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Welcome

Welcome to the volunteer team at the Houston Zoo.  You are joining an exceptional group of people who share their talents and give thousands of hours of their time to make the Zoo an educational and fun place for over 1.4 million visitors each year.  A staff of dedicated volunteer managers within the Education Department will direct and aid you in your work. These people will make sure that you undergo the best training possible and will do all they can to make your experience at the Zoo both enlightening and enjoyable.  Please feel free to come to them at any time if you have questions or concerns. 
This handbook will acquaint you with the Houston Zoo and with your responsibilities and privileges as a volunteer.  As a living document, policies outlined within may need to be altered as the Zoo grows and changes.  The volunteer coordinators and staff will make every effort to communicate those changes in a timely fashion.
The Houston Zoo
MISSION

The Houston Zoo’s mission is to provide a fun, unique and inspirational experience fostering appreciation, knowledge, and care for the natural world. 

GUIDING PRINCIPLES
 Be a zoo for all

 Practice exemplary animal care

 Deliver an outstanding guest experience

 Create a workplace that instills empowerment, respect and teamwork

 Provide superior education and learning opportunities

 Promote conservation awareness and action 

 Apply best business practices and sound financial management

 Inspire broad community support

Founded in 1922, the ever-evolving Houston Zoo is an exciting recreational destination and a unique educational resource serving 1.4 million guests annually. Set in a lush 55-acre landscape, the Zoo is home to more than 3,100 exotic animals representing more than 500 species.  As of July of 2003, the Houston Zoo is a private nonprofit organization governed by a board of business and civic leaders.  

Houston Zoo History
In 1920, the United States government thinned the bison herds in national parks and bestowed one of the excess animals upon the City of Houston.  The lone bison, known as Earl, lived in Sam Houston Park.  The fenced park became the beginnings of the Houston Zoo.  A donated deer kept Earl company, instantly doubling the size of the Zoo’s population.

In 1921, the City of Houston purchased an assortment of snakes, birds, and alligators, and in 1922, a fence was erected around a tract of land in Hermann Park to house the collection. To this suburban wilderness came the Houston Zoo, home to exotic animals donated by local citizens and to a few retired circus animals.
By 1923, the Zoo’s inventory included forty animals, and it became obvious that the Zoo needed a leader.  Hans Nagle proved equal to the task.  A year later citizens and institutions joined the city in buying animals for the zoo.  In 1924, the City of Houston received an elephant named Nellie.  She was extremely popular with Zoo visitors, but soon became bored with the single life.  With Nagle’s assistance, Nellie went on a tour of downtown Houston bearing a large garbage can for donations on each of her ample sides.  Within 16 days, Nagle and Nellie collected $2,700.  Nagle traveled to New York where he purchased Hans, Nellie’s mate and Nagle’s namesake.  Hans the elephant lived at the Houston Zoo until his death in 1979.

The Zoo encompassed 30 acres by 1925 and, at that point, the City had spent $10,000 acquiring animals – a handsome sum for that time.  This number increased in 1926 with the addition of the $14,000 aviary and $11,000 primate facility.  The Zoo began charging admission in January 1989.  The admissions fees and a portion of property taxes assessed by the City covered Zoo staff  salaries, animal feed bills and grounds/building maintenance.  The Zoological Society, an independent non-profit organization associated with the Zoo, raised funds for the by operating the onsite food and gift concessions and by soliciting donations for special projects.  Yet another partner organization, The Zoo Friends of Houston, Inc., began sponsoring the bi-annual Zoo Ball and family picnic.  The Zoo Friends continue to hold these two events on alternating years and, through them, raise money for the purchase of new animals and new animal habitats to this day.  
Former Zoo manager, John Werler, directed the development of the Houston Zoological Gardens from 1963 until his retirement in June of 1992.  Werler was instrumental in our Zoo’s becoming one of the leading facilities in the nation by utilizing innovative exhibits that demonstrate a conservation ethic dedicated to the preservation of wildlife through public education.  Don Olson, former Director of the City’s Parks and Recreation Department, succeeded Werler, becoming the Zoo’s general manager in July 1993.  

In August of 2002, the Houston Zoological Gardens became a private organization, Houston Zoo, Inc. managed by a board of directors led by President and CEO, Philip Cannon and Zoo Director, Rick Barongi.  Both continue to serve the Zoo in their positions.  Mr. Cannon was most recently Headmaster of St. John’s School in Houston and comes to the Zoo with considerable experience in Houston’s development and corporate communities.  Mr. Barongi has over 30 years experience in zoological parks and gardens around the country, including the San Diego Zoo and Walt Disney’s Animal Kingdom.  

The following additions and exhibit improvements make our Zoo what it is today.
 1981 - Front entry remodeled, office space for administrative personnel


added and the Kipp Aquarium built.
 1985 - $1.2 million Denton A. Cooley Animal Hospital dedicated in



January.
 1985 - Phase One of the $5.35 million facility for 13 species of large and


small cats opened in the fall.
 1988 - Phase Two of the large and small cats opened.
 1988 - George R. Brown Education Center opened.    

 1989 - McGovern Mammal Marina housing the Zoo’s sea lions, opened in



January.  

 1989 - Renovation of the Reptile House completed in April.  

 1991 - Chinese alligator exhibit completed.
 1991 - Fischer Bird Gardens opened in the spring.  

 1993 - Texas Wetlands, a naturalistic area housing alligators, turtles, and


birds of the area completed in April.  

 1993 - Wortham World of Primates, a 2.2-acre naturalistic facility housing


the Zoo’s apes and monkeys, opened in September.  

 1994 - Janice Suber-McNair Asian elephant domain opened in December.  

 1995 - Cheetah exhibit opened. 

 1995 - Mexican wolf exhibit and breeding facility opened in October.  

 1996 - Giraffe exhibit renovated.
 1997 - First public exhibit of the Attwater’s prairie chicken opened in April.
 1998 - Renovation and expansion of the Kipp Aquarium.
 1998 - Tropical bird house renovated.
 1998 - New gift shop and West entrance opened in the winter.
 2000 - John P. McGovern Children’s Zoo opened in the fall.
 2001 - Reptile house renovated and new Komodo dragon exhibit opened.  

