Recruitment
Policy

Covenant House Mentors are viewed as a valuable resource to the agency, its staff and its youth.  Mentors are required to build a relationship with one youth for a period of at least one year.  Mentors are entrusted with a great deal of responsibility in that they are required to meet with youth in an unsupervised environment within the community outside the walls of Covenant House.  They are required to represent Covenant House and uphold and respect the Covenant House philosophy, principles and Code of Conduct at all times.  All Mentors must possess the majority of these characteristics:
	      Independence and initiative
	Reliability

	Flexibility
	Respect for the youth we serve

	Good listening and communication skills
	Sense of humour

	Ability to respond calmly in an emergency
	Warm and caring manner

	Stable personal life and professional career
	Not seeking to resolve personal issues/guilt

	Not seeking to convert others to a particular viewpoint
	Respect and appreciation of diversity (background, economic status, cultural, racial, religious, sexual orientation, age, career) 

	Willingness to assist where needed
	


Procedure

It is the responsibility of the Mentor Coordinator to ascertain that the above criteria have been met according to the following procedure:

Mentors are recruited from the volunteer pool already established by the Volunteer Services, as well as staff recommendations.  Qualified applicants who are established in their careers and have flexible schedules are invited to an interview.  The Mentor Coordinator and Volunteer Coordinator will determine if the criteria outlined in the policy have been met and conducts the interviews. Based on the application and the interview, the Mentor Coordinator and Volunteer Coordinator will make a decision regarding accepting the individual as a Mentor in the program.  Once the Mentor has been selected, the Mentor Coordinator will look for potential matches with youth in the program.  A letter of acceptance is sent via email along with the BackCheck Police Check application,   policies, procedures and instructions on how to access the volunteer portal to complete the volunteer training online.  We also request one work reference and two personal references.  Further, information pertaining to the Vulnerable Sector’s Check as well as the consent to disclosure form is mailed to the Mentors home address.  The application must be completed and the original must be mailed or submitted in person to the Mentor Coordinator with all IDs required.  Covenant House will pay for all fees and will be responsible to mail the documents to Toronto Police.  The Mentor Coordinator will facilitate the Orientation with the Mentors and Mentees.  Following the Orientation there will be training.  Thereafter, the Mentor Coordinator will arrange for a Meet and Greet Social Event with the Mentors and the Youth.  This will allow the Mentor Coordinator, Mentors and youth to determine an appropriate match in the group.  Once matches are made, mentors and mentees are to attend 3 mandatory social events at Covenant House.  This mandatory social event is supervised and its objective is to provide mentors and mentees with an opportunity to get to know each other in a much more comfortable and supervised environment.  The Mentor Coordinator will inform mentors and mentees about the dates and times of these socials.
1.2
Orientation Policy
Covenant House will provide an orientation session for all Mentors prior to the time they begin their mentoring duties.  The Orientation will include snacks, an introduction to the key individuals running the program, an overview of the agency, its programs and information about the youth we serve.  Further, the Mentor Coordinator will review the Mentor Handbook, Policies and Procedures.  
All Mentors are required to attend the Orientation.  In exceptional situations, the

Mentor Coordinator may exempt a Mentor from the orientation session.  In such a case, the Mentor must receive an orientation directly from the coordinator or attend the next scheduled orientation session.

Procedure 

The Mentor Coordinator will notify Mentors via email of the scheduled orientation date, time and location.  Mentors will be asked to confirm their attendance by phone or by email.
1.3
Training Policy
Covenant House will provide training to all Mentors designed to address their specific needs.

Procedure

The Mentor Coordinator will facilitate training for Mentors as well as invite guest speakers from the Covenant House Staff and outside individuals to speak on specific Mentor/Youth issues at the meetings.  These training sessions will occur bi-monthly.
2.0 
MAINTENANCE OF MENTOR RECORDS

Policy

A system of records will be maintained on each Mentor with the agency, including Mentor application, interview notes, reference checks, dates of service, positions held, monthly reports, yearly assessments and awards received.

Procedure 

Mentors shall be responsible for submitting all appropriate records and change of information to the Mentor Coordinator in a timely and accurate fashion.

The Mentor Coordinator is responsible for opening and maintaining Mentor files. Mentor records will be treated with the same confidentiality as employee files.
3.0
MENTORING COMMITMENTS

3.1

Commitment to youth
Policy

In order to build trust, consistency and stability within the Mentor/youth relationship, Mentors are required to contact their youth once a week and arrange an in-person meeting at least twice a month.

