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Welcome Volunteers! 

Welcome to P.A.L.S. - Project Adult Literacy Society. The students, volunteers and staffs are 

delighted that you have chosen to join our team. 

As a new volunteer, I would like to tell you about the training process and manuals that you will 

receive prior to meeting with your student(s). The training includes three training workshops. 

The workshops are: 

Orientation for New Volunteers 

This training focuses on the information common for all volunteers at P.A.L.S. The topics to be 

discussed are: 

 The volunteer process, policies, and responsibilities 

 P.A.L.S. organizational structure, strategies, and programs 

 Changing Lives Through Literacy and the outcomes in the student’s life 

 Working with an adult learner and learning styles 

 Community information for both literacy and social service agencies 

The manual for this training is the Tutor Manual. 

Area Training 

You will receive training in the specific area in which you will be tutoring. The areas are 

Literacy, Literacy for English Language Learners (LELL), and Math Literacy. This training will 

discuss information specific to each area such as: awareness of low literacy in Literacy, cultural 

sensitivity in LELL, as well as lesson planning and modules in Math Literacy, and techniques 

you can use to mentor your student. 

The manuals are the Match Binder and Resource Binder. The Match Binder is a tool that we 

have developed to assist you with your student match, outcomes, reporting requirements, 

recognition, and support to the match. 

Outcomes and Roundtable Workshop 

This workshop is held twice a year, in the spring and fall. Volunteer tutors attend this training 

after working with a student. 

The outcome component further develops and discusses outcomes – changes in the life of the 

student. The Roundtable component is an opportunity for volunteers from each area to discuss 

successes, concerns, learning techniques, and other topics with other volunteers and the Program 

Coordinator. 

You have embarked on an exciting journey that will have an impact on your student and the 

community. We all look forward to working with you. 

 

Shirley Sandul 

Executive Director 
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Statement of Need 

Low literacy is a systemic factor of poverty, low self-esteem, sense of hopelessness, not making 

informed decisions, and feelings of having little power in the decision making process of the 

community. As the requirements for literacy increase in today’s technological environment, the 

economic gap between people with low and high literacy will be greater. 

An increase in a person’s literacy skills can result in changes in the person’s self-esteem, 

decision making skills, express ideas, involvement in the community, and economic situation. As 

one tutor said about his student, “He now holds his head high.” Increasing literacy skills has an 

impact on the person, his/her family and the community as a whole. As a person improves 

literacy skills the ripple ramifications are dramatic. An improvement in literacy skills builds 

capacity for the individual, opens doors, and gives the person more options and opportunities. 

Adult Literacy and Life Skills Survey (ALL, 2005) from which the information below is drawn, 

defines literacy as the ability to understand and employ printed information in daily activities at 

home, at work, and in the community. There are four foundation skills: 

 Prose Literacy 

 Document Literacy 

 Numeracy 

 Problem Solving 

Prose Literacy – the knowledge and skills needed to understand and use information from text 

such as news stories, brochures, and instruction manuals. 

Document Literacy – the knowledge and skills required to locate and use information contained 

in various formats, including job application, payroll forms, transportation schedules, maps and 

tables, and charts. 

Numeracy – the knowledge and skills required to effectively manage the mathematical demands 

in diverse situations. Only 45% of Canadians have the necessary math skills for daily living. 

Problem Solving – involves goal directed thinking and action in situation for which no routine 

procedure is available. 

Level 1 – The adult has serious difficulties dealing with printed material such as finding the 

correct dosage of aspirin to give a child from the directions on the label. 

10% of adult Albertans have serious difficulty reading and writing. This translates to 209,000 

people in Alberta. 

Level 2 – The adult can read words but not read well. Literacy skills may be adequate for the 

present, but the person would find it difficult to learn new job skills. 

25% of adult Albertans have limited literacy skills. This translates to 544,000 people in Alberta. 

Level 3 – Considered the minimum desired level of literacy skills. 

Level 4/5 – The person has a wide range of reading skills and can easily deal with a variety of 

complex materials.  
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How Literacy Affects People: 

 People with lower literacy skills earn significantly lower incomes, experience higher 

unemployment, and rely to a greater degree on unemployment insurance and social 

assistance than those with higher level of literacy. 

 Literacy is strongly associated with economic success. An individual’s literacy level can 

indicate their success in the labour market. 

 The gap between the level of literacy skills required by growth industries and the present 

skill of our workforce is growing. 

 Literacy skills are maintained and strengthened through regular use. Formal education 

provides the base but evidence indicates that applying literacy skills in daily activity, both 

at home and at work, is associated with higher levels of performance. 

 There is a clear link between low literacy skills and health and safety risks, and their cost 

to our health system. There is a link between literacy skills and crime. Many people in 

trouble with the law, particularly chronic offenders, have lower literacy skills than the 

general population. 

 Adult education and training programs are less likely to reach individuals with low 

literacy skills as most training goes to those with higher skills. 

 There is a link between the literacy level of the parent and the child. If a parent has low 

literacy, the child is more likely to have low literacy as an adult. 

 Adults with low literacy are less likely to participate in adult learning activities and are 

five (5) times less likely to be involved in active informal learning such as a guided tour. 
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Beliefs and Goals 

Core Beliefs 

 Every person has the right to be functionally literate. 

 Every person has the right to access services to improve skills. For example: financial 

barriers, time flexibility, and level of skill should not limit them. 

 The needs of each individual are met. We build on the capacity of each individual. 

 The result of improved skills is that the individual has more choices, makes informed 

decisions, and becomes more involved in the community. 

 Literacy and English language skills have a direct impact on self-esteem. 

 Our Society is open to Canadian citizens, landed immigrants, refugee claimants, and 

people on a work visa. 

 Our volunteers are mentors and leaders who are vital and crucial to the Society. 

 Every student, volunteer and staff member associated with the Society will treat each 

other and be treated with respect. 

