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Congratulations on becoming a volunteer at Brookfield Zoo!  On behalf of the Chicago Zoological Society, the zoo’s staff, and your fellow volunteers, I welcome you and wish you every success as one of our family.
 
Each volunteer contributes directly to the zoo’s service and success, and thereby to the fulfilment of our mission to inspire conservation leadership by connecting people with wildlife and nature.  Our vision is to help people create a more sustainable and harmonious relationship with nature through positive, enjoyable educational experiences.  We need every talent that is available to show the world what a zoo can do, and we are proud of the contributions that our volunteers make toward our goals and aspirations.
 
Volunteers are an important part of our mission, and have a wide variety of opportunities to help us achieve our goals through courteous involvement with guests and staff, and we thank you for your service!  It’s hard work, but the rewards are outstanding…I hope your experience with us will be enjoyable and personally rewarding.  Again, welcome!

Stuart D. Strahl, Ph.D.

President and CEO

Chicago Zoological Society
 

 

 

 

This handbook is designed to acquaint you with Brookfield Zoo.  It describes many of your responsibilities as a volunteer and outlines the programs developed by Brookfield Zoo to benefit you.  One of our objectives is to provide an environment that is conducive to your personal growth.

No volunteer handbook can anticipate every circumstance or question about policy.  As the zoo continues to grow, the need may arise to change policies described in the handbook.  We will, of course, make every effort to communicate such changes in a timely fashion.

Please note:  This handbook and the policies in it do not constitute a contractual obligation, and the Society reserves the right to amend them at its discretion.

BROOKFIELD ZOO MISSION AND VISION

The mission of the Chicago Zoological Society is to inspire conservation leadership by connecting people with wildlife and nature. 

Our vision is to help people create a more sustainable and harmonious relationship with nature through positive, enjoyable educational experiences.

Vision of the Zoo

Brookfield Zoo is envisioned to be a conservation center for its community and its visitors. The zoo will continue to inform people about the diversity of living animals and plants and their marvellous adaptations for life. The zoo will also continue to illustrate the relationships of animals and plants in their natural habitats and the behaviors that are part of living. But Brookfield Zoo is of greatest value when it demonstrates how interlinked we humans are with other creatures and environments worldwide and helps people act responsibly to make the ongoing relationship of our species with the natural world sustainable and respectful of the diversity of life and the integrity of ecological processes. The challenge for Brookfield Zoo is to convey these high purposes in enjoyable experiences for our visitors.

About the Zoo

Brookfield Zoo is both a popular and beloved institution. It is widely recognized as a primary family destination and a gem of the Midwest. The zoo’s outstanding exhibitry, programs, and staff contribute to its great popularity. We strive to provide meaningful and engaging experiences for each and every visitor in a setting that is clean and safe and demonstrates a spirit of caring in every aspect of our work and operations.

We hold high expectations of our staff and volunteers and are constantly “raising the bar” to continuously improve the organization, operations, programs, and services we offer. We give each employee and volunteer the opportunity to contribute to the zoo’s mission and to make a difference. We encourage each employee and volunteer to take advantage of opportunities to learn about the zoo, its operations, and the dimensions of its mission to be able to contribute fully and communicate more effectively with our over two million visitors each year. 

BROOKFIELD ZOO HISTORY
Brookfield Zoo’s beginning can be traced to 1919, when a generous offer of land northeast of downtown Brookfield and east of Salt Creek was made by Mrs. Edith Rockefeller McCormick to the Forest Preserve District of Cook County. The goal of the ambitious project was to build a zoological park large enough for naturalistic exhibits and scientific research.  A governing board, the Chicago Zoological Society, was chartered in 1921.  After detailed planning and delays that included a failed bond referendum and a year’s hiatus in tax support following the 1929 stock market crash, Brookfield Zoo opened on July 1, 1934.

Brookfield Zoo has been a leader in progressive improvements and new exhibits that provide visitors meaningful experiences with living animals.  Children’s Zoo was completed in 1953; Roosevelt Fountain, a beautiful centerpiece for the zoo, was dedicated in 1954; and the country’s first inland home for dolphins opened as Seven Seas in 1961.  Other notable additions include the Tropic World rain-forest exhibits, which opened in phases from 1982 to 1984; a new and greatly expanded Seven Seas Panorama of marine mammals (1987); the conversion of The Lion House into The Fragile Kingdom (1991); Habitat Africa! The Savannah  (1993); a new Animal Hospital (1993); The Swamp (1996), The Living Coast (1997), Habitat Africa! The Forest (2000): the revolutionary Hamill Family Play Zoo (2001), and Regenstein Wolf Woods (2004).  

Brookfield Zoo has also been celebrated as home to many prominent members of the animal world.  Ziggy, a male Asian elephant - and the zoo’s largest resident ever - awed visitors from 1936 through 1975.  Su-Lin, the first giant panda to be exhibited in an American zoo, arrived in 1937.  And Olga, an Atlantic walrus known to millions, was a highlight of zoo visits from 1962 to 1988.

Brookfield Zoo has demonstrated a remarkable capacity for keeping pace with a changing world.  The purposes for which the park was founded, however, have remained consistent: to promote protection of wildlife, to contribute to biological knowledge, and to provide recreational and educational experiences for all visitors.  Our aim is to help people change their behavior to be more responsible for environmental well-being.

THE FOREST PRESERVE DISTRICT AND BROOKFIELD ZOO

Brookfield Zoo, officially the Chicago Zoological Park, is part of the Forest Preserve District of Cook County.  The District began in 1916 with the purchase of 500 acres at Deer Grove.  The concept was to maintain natural areas.  Subsequently, some 67,000 acres were acquired, including part of the zoo property.  Visitation to the preserves today, over 40 million people annually, exceeds the totals for this country’s national parks.  Recognizing these pressures, the District is now looking at a major effort to restore and expand much of its holdings to a more natural state as part of a regional partnership to maintain biological diversity.  The District operates six nature centers, a wildlife rehabilitation center, and many recreational units, including golf courses.  The District is governed as a separate governmental unit by the Cook County Board of Commissioners.

Since it was founded in 1921, the Chicago Zoological Society has had a renewable long-term contract with the District to manage the zoo, including all construction and operations.  Through a specially dedicated property tax, the District contributes part of the zoo’s annual budget for maintaining the buildings, grounds, and the animal collection.  The District also contributes to major exhibit and facility improvements at the zoo through bond issues, which the Society endeavors to match with private funds.

BROOKFIELD ZOO AS A CONSERVATION CENTER

WHAT IS A CONSERVATION CENTER?

A conservation center is a place that is committed to helping society achieve a sustainable and harmonious relationship with nature by: ensuring that its operations are as environmentally friendly as possible, optimizing its contribution to the management of the Earth’s biological resources, and inspiring others to adopt Earth-friendly lifestyles.

Brookfield Zoo plays four roles as a conservation center. To be successful in these four roles, the zoo utilizes and continues developing all its resources – staff and volunteers, the physical plant and grounds, animal and plant collections, knowledge base, and finances. The Zoo regularly evaluates how well it performs these roles and continues to explore, develop, and evaluate new ways or roles by which it can achieve its vision as a conservation center. The four roles are: model citizen; wildlife, habitat, and ecosystem conservationist; community resource and motivator; and mentor and trainer.

Model Citizen

As a model citizen, the zoo designs new facilities and operations and continues to improve existing ones to provide for the highest quality of animal care. The zoo also conducts its operations in as environmentally efficient, safe, and sustainable a manner as possible. To do this, the zoo designs new facilities and operations with efficient use of energy, water, wood, paper, petroleum-based products, and other resources as a primary consideration. The zoo also continues to increase the resource efficiency of its existing facilities and operations and to minimize any negative environmental impacts of its operations. The Zoo works to optimize the capacity of its human resources to help bring about societal change by recruiting, developing and maintaining staff, volunteers, and board members who foster and support the mission and vision of the Society. The zoo also conducts its financial affairs and management practices in a manner that promotes conservation action by making operations as efficient and economical as possible, and by evaluating all costs and benefits of its operations. 

Wildlife, Habitat, and Ecosystem Conservationist

As a wildlife, habitat, and ecosystem conservationist, the zoo uses its resources to conserve threatened or endangered wildlife and habitats locally, nationally, and internationally. To do this, the zoo appropriately optimizes the contribution it makes to the conservation of endangered wildlife and habitats through the management and exhibition of its captive animal collection, through the research it conducts and supports, and through its participation in urgent conservation actions in the field.

Community Resources and Motivator

In this leadership role, the zoo uses its resources to educate, inspire, and enable visitors, communities and others locally, nationally, and internationally to take informed conservation actions and practice environmentally responsible behaviours. To do this, the zoo offers people a variety of relevant, imaginative, meaningful, and engaging experiences. Through these experiences, the zoo not only helps people learn about and connect with the natural world, environmental issues, and the roles that people play, but also helps them develop values and feelings of concern for the environment and the motivation to actively participate in improving and protecting the environment.