 2002 - Okapi and sun bear exhibits opened.
 2003 - Spectacled bear habitat renovation and giant eland habitat



opened.
 2004 – Wildlife Carousel at entrance to John P. McGovern Children’s Zoo opens in May.
 2004/2005 - Small mammal building renovated and re-opens as Ethel G. and Allen H. Carruth Natural Wonders building.
Operations

Hours/Admission

The Houston Zoo is open 365 days of the year from 9:00 a.m. – 6:00 p.m.  March through September and from 9:00 a.m. - 5:00 p.m. October through February.  Ticket sales end one hour prior to closing.  The John P. McGovern Children’s Zoo closes 30 minutes prior to the rest of the Zoo. There is no charge to enter the Children's Zoo with a paid Zoo admission.  

Admission Prices

	Adult 13 – 64 years
Child 3 – 12 years 
Children 2 years and under 
Senior 65+ years
	$7.00
$3.00
 FREE
$5.00


The Houston Zoo admits students from private, parochial, or public schools within the Houston city limits for free provided that they have the proper free admission forms.  We welcome these schools between the hours of 10:00 a.m. to 3:00 p.m. Monday through Friday.


Volunteers receive free Zoo admission.  Friends and family of volunteers enter through the main gate and pay regular admission.

Prohibited Activities 

The following are prohibited activities and/or items on Zoo grounds during regular operating hours.  

 Alcoholic beverages

 Smoking

 Littering

 Playing any game involving an airborne object (Frisbee, baseball, etc.)

 Playing audio equipment

 Harassing and/or feeding Zoo animals

 Glass bottles or straws

 Rowdy or inappropriate behavior

 Balloons or other inflatable objects

 Skateboards, roller/inline skates,  tricycles, bikes or scooters

 Outside pets or animals, except certified service animals

If you observe any of these activities or objects on Zoo grounds, please report the incident to the Guest Relations desk (dispatch), a ranger, or any Zoo staff member carrying a radio.  Dispatch is located in the North Administration Building at the front of the Zoo and is available at all times while the Zoo is open. Rangers and other Zoo staff will handle these situations and may eject guests from the park depending on the severity of the violation.  
Frequently Asked Questions (FAQs)

Are strollers available for rent? 
Yes:  single strollers for $7, double strollers for $11, and wagons for $11 (all prices include a $1 refundable deposit)

Are wheelchairs available? 
Yes, Push wheelchairs are available on a first come first served basis free of charge with a valid ID.  We do not offer motorized wheelchairs.

How much does it cost to ride the Hermann Park Train?

You may purchase tickets for train rides from the booth in front of the train depot.  Tickets are $2 per person.  The Hermann Park Train is not officially associated with the Houston Zoo. 
Is smoking allowed anywhere in the Zoo?

No, Smoking is not allowed anywhere inside the Zoo gates.  If you see someone smoking, please inform them politely of this policy and ask them to step outside the Zoo the next time they smoke.  Visitors can get their hand stamped at the front gate for re-entry.  Staff and volunteers may smoke only in designated areas.  Ask the Volunteer supervisor in your area for approved locations. 

The American Zoo and Aquarium Association (AZA)

We are proud to be an accredited member of the American Zoo and Aquarium Association (AZA).  AZA Accreditation signifies excellence in and commitment to, animal collection management, veterinary care, ethical practices, facilities’ maintenance, staffing, conservation, education, safety and security, and responsible financial management.  AZA zoos and aquariums are places where people connect with animals.  As such, we are dedicated to providing for the health and welfare of our animals and fostering respect for those animals and their environment. 
The Houston Zoo is active in the following AZA conservation programs:
 Species Survival Plan® (SSP)

This program began in 1981 as a cooperative population management and conservation program.  These plans help zoos and aquaria manage the breeding of captive animal populations in order to maintain healthy, self-sustaining populations that are both genetically diverse and demographically stable.  

 Studbooks and Population Management Plans (PMPs) 
Basic population management is necessary if zoos and aquaria are to maintain stable, self-sustaining populations for display and conservation purposes.  PMPs enable zookeepers and curators to manage studbook populations that do not require the intensive management and conservation action of Species Survival Plans (SSPs).  AZA studbooks are true records of the history of a captive population, reflecting the genetic and demographic identity of each individual of the captive species.  

 Taxon Advisory Groups (TAGs)

TAGs are groups of experts responsible for making recommendations to AZA institutions regarding similar groups of animals (taxa).  TAGs include groups for terrestrial invertebrates, bats, marine fishes, penguins, and more.  TAGs evaluate the need for captive rearing of species and help define the holding space available for species held in AZA institutions.

For more information about the AZA, visit their website at www.aza.org.  For a complete list of the specific animal species we support through these three programs, visit the conservation section of our website at www.houstonzoo.org/conservation.

Safety and Emergency Procedures
What to Do in Case of an Emergency
Members of the Zoo’s Safety and Security staff who work in Dispatch operate the communication hub for the entire Zoo.  They coordinate all internal, external and radio transmissions.  In the event of an emergency, contact Dispatch by calling 713-533-6500 or alert a staff member carrying a radio immediately.  They will see to it that response to the emergency is both efficient and appropriate.  Dispatch will alert proper personnel and emergency services.

Lost Children/First Aid

If you find a lost child, encounter someone looking for a child, or come upon a guest needing first aid, please report this to Dispatch, a ranger, or Zoo staff carrying a radio.  Stay with the individual or family until help arrives.  

Codes for Emergencies  

Notify Dispatch if you are the first person on the scene of an emergency.  Only authorized Zoo personnel should make code announcements. 

In the event of an emergency, Zoo staff uses the following codes for internal communication.
Code 99: Any emergency involving escaped dangerous animals, persons in animal enclosures, or any violent act clearly hazardous to animals or visitors.