Vision 

Create a community in which all adults are functionally literate so that they can meet their full 

potential. 

Mission 

Changing Lives through Literacy 

This is defined as changes in the person’s life, circumstances, health, hopes, competency, and/or 

capacity. 

Goals 

1. Improve literacy, English language and math skills. 

2. Changes in the person’s life to improve quality of life for the individual. 

3. Promote awareness of literacy needs and a literacy society. 

4. Maintain facilities, technologies, operations, and materials that enable the staffs and 

volunteers to build the capacity of the students. 

5. Secure funding. 

Outcomes 

Goal 1: Improve Literacy, English language and math skills. 

 Outcome is that students improve literacy, English language, and math skills. 
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Goal 2: Changes in the person’s life to improve quality of life for the individual. 

 Outcome is that the individual has more choices, makes informed decisions, and becomes 

 more involved the community. 

Goal 3: Promote awareness of literacy needs and a literate society. 

 Outcome is increased awareness in the community of the issue of low literacy. 

Goal 4: Maintain facilities, technologies, operations, and materials that enable the staffs and 

volunteers to build the capacity of the students. 

Outcome is that the needs of the students, tutors, and staffs are met. 

Goal 5: Secure funding. 

 Outcome is that the financial needs of P.A.L.S. are met so that the Society can continue 

 to provide its services. 
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Organizational Chart 
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Students 

Students are adults 18 years or older who have difficulty reading, writing, speaking English, 

and/or with math. The Program Coordinator in Literacy, LELL or Math Literacy assesses 

students so that the learning materials will meet each student’s individual needs and goals. 

Tutors 

Tutors are recruited from the community at large. Prior to being matched with students, the 

tutors are interviewed and screened by the Volunteer Coordinator and receive training in either 

Literacy, LELL or Math Literacy. 

Program Coordinators 

Volunteer Coordinator 

The Volunteer Coordinator interviews and screens all new volunteers. The Volunteer 

Coordinator is responsible for formal acknowledgment of appreciation. 

Literacy, LELL, and Math Literacy 

The Program Coordinator facilitates the orientation, training, and matching of volunteers. Before 

a student is matched, the student is assessed by the Program Coordinator to identify his/her 

needs. The Program Coordinator provides support to the student/tutor learning teams, maintains 

the volunteer and student files and records, coordinates the gathering of outcomes, and is 

responsible for the learning materials. 

Students for Students Coordinator 

The Program Coordinator organizes meeting and activities with input from students. There are 

social activities as well as professional development workshops for all students. 

Executive Director 

The Executive Director coordinates the management of all Society operations and programs. 

The Board of Directors 

The Board of Directors is composed of volunteers from the community. The Directors are 

responsible for the governance of the Society and set the direction of P.A.L.S. 
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Programs 
All P.A.L.S. programs will meet the following standards: 

1. Be student centered 

2. Meet the educational needs of the student 

3. Have an impact on the life of the student, such as but not limited to build self-confidence, 

trying new behaviors and/or activities, and making informed decisions 

4. Have input in development, evaluation, and outcome measures of programs from 

students, volunteers, and staffs 

5. Meet the needs and provide a positive experience for the volunteers 

One to One Tutor Program 

A student is matched with a volunteer tutor from the community at large. The match meets once 

or twice a week for a minimum of 2 hours per week.  The adult student and tutor decide the 

schedule of the meetings. The match focuses on the needs and the goals of student. 

Literacy 

The adult students have low literacy skills that they want to improve. They are at Level 1 or 2 

based on the Adult Literacy & Life Skills Survey. The learning team, a student and a volunteer 

tutor, works on the improvement of reading, writing and reaching the goals of the student. 

LELL – Literacy for English Language Learners 

The adult students have a variety of education backgrounds. The students may have not received 

schooling or had minimal schooling in their own language and thus are dealing with issues of 

literacy and acquisition of a second language. The students may have been educated in their own 

language but used a different alphabet and, therefore, have difficulty reading, writing and 

speaking English. The student may have had some English as a Second Language education but 

still has problems in English. The majority of students have lived in Canada over 3 years, are 

Canadian citizens, and either are not eligible or cannot access LINC (government) funding. 

Math Literacy Program 

P.A.L.S. offers Basic Life Skills and Pre-entry Math. 

 The Basic Life Skills of Math Literacy Program assist students with developing skills to 

use in daily life. Many of the students are concurrently working with Literacy or LELL 

tutors to improve their reading, writing, speaking, and listening skills. 

 In the Pre-Entry Math Program, the learner is the adult who wants to attend another 

educational opportunity. This improvement will enable them to get a job or increase their 

position in their current job. The barrier for this student is the lack of math skills because 

there is a minimum requirement to enter other programs of study, e.g. the Apprenticeship 

Program. 
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Group Work 

LELL Conversation Circle 

These are small groups of students ranging in size from 4 to 8 adults students who have similar 

level of skills. The group meets with a volunteer to work on conversation or writing skills. 

The group meets for a minimum of 12 consecutive weeks for 2 hours per week. The students are 

selected by the program coordinator. The goals for the circle and the learning plan is developed 

by the students and the volunteer tutor.  

Computer Literacy 

Students receive training in computer from very basic (how to turn on a computer) to using word 

processing programs and the Internet. This is open to any learner/student who is interested. 

Students for Students 

This is a networking and learning group for students. Students have the opportunity to meet with 

other students to learn that he/she is not alone and to develop skills that will enable the student to 

“find his/her voice”. The activities include socializing, learning sessions such as workshops on 

Emergency First Aid, and opportunities to attend conferences. Tutors are invited to attend with 

the student, as sometimes students are too shy to attend on their own. 

The family members of students are also encouraged to attend such as field trips and Student and 

Volunteer Recognition Celebration. 

Reaching New Heights 

This is a program for students to develop skills for advocacy and volunteering. 
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Outcomes Protocol 
Outcomes describe the difference your activities will make in the short term, intermediate and 

long term.  