The zoo uses a variety of techniques, such as exhibits, attractions, classes, interactions with staff and volunteers, special events, public relations, library services, travel programs, and others, to convey information and messages to audiences and to help them understand why the zoo is committed to being a conservation center. The zoo also provides people with a variety of opportunities, including the Chicagoland Environmental Network, zoo membership, parents program, donor programs, volunteer programs, training programs, and others to get involved in working toward resolving environmental problems. The zoo works to optimize its performance through ongoing feedback from audiences about the effectiveness of these experiences and about what they need from the zoo as a conservation center. 

Mentor and Trainer

As a mentor and trainer, the zoo uses its resources to develop its own staff and to train others working for conservation. In fulfilling this mentor/trainer role, the zoo encourages its staff to serve as mentors, advisors, teachers, and listeners. The zoo shares its experience with other zoos and conservation organizations and cooperates with other local conservation organizations, such as the Chicago Wilderness Initiative, to promote actions that benefit the local environment. The zoo also provides access to its facilities and its collections, as appropriate, for student research, and trains people directly involved with conservation projects, particularly in developing countries. 

WHAT IS CONSERVATION?

Conservation is a value-driven discipline that aims to protect and ensure sustainable populations of species in their wild habitats, preservation of ecological and evolutionary processes, and ecological systems for many generations to come. This involves the management of limited living and non-living resources for their long-term sustainability, using available scientific knowledge. The discipline of conservation science recognizes that human societies depend upon life on our planet and they must be integrated into its maintenance.  Helping to empower citizens and providing education for people to contribute to sustainable use and conservation is key for successful long-term co-existence of species and ecosystem preservation.

The zoo can play several important roles in conservation.  First, through teaching and practicing conservation in all its operations and programs.  Teaching conservation spans an audience as diverse as the visiting public, students, staff, public education programs 'in situ', scientists (through publications), and wildlife field managers (through relevant scientific data) around the world.  Practicing conservation encompasses zoo functions on site such as recycling, managing the collection in cooperation with AZA (American Association of Zoos & Aquariums) recommendations, and collaborating in field research with wildlife managers.  Last but not least many of our captive breeding programs on endangered species are focused to aid conservation efforts of wild populations and our conservation scientists conduct research that addresses pertinent conservation issues on a wide variety of species, habitats, human- animal interactions locally, nationally and internationally. By collaborating with other institutions zoos also can leverage their experience and conservation research to lobby for state and federal policies addressing conservation issues. The zoo also participates in managing a small grants program that awards seed money and support to important conservation projects around the world. Thus, conservation is an integral part of the zoo’s mission and is not only the concern of the Conservation Science staff but is a main component of many aspects of Brookfield Zoo’s everyday operations. 

CONSERVATION RESEARCH PROGRAMS

Since 1956, the zoo has had a formal research program that now covers animal behavior, ecology, nutrition, genetics, population biology, and visitor behavior. This research provides fundamental knowledge to our communications, animal management, and conservation programs, as well as to programs in zoos and wildlife management agencies around the world. The Daniel F. and Ada L. Rice Conservation Biology and Research Center was opened in 1995 to further enhance our research activities. In January 2004 the Department of Conservation Biology was renamed the Division of Conservation Science, encompassing, the following programs listed below.

The Australia Program (Dr. Pam Parker)

The Society's interest in Australian wildlife began in 1933 with the construction of Australia House. This was the first exhibit outside of Australia devoted exclusively to Australian animals. In 1966, the Society, with funds donated from the Forest Park Foundation, bought a degraded sheep station outside of Adelaide, South Australia. By the late 1970s, this area had regenerated into valuable wildlife habitat for various threatened species. The land was donated to the South Australian government, which now manages it as Brookfield Conservation Park. However, the zoo has remained actively involved in Australian conservation, and in 1992 helped the Australian government purchase 607,000 acres of mallee country, one of the most threatened habitats in the world. This area has been designated as a United Nations Biosphere Reserve, called the Bookmark Biosphere Reserve, and today measures 2.2 million acres. Community member volunteers help to protect species, restore habitats, repair past damage, carry out research and monitoring, and explore sustainable land use practices.

Dr. Pam Parker, a Chicago Zoological Society scientist now based in Australia, has provided her knowledge and expertise to create conservation programs that educate, motivate, and empower local people in rural Australia to protect their threatened ecosystems. Her work has engaged local communities in testing ecological restoration models aimed at reversing processes that degrade the landscape. This program has become a model world-wide for community-based land management and sustainable use of natural resources.

The Chicago Zoological Society (CZS) and the Australian Landscape Trust recently expanded services to also assist the Gippsland community in eastern Victoria in developing a program similar to the one in South Australia.  In this program Australian Commonwealth government scientists and farmers explore ways to maintain primary productivity, recover native vegetation and regional biodiversity, and restore water quality to Gippsland lakes.

Sarasota Dolphin Research Program (Dr. Randy Wells)

The CZS Sarasota Dolphin Research program, the “world’s longest-running dolphin research program” 

is now in its 34th year.  It continues as a full-time, year-round operation involving 8 full-time staff members, 7 part-time staff, 14 graduate students, and a dozen or more volunteer student interns, joined each month by up to five Earthwatch Institute volunteers. Our desire with each research project is to contribute to a better understanding of the structure and dynamics of populations of small cetaceans, as well as the natural and anthropogenic factors (factors of human origin) that impact them.  We use an interdisciplinary and collaborative approach in conducting studies of bottlenose dolphins within a unique long-term natural laboratory. The primary goals of this program include (1) collecting biological, behavioral, ecological, and health data of importance to the conservation of small cetaceans, especially bottlenose dolphins, (2) providing requisite information for bottlenose dolphin conservation to wildlife management agencies, (3) disseminating the information generated by our program to scientific and general audiences in order to aid dolphin conservation efforts, (4) using our model program to develop and refine hypotheses regarding bottlenose dolphins in other parts of the species' range as well as other species of small cetaceans, (5) using the established natural laboratory to develop and test new research tools and methodologies of potential benefit to conservation efforts, (6) applying unique program expertise to dolphin rescue operations and post-release follow-up monitoring, and (7) training cetacean conservation workers and students from around the world in the use of these techniques.

Population Biology and Small Population Management Program (Dr. Robert Lacy)

Which individual animals should breed to ensure healthy offspring now and in the future?  Which wild populations of animals are on the path toward extinction-and how can that course be averted?  Such are the questions that Brookfield Zoo’s Population Genetics staff strives to answer.  Lacy heads the program, which seeks to understand the role of genetics in determining the short-term trends and long-term 

prospects of small population of wildlife. Respected worldwide for his expertise, Lacy has been recently named Chairman of the Conservation Breeding Specialist Group of the World Conservation Union (IUCN)’s Species Survival Commission. This honor helps to further our influence as a global conservation leader.  

One of Lacy’s most significant contributions to population management to date is the development of Vortex, a population viability analyses program.  This computerized simulation uses information on variables such as reproduction and mortality rates, genetic variation, changing habitat, disease, and human impact to model extinction probabilities for threatened species. The results help guide conservation assessments and management strategies in wild and captive populations.  Since its creation in the 1980s, Vortex has become a vital research and teaching tool used by conservation organizations, government agencies, academics and park managers in over 70 countries.

Molecular Genetics Program (Dr. Jean Dubach)

The Molecular Genetics Program has two primary functions: service work and research. Laboratory services provide essential information regarding species identity, gender, and paternity for improved management of captive populations throughout North American Zoos and Aquaria.  To date, the lab has provided services to 169 institutions covering 58 species of birds, 38 species of mammals, and 2 reptile species. Conservation research projects span captive and wild populations in North and South America, Australia, and Africa. Data from wild populations are critical to resolve the phylogenetic relationships and genetic status of captive populations as well as provide information for managed and free-ranging wild populations.  Specific projects include African lions, Humboldt penguins, native coyotes, New World primates, and an Australian marsupial.

Behavioral Endocrinology Program (Dr. Nadja Wielebnowski)

CZS is one of only a handful of zoos in North America to establish its own zoo-based endocrinology laboratory.  In addition, CZS initiated a program in behavioral endocrinology focused largely on the study of animal stress.  Established in 2001 and headed by Dr. Nadja Wielebnowski, the Society’s Behavioral Endocrinology Program has already produced interesting findings increasing overall knowledge about the effects of animal-management practices on reproductive and stress physiology, animal behavior and animal well-being.  