Procedure

Mentors will record the time spent with their youth by completing the monthly feedback form on the volunteer portal.
3.2
Commitment to Staff
Policy

Because Mentors volunteer their time with youth in an unsupervised setting, isolated from Covenant House staff, it is necessary for Mentors and staff to stay in contact via meetings and phone calls to discuss progress or any issues.  An Exchange of Information or consent form must be signed by the youth prior to any conversations about the youth.  This staff/youth contact enables staff to support the Mentors as needed and provides both staff and Mentors insight into the Mentor/youth relationship.

Procedure

The Mentor Coordinator is responsible for informing Mentors of scheduled meetings via e-mail and setting meeting agendas.  Mentors must confirm their attendance at each meeting prior to the meeting date.  Mentors must complete the monthly feedback form found on the volunteer portal.  The feedback should include the number of hours volunteered with youth and an update on the Mentor/youth relationship.

3.3
Confidentiality
Policy
To protect the sanctuary of the youth we serve, Mentors are responsible for

maintaining the confidentiality of personal information to which they are exposed while serving as a Mentor.  Mentors must not discuss personal details of their youth’s life with people other than the staff of Covenant House.

Procedure

Orientation for all Mentors will include a review of the Confidentiality Policy.

A breach of confidentiality will result in a meeting with the Mentor Coordinator to review the issue followed by appropriate steps to rectify the situation, as deemed necessary by the Mentor Coordinator in consultation with Senior Management.  This may include dismissal from the Covenant House Mentor Program.

3.4
Code of Conduct
Policy 

It is the responsibility of the Mentor to adhere to the code of conduct as outlined in the Mentor Orientation Manual at all times when working with their youth. Failure to comply with any of the items outlined in the Code of Conduct may result in termination of the Mentor/youth relationship and dismissal from the Covenant House Mentor Program.

Procedure

A copy of the Code of Conduct will be provided at the Orientation.  A review of the Code of Conduct will also take place during the Orientation.
Failure to comply with the Code of Conduct will result in the following actions: A meeting with the Mentor Coordinator to review the issue, steps to rectify the situation, as deemed appropriate by the Mentor Coordinator in consultation with Senior Management. This may include dismissal from the Covenant House Mentor Program.
3.4.1
Confidentiality/Privacy of Personal Information

Policy

Mentors are responsible for maintaining the confidentiality of personal information to which they are exposed; in order to protect the sanctuary of the youth.  Mentors must not discuss personal details of their youth’s life with people other than the staff of Covenant House who have a legitimate need for this information.

Procedure

Orientation for all Mentors will include a review of the Confidentiality Policy and the Personal Information Protection Policy - clients.  All Mentors must sign a release form stating they are aware and understand the legislation on the Personal Information Protection and Electronic Documents Act (PIPEDA).

All Mentor interviews and orientation sessions will include a review of the agency’s policy with respect to confidentiality. A breach of confidentiality will result in the following actions:

1.  A meeting with the Mentor Coordinator to review the issue

2.  Steps to rectify the situation, as deemed appropriate by the Mentor Coordinator in consultation with Senior Management.  Possible solutions may include a review of confidentiality policies; apologies or amends to those people who are affected; or dismissal from the Covenant House Mentor Program. 
3.4.2   Mentor Home Visits

Policy

Youth who live in our long term residence called ROP stay for 12 months.  Once they graduate from our program, youth move on to independent living.  Youth may move into their own apartments or obtain supportive housing.  The support of a trusted adult such as a mentor is crucial at this time of their life.  Mentors who have a mentee at this stage are permitted to visit them once and must be accompanied by a staff member such as the Mentor Coordinator or Housing Worker.  This policy ensures safety for both mentors and mentees.

Procedure

When visiting, mentors should meet with youth in the living area of the apartment and should refrain from entering the bedroom.  Mentors should maintain their personal space at all times. Once mentors have visited their mentee’s homes, all further meetings must occur in the community.  

3.4.3
Conflict of Interest
Policy

A conflict of interest may exist when the interest of the Mentor / or said person’s immediate family, may be seen as competing with the interests of Covenant House. This policy ensures objectivity and avoids any conflict of interest.