The outcomes for the programs are: 

 Adults increase literacy skills. 

 Adults meet their individual goals. 

 Adults use increased literacy skills in daily living. 

 Changes in the life of the adult student. 

Each program will define the outcomes in relation to the specifics of the program, have an 

outcomes protocol, and measurement tools to measure the outcomes. 

Measurement of Outcomes 

Adults increase literacy skills 

Self-reporting.  Students are asked on the 3 or 6 month survey if they have increased their literacy 

skills. 

Information from Volunteers - Volunteers inform the coordinators the materials that have been 

completed in the match or group.  Coordinators monitor the information and report via the criteria 

for the program. 

Adults meets individual goals 

Self-reporting.  Students are asked on the 3 or 6 month survey if they are meeting their goals. 

Matches are asked to send their goals to the coordinator and the coordinator will monitor the 

change in goals. 

Adults who have met their goals in relation to completion of program, employment - either get a 

job or increase in wages or responsibility, and have completed the requirements for entrance into 

other educational opportunities - monitored by the coordinator. 

Adults use increased literacy skills in daily living 

Self-reporting. Students are asked if they use their skills in daily living and for examples. 

Changes in the life of the adult students 

The assumption is that the change is positive.  We want to understand that the adults have 

integrated the increased skills into their perception of themselves and actions in their lives. 

These attributes are: 

 Self -esteem/confidence, 

 Decision making, 

 Isolation - involvement in the community, 

 Express ideas. 
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Self-reporting. Students are asked questions on these attributes and to share examples. 

Students are asked an open ended question - Highlights that they would like to share. 

 

Additional Information 

Coordinators conduct 3 case studies of adult students who have achieved success in each 

program. 

Three in-depth interview per program will be conducted with randomly selected adult students. 

 

Time Lines for Reporting 

 

Student enters Program 

 

Match/Group is on going 

 

3 or 6 month survey 

 

Coordinator assesses the 

student’s current skills. 

The coordinator develops a 

learning plan that builds on 

these skills to meet the 

student’s goal. 

Coordinator places student 

with volunteer tutor in a 

match or a group. 

 

The volunteer tutor and 

coordinator further develop 

the learning plan which is 

continually updated. 

 

Goals are developed by 

student and tutor.  The goals 

are given to the coordinator 

and updated on a regular 

basis. 

 

Matches completes monthly 

reports that are sent to the 

coordinator. 

 

 

Groups/circles complete 

surveys every 3 months. 

 

Math Literacy matches 

complete every 3 months. 

 

Literacy and LELL matches 

complete surveys every 6 

months. 

 

When a match is finished the 

6 month survey is completed. 
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Support to Tutors 

Program Coordinator 

The program coordinator orients and matches volunteers. Each student is assessed and their 

needs are identified by the Program Coordinator. The coordinator also coordinates volunteer 

training workshops. The coordinator maintains the volunteer and student files and records and 

purchases program materials and resources. The coordinator is there as a resource person for 

both students and volunteers. Tutors are encouraged to call P.A.L.S. office to discuss problems, 

make suggestions and share insights. 

Use of P.A.L.S. Equipment and Facility 

 Tutors may use the tutoring space available at the P.A.L.S. office. In order to ensure that 

the room is available, please enter time slots on the sign-up sheets at the P.A.L.S. office. 

 If tutoring is to take place after the office hours, the tutor must sign for keys to the office 

and discuss lock-up procedures with the program coordinators. The keys must be 

returned to the program coordinator as soon as the volunteer stops tutoring for P.A.L.S. 

 The photocopier is available for the tutor to copy learning materials. Binders are available 

for the materials. Please ask staff for assistance. 

 Computers are available to the volunteers and students. For more information, please talk 

a program coordinator. 

Learning and Resource Materials 

The materials for the lessons are on loan to the tutor and purchased by the student if the student 

chooses to write in the materials. Many students, especially in literacy, like to have their own 

workbooks. If the purchase of the materials is a financial burden for the student, please talk to 

the program coordinator. 

If there is only one copy of the material, please talk to the program coordinator before 

purchasing. 

Library 

All materials are available to both tutors and students either to be read and returned or purchased. 

When materials are on loan the tutor will put the date and the name of the book on his/her library 

sheet, which remains in the office. 

Books that are on loan are not to be written in as other tutors and students will use the books. 

Please return the materials as soon as you are finished as there may be only a limited number of 

copies. 

Resource Materials 

There is a variety of resource material for tutors. This material covers areas from student’s 

interest to approaches to tutoring. Those materials are available for loan. 
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Student Materials 

There are materials available for each student and given free of charge: 

 Dictionaries 

 Day timers 

 Scribblers 

 Journal 

 Pencils, pens and erasers 

 Personal hygiene materials are available in a student room. 

Newsletter 

P.A.L.S. has a newsletter that is sent out four times a year. The newsletter contains information 

on upcoming events, a Literacy, LELL, Math Literacy Tutor Page and Student for Student Page, 

and successes achieved by students. 

We encourage you to use the newsletter as learning materials with your student, to contribute and 

encourage your student to contribute to the newsletter, and to give P.A.L.S. feedback on the 

newsletter. 
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Volunteer Process 
This is the process that you as a new volunteer undergo within P.A.L.S. 

Interview 

The Volunteer Coordinator interviews the prospective tutor. The applicant is asked to provide the 

names, address and postal codes for three (3) personal references and consent to a police check. 

Volunteers are matched after the references and police check have been received. 

Training 

Training is provided for the volunteer. This consists of an Orientation, Area Training – Literacy, 

LELL or Math Literacy. Volunteers are welcome to attend all training sessions even if they wish 

to work in only one area. 

Outcomes Workshop & Roundtable Workshop will be held twice a year. Each tutor is required to 

take the outcomes workshop within six months of training. 

Match 

All trained tutors will be matched within one month of area training, provided that the police 

check has been returned “clear”. If there are any issues with your student and the match, discuss 

with the coordinator. 