Code 88: An emergency involving an animal who has escaped from their primary containment, but poses no hazard to human life.
Code Red: Fire

Code Blue: Medical problem

If you hear a code called while on Zoo grounds, DO NOT rush to the scene of the emergency.  Zoo personnel have specific responsibilities during emergencies and the addition of even the best-intentioned people may impede employees as they perform their duties.  You can be of greatest help to the Zoo by calming and directing guests in your area as necessary.  During a Code 99, volunteers should guide the public inside the nearest building and stay there until you hear an “all clear” announcement.  If the Zoo is closed, volunteers should seek safety in the nearest building until the all clear.

A detailed Emergency Procedures Manual is available in every department, including the volunteer office in the Brown Education Center (BEC).

Volunteer Resources

“Working together to be a Zoo for all”
Volunteers are an extremely valuable part of the Zoo family.  The volunteer section has developed this volunteer manual and corresponding orientation program to acquaint you with the Zoo and help you understand the importance of your role.  As a volunteer, you will help the Zoo ensure that each guest enjoys a fun and educational visit.  Even if you are working in an animal area, guests will stop and ask you general questions about the Zoo.  Your response will influence how they feel about their time with us.  The Zoo is committed to providing you, the volunteer, with a fundamental knowledge base, continuing learning opportunities, and updated information about the Zoo so that you may answer their questions and address their concerns effectively. 
Volunteers are some of the Zoo’s most dynamic ambassadors, and we offer you our sincere thanks for the time and energy that you give.  Please do not hesitate to contact any one of us if you have questions or concerns at any time during your training or work at the Zoo.   

Volunteer Staff - All volunteer programs are under the direction of the Education Department.  Volunteer section staff members have the following responsibilities:  
Curator of Education: 
Tyler Ahnemann


713-533-6553
tahnemann@houstonzoo.org

Oversees all education staff, programs and the Brown Education Center.      

Manager of Volunteer Programs:  
Lia McDonald


713-533-6532
lmcdonald@houstonzoo.org
Oversees the volunteer staff and ensures quality and consistency of all volunteer programs.  

Volunteer Programs Coordinator:  


Katie Facker



713-533-6547
kfacker@houstonzoo.org
Recruits, interviews, and trains all volunteers.  Also schedules and coordinates volunteers for all areas other than the Docent program.  

Docent Programs Coordinator: 
Andrea Anders


713-533-6549
aanders@houstonzoo.org
Supervises docent volunteers and all aspects of this volunteer educator program.  

Volunteers - The Houston Zoo offers opportunities for a variety of ages and levels of involvement.

Adult Volunteers: All volunteers must be over 18 years old and willing to commit to at least one year of service and a minimum number of service hours which vary by service area.

Internships: These volunteer positions are for college students seeking a career in conservation, wildlife management, environmental education, or a zoo-related business. Time commitments vary depending on the specific intern position.

Teen Volunteers:  Zoo Crew is our summer teen volunteer program for students entering the 9th, 10th , 11th, and 12th grades the following school year.  
Group Volunteers:  Established groups (congregations, scout troops, schools, corporations, etc.) can volunteer their time for half a day or one full day.  
How to Become a Volunteer

Volunteers apply online, by mail, or by fax.  Volunteer staff will interview candidates if needed.  All qualified candidates receive an invitation to the next quarterly New Volunteer Orientation.  

All candidates must attend a New Volunteer Orientation prior to starting their work at the Zoo.  This Orientation session serves as your official invitation into the volunteer program and introduces all new volunteers to our Zoo.  

Volunteers agree to…

 Commit to a minimum of 1 year of service and a minimum number of service hours.  Hours vary by service area. Service areas such as docents and animal sections require a greater time commitment and additional training.
 Attend a four hour New Volunteer Orientation before beginning to volunteer.
 Sign a release of liability form and agree to a criminal background check.

 Abide by Zoo policies and procedures set forth in the volunteer manual.
 Wear a designated uniform and badge while volunteering on Zoo grounds. Uniform requirements may vary by service area.   

 Attend designated training and continuing education classes for the service area(s) you assist.
 Attend at least one of four quarterly volunteer meetings.
 Report promptly for scheduled events or shifts in your service areas.
 Make every effort to find a replacement if unable to work your assignment.
 Notify Volunteer Programs Coordinator, in writing, of any change in volunteer status. 

 Volunteer for current priority needs.  The Houston Zoo offers many unique opportunities. Volunteers are a resource for current volunteer priority needs which change throughout the year.

Houston Zoo volunteers will receive…

 A volunteer shirt and nametag. 

 An orientation session and volunteer manual. 

 The training and support materials needed for designated service area(s.) 

 Continuing education including program opportunities.
 Free admission for each volunteer and a yearly allotment of free Zoo passes for each active volunteer. 

 Invitations to special Zoo events and annual volunteer functions.
 Discounts for special Zoo events, a 20% discount at food concessions and a 10% discount in the Zoo’s gift shop 

 $.25 refills on all soft drinks when you provide your own cup

 Opportunities to develop new skills, make new friends, and learn about endangered species and conservation issues in an enthusiastic, friendly environment.
Adult Volunteer Service Areas

Clerical Service Area – Coordinate mailings, filing, data entry, phone calls, and preparation of crafts/activities for Zoo special events. 

Commissary - Prepare diets and inventory supplies to feed our 3,100 Zoo animals.

Contact Yard Assistant - Interact with guests of all ages in the Zoo’s contact yard, located in the John P. McGovern Children’s Zoo. 

Docents - Educate our guests about the animals and the conservation projects that Houston Zoo participates in; become a volunteer educator and commit substantial time and effort, over an extended period, to develop expertise on the Zoo and its animals.  Please note - Docents agree to volunteer at least 60 hours per year in public interaction (an average of 5 hours per month) and to complete 20 hours of continuing education (training, lectures, attendance at meetings, etc).  Docents are not required to attend continuing education during their first year of service.              

Education Program Assistants - Assist the Zoo’s education staff by preparing crafts, act as a teacher’s aide in classes and programs, greet guests and promote our education programs in the Brown Education Center exhibit hall.        