In Brookfield Zoo’s Endocrinology Lab, staff are developing protocols and validating noninvasive (using fecal, urine and saliva instead of blood samples) hormone assay techniques for a wide variety of species, many of which have not been studied before using endocrine methodology.  Results from these studies will provide exciting new information for zoos and conservation organizations worldwide.

Some major highlights so far: Through Wielebnowski’s long-term studies with clouded leopard behavior and hormones, it became clear that these animals may experience chronic stress as a result of certain husbandry and exhibit design factors.  In 2002, Wielebnowski led a multi-zoo study to gauge whether altering exhibit elements could reduce such stress.  Given more climbing and hiding spaces, several of the study animals indeed showed a marked decrease in adrenal hormones (i.e., hormones used to monitor stress) within one or two weeks of the exhibit changes.  Further detailed behavioral endocrine studies on clouded leopards, but also on wombats, aardwolves, field mice and gorillas are currently under way. Some of these studies may also involve a field component to obtain data on free living specimens for comparison to the captive population.  Other significant contributions made by the endocrine lab to Brookfield Zoo’s animal collection have been the successful diagnosis of pregnancies in a variety of species: e.g., black rhino, clouded leopard, fishing cat, aardvark and domestic pig.  Such information can be extremely helpful for day-to-day animal management purposes and careful planning of birth events. 

The Amboseli Baboon Project (Dr. Jeanne Altmann)

Animal behavioral studies – at Brookfield Zoo and in the wild – have been a major focus since CZS’s earliest days.  This vital research increases general scientific knowledge, helps improve zoo animals’ management, and can also assist in the conservation of species in the wild.  For more than 30 years,         Dr. Jeanne Altmann has led extensive research into wild baboons’ behavioral, demographic, and physiological responses to ecological changes in Kenya’s Amboseli National Park.  Because baboons are highly adaptable, they are a model species for understanding the effects on animal populations of dramatic environmental change experiences in the Amboseli basin and other regions of the world.

Conservation Psychology (Dr. Carol Saunders)

In 2002, Brookfield Zoo hosted the world’s first Conservation Psychology conference, bringing together social scientists and practitioners to find new ways to address conservation issues together.  The term “conservation psychology” originated at Brookfield Zoo to describe an emerging field that studies reciprocal relationships between people and the rest of nature for the purpose of encouraging conservation.  Conservation psychology studies take place at Brookfield Zoo through the Communications Research Department.  Recent research topics address how children develop caring relationships with the natural world, and understanding what factors encourage environmentally-responsible behaviors.  The department also studies why people visit zoos, which zoo experiences are most meaningful, and the role of zoos as conservation organizations.

Local Conservation Efforts

Chicago Wilderness (CW) and Chicago Environmental Network (CEN)

Within Chicago’s metropolitan region are prairies, meadows, woodlands and wetlands that comprise some of the rarest natural communities on Earth. Advocating for the protection and restoration of over 200,000 acres of these natural areas is Chicago Wilderness – a coalition of more than 160 public and private organizations. As a founding member of Chicago Wilderness, Brookfield Zoo lends its expertise to help manage these lands, enrich local residents’ quality of life, and contribute to the preservation of global diversity. Some administrative aspects of Chicago Wilderness are housed at Brookfield Zoo including CW’s communications director, Lucy Hutcherson.  The Chicago Environmental Network, also based at Brookfield Zoo, works hand-in-hand with Chicago Wilderness to link volunteers with conservation projects available through 300 participating environmental organizations. Please see their web sites at: www.chicagoenvironment.org and www.chicagowilderness.org for additional information.

For more information on the zoo’s conservation efforts, see the zoo publication “What Makes Brookfield Zoo A Conservation Leader?”. A display copy is posted in the Volunteer Office.
EDUCATION AT BROOKFIELD ZOO

The Education Department is divided into different work groups that focus on serving defined audiences – at different developmental levels.  Within and across these audiences we see a progression where:

Early Childhood Audiences (birth to 6 years of age) are given opportunities to experience the joys and wonders of nature first-hand and are encouraged to develop a love of nature.

Elementary Age Audiences (6–11 years of age) are given opportunities to learn how nature works, to understand the systems at play at the habitat, ecosystem and global levels.

Middle, High School and Adult Audiences (12 years of age and up) are given opportunities to explore the myriad of ways we interact with nature and how we can minimize our “footprints” and serve as responsible stewards. 

Educational programming at the zoo is separated into two areas: formal and nonformal programs.  Formal programs primarily work with registered participants and include Access Programs, College Programs, School Programs, and Subscription (member) programs.  Nonformal programs primarily serve zoo visitors and include Community Programs, Hamill Family Play Zoo, Messaging, Public Programs and Volunteer Programs. All volunteers are part of the Education Department. 

For more information on the zoo’s educational efforts, see the zoo publication “How Does Brookfield Zoo Educate and Inspire?”. A display copy is posted in the Volunteer Office. 

Education Department Work Groups

Department Management and Administration

Department managers translate the vision and goals of the zoo into concrete objectives and projects for the Education Department. Administrative staff  track the department budget, manage the office, maintain the department’s specimen collection and administer the local, adult travel program.

Access Programs

The role of the Access program is to ensure that the zoo meets the needs of audiences with disabilities. Education Department staff facilitate zoo visits for over a thousand people annually. The program also provides special programs for both student groups with disabilities and senior citizens.  A new award-winning program called “Every Student is a Scientist” helps students with disabilities use wireless technology to study animals at the zoo.  

College Programs

Through a partnership with Robert Morris College, our Education Department offers seven science courses annually to Robert Morris students and makes the zoo available as a resource for other academic disciplines.  

School Programs

Annually, Brookfield Zoo welcomes over 225,000 area students to the zoo free of charge as part of school groups.  Education Department staff  create, deliver and evaluate programs for visiting school groups. They also create, deliver and evaluate professional development opportunities and materials for teachers. Brookfield Zoo offers a variety of programs including:

CONNECTIONS:  This award-winning series of programs links in-depth classroom lessons with a variety of learning technologies and visits to Brookfield Zoo.  Seventeen different units are designed for grades K – 12 and cover a wide variety of topics.  Recent curricula have taught students quantifiable behavior observation techniques, methods for managing captive populations of animals , African geography, and analyzing data. Units are developed with the guidance of teachers, scientists, and curriculum specialists and are aligned with Illinois Learning Standards.  Annually, more than 25,000 students participate in CONNECTIONS programs at the zoo and thousands more use the materials on their own. 

Professional Development Opportunities for Educators: Helping educators bring conservation messages into the classroom is a primary focus of our training program.  A variety of classes, week-long institutes, events and trips, most of which carry graduate or professional development credit are offered – often in conjunction with other institutions.  Annually, more than 1,000 teachers participate in these programs. An active teacher network receives a quarterly newsletter, listserv communications, and invitations to scheduled events.

Subscription (Member) Programs

Brookfield Zoo offers a variety of educational opportunities for guests of all ages including individuals, family groups and youth organizations.  Examples include:

Classes for Adults, Children and Families: Classes offer focused learning and experiential opportunities, such as games, crafts and other activities, to approximately 2,700 individuals annually. 

Windows into the Zoo: These staff-led zoo tours for adults and families with children eight years of age and older serve approximately 550 people annually.

Zoo Camp: Week-long day camp experiences attract nearly 1,200 children from pre-school through middle school each summer.  

Zoo World Patch: This self-guided program enables over 2,500 participants (scouts and other youth groups) annually to earn a special Brookfield Zoo patch by completing a series of activities at group meeting and at the zoo. 

Community Programs

The Community Programs group is charged with the responsibilities of working with communities that have been traditionally underserved by Brookfield Zoo. Underlying this work is the understanding that both the zoo and the communities have important assets to share.  Advisory Boards from all of the communities we work with help provide grassroots direction.  Community Program currently oversees three major programs:

Zoo Adventure Program (ZAP):  This community-based program has been providing monthly programs, trips and overnights to families from the Pilsen, West Belmont and Austin communities in Chicago for the last ten years. Recently, we have started presenting programs in our neighboring community of Maywood.

Career Ladder for Youth: The Career Ladder provides a “ladder” of opportunities for youth 10–21 years of age from our ZAP communities as well as from the Chicagoland community at large.  Participants take on greater challenges and responsibilities as they move up the ladder over multiple years of participations. The Career Ladder program includes our Youth Volunteer Corps (YVC), introduced in 2000.  Approximately 70 teens, aged 14-17, join us each year to provide interpretation of zoo exhibits and assistance with special events. Their presence has brought a youthful enthusiasm to our volunteer corps and we look forward to more collaborative intergenerational projects in the future. 