Procedure

When there is a doubt as to whether a conflict of interest exists, the matter shall be resolved by discussing the issue with the Mentor Coordinator and Senior Management.   A conflict of interest may result in the dismissal of the Mentor.  
3.4.4
Dress Code and Conduct
Policy

The Dress Code provides volunteers with guidelines of appropriate professional dress, and to provide an example to the youth to whom we provide services.

Covenant House Volunteers will maintain an acceptable dress code while at Covenant House or while with their youth in the community.

Procedures

Volunteers can wear shorts that are tailored and casual but not high cut or revealing along with shorts, tops or plain tee shirts.  

The following is a list of clothing types that are inappropriate at Covenant House 

	T-shirts with rude, suggestive, or inappropriate advertising decals/wording (please avoid beer/wine/drug logos)

	revealing tops, muscle shirts, midriff tops, plunging necklines or see-through tops

	cut-off or torn jeans

	running shorts, spandex, or any other form of revealing shorts.

	revealing skirts

	unwashed/crumpled clothing


3.4.5
Gift Giving
Policy

In order to provide the necessary protection to Covenant House staff, youth and volunteers, Covenant House Toronto prohibits Mentors from lending or giving of gifts and money to youth.  If you have any questions, please phone the Mentor Coordinator.  
Procedure 
If a Mentor decides they want to give a youth a gift, they must first seek guidance from the Mentor Coordinator.  The Mentor Coordinator will present the request to the youth’s case management/program supervisor.  A decision will be made dependant on the overall value of the gift and the benefit of the donation to the youth’s overall plan.  The outcome of the decision will be shared with the Mentor. 
If deemed appropriate, the Mentor will be asked to sign a document stating that Covenant House Toronto has no responsibility for the gift.  This document will be kept in the Mentor and youth’s program file.  

If the gift is deemed inappropriate, the Mentor Coordinator will contact the Mentor and advise them of this outcome and a letter will be mailed to the Mentor outlining this decision.  A copy of this letter will also be maintained in the Mentor’s file.  

If the Mentor wishes to appeal this decision the Mentor Coordinator may schedule a follow-up meeting with the Associate Director of Program Services to review this decision with the Mentor present.

If the Mentor is not satisfied with this decision and wishes to appeal they

may contact the Mentor Coordinator who will arrange a meeting with the Director of Program Services to review this decision. 
All information regarding appeals is confidential, is documented and maintained in the Mentor’s file.
3.4.6
Multicultural/Anti-Racism
Policy

Covenant House Toronto is committed to providing a place free of harassment and violence.  Harassment on the following basis is prohibited: race, ancestry, place of origin, colour, ethnic origin, citizenship, disability, creed, sex, sexual orientation, marital status, family status, age, or record of offences.  Harassment in any form (physical, psychological or verbal) is prohibited as is any form of violence.

Covenant House Toronto treats everyone equally and respects all faiths and cultures and treats everyone with unconditional love. 

Procedure

In the event of a complaint, the Associate Director of Human Resources will be notified.  An investigation will be conducted and the complainant and the alleged harasser will be advised of corrective action that will take place.

When a complaint is made in bad faith, disciplinary action will be taken, up to and including discharge of the complainant.
3.4.7
Inappropriate Behaviour
Policy

In order to maintain the sanctuary of Covenant House, Covenant House expects appropriate behaviour while on site or in the community. 

Procedure

Behavior which can constitute harassment includes, but is not limited to the following:

· Physical or verbal abuse

· Derogatory or inappropriate jokes or teasing

· Insults or taunting

· Slurs

· Inappropriate physical contact

· Suggestive looks or gestures
· Display or circulation of any inappropriate written materials or pictures

· Unwelcome or unsolicited sexual advances

· A sexual solicitation or advance, threat for rejections of a sexual solicitation or advance used as a condition of volunteers or affecting any decisions such as hiring, promotion, compensation.
In the event of a complaint, the Associate Director of Human Resources and Associate Director of Program Services will be notified.  An investigation will be conducted and the complainant and the alleged harasser will be advised of corrective action that will take place.
Other policies and procedures such as the Staff and Volunteer Code of Conduct, Catholic Identity, Health and Safety: Workplace Policy, Health and Safety: Harassment (Bullying) and Violence in the Workplace, Dress Code, Accessibility for Ontarians with Disabilities, Whistleblowing, Personal Information Protection Policy – Clients and Political Activities can be found in the Volunteer Portal.  We ask that these policies and procedures be read, printed, signed, and given to the Mentor Coordinator.
3.5
Change to a Mentor/Mentee Match

