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Welcome to Eastside Neighbors Network!  
 
I am delighted to welcome you to the Eastside Neighbors Network virtual 
village.  A virtual village is a member-driven, grassroots, non-profit 
community organization that brings neighbors together to help one another 
thrive, remain independent and make new friends as they progress through 
their retirement years. 
 
ENN volunteers provide the extra helping hand and neighborly support that 
makes it easier and safer for our Eastside neighbors to stay in their homes 
as they age.  You’ll have the opportunity to do things you enjoy doing while 
helping a neighbor and making new friends.  
 
This Volunteer Handbook provides information to supplement your 
orientation and serve as resource for you as you volunteer with the ENN.  
 
ENN relies on the commitment of volunteers; they are the heart of the 
organization. We look forward to your support and participation as we build 
our shared capacity to support our neighbors and build a stronger 
community for all. 
 
Warmest regards, 
 
 
 
Joanne Gainen, President 
Board of Directors 
(425) 270-8408 
Village@MyENN.org 
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Contribution of Volunteers to ENN Mission   
 
Eastside Neighbors Network (ENN) has a simple mission:  To empower 
members of the community to maintain independence as they age by 
fostering connections to others and simplifying access to resources.  
 
To carry out our mission, we provide volunteer help around the home and 
neighborhood, social and learning activities, and service opportunities for 
members who want to enjoy their retirement years in the homes and 
neighborhoods they love. We make it easy for members to ask for and 
receive trustworthy help.  
 
Like all villages, ENN relies on volunteers. We welcome volunteers of all 
ages who would like to provide a helping hand and support, making it 
easier, safer, and more enjoyable for our Eastside neighbors to remain part 
of our community.  Even an hour a week can make a difference in 
someone’s life. 
 
Goals of the Volunteer Program 
 

The Volunteer Program is intended to: 
 Support the mission of Eastside Neighbors Network by providing 

quality services to members and the organization.  
 Provide opportunities for friendships to develop between volunteers 

and members as they participate in social programs, share 
experiences and discover mutual interests.  

 Provide opportunities for engagement that encourage members and 
volunteers alike to feel needed and appreciated.  

 Support social and educational opportunities that bring enjoyment 
and meaning to living in our community.  

 Ensure that volunteers and members have a positive and satisfying 
service experience.  
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What Volunteers Do 
 
Volunteers may provide transportation, offer companionship, or perform 
tasks that can be difficult, risky, or technically challenging for ENN 
members. They help out in members’ homes and neighborhoods, at ENN 
events, or by telephone. They serve at times that are convenient for them 
and have complete control over which assignments they accept. The 
volunteer services we offer are summarized below. 
 
Social interaction between the volunteer and member is what makes our 
village a welcoming community. We look for volunteers who enjoy working 
with older adults and whose manner enables the member to feel 
comfortable accepting help from someone they may not know very well.  

 
 

 
Volunteer Screening and Insurance 

 
Due to the sensitive nature of some volunteer work, and the high level 
of service expected by ENN members, all volunteers must undergo a 
confidential criminal background check, conducted by a third party, and 
meet ENN screening criteria. Results will be available to the volunteer 
on a secure web site. There is no charge for this screening, although 
the volunteer may elect to pay for part or all of the cost. 
 
Volunteers who work with our members are covered by ENN’s general 
liability insurance while on scheduled assignments. 
 
Volunteers who wish to offer transportation for members must also 
show proof of insurance and undergo a DMV check to ensure a safe 
driving record. 
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How It Works – From Application to Celebration 
 
 

Below is a diagram of the Volunteer journey. 
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Volunteer Opportunities  
 
Our volunteer service teams include: 
 
Errands/Grocery Shopper Team Pet Care Team 
Friendly Phone Team  Tech Team:  
Friendly Visitor Team  Mac 
Handy Helper Team  PC  
Light Household/Yard Help Team  Smart Phone 

Office/Event Support Team (ENN) Transportation Team 
Paperwork/Organizer Team Leadership/Development Team 

 
Errands/Grocery Shopper Team 
Volunteers shop or run errands with or for members and help carry and put 
away packages. This may include grocery shopping, pharmacy pickup, 
mailing a package, or taking a computer for repair.  The member pays for 
all purchases and parking.  The volunteer provides the vehicle and the gas. 
 