Professional Development Workshops 

Professional Development Workshops are held twice a year on a subject of interest to each 

Literacy, LELL, and Math Literacy volunteers. 

P.A.L.S. Student and Volunteer Conference 

Every two years, P.A.L.S. hosts a one-day conference for student and volunteers. 

Annual Focus Groups 

Every spring P.A.L.S. conducts focus groups with students and tutors. We would appreciate your 

and your student’s participation in the groups. The focus groups assist in setting the direction for 

P.A.L.S. 

Other Volunteers Opportunities 

We know that your primary commitment in volunteering is to your student. Listed below are 

other areas where volunteers are needed. You may want to review opportunities and decide if 

you want to volunteer or you may want to share your skills with P.A.L.S. 

Committees and Board of Directors 

The governance of the Society is the responsibility of the board of directors.  

There are also ad hoc committees on various issues such as community awareness, fund raising, 

personnel etc.  

The executive director will have more information, if you are interested in this role. 
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Fund Raising Activities 

Casino 

Every two years P.A.L.S. hosts a casino. Volunteers are needed to work at the casino. This event 

is held over 2 days. Volunteers work a shift of 8 to 9 hours.  The dates of the casino are decided 

by Alberta Gaming and the facility is Palace Casino at WEM. 

Raffle 

P.A.L.S. has a raffle every year.  The tickets are usually sold from March to August.  Students 

and volunteers are asked to sell tickets. 

Adopt a Loonie Box 

There are Loonies for Literacy boxes available.  If you know of a business that will set up a 

Loonie Box, please let us know and together we will approach them.  You would look after the 

box, pick up the donations and deliver them to our office. 

Ad hoc Fund Raisers 

Opportunities become available and information on these is in the newsletter 

Community Awareness 

Give presentations to community groups. Assist in the development and placement of 

promotional materials. 

Administrative 

Assist in the office with administrative duties including mail outs, data input etc. 

Exit Interview 

At the end of your volunteer experience you have the opportunity to complete a volunteer exit 

interview. Please contact the volunteer coordinator to complete the exit interview. The 

information gathered here will enable P.A.L.S. to improve the programs. 



18 

Volunteer Policies 
P.A.L.S. has policies that set direction, standards and limit risk for volunteers, students and staff. 

There are policies on beliefs, governance, program, finance, advocacy, privacy, and personnel. 

Our policy manual is available to anyone who would like to review them, please ask a staff 

member for the Policy Manual. 

The policies listed here have a direct impact on your volunteer experience with P.A.L.S. 

Program Policies 

1 Volunteers 

The volunteer is the core of P.A.L.S. Volunteers are given responsibilities in all areas of P.A.L.S. 

Volunteers are an integral part of the P.A.L.S. team. 

As a part of the team, the volunteer is given respect, clear direction, recognition, training, and 

support. Conduct between the staff and volunteer is ethical and professional. 

2 Canadian Code for Volunteer Involvement 

The Value of Volunteer Involvement 

 Volunteer involvement is fundamental to a healthy and democratic society in 

Canada 

o It promotes civic engagement and active participation in shaping the 

society we want 

o It gives everyone a voice and the space to contribute to the quality of life 

in communities 

 Volunteer involvement is vital for strong, inclusive, and resilient 

communities 

o It promotes change and development through the collective efforts of 

those who know the community best 

o It identifies and supports local strengths and assets to respond to 

community challenges while strengthening the social fabric 

 Volunteer involvement builds the capacity of organizations 

o It provides organizations with the skills, talents, and perspectives that are 

essential to their relevance, vitality, and sustainability 

o It increases the capacity of organizations to accomplish their goals through 

programs and services that respond to and are reflective of the unique 

characteristics of their communities 

 Volunteer involvement is personal 

o It promotes a sense of belonging and general wellbeing 

o It provides the opportunity for individuals to engage according to their 

personal preferences and motivations 
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 Volunteering is about building relationships 

o It connects people to the causes they care about, and allows community 

outcomes and personal goals to be met within a spectrum of engagement 

o It creates opportunities for non-profit organizations to accomplish their 

goals by engaging and involving volunteers, and it allows volunteers an 

opportunity to engage with and contribute to building community 

Guiding Principles for Volunteer Involvement 

 Volunteers have rights. Non-profit organizations recognize that volunteers are a 

vital human resource and will commit to the appropriate infrastructure to support 

volunteer engagement.  

o The organization’s practices ensure effective volunteer involvement. 

o The organization commits to providing a safe and supportive environment 

for volunteers. 

 Volunteers have responsibilities. Volunteers make a commitment and are 

accountable to the organization. 

o Volunteers will act with respect for the cause, the stakeholders, the 

organization and the community. 

o Volunteers will act responsibly and with integrity. 

Organization Standards for Volunteer Involvement 

1) Mission-based Approach 

The organization’s Board of Directors and senior staff acknowledge, articulate, and 

support the vital role of volunteers in achieving the organization’s purpose or 

mission. Volunteer roles are clearly linked to the organization’s mission. 

2) Human Resources 

Volunteers are welcomed and treated as valued and integral members of the 

organization’s human resources team. The organization has a planned and integrated 

approach for volunteer involvement that includes providing appropriate resources to 

support volunteer involvement. 

3) Policies and Procedures 

A policy framework that defines and supports the involvement of volunteers is 

adopted by the organization. 

4) Volunteer Administration 

The organization has clearly designated individual(s) with appropriate qualifications 

responsible for supporting volunteer involvement. 

5) Risk Management and Quality Assurance 

Risk management procedures are in place to assess, manage, or mitigate potential 

risks to the volunteers, the organization and its clients, members and participants that 

may result from the delivery of volunteer-led program or service. Each volunteer role 

is assessed for level of risk as part of the screening process. 
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6) Volunteer Roles 

Volunteer roles contribute to the mission or purpose of the organization and clearly 

identify the abilities needed. Volunteer roles involve volunteers in meaningful ways 

that reflect their skills, needs, interests, and backgrounds. 