Monkeys in the Middle (MIM): MIM is a primate conservation curriculum developed for South and Central American communities. The curriculum is being implemented in the Pando region of Bolivia where Brookfield Zoo has worked for many years with a unique species of monkey called Callimico goeldii
Hamill Family Play Zoo 

Brookfield Zoo's Hamill Family Play Zoo provides creative, hands-on experiences where children, parents, and caregivers can interact with animals, plants, and the outdoors in developmentally appropriate settings. Hamill Family Play Zoo visitors can touch animals, build habitats, paint murals, examine animal X-rays, plant gardens, "be an animal", discover insects, and more. The staff of the Hamill Family Play Zoo is a multi-disciplinary and cross-departmental team that includes zookeepers, groundskeepers, volunteers, and a team of Education Department professionals known as Play Partners. Each Play Partner has a background in either the arts, sciences, or education and has a strong understanding of children's learning styles and development. 

Messaging

Education Department staff help shape the messages we communicate to zoo visitors by developing new exhibit experiences, creating exhibit signage, and developing educational messages for food packaging.  Staff communicate to external audiences through Brookfield Zoo’s member magazine and by presenting workshops to colleagues on appropriate messaging.

Public Programs

Public Programs fosters more direct connections between our visitors and the animal collection, its staff and exhibits. Public Programs is responsible for quality experiences such as animal demonstrations and keeper talks, provided to the public by paid staff. Public Programs serves as liaison between Education and Animal Collections. 

Public Programs Specialists deliver presentations such as elephant, penguin, Critter Cart, reptile and pinniped demonstrations to the general public. They are also responsible for the narration and script development of the dolphin show seen by over 800,000 visitors annually. Public Program Specialists also coordinate and direct the seasonal Roving Naturalists program that delivers close-up encounters with one of nature’s most under-appreciated animals groups, invertebrates. Staff in this program participate in many holiday and special events and provide public speaking training for the rest of the zoo.
Volunteer Programs

Approximately 600 adult volunteers serve the zoo, contributing an average of 70,000 hours annually. Staff in this program area develop and manage volunteer programs throughout the zoo. Areas of responsibility include budgeting, database management, recruitment, orientation, training, continuing education, evaluation, recognition, volunteer relations/performance coaching, community relations, and related volunteer communications.

Our 600 volunteers serve the zoo in these programs:

Butterflies! Exhibit Volunteers

Butterflies! Exhibit Volunteers help visitors enjoy the wonders of the butterflies in our seasonal Butterflies! Exhibit by sharing natural history and ecology information with them. 

Children's Zoo Volunteers

Children's Zoo volunteers help visitors make engaging connections with goats, chickens, and other domestic animals in the Walk-In Farmyard, engage young children in dramatic play and storytelling, narrate cow and goat milking demonstrations, and serve as ushers during the summer's Animals in Action Shows. 

Docents

Docents are trained, knowledgeable volunteer educators. They serve as interpreters of the zoo's exhibits, provide fun educational activities during the zoo's special events, and conduct tours for school groups. All docents complete an extensive training program that combines classroom instruction with self-directed activities. Interviews for the Docent Program take place each summer; the Docent Training Program takes place each fall.  

Docent Apprentices 

Docent Apprentices are trained as volunteer educators to share information about wildlife conservation in three specified exhibits. 

Guest Guide Volunteers

Guest Guide volunteers are friendly, physically active, outgoing people who enjoy being outdoors in all kinds of weather. Guest Guides welcome guests to Brookfield Zoo, assist with directions, orient guests to the zoo and all its attractions, make recommendations for more satisfying visits, and address guests' questions. 
Hamill Family Play Zoo Volunteers

Hamill Family Play Zoo volunteers are playful, fun-loving people who assist staff with fun activities such as gardening, crafts, costume play, mud and water play, and construction. These activities provide children, aged birth-10, and their families, fun, meaningful ways of connecting with animals and nature by having fun. 

Outreach Program Volunteers

Outreach Program volunteers bring the zoo’s educational and conservation messages to the outside community. These volunteers are energetic, enthusiastic, physically active people who enjoy sharing their knowledge about the zoo, animals, and nature with people of diverse backgrounds. Outreach volunteers assist zoo staff at area malls, stewardship days, summer festivals, libraries, schools, and nature centers with varied tasks such as staffing the zoo’s outreach booth and encouraging people to visit the zoo; setting up materials for programs; assisting children with crafts and other fun activities; and storytelling. 

Teacher Assistant Volunteers

Teacher Assistant volunteers serve as teacher's aides for the zoo's formal and fee-based classroom programs. They help set up the classroom, check in participants, assist children with crafts and other fun activities, and accompany the children on their zoo tours. 

ZOOper Volunteers

The zoo hosts a number of fun special events throughout the year. During special events, ZOOper volunteers greet guests, assist with games and crafts, prepare party favors and decorations, serve light refreshments, and assemble goodie bags. ZOOper volunteers also assist staff in many zoo departments with general office and clerical tasks. 

VOLUNTEER PROGRAM HISTORY

The zoo's volunteer program began in the early 1970s when Trustee Edie Duckworth and fellow members of the Junior League Women's Club of LaGrange undertook to help bring meerkats to the zoo. When then zoo director Dr. Peter Crowcroft met with them to accept their contribution, he remarked, "I would like to have a group like this working for the zoo all the time." Trustee Duckworth and her group replied, "We can do that!" That led to a meeting in Trustee Duckworth's home involving 20 women and Dr. Crowcroft. That night in March 1971 the zoo's Volunteer League began. The Volunteer League began doing office work, then opened the Elephant's Trunk Gift Shop in 1972. Profits from the shop helped support the zoo's operations. Trustee Duckworth has said, "Elephant's Trunk was a good public introduction of volunteers to the institution because the early volunteers proved to be very dedicated and reliable."  Although the Elephant's Trunk Gift Shop was closed in late 1999, a number of the "ET" volunteers have remained to work in our offices and special events. They and all of our other office and special events volunteers, as well as a dedicated handful of volunteers still remaining from the former Tropic World Security Volunteer program created in 1982 when Tropic World first opened, are now known as "ZOOper Volunteers." 

In 1975, Mrs. Duckworth was elected a Trustee. In the mid-1970s the new zoo director, Dr. George Rabb, offered her a challenge and asked her to investigate and help organize a Docent program. She traveled to zoos in New York, Los Angeles, and San Diego to examine their programs. Afterward she and Dr. Rabb decided how to model the Brookfield Zoo program. The first class was recruited in 1977 and two of the original class members are still docents today. Today we have approximately 300 docents, all of whom have completed an extensive and comprehensive 3-4 month training program. 

In the mid-1980s, a formalized program was created for Children's Zoo volunteers. These volunteers assist the keepers by providing domestic animal experiences for guests and answering all manner of questions about domestic animals. Approximately 40 volunteers are dedicated to the Children's Zoo. 

In 1993, the Guest Guide program debuted. The program was created to help the zoo be even more responsive to our visitors' needs by providing well-trained, friendly volunteers to help them with finding their way around the zoo and addressing their general questions. Our Guest Guide program has grown to nearly 150 outgoing, personality-plus volunteers! 

In 1999, we created a volunteer program for Teacher Assistants. These helpful volunteers assist our teaching staff with our formal and fee-based classes. There are about 10 volunteers dedicated solely to this program and many volunteers from other programs help out, too.

In 2001, the Hamill Family Play Zoo volunteer program was created to provide assistance for this revolutionary new exhibit. Approximately 75 Play Zoo volunteers provide children, age birth to 10, and their families, with fun experiences that will help them care about nature. 

What's next? One thing is certain. As the needs of the zoo change, so will our volunteer programs. 

We are very proud to have celebrated our 30th anniversary in 2001 and look forward to many more years of providing interested persons an opportunity to volunteer at Brookfield Zoo.

VOLUNTEER PROGRAM OPERATIONS

ANNUAL MINIMUM VOLUNTEER HOURS 

To remain a volunteer in good standing, YOU MUST CONTRIBUTE A MINIMUM OF 48 HOURS EACH CALENDAR  YEAR. For Docents, Guest Guides, Play Zoo volunteers, and Children's Zoo volunteers, we prefer a contribution of 100 service hours each calendar year. Any volunteer who contributes less than 48 hours in a calendar year will need to discuss their commitment for the subsequent year with the Volunteer Manager. 

VOLUNTEER COMMITMENT EXPECTATIONS

We expect all volunteers will make a commitment to a minimum of one 4-hour shift each month; preferably two shifts in June, July, and August when the zoo needs you most. 

In addition to your shifts, all volunteers are expected to volunteer for one night of Holiday Magic.

We expect that all volunteers will be dependable and reliable and will come in to volunteer as scheduled. It is extremely difficult for you to stay well-informed about what’s happening at the zoo if you miss your volunteer assignment for more than a month. 