Friendly Phone Team 
Phone Team Volunteers stay in touch by phone with members who may be 
housebound, for example post-surgery or during an illness or weather 
emergency. They may arrange a daily or weekly check-in call to chat and 
see how the member is doing.  
 
Friendly Visitor Team  
A visitor’s role is to have conversation with the member, perhaps play a 
card game, read aloud, reminisce, work on a puzzle together, or take a 
walk. We encourage volunteers to request that members turn off their 
televisions during visits. This visit may be fifteen minutes to an hour or two. 
 
Handy Helper Team 
Handy Helpers take on those tasks that don’t require a contractor but do 
require a level of skill or knowledge, such as updating weather-stripping, 
repairing a screen, adjusting settings on a “smart” thermostat, etc.  
 
Light Household/Yard Helper Team     
This team takes care of those occasional minor tasks that may be difficult 
or risky for a member to tackle on his or her own- things like replacing 
smoke alarm batteries, heater filters, or light bulbs in high places. A 
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volunteer might help put together a book shelf, hang pictures, move 
furniture, sweep the walkway, put out/take in waste bins, rake leaves, or 
put up/take down holiday decorations. 
 
Office Admin/Event Support Team 
Office Support volunteers help keep things running smoothly. They may 
take a phone shift using the general number, (425) 270-8408, match 
volunteers to service requests, or manage emails, data entry, and other 
general office services. They may also help with events or serve on an 
ENN committee (Marketing, Outreach, Membership, Volunteers, etc.). 
 

Paperwork/Organizer Team 
Paperwork abounds in all our lives and can sometimes be overwhelming. 
Volunteers may work with members to sort bills and paperwork, set up files, 
assist with personal correspondence, or help with de-cluttering.  

 
Pet Care Team 
Volunteers may provide emergency pet care until other arrangements can 
be made. Pet care may include dog-walking, checking in on pets and/or 
feeding them during a short absence. No overnight pet care is provided.  
 
Transportation Team 
Volunteer drivers provide non-emergency door-to-door transportation within 
the Bellevue city limits. The volunteer may accompany members to medical 
appointments or social events; transportation may be one-way or roundtrip, 
depending on the length of time involved and volunteer availability.  
Transportation services may include helping the member to and from the 
door to the car, escorting or accompanying the member on an appointment, 
and providing support and assistance, such as carrying packages. Users of 
this service must be independent in mobility or require very minimal 
assistance.  Note:  Transportation beyond Bellevue may be made available in special 
circumstances, such as treatments that can only be obtained at Seattle hospitals.   

 
Tech Team: Mac, PC, Tablet, Smartphone   
Tech volunteers help with basic electronic tasks. This can include tablet or 
computer assistance, showing a member how to use email or Skype, use 
of video services, helping with mobile phone applications, and setting up 
basic security protections.   
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Becoming a Volunteer 
 
The first step is to complete the brief initial Volunteer Application on our 
web site. The form requests basic contact information and asks you to 
specify which volunteer categories are of interest to you. 
 
Our Volunteer Intake Coordinator or an Office Support Volunteer will 
contact you to learn a little more about your experience and your interest in 
our program. The next step is to complete a more extensive application 
which includes an agreement to complete a background check. When we 
receive your application, we will send you a link to complete the 
background check and, if you have applied for the Transportation Team, 
Motor Vehicle Record (MVR) screening. 
 
The Volunteer Committee reviews the record for each applicant and may 
follow up with questions. On completing a successful background check 
and review, All volunteers attend a two-hour orientation to learn about the 
organization, volunteer policies and procedures and best practices for 
working with ENN members. The orientation includes training to use the 
automated volunteer matching module on our web site as well as 
opportunities to meet other volunteers and ask questions. 
 