Golden Lion Tamarin Volunteer Team – Participate in annual free-ranging exhibit of the Zoo’s golden lion tamarins.  These squirrel-sized monkeys are released onto Zoo grounds during the warmer half of the year.  Volunteers with this program record data, observe, track, and tell the public about these remarkable creatures and their unique habitat. 

Guest Services - One of our top priorities at the Zoo is to deliver an outstanding experience to our guests. Volunteers help do this by dressing in animal costumes, assisting with craft and activity tables at special events, greeting guests throughout the Zoo, and answering general guest questions.

Keeper Aides - Work alongside animal keepers preparing animal diets, cleaning, and caring for the animals in their section.

Volunteer Communication

The volunteer section staff provides the following communication to all active volunteers.

 Daily on grounds update in the volunteer office in the Brown Education Center (BEC) each morning.

 E-update sent out via e-mail bi-monthly or as needed.  We also post the update in the volunteer office.

 A quarterly newsletter highlighting animals, events and volunteer happenings.

 Quarterly meetings for all volunteer service areas.  Open to all volunteers and staff.

Zoo Staff Communication Guidelines

Volunteers are encouraged to develop positive working relationships with all Zoo staff members.  However, we ask that you please be mindful of the Zoo staff’s daily responsibilities and time limitations.  Volunteer section staff will be the liaisons for meetings, suggestions, or questions that you may have for any Zoo staff member.  Please put communication in writing (e-mail is encouraged) and  the Volunteer section staff will forward your message to the appropriate Zoo staff member.  The Volunteer section staff member will also see to it that you receive a prompt response to your message.
Volunteer Procedures

Volunteer Status - Volunteers commit to a required minimum number of service hours per year according to their designation as a Regular Volunteer (48 hours per year), Docent (60 hours per year), Keeper Aide (96 hours per year), or Zoo Crew member (128 hours per summer).  Volunteer status designations: 

Active:  Volunteers who meet their minimum hour requirements are “active” volunteers.  They receive all volunteer benefits.
Temporarily inactive:  A volunteer may go temporarily inactive for up to six months.  After this six-month sabbatical, a volunteer must attend a new volunteer orientation.  The number of times a volunteer is granted temporarily inactive status will be determined by staff and be based on individual circumstances. 

Inactive:  Volunteers who are not able to meet the minimum hour requirement are “inactive” All volunteer benefits are suspended.  These volunteers must re-apply to the volunteer program in order to begin working at the Zoo again.

Resignation:  Although we hope our volunteers stay with us for as long as they can, we understand that circumstances may necessitate a volunteer’s resignation from the program.  If you find that you can no longer serve as a volunteer, please submit a letter of resignation addressed to the Volunteer Programs Coordinator along with your parking pass and any other Zoo property that may have been loaned to you during your service.  
Dismissal:  Disciplinary procedures are necessary to insure that all volunteers enjoy a safe and pleasant experience while working at the Zoo.  Please read this Volunteer Handbook carefully and know that, while we do not anticipate such, any major infraction or disregard for policies and procedures may be cause for dismissal from the Volunteer program.
Volunteer Dress Code – Volunteers must wear clean and neat attire.  Hair should be clean, well groomed, and an appropriate color.  You are to wear appropriate undergarments at all times.  Extreme use of jewelry or cosmetics is prohibited.  Please avoid the use of perfume, aftershave lotion, and strong scented lotions or deodorants.

Volunteers must be in uniform when on duty: blue volunteer shirt, khaki or charcoal pants, close-toed shoes, and volunteer nametag.  The Zoo provides each volunteer with a royal blue uniform shirt or t-shirt.  You may purchase khaki 7 pocket shorts or pants, charcoal or khaki chinos, hats and outerwear through the Zoo’s Commissary.   
Parking – Volunteers on duty must have a valid parking decal and park in the volunteer/staff parking lot located off North MacGregor Drive across from Memorial Hermann Hospital’s Emergency Room Entrance.  The entrance is labeled gate one.  Please use this parking lot ONLY when reporting for volunteer service.  If you are visiting the Zoo for other purposes, please park and enter as a regular guest through the main Zoo entrance.  Parking decals are available in the volunteer office. You must return your parking decal to the volunteer office when you are no longer an active Zoo volunteer. 

Assignment – You can sign-up for various opportunities by responding to the e-update, adding your name to the calendar in the volunteer office, or creating a regular schedule in a certain area.  Once you are signed-up, we count on you to meet this commitment.  

Calling in - If you cannot work your shift, identify a substitute.  We ask that you make at least three phone calls to find a substitute.  Once you have identified a substitute, please notify your service area contact and the volunteer office.  If you cannot find a substitute, call your service area contact as soon as possible.  

No Show – You are considered a “no-show” if you have committed to work a shift, do not report for your shift and 1) do not find a replacement or 2) fail to notify your service area contact and the volunteer office that you have been unable to find a replacement.  You will be notified after three no shows that your volunteer status has been terminated.  

We understand that we are all encounter situations beyond our control: illness, death in the family, or last minute work related crises.  We will evaluate each case and will excuse absences when extenuating circumstances render you unable to attend..  However, we ask that you make every effort to contact us as soon as possible if you are facing such a situation.

Tardy – Zoo staff depends on you to honor your commitment.  You are late if you arrive after the designated start time for your job duty.  Attendance policy varies by service area.  Expectations will be explained by the supervisor in your service area.
Volunteer Hours – Volunteers accumulate hours by performing assigned duties.  The required number of service hours varies by position.  

General volunteers: A minimum of 48 hours per year (an average of 4 hours a month)
Docents: A minimum of 60 hours per year in public interaction (an average of 5 hours per month) and 20 hours of training, continuing education and attendance at meetings.  A Docent is not required to complete 20 hours of continuing education in their first year.             

Keeper aides (animal section volunteers):  A minimum of 96 hours per year (an average of 8 hours per month).