If you find yourself continually calling in because your schedule is so busy, please reconsider your involvement as a volunteer. Sometimes, despite all your best intentions, it is important to admit that you just do not have the time to make a reliable commitment. Especially now in this time of exciting change at the zoo, we need volunteers who can commit to being here at least once a month. If we place your name on the schedule, we want to feel confident that you will be here, rather than thinking that we will schedule you for lower priority assignments on the schedule because we know you frequently call in absent. Just be honest with yourself and with us. Can you be here in 2005 on a reliable and dependable basis?  If yes, great! If not, you need to do what’s best for you and for the zoo.  (
VOLUNTEER SCHEDULES

Here are the standard schedules for our volunteer programs. 

Butterflies! Exhibit Volunteers

A 4-hour shift between 10 and 4 (5 in the summer) the same weekday each week or every other Saturday or Sunday 

Children’s Zoo Volunteers

A 4-hour shift between 10 and 4 (5 in the summer) the same weekday each week or every other Saturday or Sunday

Docents

A 4-hour shift between 10 and 4 (5 in the summer) on the same weekday each week or every other Saturday or Sunday.

Docent Apprentices

A 4-hour shift between 12 and 4 (5 in the summer) on the same weekday each week or every other Saturday or Sunday 

Guest Guides

A 4-hour shift between 10 and 5 (6 in the summer) on the same weekday each week or every other Saturday or Sunday from April through October.  Guest Guides also volunteer for special events throughout the year, including Holiday Magic.

Hamill Family Play Zoo Volunteers

A 4-hour shift between 10 and 4 (5 in the summer) on the same weekday each week or every other Saturday or Sunday

Teacher Assistants

Varying days and hours, usually between 8:30 a.m. and 12:30 p.m. for morning classes; 12:00 p.m. to 4:00 p.m. for afternoon classes.  Classes are scheduled on both weekdays and weekends.

ZOOper Volunteers

All Special Event Volunteers and Office Volunteers are expected to volunteer for a minimum of four special events and/or projects each year plus one evening of Holiday Magic.  

VOLUNTEER BENEFITS

As a Brookfield Zoo volunteer, you will receive the following benefits:

· the satisfaction of a meaningful contribution of services to one of the world’s leading conservation centers

· a zoo Volunteer Earned Membership based on hours contributed to the zoo (see below)

· 20% discount on food at all zoo restaurants (discount does not apply to seasonal food carts)

· a discounted price of 10 cents for all soft drinks and coffee when you use your own cup. 

· Please note that the above discounts are only for you, the volunteer. They are not available to friends and family visiting with you at the zoo. Thanks for your cooperation.)

· 20% discount on purchases in the gift shops and the Bookstore

· member’s prices for special zoo-sponsored lectures, classes, and other events

· subscription to the Zoo Views quarterly membership magazine and other publications such as a volunteer newsletter  

· exclusive invitations to preview new exhibits

· an annual appreciation dinner with a service awards presentation

· social events

· tax deductions as allowed by law (for current information, contact the IRS for publication 526-Charitable Contributions)

· use of the zoo library

· the opportunity to make new friends and have a wonderful time!

Earned Membership Program

*Volunteers who contribute 100 or more hours during any calendar year will be rewarded with a Family Plus membership for the subsequent year;

*Volunteers who contribute 48-99 hours during any calendar year will be rewarded with a Family membership for the following year; 

*Volunteers who contribute less than 48 hours in any calendar year will be asked to purchase a membership plan of their choice, at full price, to remain in the volunteer corps for the subsequent year; 

*Volunteers who contribute less than 48 hours for two consecutive years will be asked to reconsider their commitment to the zoo and may be amicably asked to leave the volunteer program; 

*Memberships are effective from April 1 through March 31;

*Membership information is mailed each February to all volunteers; any volunteer who does not return their renewal form will be rewarded with the membership level they earned;

*During the membership renewal period, volunteers may upgrade their membership by paying the difference between the level they earned and a higher membership level. For example, if you earn a Family Membership you may pay the current difference between a Family Membership and a Supporting Membership to become a Supporting Member;

*New volunteers should bring their renewal form to the Volunteer Office if their membership expires prior to April 1; a temporary Family Membership will be issued to cover the time between the date of their membership expiration and April 1.  

COMMON VOLUNTEER QUESTIONS

HOW DO I GET INTO THE ZOO? WHERE DO I PARK?

Always enter the zoo at the South Gate.  Each time you come to the zoo, you must stop and show the gate attendant your volunteer name badge or membership card to gain admittance to the zoo. If you do not have one of these current items, you will be asked to pull your car to the side while the Volunteer Office is called to verify that you are a current volunteer. Volunteers must follow all directives of staff at the South Gate.

Volunteers may park anywhere in the South or Northeast lots.  However, from April 1 through Labor Day, you are strongly encouraged to park in the South Lot in Rows, 1, 8, 9, or 10, or along the fences. In the Northeast Lot, we prefer you park in the east section.  Personal vehicles are not allowed on any other zoo grounds, including the service roads.

All volunteers must have a vehicle sticker from the Security Department affixed to the back of their vehicle’s rear-view mirror. Contact the Volunteer Office if you need a sticker.

CAN I BRING MY FAMILY MEMBERS OR FRIENDS ON MY DUTY DAY?

If you have purchased a Family membership, you may bring your immediate family as guests to enjoy the zoo grounds on a day other than your duty day.  However, do not bring your spouse, children, grandchildren, other relatives, or friends to accompany you during your volunteer assignment.  All zoo volunteers must be interviewed and accepted by the Volunteer Manager or a designated representative. Please do not bring anyone along with you “just to help out.” 

HOW WILL I KNOW WHAT I'M SUPPOSED TO DO AND WHERE DO I GO?

When you begin as a volunteer, you will be told when and where to report.  You will be notified of any changes in your schedule or work location. When you sign up to volunteer for special events, 

a confirmation letter will be mailed, or you will receive an e-mail, or you will be called with information on when, where, and to whom you should report.

DO I NEED ANY MEDICAL TESTS LIKE A TB TEST OR TETANUS SHOT?
All Children's Zoo Volunteers and Play Zoo Volunteers are required to provide documentation of a negative TB test every two years. We will let you know when you need to provide this documentation. This is required as a precaution for your health. Although not required for all volunteers, we strongly encourage you to have an up-to-date TB test and tetanus shot. In the future, we may require this documentation for all volunteers who have direct contact with guests. 

HOW DO I RECORD MY VOLUNTEER HOURS?

All volunteers are given activity sheets to record your volunteer service hours. The activity sheet is a record of all the official volunteer time you’ve given to the zoo.  We keep track of volunteer hours for a variety of reasons: to let our Board of Trustees know how well we’re doing; to show legislators how well we’re supported in the community; and to use the information when writing reports and applying for grants to help fund our programs.  And keeping accurate records of the time you volunteer at the zoo also can help you when it’s time to fill out your income tax forms.

All volunteers have a folder in the Volunteer Office. You may keep your activity sheet in your folder.  Others of you may not come to the zoo quite as often. You may choose to keep your activity sheets at home.  You are responsible for maintaining your sheet in an easy-to-find location and for recording your hours. All volunteers should mail or drop off their activity sheets at the end of each quarter (March 31, June 30, September 30, December 31), to the Volunteer Office. Blank activity sheets are available on the counter in the Volunteer Office.  Again, you are responsible for making sure we receive your activity sheets and that the numbers are tallied and accurate.  

What types of activity should be recorded on your sheet?  You should record hours given to:

· 9:30 a.m. Social Time and your lunch/break time  

· your regular volunteer shift 

· assigned activities at special events

· assigned activities at off-site events

· attendance at continuing education sessions and lectures held on zoo grounds
· participation in zoo-sponsored day trips through the Education Department

· assigned orientation sessions

· assigned library research on animals or other conservation-related topics

· assigned animal observation and/or research projects

· assigned design, development, and preparation for participation in classes, tours and programs

· assigned design, development, and preparation of activities or crafts

· docents attending the annual AZAD Conference may count the time spent in workshops and on Zoo Day on their activity sheet

The following activities MAY NOT be recorded as volunteer hours:

· volunteer-organized group day trips to other zoos and aquariums unless approved in advance by the Volunteer Manager 

· social events such as the Volunteer Dinner, parties with your volunteer friends, etc.

· recreational reading about animals and conservation

· TV programs such as National Geographic, Discovery Channel, Channel 11, etc.

· nature-focused vacations or travel

· general public lectures

WHEN DO I GET A LUNCH BREAK? 

Any volunteer who is scheduled for more than four hours, in any volunteer program, for any assignment,  will be scheduled for at least a half-hour meal break.  We ask your cooperation in not eating or chewing gum while volunteering in any exhibit or during a special event. Remember that food and drink, except for bottled water, are not allowed in any exhibit building.  When you do have a meal break, be sure to take it. If you are here four hours or less, feel free to take any short breaks you feel are necessary to keep you going!  And during those warm summer months, make sure you drink plenty of water!  Think conservation!  Use your official zoo cup when you’re at the zoo.  Limit your use of paper cups.