Policy

If a Mentor/youth relationship fails to develop or breaks down at anytime, a request to change Mentee maybe initiated by the Mentor Coordinator or the mentor and must be mutually agreeable to all parties.  The relationship may fail to develop due to the following: youth fails to return Mentor’s phone calls, youth fails to comply with program rules, youth drops out of program, and Mentor/youth are not a suitable match. 
Procedure

The Mentor Coordinator will discuss with the mentor possibilities for improving the relationship.  If all attempts fail, the Mentor will be matched with another suitable youth.  A closing policy will also be implemented in which both Mentor and mentee sign a form stating that the match has ended and that Covenant House will not be liable for any incidences that occur after the match has closed.
3.6
Change of Volunteer Placement

Policy

A change of volunteer placement or an additional placement within the agency may be initiated by either the Mentor Coordinator or Volunteer Coordinator.
Procedure

The Mentor Coordinator will discuss any new volunteer position with the Mentor. If the Mentor is interested, they will meet with the Volunteer Coordinator to discuss the new roll, its responsibilities and the need for a volunteer in that area as well as the volunteer’s suitability for such placement.

The Volunteer Coordinator will initiate any necessary orientation and inform the volunteer of any steps required to effect the change.
3.7
Completion of One-Year Commitment
Policy

Mentors are required to make a one-year commitment to their relationship with the youth with whom they have been matched. Throughout this commitment, the Mentor/youth relationship is supported and monitored by Covenant House in accordance with the agency’s principles and the Mentor Code of Conduct.  Once the commitment is completed, should a Mentor and youth choose to continue to stay in contact, the relationship will no longer be the responsibility of Covenant House.  
If a youth graduates from ROP or is discharged from program, and still has a few months before the year is up, the Mentor Program will continue to support the mentorship for up to a year.  There must be a mutual agreement between mentor and mentee that they would like to continue.  Otherwise the Match Closure Policy must be signed.  We realize that the role of a mentor becomes even more important once the youth has moved into the community.  We will continue to monitor matches by having the mentor complete the Monthly Feedback Forms on the volunteer portal and keep in touch with the youth by phone.  Surveys and questionnaires will continue to be given out to ensure that the program is meeting its objective and mission.

Once the year ends, the match will formally close.  At this point in time, if both parties choose to continue the relationship, Covenant House will not be held liable for any incidences that occur in the community.

Procedure

The Mentor Coordinator will meet with each Mentor at the completion of his or her one-year relationship to ensure a clear understanding of the status of the relationship.
The Mentor Coordinator will:
· Review with the Mentor the conditions and status of the relationship and the involvement of Covenant House with the Mentor.
· Review the Mentor Code of Conduct and recommend its continued use, using examples of possible problems that may otherwise arise.
· Provide the Mentor with a list of community services/resources to assist him/her in referring the youth for help in relation to future issues that may arise.
· Require the Mentor to complete a short survey regarding their overall feedback about the program
· Require the Mentor to sign a form confirming that the aforementioned information has been conveyed and understood.

4.0
REPORTING RELATIONSHIP
Policy

Mentors will report directly to the Mentor Coordinator.  Mentors shall be extended the right to be treated as equal co-workers, the right to effective supervision and the right to full involvement and participation in the program for which they have been chosen.  In return, Mentors shall agree to actively perform their duties to the best of their abilities and to remain loyal to the goals and principles of the Agency.

Procedure

The Mentor Coordinator will keep Mentors informed of youth issues that affect the Mentor/youth relationship.  The Mentor Coordinator will organize bi-monthly meetings where Mentors and staff can discuss youth and program issues, as well as receive guidance and supervision on how to be an effective Mentor.

Mentors will contact a member of the staff for support or to inform staff of a critical situation involving the youth.  Mentors will attend the Mentor meetings and participate in open honest discussions about their mentoring relationship.

5.0
DISMISSAL OF MENTORS
Policy

The dismissal of Mentors is the responsibility and prerogative of the Mentor Coordinator. Prior to dismissal of a Mentor; the Mentor Coordinator must seek the guidance and assistance of the Volunteer Coordinator and the Associate Director of Human Resources.  Dismissals are to be carried out with respect for the individual’s dignity.

