	SAMPLE VOLUNTEER INDUCTION CHECKLIST 
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The employee/volunteer is to be inducted on all the processes/services available at the <your organisation> and general office and operational procedures.

	Activity:
	What you need to know and where to find it:

	General Building Information 


	

	· Inside the building
	Take volunteer on a tour inside the building, toilets, kitchen, and stationary.

	· Outside of building, signs, public toilets
	Take volunteer on a tour around the outside of the building.

	· Parking and shops
	Show the volunteer where to park. 

	· Doorways – disabled access / delivery door
	Make aware of the door bell for disability entrance and the ramp for deliveries on the other side of the building

	· General Cleaning and Maintenance
	Vacuum, mop, dust, making sure there is no rubbish around the perimeter of the building.

	· Emergency Procedures
	Location of fire exits, fire extinguishers, and when fire drills are done.

	· Who to contact for help?
	Let the Volunteer know who to contact for help.

	· 
	

	· 
	

	Volunteer Overview
	

	· Volunteer Policy
	Go through the volunteer policy and give the volunteer a photocopy of the signed policy after they have read it

	· Volunteer Position Description
	Go through the position description and give volunteer a photocopy of the signed position description after they have read it

	· Volunteer Uniform – presentation personal and work
	Brief Volunteer on uniform or dress code (if any),

	· Staff and Other Volunteers
	Introduce Volunteer to staff and/or other volunteers

	· Training, Familiarisations, Coaching, Team Meetings
	Brief Volunteer of any training or meetings that he/she needs to attend.

	· Role of a volunteer, expectations
	This should be set out in the Volunteer Policy

	· Roster/Timetable
	Brief volunteer on his/her roster/timetable.  If you are going on holidays or are unable to make a shift please try and give enough notice so the shift can either be swapped or replaced

	· Settling-in Period
	Brief volunteer on the length of the settling-In Period.  During this period, more support will be given to the volunteer.

	· Name Badge
	Must be worn whenever on duty.

	· Mobile Phones
	Must be kept to a low ring tone or on vibrate and can be answered out of view of customers. NEVER answer your mobile whilst you are with a customer.

	· Smoking on duty
	Brief volunteer on the smoking policy.

	· Use of exercise book and file
	Volunteers have their own file in the filing cabinet in the kitchen where books and information can be stored

	· Fun at work
	Refer to the kitchen noticeboard

	· Teamwork, attitude  
	Is just as important when there are no visitors around

	· Tea break / lunch 
	Eating out of view of customers in either the staff office or kitchen.

	· Start of each shift 
	Check the ‘What’s On’ board, ‘Important Information’ document pinned to Volunteer’s whiteboard, monthly Calendar of Events. 

	· Confidentiality – Staff, volunteers and visitors
	Follow policy as set out in the Confidentiality Agreement.

	· Privacy Act
	Refer to Privacy Policy.

	· Expenses Reimbursement
	Brief the volunteer on how to claim for expenses

	· 
	

	Information Resources
	

	· Location of Master Registers and other resources
	Located under the front counter

	· Calendar of Events, Volunteers New Information Folder, What’s On Board
	Located on the volunteer desk and to the left of the front door

	· Organisation website, community directory, intranet
	<Your website, directory, intranet>

	· Internet
	You may use the front computer or volunteer computer to search for information for a customer. Using the internet for personal use must be kept to minimum 

	· Operations Manual
	Located on the Team Leader’s desk.

	· 
	

	· 
	

	Brochures


	

	· Brochure Storage Areas
	All of the shelving around the office area and in the back storage room. It is all colour coordinated

	· Brochure storage – labels and coding
	Use the labelling machine and refer to the colour coordination scheme

	· Brochure display layout – headings
	Brochures are displayed according to categories

	· Brochure top up, tidy up
	Brochures are to be displayed neatly and need to be checked regularly to be topped up 

	· Brochure Display Fees 
	Many businesses pay to have their brochure displayed on our shelves. This is something that needs to be referred to a member of staff.  Not for profit organisations generally do not pay a fee.



	· 
	

	· 
	

	Customer Service
	

	· Customers 
	Who are our customers? Both internal and external as well as industry

	· Visitor enquiries
	We receive visitor enquiries via walk in, phone, fax, email and mail

	· Knowing when to refer on 
	It is important to know when the information is out of your reach and when you can refer them on to other options. 

	· Handling complaints
	Brief volunteer on the procedure of handling complaints. 

	· 
	

	· 
	

	Phone calls procedure
	

	· Telephone technique, answering, transferring calls
	There is a set greeting for answering the phone. When finding out information, always put the customer on hold, never just put the phone on the desk as they will be able to hear everything you say. 

	· Greeting
	Always greet the customer in a friendly and polite manner and with a smile on your face. Even if they can’t see it because they are on the phone you sound happier with a smile on your face. 

	· Using customers name
	If the customer tells you their name, use it. 

	· Putting callers on hold / retrieving callers from hold
	Always ask the customer if it is ok to put them on hold and when you retrieve them from hold thank them for holding. 

	· Taking messages
	There is a message booklet on the Volunteer’s desk – ensure you note the caller’s name, number and what the message is regarding.

	· 
	

	· 
	

	Office Procedures
	

	· Mail, collecting and recording, in and out, parcels
	All inwards and outwards mail must be recorded. 

	· 
	

	· 
	

	General Operations
	

	· Staff Amenities 
	

	· Use of Rubbish Bins
	

	· Recycling, minimise, store, removal
	

	· Confidentiality – staff / volunteers/visitors
	

	· Privacy Act – use and disposal of personal information
	

	· Health and Safety
	Brief Volunteer on the Health and Safety Policy

	· Emergency Procedures etc
	Brief Volunteer on the Emergency Procedures and Emergency Preparedness Handbook (if any)

	· Security while on duty, duress alarm
	Refer to Operations Manual

	· Stock – Retail Display
	This is to be kept neat and clean at all times and any purchasing of new stock must be referred to a member of staff. 

	· Retail Sales, procedure and use of cash register
	Please refer to the instructions set out next to each machine (EFTPOS and cash register) or in the Operations Manual

	· Stationary Drawers and cupboard
	

	· 
	

	Information Technology


	

	· How to log on to computer
	Refer to Instructions Folder

	· How to save a document (training?)
	Instructions by staff member

	· 
	

	· 
	

	Office Equipment


	

	· Telephone
	Operations Manual

	· Cash Register 
	Operations Manual

	· EFTPOS Machine
	Operations Manual

	· Fax Machine
	Operations Manual

	· Photocopier – operating / paper storage
	Operations Manual

	· Microwave
	Operations Manual

	· Air conditioner / heater
	Operations Manual

	· Ceiling Fans
	Operations Manual

	· Correct use of step ladder
	Operations Manual

	· Camera
	Refer to staff and Camera Manual

	· Laptop
	Refer to staff

	· 
	

	· 
	


ACKNOWLEDGEMENT
I 
 acknowledge that I have checked off the above areas in recognition of my induction training which took place on 

______/______/______.
Signed Volunteer 
date: 
/
/

Staff Witness
date:
/ 
/
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