7) Recruitment 

Volunteer recruitment incorporates a broad range of internal and external strategies to 

reach out to diverse source of volunteers. 

8) Screening 

A clearly communicated and transparent screening process, which is aligned with the 

risk management approach, is adopted and consistently applied across the 

organization. 

9) Orientation and Training  

Volunteers receive an orientation to the organization, its policies, and practices, 

appropriate to each role. Each volunteer receives training specific to the volunteer 

role and the needs of the individual volunteer. 

10) Support and Supervision 

Volunteers receive the level of support and supervision required for the role and are 

provided with regular opportunities to give and receive feedback. 

11) Records Management 

Standardized documentation and records management practices and procedures are 

followed and are in line with current relevant legislation. 

12) Technology 

Volunteers are engaged and supported within the organization through the integration 

and intentional use of current technology. New opportunities to strengthen volunteer 

engagement and capacity through the use of technology are evaluated continually. 

13) Recognition 

The contributions of volunteers are acknowledged by the organization with ongoing 

formal and informal methods of recognition, applicable to the volunteer role. The 

value and impact of volunteer contributions are understood and acknowledged within 

the organization and communicated to the volunteer. 

14) Evaluation 

An evaluation framework is in place to assess the performance of volunteers and 

gauge volunteer satisfaction. The effectiveness of the volunteer engagement strategy 

in meeting the organization’s mandate is also evaluated. 

3 Code of Conduct 

The reputation of P.A.L.S. in the community places high expectations upon its integrity.  Its 

reputation is in turn dependent upon the integrity and sense of responsibility of its directors, 

officers and employees in who great trust rests. The way in which this trust is discharged 

determines the success of P.A.L.S. and the place of pride, which it enjoys in the community. 
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The transactions in which P.A.L.S. engages are diverse, multi-faceted and increasingly complex. 

It is not possible to state a set of rules that would codify proper behavior in every situation. It is 

imperative that a high standard of ethical, moral and legal conduct be evidenced in all P.A.L.S. 

activities and practices. 

4 Relationship with adult students 

The adults who attend P.A.L.S. to develop literacy skills are a vulnerable population. Adults may 

not have skills in making decisions, knowledge/awareness of boundaries, and tend to make short 

term decisions. They may have instability in their lives. 

Staff and volunteers are mentors in literacy, language, and math skills. There is information to 

refer students to other programs as needed - to facilitate students to other resources. Members of 

staff also have information. 

The staff and volunteers are in a relationship with students that is not equal as the former can be 

perceived as in a position of power. The relationship is based on trust and mutual respect. 

Therefore, it is necessary to ensure that boundaries are respected and maintained. 

There is no expectation, by either the volunteer or the student, that gifts will be given or 

exchanged in the match. At the discretion of the volunteer and/or student, gifts may be given or 

exchanged. The amount of the gift will be under $20. 

5 Disciplinary Process 

The disciplinary process is enforced to correct a deficiency in conduct or performance. Steps 

may be bypassed depending on the severity. The volunteer or student can be substituted for the 

word employee. 

Infractions that do occur are managed through the progressive discipline process, which consists 

of: 

Step 1 – Verbal Warning  

 The supervisor informs the employee of the problem and what is required to meet 

the standard. 

 The employee is notified of an appropriate length of time to correct the problem. 

 The employee is advised that a failure to perform could result in a written 

warning. 

 Verbal warning is recorded and placed in the employee’s file and may be 

removed after twelve months, providing the employee is in good standing, and no 

further incidents have occurred. 

Step 2 – Written Warning 

 The employee is informed in writing. 

 The employee is given appropriate counseling or training. 

 The employee is asked to sign the written warning as an acknowledgement of the 

notice. 
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 A copy of the written warning will be filed in employee’s file, and maybe 

removed after twelve months, providing the employee is in good standing, and no 

further incidents have occurred. 

Step 3 – Termination. 

6 Grievance Procedure 

In the event of any dispute or complaint by a volunteer or student arising out of the 

interpretation, application or violation of P.A.L.S. Policies and Procedures, these procedures 

shall be followed 

Student or Volunteer 

a) A student or volunteer grievance with respect to a staff member is submitted to the 

program coordinator. The program coordinator shall meet with the parties for the purpose 

of affecting a resolution within (7) seven days. 

b) If the student or volunteer is not satisfied with the purpose of the discussion, the 

grievance may be submitted in writing seven (7) days to the executive director. The 

program coordinator is notified that the grievance has been person who has the grievance 

within seven (7) days. 

c) If the student or volunteer is not satisfied with the outcome of the discussion, the 

grievance maybe submitted in writing seven (7) days to the president. The executive 

director is notified that the grievance has been submitted to president. 

d) An ad hoc committee of the board will meet within fourteen (14) days. The person 

making the grievance shall be entitled to have a representative speak on his/her behalf. 

The committee will render its decision in writing within ten (10) days. 

7 Harassment Policy 

P.A.L.S. employees, students and volunteers are entitled to be treated with dignity, free from 

harassment based on race, sex, national or ethnic origin, colour, religion, age, martial or family 

status, sexual orientation, or disability. 

a) Definition 

Harassment is a form of discrimination.  Harassment is any conduct – verbal, physical, or 

by innuendo – that is likely to cause offence or humiliation to any person. 

b) Sexual Harassment 

Sexual harassment is one of the most common forms of harassment. Sexual harassment is 

deliberate and unsolicited and can be offensive sexual comments, gestures or physical 

contact that are unwanted or offensive either on a first time basis or as a continuous series 

of incidents. It may also involve favours, promises of favours, advantages in return for 

giving in to sexual advances, or the threat of revenge for refusing them. 