Zoo Crew:  Teens volunteer 128 service hours (Two 8-hour shifts a week for eight weeks during the summer)

Recording Volunteer Hours – We value your time!  While your contributions of energy, talents, and enthusiasm are immeasurable, your time is.  We keep careful record of your service and analyze our volunteer hour reports as we assess future volunteer needs, target recruitment, develop training programs, and schedule volunteer activities.  In addition, accurate data in this area serves as excellent evidence of community support when it comes to fundraising for or otherwise promoting the Zoo.    

Sign In/Out Procedures – Please sign in upon arrival to your service area.  All volunteers will receive an individual logon I.D. and password.  This I.D. provides you with access to sign in and out using the computers in your service area.  Volunteers working in service areas without internet access will sign in via a sign in sheet.  We will compile monthly reports of all volunteer service areas from these time sheets.  Signing in when you arrive at the Zoo also enables the staff to locate you in the event of an emergency.  

Recording Off Site Hours – Those volunteers who complete volunteer service off-site or at home should request a time sheet to report your hours to the volunteer section.  Please submit timesheets to the volunteer section within two weeks of completion of your service.  We will record your hours and add them to your cumulative total for the year.
Volunteer Policies
Code of Conduct

Your personal conduct is vital to making the Zoo a fun, friendly, and educational place for all who visit and work here. 

Volunteers should:

 Be approachable, friendly, helpful, and courteous when working with guests.

 Be flexible, cooperative, and supportive of all Zoo volunteers and staff members.
 Work towards the goals of the Houston Zoo.
 Be well informed and knowledgeable when presenting information to Zoo guests.

 Ensure the health, safety and dignity of all animals in the Zoo.

 Ensure the care and safety of all facilities, equipment and materials in the Zoo.

 Behave in a manner to bring only credit, honor and good repute to the Zoo.

Volunteers should NOT:
 Make false statements to a supervisor or other Zoo staff.
 Take unauthorized possession of property belonging to the Zoo, another volunteer, Zoo staff, or guests. 
 Engage in offensive conduct or use profane or inappropriate language.
 Participate in physical confrontation or in any other conduct that may endanger the well-being of any Zoo volunteer, staff, guest, or animal.
 Use Zoo materials or equipment for unauthorized projects including personal correspondence, etc.
 Release any confidential information regarding the Houston Zoo, visitors, donors, volunteers, or staff members to anyone (employee or non-employee) if the reason is not job related.
 Perform consistently unsatisfactory work.
 Have an excessive number of unexcused absences or be consistently late for service assignments.
 Give guests any reason to complain about your service.
 Violate the Volunteer dress code repeatedly.
 Smoke in non-smoking areas.
 Use, possess, sell, purchase, or operate under the influence of alcoholic beverages, illegal drugs, or other intoxicants while on duty or while representing our Zoo.
 Violate safety rules willfully or repeatedly.
 Fail to take instruction from or perform reasonable duties assigned by a volunteer supervisor or Zoo staff member.
 Perpetrate fraud, gamble, possess of weapons or explosives, or violate any criminal laws on Zoo premises.
 Mistreat, harass or otherwise harm an employee, volunteer or any animal.
Please note that any infraction other than those listed above may also result in disciplinary action, up to and including termination.  We appreciate your understanding as we seek to create an atmosphere of trust and camaraderie within the Zoo’s volunteering department.  With your help, the Houston Zoo will soon earn a reputation as one of the top zoos in the country.  

Harassment and Other Forms of Impermissible Conduct

The Houston Zoo is committed to providing a work environment that is free of harassment.  We will not tolerate any type of insulting, degrading, or exploitive action, words, comments, or treatment based on gender, race, ethnicity, age, religion, or other legally protected characteristics will not be tolerated.  Forbidden conduct includes any such conduct that creates an atmosphere that is intimidating, hostile, or offensive.

Drug and Alcohol Policy

Drugs and alcohol impair safety and health, lower productivity and reduce the quality of work performed when under their influence.  The manufacture, possession, distribution, transfer, purchase, sale, dispensation, or use of illegal drugs while on volunteer duty, including while operating a vehicle or equipment owned or leased by the Zoo, is strictly prohibited and will not be tolerated.

The Zoo also prohibits the possession, consumption, and/or distribution of alcohol while on volunteer duty or while wearing a volunteer uniform and/ or name badge.  Failure to adhere to this policy could result in immediate termination of your volunteer assignment.

Volunteers may use physician-prescribed medications, provided that the use of such drugs does not adversely affect the performance of volunteer duties or compromise the safety of other volunteers, staff, or guests.

Media Policy

The Zoo’s Public Relations (PR) department is charged with releasing accurate and pertinent information about the Zoo to the media (newspapers, television, magazines, radio stations, etc.)  In order to be successful, the PR department needs your help.

The Public Relations Department must approve all requests for interviews and articles.  If a member of the media contacts you for an interview about your activities as a Houston Zoo volunteer, please notify the Manager of Volunteer Programs prior to accepting the request.  If a media representative approaches you while on Zoo grounds, please refrain from answering any questions or sharing your opinions on a Zoo matter, unless the Public Relations Department has given prior approval.  Please direct media requesting information from you to a Zoo staff member.  Any volunteer who conducts an unauthorized interview or attempts to contact a member of the media regarding any Zoo business will be subject to immediate disciplinary action and or dismissal from the volunteer program.  
Motor Vehicle Policy

Volunteers must obtain authorization from a Zoo staff member to drive a Zoo vehicle or cart.  

Volunteers using a Zoo vehicle or cart to conduct Zoo business are required to have a valid driver’s license and an acceptable driving record.  Attendance at a defensive driving class is strongly encouraged.  Zoo management reserves the right to determine who may use a vehicle.

Volunteers must report ANY accident involving a Zoo vehicle or cart.  Even if no injuries or damage resulted from the accident, the volunteer section staff MUST know about the incident.
Confidentiality Policy

The protection of confidential information is vital to the interest and success of the Houston Zoo.  Such confidential information includes, but is not limited to, the following examples:

· Privileged information about the animals.
· Privileged information about finances, salaries or personnel data.
· All mailing and e-mail lists.
The volunteer staff will communicate changes in animal information (i.e. pregnancies, births, deaths, breeding status, etc.)  It is our responsibility to inform all volunteers which of this information is or is not public knowledge.  If you have a question about the confidentiality of any information, please ask any of the volunteer staff.