On completing the orientation, volunteers are ready to be neighbors helping 
neighbors – building community through service to others. 
 
How Volunteers Select and Fulfill Member Requests 
 
Efficient communication allows the process to work. To facilitate efficient 
communication, all members, volunteers and those working in the ENN 
office agree to check their email and voicemail at least once a day – and 
more often if they are in a conversation about requesting a service or 
fulfilling a service request.   

Volunteers receive a daily email message listing currently available 
member service requests that correspond to their chosen service area(s). 
The volunteer clicks on a link in the email message to view and accept an 
assignment of interest, using the secure, automated program on our web 
site. The system can be accessed online or via mobile phone. 
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The volunteer contacts the member by phone or email to confirm details of 
the service request. Transportation services often involve a set time (for 
example, a doctor’s appointment or an event). If the time of the service is 
flexible, the volunteer will set a mutually convenient time with the member. 
The volunteer reconfirms the time on the day before and again upon 
departing for the service. All changes to the schedule or type of service 
should be communicated to ENN either by updating the service request or 
contacting the office. 
 
Volunteers may request an ENN volunteer identification badge to wear in a 
visible manner every time they work with a member. The badge assures 
the member the volunteer is legitimate and lets them know their name.  

After each service assignment, the volunteer receives an email invitation to 
complete a brief online evaluation. The evaluation includes a 3-point rating 
scale and provides space for a brief report of the encounter, the time 
involved, any pertinent information about the visit, and any other 
information or suggestions that will improve the operation of ENN.  
 
From time to time, an Office Support Volunteer may check in with members 
to get feedback on the services and any recommendations.  
 
Just Say No  
Volunteer service should not become a burden, and volunteers should feel 
free to accept or decline assignments, depending upon their personal 
schedules and commitments. If you receive a call from the office asking for 
help with a service request that you would prefer not to take on, just say no! 
We will thank you and find another volunteer. If you volunteer for a service 
(such as driving) and then discover that the work is not agreeable, let us 
know you would like to try something else. Volunteers may serve on a 
regular or periodic basis 
 
  



Eastside Neighbors Network Volunteer Handbook 2019_Feb Page 11 

 

Guidelines for Interacting with Members 
 
We recognize that our volunteers are caring, helpful individuals.  
However, to maintain safe and positive relationships, volunteers are 
expected to observe these important guidelines. 
 
Volunteers DO NOT assist with activities of daily living or personal care 
such as dressing, bathing, handling medications, house cleaning or 
money management.  Volunteers also do not provide financial, legal or 
medical advice.  In addition, Volunteers cannot: 
 
 Administer medications, treatment or any type of medical care. 
 Attempt to lift someone who has fallen. Volunteers call 911 first, and 

then notify the ENN office. 
 Attempt to lift someone even if they haven’t fallen. 
 Witness documents. 
 Make personal phone calls, write emails or texts during a visit unless 

absolutely necessary. 
 Accept gifts of value; however, tea, coffee and small food items are 

acceptable. 
 Refer members to other services or vendors. 

 
 
 
Volunteer Policies and Practices  
 
Privacy and Confidentiality- A Serious Commitment 
Volunteers are responsible for maintaining members’ privacy as well as 
their own and other volunteers’ privacy. Volunteers must not share what 
they see or hear while working with members except with ENN 
administration. No doubt there will be many interesting stories and sights 
that would make for good dinner conversation, but volunteers sign a 
confidentiality agreement and must take it seriously. If volunteers have 
questions regarding whether or not personal information should be shared, 
the Executive Director or the Board Chair should be consulted. 
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Conflict of Interest 
Volunteers should not discuss, offer, or attempt to involve members in any 
form in their personal or company businesses. Volunteers may not benefit 
from any business or personal transaction. Any attempt to do so is cause 
for immediate termination. 