Mentors may be dismissed for the following:

· Failure to comply with the Mentor Code of Conduct

· A breach of the confidentiality policy

· Failure to continue to meet the selection criteria

· Failure to maintain commitment to youth and staff

Procedure

The Mentor Coordinator will meet with the Mentor to outline any problem that is deemed grounds for dismissal.  They may specify needed changes to remedy the problem and will also give a time limit within which to make the change.  If the problem persists, the Mentor will be informed and given a final deadline to demonstrate a positive change.

If the Mentor is unable to achieve the required improvements, the Mentor Coordinator will give a written notice of dismissal to the Mentor.
6.0
MENTOR RESIGNATIONS
Policy

Mentors wishing to resign from the program are expected to inform the Mentor Coordinator of their decision in writing.  Reasonable notice should be given so another suitable Mentor maybe found or to address any concerns the Mentor may have with their youth or with the program.

Procedure

Mentors are required to provide a letter of resignation to the Mentor Coordinator. Mentors must also inform their youth of their decision.  The Mentor Coordinator will conduct an exit interview.

7.0
GRIEVANCES & COMPLAINTS
7.1
Grievances
Policy

Mentors have the right to grieve or appeal a decision of the Mentor Coordinator to the Associate Director of Human Resources. 
Procedure

The Mentor must send their grievance, in writing, to the Associate Director of Human Resources with a copy to the Mentor Coordinator.  The Associate Director of Human Resources must respond, in writing, within ten days of receiving the grievance.  When appropriate, a meeting will be arranged with the Mentor.  When the grievance cannot be resolved to the satisfaction of both parties, the Mentor may take the grievance to the Executive Director for resolution.

7.2
Complaints
Policy

Complaints about staff or other volunteers must be directed to the Mentor Coordinator. 

Complaints about the Mentor Coordinator can be made directly to their supervisor, the Associate Director of Human Resources. 

Procedure

The complaint must be made in writing, specifying when the problem occurred and the details describing the problem.  The Mentor Coordinator may refer the complainant back to the other party involved or may follow-up with the other party involved. 

If appropriate, the Mentor Coordinator will take corrective action.  If the Mentor

Coordinator’s follow-up is not satisfactory to the complainant; he/she must inform the Associate Director of Human Resources in writing.  The Associate Director of Human Resources must respond within 10 days.  If the response is unsatisfactory, the complaint may be taken to the Executive Director for resolution.
8.0
LEAVE OF ABSENCE
Policy

A Mentor may request an unconditional leave of absence from the Mentor Coordinator.

Procedure

The Mentor must make their request in writing to the Mentor Coordinator.  If the Mentor is in a Mentor/youth relationship, it is the Mentor’s responsibility to inform their youth of their leave of absence and if possible, maintain written or verbal contact with their youth during their leave.

The Mentor may return to active status by contacting the Mentor Coordinator by email or by telephone.  Upon returning from a leave, Mentors must check-in with the Mentor Coordinator for an update on the status of their youth.

The Mentor Coordinator will contact Mentors, who do not return from their leave when expected.  If the Mentor does not respond, a letter will be sent accepting the non response as a resignation from the Mentor Program.

9.0
ASSESSMENT
Policy

Mentors and their youth will have an opportunity to assess their experiences with each other each year.

Procedure
Mentors and youth will be sent an evaluation form via email or in person for completion.  Completed Evaluation forms are sent to the Mentor coordinator.  The Mentor Coordinator reviews the evaluation forms.  Any positive or negative feedback will be addressed by the Mentor Coordinator and corrective measures initiated if necessary.
10.0 RECOGNITION
Policy

The agency, through the initiative of the Volunteer & Mentor Coordinators, will recognize and show appreciation for the contribution of the individual volunteers and the volunteer program as a whole.

Procedure

Mentors’ service dates begin when they receive their letter of acceptance into the Mentoring program.
Awards recognizing years of service will be established as the need develops.  A yearly volunteer recognition event will be held for this purpose.

The Mentor Coordinator is responsible for sending “thank-you” cards and acknowledging Mentors and their contributions on a continuing basis as appropriate.
Notes

 _______________________________________________________________

“I've learned that people will forget what you said, people will forget what you

did, but people will never forget how you made them feel.”
~Maya Angelou
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