Volunteer Records and Privacy

Access to volunteer files is restricted to the volunteer, volunteer section staff and senior management staff.

Volunteers should report changes of name, address, telephone number or e-mail to the volunteer section staff so that we may update our records and remain in contact with you.

Volunteers may have access to their own volunteer records.  All volunteer records are the property of the Zoo.  A volunteer may review their file or make copies of information in their file.

Complaint Procedure

If you have a concern or complaint, you are encouraged to discuss your concerns with your immediate area supervisor.  Both you and your supervisor should work together to resolve concerns.  If the problem involves that supervisor or you do not feel comfortable discussing the matter with them you may contact the Curator of Education. 

Cell Phone and Pager Usage
Please make personal calls during volunteer breaks or lunch periods.  If it is necessary to make or receive personal calls while on volunteer duty, call from a private area.  Please do not make or receive calls while interacting with the public on Zoo grounds.
Infractions of Code of Conduct or Policy

The Zoo has established standards of performance and volunteer behavior necessary for effective and enjoyable service within the Zoo.  When a volunteer violates a Zoo policy or fails to meet their performance requirements, supervisors must make an evaluation of the situation and act in accordance with the guidelines established in the policy.  It is in the best interest of the Zoo and the volunteer that written guidelines have flexibility so that they appropriately fit each situation.  The elements of this infraction policy include the following corrective counseling procedures.  

Management may choose to begin a corrective counseling action at any point up to, including immediate termination based on the facts, and the severity of the circumstances involved in each individual situation.  However, in most cases, Zoo staff  will implement the following counseling procedures.

A. Oral counseling:  When a volunteer’s conduct or performance is not consistent with the Zoo’s minimum standards, the supervisor and a volunteer staff member should discuss the issue with the volunteer, clearly explaining the problem, and suggesting how they might improve.  The volunteer department will maintain records of oral counseling sessions.

B. Written warning:  For more serious or repeated problems, volunteer staff will provide the volunteer with a written memorandum describing the problem and any suggested corrective action.

Termination:  For infractions which management deems to be sufficiently serious or representative of a refusal to respond appropriately to previous counseling action, termination is appropriate.  The Zoo Director and Curator of Education must approve this extreme action. 

Personal Health and Safety Information

Zoonoses
As a volunteer, you may come in close contact with Zoo animals. This level of contact will increase your potential exposure to disease-causing organisms.  These “zoonoses” are the family of diseases that can be transmitted between animals and humans.  A number of viral, bacterial, fungal, or parasitic organisms may cause zoonoses.  While we strive to keep our animals as healthy as possible, disease can and does occasionally occur.  In some cases, as with primates, the chance of transmitting disease from animal to human is so great that we prohibit direct contact.
Disease is an abnormal state of health and is dependent upon the interaction of the following:




AGENT  Parasite, bacteria, virus, fungus.

HOST   Man, animal, intermediate host.

ENVIRONMENT  Means for aiding or accomplishing transmission.

Transmission of diseases may happen through PENETRATION (punctures), INGESTION (swallowing), or INHALATION (breathing).

Examples that further define zoonotic agents are:

Parasite   Organism that lives at the expense of the host.

Ectoparasite  Generally host‑specific external parasite.

Endoparasite  Internal parasite.

Fungus   Ringworm (transmission by direct lesion contact).

Bacteria  External (common skin bacteria) or internal (digestive, such as salmonella, or psittacosis).

Virus  Rabies (can occur in skunks, raccoons, ferrets, opossums, etc.).

If an animal begins to show signs of a disease it is generally restricted from contact and handling.  This allows the animal to recover in a stress-free environment and helps prevent the spread of disease organisms if they are, in fact, present.

Even healthy animals can carry organisms, which, if given the proper environment, can cause disease in humans.  We maintain surveillance for potential disease organisms, but cannot be certain that each animal is "clean" at all times.  For these reasons, we ask you to practice common sense in your personal hygiene.  Wash your hands with an anti-bacterial or disinfecting soap after handling animals or working in animal sections.  If you are bitten or scratched by an animal, wash the wound well and consult your physician for medical attention.  If you notice irregular behavior or appearance with any of the Zoo’s animals, please report it to one of the keepers.  You may be the first to notice a problem and your observational skills are very helpful to us as we seek to improve the quality of life for all the Zoo’s animals and guests. 

Points to Remember 
· Volunteers should wash their hands before and after touching or handling any animal.

· Encourage audience members who have touched animals to wash their hands.

· Clean any Zoo‑related injuries thoroughly and check with your personal physician.  

· Report Zoo‑related injuries to the appropriate staff.

· If you are not feeling well and may have a contagious disease (e.g., upper respiratory infection, stomach/intestinal virus), please refrain from working near or handling animals.

TB testing - The Houston Zoo requires that all volunteers working in an animal section file proof of negative tuberculosis (TB) test results at least once a year.  Volunteer must complete an initial TB test prior to beginning volunteer service in an animal section. Trained staff gives free TB testing at our animal hospital on Monday and Tuesday afternoons at 1:30 p.m. If testing on Monday, you must be able to return on Thursday afternoon for the reading of the TB skin test. If you test on Tuesday, you must be free to return on Friday afternoon.  Your own personal physician may also test you.  You must provide a copy of the results to the volunteer office. 

Tetanus – We encourage you to keep your tetanus booster current or follow the advice of your personal physician.  The Zoo does not provide tetanus shots.

Volunteer Advisory Team

The Volunteer Advisory Team (VAT) is a six-member team of volunteers representing all volunteer areas at the Houston Zoo.  The team will have a seventh member when Zoo Crew is in session.  Staff and volunteers may submit nominations.  A panel of Zoo staff selects representatives.  VAT members are personable, positive, energetic, involved in multiple programs, and share a passion for conservation and an understanding of the Zoo’s mission.  