What is not sexual harassment? The common social banter that occurs regularly in the 

work environment is usually not considered sexual harassment. Sexual harassment, by 

definition, is coercive and one-sided and both males and females can be victims of it. 

c) What to do if harassment occurs 

If you feel that you are being harassed, the first step is to immediately make the alleged 
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harasser know of your disapproval and/or uneasiness. To avoid any misunderstanding, 

you should clearly state that you perceive his or her action/behaviour as harassment under 

the terms of P.A.L.S. policy. 

If there is a further incident or if you choose not to confront the person responsible, 

immediately contact your supervisor or the executive director. If possible, tell the 

harasser that you are informing management. 

If there is a further incident, make a written record of all incidents. In your statement, 

include the nature of the behaviour, dates, times, witnesses (if any), and the action taken 

by you to tell the alleged harasser of your disapproval. 

If the seriousness of the incident requires immediate action, inform your program 

coordinator, the executive director or any person with sufficient authority to take or 

ensure the taking of remedial action immediately. 

Contact the executive director, who will request a copy of your statement. 

The accused person and her/his rights must also be protected.  He/she will be provided 

with the chance to explain her/himself. 

The executive director will investigate the alleged harassment.  This will require 

interviewing the complainant, the alleged harasser, and any witness. A decision / 

recommendation will be made and both parties will be advised. If you are not satisfied, 

the P.A.L.S. will do a formal investigation to the grievance policies. 

d) Confidentiality 

Management must keep all information concerning the matter confidential. Information 

will only be given out for an investigation or disciplinary measures. 

Documentation on the matter will not be placed in the complainant’s file. 

e) Disciplinary action 

Harassment by an employee, student or volunteer is a serious offense.  If found to be true, 

she/he will be subject to immediate disciplinary action. Depending upon the 

circumstances, a founded complaint under this policy will be considered a form of 

employee, student and/or volunteer misconduct. 

As in any other case of misconduct, corrective action may include discipline, which can 

vary from verbal counseling to discharge. 

Intentionally accusing someone of harassment, known to be false, is a serious matter and is also 

subject to disciplinary action. 

Management has a responsibility to prevent any harassment in the workplace or in the matches. 

Managers who fail to take appropriate corrective action when made aware of harassment will 

themselves be subject to disciplinary action. 

Nothing in this policy precludes an individual’s right to file a complaint with the Human Rights 

Commission should the employee, student or volunteer feel that the situation warrants such 

action. 

The issue of harassment is addressed to students “As does not have respect for me.” 
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8  Privacy Policies 

The Privacy Policies apply to all members of P.A. L.S. - students, volunteers and staff. These 

policies are in addition to confidentially policies. 

The Privacy Policies apply to all members of P.A.L.S. – students, volunteers and staff. These 

policies recognize the rights of the individuals to privacy of their personal information. 

These policies are in addition to confidentiality policies. 

Person Responsible: 

Executive director is responsible for Privacy and its compliance. 

The executive director receives complaints from any person in relation to these policies. 

The executive director will investigate the complaint and ensure that the organization is 

complaint. If the person who made the complaint is not satisfied with the resolution then 

the person can take the issue to the board of directors as per P.A.L.S. grievance policies. 

Information collected and reason for the collection: 

Information is collected from volunteers and students for the following reason: 

1. Contact information and emergency contact, 

2. Suitability for the match 

 Volunteer – education, occupation, volunteer experience, hobbies and interests, 

interviews, reference check and police check. 

 Student – previous education, country of origin, criminal record, assessment of 

current skills. 

3. Availability for the match – time available, mode of transportation and geographic 

area. 

4. Funder’s requests, age, marital status and dependents. 

5. Outcome results – the progress of the match and the results for the student. 

Staff is responsible to ensure that accurate information is kept and the information is 

updated. 

Use of Information: 

Information is shared with the student’s tutor and staff. 

Information and reports of results of the tutoring are combined so that no one person can 

be identified. The combined results are used for reports to funders and in P.A.L.S. 

information. 

Security of information: 

Information is kept in a secure location and is password protected on the computer. 

Destruction of information: 

Information that can identify a person is destroyed two years after the person has left the 

program. 
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Third party transfers: 

Students and volunteers have to sign a release/consent form allowing the release of 

information to a third party. The third party will have to state the reasons for which the 

request for information is made. 

Openness and Accessibility: 

Students will be informed of the privacy of information policies. The policies will be 

included in the tutor training manual. 

Each person can have access to his/her information if requested. The staff will provide 

access so that no information on another person will be shared. 

Donating to P.A.L.S. 

Personal information on anyone who makes a donation to P.A.L.S. is used internally. 

P.A.L.S. does not trade, sell or share donor information. Donors are acknowledged in 

various P.A.L.S. publications unless the donor has indicated to remain anonymous. 

9 Advocacy 

P.A.L.S.' advocacy work focuses on empowerment of students, promotion of a literate society, 

the systemic nature and ramifications of low-level literacy, and the goals of the Society. 

Advocacy for Literacy, LELL, and Math Literacy Students 

P.A.L.S. communication and activities will advocate for the empowerment of students. 

Advocacy for the Individual Student 

P.A.L.S. role in advocating for the student is to empower the student to make informed choices 

and decisions related to self-development. 

P.A.L.S. staff and volunteers will provide materials and support which identify resources 

available for the student. The goal is to have the student incorporate/integrate the learning into 

their life so that they make their own decisions. 

Advocacy of Issues of Low Literacy 

P.A.L.S. will promote a community in which all adults are functionally literate.  P.A.L.S. will 

ensure that the awareness of issues of low-level literacy for the individual and for the community 

are promoted. 

Advocacy of Issues in the Community 

All P.A.L.S. promotional materials and activities in the community will promote the awareness 

of low-literacy issues. 