WHERE CAN I SMOKE?
Smoking is not allowed in any exhibit, restaurant, or office. You may smoke outdoors only when you use the back service roads to get to and from your assigned station.  Zoo policy forbids smoking as you walk in uniform through public areas of the zoo.

CAN I USE MY CELL PHONE?

You may use your cell phone only when on break and in a non-public area. Please be courteous to our guests. Do not answer your phone while talking with visitors or while stationed at an exhibit. This action will result in your phone being held for you in Security where you can pick it up at the end of your volunteer shift. Except for a true life-threatening emergency involving zoo guests or fellow staff or volunteers, zoo policy forbids the use of your cell phone as you walk in uniform through public areas of the zoo. 

CAN I USE THE ZOO LIBRARY? 

Yes!  On November 1, 2004 we began online circulation of our books, journals, and AV materials!  This means that all Brookfield Zoo employees, volunteers and members, are eligible to receive a BZ library card and account (held for you in the library).  Automating circulation will enable you to use our large collection and we will be able to effectively manage these valuable resources.

 Please stop by the Brookfield Zoo Library to set-up your library account or contact Courtney Lavery (colavery@brookfieldzoo.org; 708.485.0263, ext. 582).  

Please note that your Brookfield Zoo library card will not be honored when presented at the circulation desk of other MLS libraries.  You are able to request interlibrary loan items via your online library account.

You may search the online catalog, SWAN (System-wide Automated Network sponsored by the Metropolitan Library System) http://swan.sls.lib.il.us/ for full bibliographic descriptions, subject headings, author and title entries for most of our book collection. As a member of the Metropolitan Library System (MLS), Brookfield Zoo Library patrons are welcome to request items in the SWAN catalog via interlibrary loan.   We also loan our books to other libraries within the consortium through the interlibrary system.  

*** The library has about 10,000 books and 300 current periodicals on zoology, natural history, animal behavior and husbandry, conservation, horticulture, and other related topics. 

*** The library entrance is located on the South Service Road between Rice Center and Perching Bird House, opposite the Exhibits workshop. The library is open only to staff and volunteers; it is not accessible to zoo visitors. 

*** Library hours are Monday through Friday, 10 a.m. to 5 p.m.  The library can be accessed via the Bookstore on weekends. There is no staff in the library on weekends, so the library operates on an honor system!

*** If we own the title, you need to find the right section (there are yellow labels on the shelves) and browse the books within that section. The books are in the process of being organized by call number. Ask if you need help!

*** Books may be checked out for a week at a time and renewed for up to a month. For your convenience, you may return books via interoffice mail from the Volunteer Office.

*** Journal articles are best found by searching the library’s electronic indexes.  Courtney can show you how to do this (from home or the library), but please make an appointment with her.

*** Periodicals and videos circulate like books, for one week. You are free to take anything you like from the rotating display. Those items from the rotating display are tossed after a month. 

*** The library has a photocopy machine available. Photocopies related to your duties as a volunteer are free of charge. 

*** Library staff can obtain books and articles from outside the library’s collection on request. Delivery normally takes one to two weeks. There is no charge for this service.

WHAT SHOULD I DO IF I GET HURT WHILE VOLUNTEERING?

Establishment and maintenance of a safe work environment is the shared responsibility of Brookfield Zoo staff and volunteers. The zoo will do everything within its control to ensure a safe environment and compliance with federal, state and local safety regulations. Volunteers are expected to obey safety rules and to exercise caution in all of their work activities. You are asked to report immediately any unsafe conditions to the Volunteer Office.

Brookfield Zoo provides comprehensive workers’ compensation insurance coverage to volunteers.  This program covers any injury you sustain in the course of volunteer service that requires medical, surgical, or hospital treatment.  Subject to applicable legal requirements, workers’ compensation insurance provides applicable benefits after a short waiting period or immediately if you are hospitalized. Any volunteer who sustains an on-site, duty-related injury such as a cut or a fall, must go to First Aid in the Security Office immediately.  No matter how minor a duty-related injury should appear, it is important that it be reported.  This will enable you to qualify for coverage as quickly as possible. Your reporting your injury also makes us aware of any unsafe conditions around the zoo. 

AM I ALLOWED TO USE ZOO EQUIPMENT?

Copy Machine: While on duty, you may make copies that directly relate to your duties as a volunteer. The copier is located in the hallway of the Administration Building.   

Phone:  You may use the zoo telephone in the Volunteer Office for quick personal calls.
Golf Carts: In general, volunteers do not have access to golf carts. If your volunteer assignment requires the use of a golf cart, you will need to provide a copy of your driver’s license and will be trained on zoo golf cart routes and other instructions. 

Any other equipment: When in doubt, ask the Volunteer Manager about using zoo equipment.

HOW DO I LET YOU KNOW IF I CAN'T COME IN FOR MY VOLUNTEER DAY?

We rely on you to staff our many exhibits and special events. Please try to be as prompt as possible and reliable in reporting for all assignments.  Staff must be notified of vacations or any other planned absences as much in advance as possible.

Absences MUST be reported prior to your scheduled shift as follows:  

Butterflies! Volunteers:                             Call x584 to report absences.
Children's Zoo Volunteers:                       Call x450 to report absences.

Docents:                                                   Call x852 to report absences.

Docent Apprentices:                                 Call x852 to report absences. 

Guest Guides:                                          Call x852 to report absences.

Hamill Family Play Zoo Volunteers:         Call x208 to report absences.

Outreach Program Volunteers:                ZAP! Volunteers call x362 to report absences;

                                                                 Marketing Volunteers call x385 to report absences.

Teacher Assistants:                                 Call x418 to report absences. 

ZOOper Volunteers:                                Call x852 to report absences.

If no one answers leave a message on the voicemail. Calls are usually picked up daily by staff members covering for each other or by assigned volunteer Day Captains. You do not have to leave messages on three different voicemails. Just be sure to call the correct extension as listed above. A staff person or day captain will most likely pick up the call. 

Allowances can be made for illness, accidents, job changes, or other personal situations, on a case-by-case basis.  We realize how busy everyone is these days and we are very willing to work with your scheduling needs. However, numerous absences or failure to notify the office of absences indicate to us that you are no longer able to or are no longer interested in volunteering at the zoo. Please note that three unexplained “no-call, no-shows” in one calendar year will result in our asking you to leave the volunteer program. 

CAN I JUST SHOW UP TO VOLUNTEER WITHOUT LETTING YOU KNOW?

We ask your cooperation in letting us know when you are coming to volunteer. You need to call the same extension as when you are reporting an absence. Your extra help is welcomed, but we have priorities where volunteers need to be stationed. If you just “show up” without letting us know, we may not have volunteers in these priority stations. We also need to know who is volunteering in the zoo each day on an official basis. Also, it is not fair to other volunteers who are in that day if you go wherever you want to, and other volunteers go to their assigned stations.  

CAN I TAKE A LEAVE OF ABSENCE?

Leaves of absence (LOA) for medical and personal reasons are most certainly allowed. LOAs are allowed for a three-month period. Please fill out the LOA Form in the Volunteer Office and indicate your expected return date. Extensions due to illness will be allowed an additional three-month LOA; other extensions will be allowed on a case-by-case basis. Any volunteer who has called in for a period of three months will be considered to be on a Leave of Absence and will need to request reinstatement from the Volunteer Manager after the initial three-month period. Any volunteer absent from the program more than six months will be asked to reassess h/her commitment and/or ability to volunteer.  

HOW DO I TRANSFER FROM ONE VOLUNTEER PROGRAM TO ANOTHER?

Just let the Volunteer Manager know if you’d like to transfer from one program to another. Naturally, there’s some administrative paperwork that we need to complete before your transfer becomes effective. (  Please note: If you are not a docent and are interested in becoming one, you do need to take the entire Docent Training Program. 

HOW DO I RESIGN FROM THE VOLUNTEER PROGRAM? WILL I BE ABLE TO RETURN SOMEDAY?

You may end your relationship with the zoo by submitting a resignation letter or by calling the Volunteer Manager.  We'd appreciate two weeks notice. You MUST return your name badge and vehicle sticker, and any other zoo property loaned to you, such as a docent safari jacket.  An exit interview can be scheduled upon your request.

If you would like to return to the zoo after resignation, just call the Volunteer Manager. An interview will be arranged to discuss your commitment level. Returning guest guides will need to retake the Guest Guide Training Program to be eligible for reinstatement.  Returning docents who have been away from the program for more than one year will either need to retake the entire Docent Training Course or work through the current Basic Competency Process with a Docent Mentor. Each situation will be judged on a case-by-case basis by the Volunteer Manager.