The VAT assists with volunteer appreciation, volunteer recruitment for Zoo activities, planning social functions for volunteers, and other special projects as needed.  They assume the role of liaisons between the volunteers and the volunteer section staff, keeping track of birthdays, significant personal milestones, and other life changes to be celebrated or communicated within the volunteer group.  They also monitor volunteer satisfaction and make suggestions about ways to improve the volunteer program.  

The Volunteer Advisory Team meets monthly when needed.  Four members of the team are Docents, two are from other volunteer service areas, and, when applicable, one is a member of the seasonal Zoo Crew.  The structure of the VAT is fluid and may change in the future to best serve the Zoo’s volunteers and staff.  The inaugural team will begin March 1, 2004.  Three members will serve a 16-month term and three will serve for a 10-month term.  Terms end in either June or December each year.  In the future terms are either 12 months or 18 months.  A member may not serve more than two consecutive terms.
The Zoo selects VAT members based on the qualities and skills they possess specified on their nomination form.

Docent Program
Docents are volunteers who specialize in educational and interpretive programming.  Trained to interact with the public and share knowledge about the Zoo’s conservation programs and animal information.   

Continuing Education

Docents accept important responsibilities along with their important role within the Zoo.  In order to maintain the high level of Docent involvement and training, these special volunteers are required to complete at least 20 hours of continuing education each year.  They do not need to meet this requirement in their first year of service.
Docents receive continuing education for many conservation and animal related activities including the following:
 Classes

 Workshops

 Lectures

 Auditing Docent training


 Field trips

 Creation of programming aids

 Animal handling refresher

 Quarterly volunteer meetings

Animal Handling

Animal handling is a privilege and requires a unique commitment of time and patience.  Docents who wish to handle animals must attend animal handling training classes.  During this training, Docents learn how to handle and present animals for educational purposes while ensuring the safety and welfare of the animals, the public, and themselves.  The training also acquaints handlers with various animal species and their behaviors.

Animal handling training occurs in three sessions that focus on mammals, birds and reptiles respectively.  Each session lasts three hours and has two components – classroom training involving the theory and practice of handling animals and a practicum during which trainees handle the animals with the public present.  Classes are limited to 4-8 trainees per session and take place in conjunction with new Docent training or when needed.  

Training sessions will start promptly at their scheduled times and late arrivals will not be admitted.  If you do not attend a training session for which you have registered, you will receive a “no show” on your attendance record unless you have called in advance to cancel.  Your trainer will determine whether you have “passed” training in each animal group and may ask you to repeat a group before moving on to another.

You must attend training in all three animal groups; however you will not be forced to handle any animal you do not want to handle (i.e., if you take reptile handling you can just learn to handle tortoises but do not necessarily have to handle snakes or alligators).  
Docent animal handlers must attend an annual refresher course to maintain their animal handling certification.  You must be in full uniform whenever handling animals.

.It is important to note that individual animals within the same species behave very differently.  You must use appropriate handling techniques with all animals and observe individual preferences and behaviors so that you and the animal have the best experience possible.
Zoo animals are not pets!  It is best to avoid attributing human traits or emotions to these animals.  The Zoo’s education program animals are working ambassadors for their species and wildlife in general.  You will be taught simple techniques such as using the word “touch” instead of “pet” when allowing the public to feel an animal also that help dispel the notion that wild animals should be kept as pets. 

Safety First!
The safety and welfare of the Zoo guests, animal handlers and the education program animals is always the primary consideration.  Think safety first.  Animal welfare always takes precedence over the needs of any program.

Five Basic Rules of Handling Animals  (Be S.H.A.R.P.!)
· Support:  Offer the animal support at points where the body is normally supported (e.g., where legs attach to its body, under the feet, etc.).

· Head away:  Keep the head away from the public.  Present the back end or side for touching.  Any animal can and may bite!  Encourage visitors to stroke the animal in the direction that the hair, scales or feathers naturally grow.

· Awareness/Knowledge:  Be mindful of the public, the animals, your actions, etc.  Be familiar with the natural history of the animals before taking them out.  Admit that you do not know the answer to a question rather than risking the possibility of giving out incorrect information.

· Restraint:  Restrain the animal as little as possible, but always be ready to increase restraint as necessary.  Be firm but gentle; the animal should feel secure.  

· Plane:  Keep the animal on its natural plane (e.g., turtles horizontal, not vertical).

Animal Handling Guidelines

· Learn to recognize behavior patterns and signs of stress peculiar to various species, as well as individual animals. If an animal is not acting "normally", then put it away. When in doubt, put it away.  Report all animal behavioral or health concerns to an Education or Children’s Zoo staff person immediately. 
· Refrain from wearing jewelry that animals may grab or get caught in (dangling earrings, necklaces, pins, bracelets, etc.)

· Do not wear perfumes, colognes, aftershave lotions, or other strongly scented products when handling animals. 

· Do not leave any animal in direct sunlight or in any stressful situation such as in a place where curious bystanders will talk to, tease, or attempt to handle it.

· Report All injuries caused by an animal to the Education Section immediately. 

· When holding an animal, stand or sit in a location in front of some type of barrier such as a wall or hedge.  This way, guests cannot approach you from behind and startle either you or the animals.  The public is NEVER allowed to hold animals.

· If it is necessary to leave an animal unattended, secure it in a location where the public cannot gain access to it.

· Stay away from air conditioning vents when handling birds and reptiles.

· All the Zoo’s animals are on restricted diets.  Your cooperation in not offering them "treats" is essential to ensure that they eat a nutritionally balanced diet and to reduce the risk of an animal bite..   

· Place an animal in its carrier in the animal holding room when not being used. 

· Be sure to keep some space between cages in the holding room.  This provides necessary ventilation to the animals and keeps them from reaching their neighbor or dangerous foreign objects.  Please be sensitive to the arrangement of animals off exhibit as the proximity of a predator to its prey species may be dangerous and stressful for both. 

· Transport animals in carrying cases and always keep them within view so they are easily accessible if needed quickly.

· Double check all carrying cases before releasing animals back into them to ensure no one has used them inadvertently for other animals!  Also check the security of the carrying case closures. 