Drivers  
Volunteer drivers have a driver’s background check, and provide ENN with 
a copy of their driver’s license and insurance card. Volunteers are 
responsible for gas. Members pay any parking expenses. Mileage is an 
allowable deduction for income tax purposes; volunteers who choose to 
claim this deduction keep their own records.  

Drivers must have a clean and well-maintained car on the interior and 
exterior. The floor space of the passenger side should be empty. No pets 
should be in the vehicle when driving a member. Drivers must drive in a 
lawful, courteous manner and never use a cell phone while the motor is 
running.  

Boundaries  
Our goal is to build community and enhance relationships among 
neighbors. At the same time, boundaries are important between volunteers 
and members. All arrangements for services must go through the office. 
This allows volunteers control over their personal time and the nature of the 
requests they respond to. Volunteers are covered by the ENN liability 
insurance only while they interact with a member through an official 
assignment. 

Resignations and Dismissals  
We all hope we are a good fit for one another as an organization and as 
individuals. Sometimes we are not. Volunteers may stop serving at any 
time, with the require that they give ENN notice so a member does not miss 
a service.  

Likewise, ENN may dismiss volunteers if they fail to fulfill the duties of the 
position and/ or meet the basic standards of professionalism set by the 
organization and judged essential to its performance. Grounds for dismissal 
may include, but are not limited to, the following: misconduct or 
insubordination, being under the influence of alcohol or drugs while on 
duty, theft of property or misuse or the organization’s equipment or 
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materials, verbal or physical abuse of members, and breach of 
confidentiality. 

We hope volunteers will participate in an exit interview at any parting to 
enable the Village to learn and grow from the experience.  

 
Expectations of Volunteers 
All Volunteers agree to: 

 Complete a background check. Only those who meet criteria are 
accepted as volunteers; criteria may vary based on type of volunteer 
task. 

 Commit to one year with the program 
 Complete volunteer orientation and attend at least one volunteer team 

meeting or village event/year 
 Complete training on use of Service Request Module on ENN Web Site 
 Maintain confidentiality of member information 
 Maintain open, honest and clear communication about expectations 

and boundaries 
 Contact the member within 24 hours of accepting an assignment to 

confirm arrangements, time commitment, special needs, etc. 
 Give as much notice as possible to the member and Service Manager 

when it is necessary to cancel a service commitment 
 Call 911 and notify the ENN office immediately in case of emergency 
 Never hesitate to call the office with questions or concerns. 
 Notify the office at once of any social or health concerns. 
 Complete the Service Evaluation form when the assignment is 

completed. 
 Adhere to the smoking policy: Smoking is not permitted during 

volunteer assignments. 
 
 
  



Eastside Neighbors Network Volunteer Handbook 2019_Feb Page 14 

Conclusion 
 
ENN’s volunteer program is about building community. Community requires 
accountability, mutual respect and caring communication.  Our goal is to 
have a friendly and efficient organization that leaves everyone smiling after 
interacting with ENN. To that end, ENN maintains records and conducts 
ongoing evaluation of processes and delivery of member services.  
 
Accurate records help ENN forecast future needs and verify and support 
our program accomplishments with current and future donors to ENN. 
Volunteers do not have to keep a timesheet but will receive an email 
requesting a brief evaluation after the scheduled date of each assignment. 
Your cooperation with this request is part of a feedback loop that keeps 
volunteers, members, and ENN staff up-to-date on the daily experiences of 
our community members. 
 
The Eastside Neighbors Network appreciates the time and effort that 
each volunteer contributes. We hope your volunteer experience is 
rewarding as we work together to provide quality services to our members. 
Volunteering should be a pleasure and a gift in one’s day, and a way to 
expand one’s world. Enjoy the experience!  
 
 
 
 

Questions? Suggestions? Contact us: 
 

(425) 270-8408 
eastsideneighborsnetwork@outlook.com 

http://eastsideneighborsnetwork.org 

 
 
 
 
 