If you are asked to leave or dismissed from any of our volunteer programs, you will not be eligible for reinstatement.

WHAT DO I WEAR?

Uniform Shirts

All volunteers (except for those who exclusively volunteer in an office) will be provided with a short-sleeved, polo shirt.  Additional shirts are available for purchase. Please note: Shirt colors/styles are subject to change!

For all special events, you need to wear your program’s uniform shirt. For some special events, casual dress is acceptable.  However, casual dress shirts/sweatshirts must not have wording on them that may be considered offensive or inappropriate. For example, during Holiday Magic a sweatshirt with the wording “Bah, humbug!” would be considered inappropriate. (  You may be asked to wear festive clothing for special events. This clothing will be distributed at the event and collected when it's over.  

We prefer all uniform shirts to be tucked in. Staff dress code states that uniform shirts must be tucked in. Although not mandatory for volunteers, tucked uniform shirts present a more professional image to our guests. Please do not roll up your shirt sleeves, or roll up or tie up your shirts. Shirt sleeves may not be altered in any way. Uniform shirts must be appropriately sized, neither too small nor too large. So be sure to request the correct size shirt. All shirts, whether uniform or casual dress, must cover your midsection and your hips. “Belly” shirts are not allowed.

Uniform Pants

Uniform slacks, walking-length shorts, or skirts should be KHAKI. 

Khaki is a light beige color. Khaki pants can be found at many stores in many sizes. Pants should not be dark brown, black, dark green, light green, blue or other colors. Shorts must be knee-length or just above the knee. If you wear extremely short shorts or skirts, you may be sent home to change, so please dress appropriately. Pants and shorts should be appropriately sized, neither too baggy nor too tight.   

Please note: Blue jeans should never be worn while on duty at the zoo. Any exceptions to this standard will be noted in your confirmation letter for special events or other types of outdoor work projects.

Wearing Your Uniform While Visiting

When you are just visiting the zoo with family and friends, and are not on duty, you may wear your name badge, but do not wear your volunteer uniform. This may suggest to guests and other staff that you are on “duty.”

Uniform Replacements

If your jacket or shirt is defective or damaged while performing your regular duties, or if you need a different size, we will replace it. Additional polo shirts and sweatshirts are also available for purchase, usually in the spring and fall. 

Name Badges

You are required to wear your name badge at all times while on volunteer duty and while attending any zoo-sponsored event. You may also wear your name badge while visiting the zoo on your off-duty day.  We will replace your name badge once during a calendar year; further replacements are at your expense. Only the current style of ID badge will be recognized for zoo admission and zoo discounts. 

Your ID badge may not altered or defaced in any way, including putting on stickers, pins, markings, scratches, or any other change or alteration. In other words, DO NOT PUT ANY PINS OR STICKERS ON YOUR NAME BADGE!

Patches

Effective in 2005, the only patches allowed on your docent jacket or volunteer uniform shirt are a Brookfield Zoo volunteer patch (for those of you that have one) sewn onto the left shoulder, and the 2001 AZAD Conference patch sewn onto the right shoulder. All other types of patches may no longer be worn on your docent jacket, uniform shirts, or hats. At this time, we do not anticipate getting new patches for 2005. 

Jewelry/Piercings

Jewelry must be minimal and cannot be overly large or ornate. Your jewelry should not create a safety hazard. Facial jewelry (e.g., eyebrow, lip, tongue piercings, nose rings, etc.) is not permitted.  

Other jewelry, such as animal pins, should not detract from the professional appearance of your uniform jacket or shirt. A maximum of ten pins may be worn at one time. If you have more than that, rotate them! 

Buttons and pins, such as political buttons or buttons/pins from other zoos and museums, may not be worn on your uniform jacket or shirt.

Fragrances

Please do not wear perfume or cologne while on duty.  While fragrances are pleasing to some people, others are highly allergic to them.  Fragrances also interfere with our goal of creating naturalistic exhibits.

Hats

Hats must be plain and must match your uniform. The only logos allowed on hats are Brookfield Zoo logos. Do not wear hats with other logos. We are looking into having standardized uniform hats available for purchase.

WHO DO I TELL WHEN I CHANGE MY ADDRESS OR PHONE?

Please promptly notify the Volunteer Office of any address, name, phone number or e-mail changes.  Also let us know if there is a change in who we should contact in case of an emergency, as well as any address or phone number changes for that individual. If you notice that your address is incorrect or your name is misspelled on correspondence, please tell us so we can correct it. It is important that all of your personal information is accurate and current.

WHERE DO YOU KEEP MY VOLUNTEER APPLICATION?

All volunteers’ files are kept in the Volunteer Office.  Included in these files is information such as your application, commendation letters, and any other information related to your role as a volunteer.  Access is limited to you and authorized Education staff. To review your file, contact the Volunteer Manager.  The file is the property of Brookfield Zoo.  However, with reasonable notice, copies of the contents of your file can be provided to you.

HOW CAN I GET A REFERENCE?

We will be happy to provide a reference verification for you. The interested organization needs to request the reference in writing from the Volunteer Manager. Phone verifications will not be given. Although we will be happy to verify your length of service and your general duties as a volunteer, we cannot comment on the quality of your skills or any personal traits.

HOW CAN I FIND OUT HOW MANY HOURS I HAVE?

Just call the Volunteer Office at x363. We keep track of the hours you've submitted to us on a quarterly basis. 

HOW AM I RECOGNIZED FOR MY YEARS OF SERVICE?

Each year at the annual Volunteer Appreciation Dinner, service pins are awarded to all volunteers with 5, 10, 15, 20, 25, and 30 years of service. To be recognized, volunteers must have contributed the minimum number of hours required by the zoo each year between 0 and 5 years, 5 and 10 years, etc.

Your start year is the year you began with the zoo, regardless of which program you started in or what program you may be in at the time of your service award. If you started as a docent, then your start year is the year you started docent training. As an example, if you started anytime in 2000, you will receive a 5-year pin at the 2005 dinner. If you started anytime in 1980, you will receive a 25-year pin at the 2005 dinner, and so on.  

WHAT DOES IT MEAN TO BE RECOGNIZED AS A “LIFETIME” VOLUNTEER?

All volunteers who have served the zoo for 25 years are bestowed with the honor of becoming a “Lifetime” Volunteer. This means the volunteer will always remain connected to the zoo by remaining on the volunteer mailing list, by receiving an invitation to the Volunteer Dinner, and will be rewarded with an annual Individual Membership regardless of the number of hours the volunteer is able to contribute, even if it is less than the minimum number of hours required by the zoo annually.

However, all Lifetime Volunteers wishing to be recognized for their next service levels of 30 and 35 years, etc., MUST contribute the minimum number of hours required by the zoo each year between 25 and 30 years, between 30 years and 35 years, etc., in order to be recognized for those years of service. 

INTERNAL AND EXTERNAL COMMUNICATIONS

INTERNAL COMMUNICATION GUIDELINES

Volunteer Weekly Update
This document is our number one source of zoo information for volunteers. It is usually distributed every Friday via e-mail. So be sure we have your current e-mail address. There is a form in the Volunteer Office where you can write down your e-mail address for us. The Volunteer Weekly Update is posted in the Volunteer Office on the bulletin board in the hallway, in the Play Zoo basement where volunteers check in, and in the Children’s Zoo Office where volunteers check in. 

If you do not have e-mail, IT IS YOUR RESPONSIBILITY TO READ THE VOLUNTEER WEEKLY UPDATE ON YOUR OWN BEFORE GOING OUT INTO THE ZOO. 

Gazebo Reference Binder

When stationed in the gazebos, all Guest Guides are expected to refer to the Information Reference Binders that are stored in the cabinets of both gazebos. The binders are updated weekly. When you are stationed at the gazebo, it is extremely important that you have the binder out and readily accessible so you can answer guests’ questions knowledgeably. 

Volunteer Newsletter

Zooscape News, the volunteer newsletter, was published every other month from 1996-2003. The publication is currently on hiatus while we assess future communication strategies for volunteers. 

Zoo Staff Communication Guidelines

We encourage you to develop working relationships with zoo staff - Administration, Guest Services, 

Human Resources, Keepers, Buildings and Grounds staff, etc. Be mindful, though, that you need to use 

good judgement when initiating conversations, especially with keepers.  Be considerate of their time 

limitations.  If there are specific animal-related or other zoo-related questions you need answered, pick 

up an Information Request Form in the Volunteer Office, and we will get the answer for you.

Suggestions for Senior Management

You can 

...write your suggestion and place it in the Suggestion Box in the Administration Building hallway by Human Resources (or leave it in an envelope for Regi and she will make sure it gets there)

...send an e-mail to StrgcPlng@brookfieldzoo.org
...call and leave an anonymous message at (708) 485-0263, x609. You can leave your name and number if you’d like someone to follow up with you. 