10 Volunteer Agreement 

All volunteers will sign a volunteer agreement that delineates the volunteer’s expectations of the 

staff and the staff’s expectation of the volunteer. 
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11 Volunteer Termination 

A volunteer will be asked to leave the program if he/she poses a risk, either physically or 

emotionally, to the student and/or the Society. This is noted in the volunteer’s file and is kept on 

file. The volunteer has the right to appeal the decision.  See Personnel Policies. 

The program coordinator discusses the situation with the executive director.  The reason the 

volunteer was asked to leave is be noted on the volunteer’s file. 

12 Removal of Name from Membership 

A volunteer is removed from the membership list: 

 at the volunteer’s request, 

 there is no longer contact with the volunteer, or  

 the volunteer is asked to leave the Society. 

 

Volunteer and Student 

Matching Criteria 

In order to have a successful match, the student and volunteer tutor are matched based on the 

following factors: 

 Educational needs of the student and skills of the volunteer tutor 

 Compatibility of personal characteristics of the student and tutor 

 Accessibility of the student and tutor based on time of day and transportation 

 Gender of either the student or tutor is not a factor unless there are potential issues 

If there is an issue in the match place contact your coordinator. 

Confidentiality of the Match 

Tutors receive information in regard to their student with the understanding that it will remain 

confidential. 

Information, especially when it could affect the learning and/or P.A.L.S. should be shared with 

the program coordinator or the executive director. The volunteer may be required by law to share 

information on the student. 

Volunteers may discuss any matters and/or issues of concern regarding the organization, 

administration and operations of P.A.L.S. with any of the staff.  

If the student asks the volunteer to give information to a person outside the agency, e.g. social 

worker, the matter is referred to the program coordinator. 

The policy is discussed with tutors and students and is in the tutor manual. Refer to privacy 
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Support of Match 

The program coordinator supports the match to ensure that the needs of the student and tutor are 

met. In order to ensure the needs are met, the program coordinator monitors each match. 

Within six (6) weeks of the establishment of a match the program coordinator contacts the tutor 

and student to ensure that the match is meeting and offers assistance. 

The program coordinator has contact with each match monthly. Contact is defined as receiving 

the monthly report sheet, telephone call, a visit in person, and/or e-mail. 

Place of Meeting 

As the students do not have the same degree of screening as tutors, the policy is that the 

student/tutor pair meets at P.A.L.S. office or neutral location such as a library. P.A.L.S. also 

recognizes that both the tutor and the student are adults and that a friendship may develop so 

that, if after 6 months, the team wishes to meet in one of the homes (please ensure that there are 

minimal distractions), this can be done on the approval of the program coordinator. Any 

exceptions to this rule must be discussed with the Program Coordinator. 

On occasion, as a result of the needs of the student, you may be asked to meet with a student in 

his/her own home.  In this situation the Program Coordinator has conducted a visit to the home. 

There are meeting rooms at the P.A.L.S. office. Keys and code for the office are available for 

volunteers who want to meet with their student during hours when the office is not open. A form 

must be signed and keys returned when no longer needed. 

Volunteer Termination of the Match 

The volunteer has the right to ask the program coordinator to terminate the match.  The reasons 

may include compatibility of the match, student does not meet the expectations as laid out in the 

Tutor and Student Agreement, and student does not contact you when meetings are missed or 

lack of motivation.  Please discuss with the Program Coordinator, if there are any issues in the 

match. 

Automobile Usage 

P.A.L.S. volunteers and students are not covered by any liability insurance.  Therefore, any use 

of an automobile as transport in relation to the match is at the discretion of the operator’s insurer.  

Volunteer tutors are informed of this policy at the Tutor Training Workshops and in the tutor 

manual. 

Photocopying of Materials 

Any materials produced by P.A.L.S. can be photocopied. Materials from other sources can only 

be photocopied for use by the student. Any private copying must be paid for at a set rate to be 

determined annually. 
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Tutor Job Description 
 

Position Title Volunteer Tutor 

 Literacy 

 LELL – Literacy for English Language Learners 

 Math Literacy 

 

Reports to the Program Coordinator 

 

Qualifications 

 Literate with a good command of the English language/basic Math 

 Patient, good sense of humour and a caring attitude 

 Understands issues adults have with low literacy skills 

 

Responsibilities as a Volunteer Tutor 

 Be a member of the P.A.L.S. team 

 Attend Orientation for New Volunteers, Area Training, and Professional Development 

workshops 

 Mentor an adult student 

 Adhere to P.A.L.S. – Project Adult Literacy Society Policies  

 Communicate with the Program Coordinator on a regular basis regarding student’s 

progress and/or concerns 

 Complete reports and outcomes as requested 

 Volunteer tutors can determine when a match needs to be ended in consultation with the 

Program Coordinator 

 

Responsibilities to Student 

 Meet with student on a weekly basis 

 Maintain confidentiality of the match 

 Build on the skills of the student and help them meet their goals 

 Recognize and acknowledge the student’s learning progress 

 

 

August 2017 
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Volunteer Agreement 
 

This is an agreement between P.A.L.S. and_____________________________________ who 

has agreed to be a Volunteer. 

The terms of this agreement are that P.A.L.S. and ______________________________ commit 

to the following principals and actions. 

 

P.A.L.S.-Project Adult Literacy Society 

 As a member of the P.A.L.S. team, the volunteer is treated with respect and dignity. The 

volunteer is recognized for her/his contribution to the achievement of the mission of 

P.A.L.S. “Changing lives through literacy.” 

 P.A.L.S. will provide training, tools and resources for the volunteer to meet the 

responsibility of their position. P.A.L.S. will provide support, supervision and      

feedback to the volunteer 

 P.A.L.S. will be receptive to any suggestions from the volunteer to ways in which the 

student’s goals can be met or improvement to P.A.L.S. can be made. 

 P.AL.S. will ensure that information that is necessary for you to have a quality 

experience as a volunteer is given to you. 

Volunteer 

 The volunteer is responsible with the P.A.L.S. staff team to achieve the mission of 

P.A.LS. and the outcomes. 