· Do not stack carrying cases for any reason.

· When loading Zoo golf carts or other transportation, place cages in secure positions, so they do not shift in transit.

· Do not use carrying cases as doorstops, seats, footstools, ladders or for any purpose other than to hold and transport animals. 

· Move carrying cases as little as possible to keep jostling the animals to a minimum.

· Alert animals to your presence by talking or whistling as you approach their cages so you do not startle them.

· Please consider proper presentation techniques before taking animals out.  Close all doors and windows unless screened and secured.  Place the cage on top of a table or desk in order to gain easier access to the animal. When talking to a group about the animal, be careful not to inadvertently wave it in the air as you gesture to your audience!

· Wash your hands between handling of different species, especially between handling predator/prey species (e.g., after handling a mammal before handling a snake).  Whenever possible, handle predators before handling prey.

	Outdoor Animal Handling -   Time & Temperature Restrictions

	Temperature

(˚F)
	Maximum Permissible Handling Time

(minutes*)
	Species-Specific Restrictions

	>95
	No handling
	

	91-94
	15
	

	86-90
	45
	

	70
	
	Maximum temperature for handling chinchillas

	70
	
	Minimum temperature for handling parrots and reptiles

	65-85
	No restrictions
	

	*These times are maximums.  

Discontinue handling immediately at the first signs of stress.


Selection of Delegate/Alternate to Annual Meeting of the Association of Zoo and Aquarium Docents (AZAD)

The delegate will represent the Houston Zoo and Docents at the annual AZAD conference.  In the event that the delegate is unable to attend, the alternate will go in his or her place.  The Houston Zoo will pay the registration fee for the delegate.

Selection Criteria

 Must be members of AZAD for a minimum of two years.

 Must have attended at least one AZAD conference and preferably, a delegates’ meeting as well.
 Consideration is given for length of service as a Docent.
Volunteer Section Staff and active Houston Zoo AZAD members will select both the delegate and alternate.

The Zoo’s delegate will write a report for the volunteer newsletter about his or her experiences at the AZAD conference.  He or she will also make a presentation about the conference at a quarterly volunteer meeting.

Acknowledgement Page

I _____________________________________, have received, read, and understand the content of this volunteer handbook dated ______________.
___________________________________       _______________________

Signature                                                                              Date
Houston Zoo, Inc.

Volunteer Zoo service is an opportunity for the volunteer to gain experience in basic wild animal care and to serve the community. On occasion volunteer service may expose you to potentially hazardous situations including exotic disease transmitted by a Zoo animal. No preferential consideration for permanent employment at Houston Zoo, Inc. is to be considered or implied by volunteer service at the zoo. 

______________________________________________________________________

ADULT VOLUNTEER RELEASE

Name _____________________________
     Phone___________________________
 

Address _______________________________________________________________

In EMERGENCY notify ____________________   Telephone_____________________

Have you previously worked in a zoo, either as a volunteer or as a permanent employee? Yes/No

Location ________________   Dates_____________ Supervisor __________________

THE STATE OF TEXAS

COUNTY OF HARRIS

KNOW ALL MEN BY THIS PRESENTS, that I _________________________, the under signed, agree to perform such work and tasks at Houston Zoo, Inc, as may be required of me or as I may be called upon to do at a pre-mentioned location, as a volunteer worker.

I hereby expressly release, discharge and acquit Houston Zoo, Inc. and all of its officers, directors, employees, contractors, concessionaires, agents and assigns from any and all claims or liability arising from, in connection with or as a result of my work as a volunteer, and I expressly indemnify and agree to hold harmless Houston Zoo, Inc. its officers, directors, contractors, concessionaires, agents, employees and assigns from any and all claims, whether general or specific, at law or in equity arising from or in connection with any work performed at the Zoo or in anyway connected with my volunteer work at the Zoo.  

I state affirmatively and represent that I was born on the __ day of ___________, 19___.

Having read this form, I understand the conditions it contains, and accept the conditions as stated. 

Signature of applicant: _________________________   Date: ____________________

RELEASE/DISCLOSURE FOR VOLUNTEER PURPOSES

BACKGROUND AND REFERENCE INVESTIGATION AUTHORIZATION

As part of its due diligence procedures, HOUSTON ZOO (hereafter referred to as “Company”) requires that a background investigation and a check of references be conducted.  The objectives of the investigation are to verify information provided during the application process, investigate references and identify any factors that might be inconsistent with Company volunteer requirements.

I, 






, give Company and/or Stewart Business Information permission and authority to conduct a due diligence investigation and reference check into my past and current activities.  I understand and consent to an investigation that may include motor vehicle driving records and criminal records.

I authorize and request any Former Employers, Schools, Police Departments, States, Cities and Counties or any other Person to furnish Company and/or Stewart Business Information designees information concerning:

Criminal Record

Social Security Information

Driving Record



I hereby release all Persons, Companies, Corporations, Schools, or Individuals from all liability and responsibility that may result from providing Company and/or Stewart Business Information with such information as requested.

I understand that if accepted, my volunteer service is for no definite period of time, consistent with state law, and may be terminated with or without cause and with or without notice, at any time, at the option of either Company or myself.  
If I am not accepted as a volunteer due to information contained in the background screen report, I will be notified in writing and a copy of the said report will be supplied to me with a written summary of my rights under the Fair Credit Reporting Act of 1970 as amended in 1996.

Applicant’s Name






Social Security Number

Alternate Names Used (Maiden Name, AKA, Etc)






Current Street Address





City, State and Zip Code
Previous Street Address





City, State and Zip Code

Driver’s License Number and State




**Date of Birth

Signature







Date

Subject to the Americans with Disabilities Act of 1990 (ADA). ** The Age Discrimination in Employment Act of 1967 (ADEA) prohibits discrimination on the basis of age with respect to individuals who are at least 40 years of age.     
The Zoo is FREE 


on the following holidays:�Martin Luther King Day�Memorial Day�Independence Day�Labor Day�Friday after Thanksgiving
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