 The volunteer will implement the outcomes protocol, and submit the reports required. 

 The volunteer will volunteer with honesty, integrity and respect to students and P.A.L.S. 

volunteers and staff. 

 The volunteer will contact and share with his or her program coordinator achievements, 

concerns, insights and issues at least once a month in person, by phone, by email, fax or 

mail. 

 The volunteer will maintain confidentiality of information received from P.A.L.S. In 

regard to the student or from the student unless the information needs to be shared with 

appropriate people. 

 If I can no longer volunteer, I will provide adequate notice and the required 

documentation so that alternate arrangements can be made. 

 

Tutor__________________________ Coordinator___________________________ 

Date __________________________ 
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P.A.L.S. History and Funding 

History 

In 1979, the Volunteer Reading Aides of Edmonton Society was formed by a group of citizens 

who were concerned about the level of literacy in the adult population and the lack of 

opportunities for adults to gain and improve literacy skills. They were aware of the systemic 

nature of low literacy skills; the lack of opportunities for individuals; and socio-economic level 

of persons with low literacy skills. Since that time, a voluntary board of directors drawn from the 

general membership has governed the Society. 

1979 Volunteer Reading Aides of Edmonton Society was formed. It was a council 

affiliated with Laubach Literacy of Canada. The program was started and 

coordinated by Magda Baglo. 

1983 Received a Revenue Canada non-profit registration number. 

1985 Program sponsored by Edmonton Public Schools and received first small grant 

from Alberta Advanced Education. 

1986 Received development funding from United Way. 

1989 Incorporated under the Society’s Act of Alberta. 

1990 United Way member agency. 

1993 English Literacy for Speakers of Other Languages (ELSOL) piloted with a grant 

from Wild Rose Foundation. 

2000 Students for Students Program started.  This is a program for students to network 

and develop skills in other areas such as leadership, running meetings, etc. 

2002 Volunteer coordinator full-time. 

2004 ESL coordinator full-time. 

2007 Math Literacy Program developed as a full time tutor program. 

 

Funders 

Organizations that fund P.A.L.S. on an annual basis 

These funders receive program reports every year on the programs and the outcomes. 

 Alberta Advanced Education – Community Programs funds Literacy and Math Literacy. 

 United Way of the Alberta Capital Region funds Literacy, LELL, Math Literacy, and 

Students for Students. 

 City of Edmonton – Community Investment funds all programs. 

 ECALA – Edmonton Council for Adult Learning Association funds small group 

activities, LELL conversation circles, Math Literacy circle, computer literacy, and 

workshops for students. 



31 

Grants 

Fund a specific program for a set period of time. 

 Alberta Gaming – Community Initiatives Program. 

 Union 52 Benevolent Society. 

 Realtors Community Foundation. 

 Royal Alexandra Hospital Employees’ Charitable Donations Fund. 
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Literacy and English as a Second Language 

Organizations 

Edmonton 

The Candora Society of Edmonton, #262 Abbottsfield Mall (3210-118 Ave) 

The Society provides various Adult Programs, including English as a Second Language (E.S.L), 

Computer Class, and Employment Preparation.  A variety of personal interest groups are also 

offered such as Adult Fitness. 

Centre for Family Literacy, 11642 - 142 Street NW 

Programs that support literacy between adults and their children include: Book Offer Our Kids 

Success (B.O.O.K.S.), Book Buddies, Books for Babies, Help Your Child to Read and Write, 

Learning Together, Multicultural Book Buddies, Rhymes that Bind, and Storysacks. 

There is also one to one tutoring in Literacy. 

Changing Together: A Centre for Immigrant Women, Mc Cauley School Building, 3rd Floor, 

9538 – 107 Ave NW 

The Centre provides programs to immigrant women of all ages.  The E.S.L. and the English 

Conversation Class allow students to enhance their basic English language skills. There are also 

a number of programs designed to help student seeking citizenship and employment.  The 

Citizenship Preparation Sessions will prepare students for the citizenship test.  The Volunteer 

Involvement Support Program allows students to gain valuable work experience in a supportive 

setting.  The Making Changes Program is a pre-employment program with a focus on life skills. 

Edmonton Mennonite Centre for Newcomers, 8914 118 Ave NW and 11713 82 Street NW 

The Centre offers many LINC Programs for E.S.L. learners to enhance integration into 

Canadian society.  Students must qualify for LINC. Literacy LINC (1-4) classes are offered 

through a variety of dates, times, and locations.  Classes focus on skill development and 

employment training, multi-level E.S.L. and senior learning. 

The Centre also offers E.S.L. for Specific Purposes Programs.  These programs are specific to 

age grouping and personal interests.  Students will develop their conversational English skills in 

a variety of situations while focusing on reading, vocabulary, and grammar. 

The Learning Centre Literacy Association, #218, 3210 – 118 Ave 

Adults choose to improve their literacy and numeracy skills while working individually, with a 

tutor, or in a small group.  The programs include: Everyday Reading and Writing, Reading and 

Writing Transitions, Writing Circle, Creative Writing, Book Clubs, and Math.  Services are 

offered downtown at Boyle Street Community Services and in northeast Edmonton at 

Abbottsfield Mall. 

NorQuest College, 10215 – 108 Street NW 

Adults take one to two years, on average, to complete the Academic Upgrading 7-12 Program.  

After completion of a minimum of six courses, students are given to NorQuest certificate along 

with the related Alberta Education of high school equivalency credits. 

The E.S.L. Intensive Program helps adults to build confidence and proficiency in the English 

language through a variety of settings. Students are awarded credits for each course completed. 
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Catholic Social Services, 8212 118 Ave NW 

ESL adults who are eligible for LINC, government funding, have to be assessed by this agency 

and then are given options of where the funding can be used. 

National Organizations 

ABC Life Literacy Canada 

This organization’s mandate is the promotion of literacy issues.  They provide the LEARN 

advertisement in the yellow pages. 