EXTERNAL COMMUNICATION GUIDELINES

Your involvement in bringing the zoo’s mission to your community is important.  Additionally, we want donors and legislators to know of your extra efforts in our community.  In order to ensure that our messages are consistent, the guidelines outlined below must be followed.

Interviews with and articles by local media

All interviews and articles must be approved by the Public Relations Department.  If you are contacted 

by local media for an interview about your activities as a Brookfield Zoo volunteer or if you want to 

contact the local media, notify the Volunteer Manager first. H/she will work with you in getting the proper 

authorization from Public Relations.

Educational Articles and Presentations 

We encourage you to become involved in volunteer associations and to read volunteer publications. 

As part of your involvement in an association, you may want to present a talk or paper at a meeting.  We 

also support those of you who enjoy doing research and writing articles for publications. However, all 

abstracts/articles for publication and conference presentations that directly relate to your volunteer work 

at Brookfield Zoo and/or that identify you as a Brookfield Zoo volunteer MUST be approved by the 

Volunteer Manager before submission.

Association of Zoo & Aquarium Docents (AZAD)

The Association of Zoo & Aquarium Docents (AZAD) is a national organization with membership open to 

any docent volunteering for a zoo or aquarium. Brookfield Zoo was proud to host the 2001 National 

AZAD Conference that brought nearly 750 docents to Chicago for six days of learning from each other. 

AZAD also holds regional meetings in addition to its annual national conference.  AZAD membership 

applications are available in the Volunteer Office; membership is $15 a year. We encourage all docents 

to join this highly valuable association. The 2005 conference will be held at the National Zoo in 

Washington, DC in September. 

Representation at Community Events

We appreciate your desire to bring the zoo’s message to your community through a personal visit. If you 

wish to present an educational program at a local civic group, school, church group, or other community 

group, you may do so as an individual.  Please do not speak at these events in your volunteer uniform as 

an “official” Brookfield Zoo representative. Depending on the situation, should you do this, you may be 

asked to leave the volunteer program. 

GENERAL VOLUNTEER POLICIES

This section of the Volunteer Handbook elaborates on general policies that are common for both staff and volunteers. Even though this section is extensive, it is extremely important to read through these policies so you know what is expected of both staff and volunteers. Should you have any questions, please see the Volunteer Manager. 

ALCOHOL AND CONTROLLED SUBSTANCE ABUSE TESTING 

All zoo supervisors will be trained to assess signs of potential substance and/or alcohol abuse. Supervisors may request reasonable-suspicion testing without notice to volunteers when any supervisor has reason to believe testing may be necessary based on the volunteer’s demonstrable, specific, articulable reasons, such as appearance, behavior, speech, or body odors during, preceding, or immediately after the volunteer has performed a safety-sensitive function such as handling an animal or driving (including golf carts). The supervisor will notify the Human Resources Department, who will schedule an immediate test. The Volunteer Manager, or another Society employee, will transport the volunteer immediately to the designated testing facility. Tests should be performed within two (2) hours of the supervisor's request. If the test is not performed for any reason, the Society will maintain records to document why no such test was performed. Refusal to undergo testing may result in termination from the volunteer program. 

CONFLICTS OF INTEREST 

Volunteers, just like all zoo staff members, have an obligation to abide by guidelines that prohibit actual or potential conflicts of interest.

An actual or potential conflict of interest occurs when a volunteer is in a position to influence a decision that may result in personal gain for that volunteer or a relative as a result of the zoo’s business dealings.  (For the purposes of this policy, a relative is any person who is related by blood or marriage or whose relationship with the volunteer is similar to that of persons who are related by blood or marriage).

Personal gain may result not only in cases where a volunteer or relative has a significant ownership in a firm with which the zoo does business, but also when a volunteer receives any kickback, bribe, substantial gift, or special consideration as a result of any transaction or business dealings involving the zoo.  

Notify the Volunteer Manager if you believe a conflict of interest has occurred.

DISCRIMINATION PREVENTION POLICY 

Prohibited discrimination as described herein may take different forms.  Such conduct may include, but is not limited to actions that are based on a person’s age, race, gender, color, marital status, sexual orientation, religion, ethnicity, or any other status protected by law that adversely affects an individual's employment or volunteer opportunity, evalua​tion, assigned duties, hours of work, fringe bene​fits, opportunity for career development, or any other condition of employment or volunteer opportunity.

The following rules and practices apply to employment and volunteer placement:

1.
The Society is committed to assuring equal employment and volunteer opportunities with respect to all aspects of employment and placement of volunteers, regardless of age, race, gender, color, marital status, sexual orientation, religion, ethnicity, or any other legally protected status, except where such status is a bona fide occupational qualification.  

2.
The Society does not express a preference in recruitment of employees and volunteers based on any legally protected status unless it is a bona fide occupational job qualifi​ca​tion.

3.
No volunteer or applicant will be denied an opportunity to apply or be considered for any avail​able volunteer position for which he or she is qualified based on any legally protected status.

4.
Volunteer benefits are provided to all eligible volunteers based on objective, work-related criteria, without regard to legally protected status. 

In summary, illegal discrimination will not be tolerated. Each supervisor will take steps to ensure that his or her working unit is free of prohibited discrimination and harassment.  Such steps may include, for example, reminding employees and volunteers of this policy and the Society's position that they need not endure or submit to discriminatory or harassing behavior as set forth in this policy.

The Society expects all of its employees and volunteers to behave in a manner appropriate to the Society’s professional work environment and not just to avoid the most extreme, unlawful actions. Therefore, some types of conduct that may be acceptable in an informal social setting are not considered acceptable at work. For example, sexually oriented conversations may be appropriate in private interactions between consenting individuals, but they are not appropriate in the workplace.  

On the other hand, sexual harassment does not include occasional compliments or voluntary relationships between co-workers and fellow volunteers that do not interfere with job performance or have a negative impact on our professional work environment.  Any questions about what is or is not appropriate should be directed to the Human Resources Department.

Filing Complaints

If any applicant, volunteer, or employee observes conduct that he/she feels is prohibited by this policy or feels he/she has been a target of harassment or discriminatory conduct, the individual is expected to clearly state his/her objection to the harassment or prohibited conduct, and any reasonable objection should be respected by others.  Advising the individual involved, politely, but firmly, of objections will, hopefully, be all that is needed to eliminate the problem.  If voicing an objection and asking for the conduct to stop does not prove effective or if this course of action does not constitute a reasonable alternative under the particular circumstances, the applicant, employee, or volunteer should report the matter immediately to the Human Resources Department or the Volunteer Manager. Delay in raising such concerns could lead to a more difficult situation, and complainants are encouraged not to wait if they have concerns about harassment or discrimination.

Volunteers do not need to contact the Volunteer Manager first, but they may, if they feel comfortable doing so. If the Volunteer Manager is notified, the Volunteer Manager is to bring such concerns immediately to the attention of the Human Resources Department.  Otherwise, applicants, volunteers, or employees may go directly to Human Resources or notify any other member of the department’s or division’s management of the facts and concerns by phone, in person, or in writing.

Appropriate management personnel of the Society will look into any complaint with Human Resources in as timely and discreet a manner as possible.  Any complaining party will be informed of the disposition of the complaint, usually within seven calendar days. Confidentiality will be maintained as much as possible.  The Society may consult with outside experts to help gather any relevant facts and normally will confer with the people involved and any named or apparent witnesses.  No one will be subject to retaliation for bringing good faith concerns to the Society’s attention or for assisting in any investigation. All employees, volunteers, and third parties are expected and required to cooperate fully and truthfully in such a process.  

If a decision is reached that this policy has been violated, appropriate remedial action designed to prevent any recurrence of the problem will be taken.  If the offending party is an employee or volunteer, she/he may be subject to appropriate disciplinary action up to and including discharge.  If the offending party is not an employee or volunteer, other measures may be necessary to resolve the situation.

DIVERSITY POLICY

The Society strives to create and foster an organizational culture and workplace environment of respect, acceptance, and inclusion, where people’s differences, as well as their commonalities, are valued, celebrated, and utilized to maximize organizational effectiveness.  The Society will work to increase workforce diversity at all levels of the organization with the ultimate goal of achieving a demographically diverse workforce in all major job groups as might reasonably be expected based on availability of qualified individuals.

The Society fully supports the rights of employees, volunteers, and applicants to seek, obtain, and fully participate in employment and volunteer opportunities. This policy prohibits discrimination, including harassment, based on age, race, gender, ethnicity, sexual orientation, marital status, religion, or any status protected by law. This policy specifically prohibits harassing or discriminatory conduct involving employees and volunteers or prohibited conduct involving applicants, guests, vendors, contractors, or other professional participants.  Such conduct is demeaning and will not be tolerated, as it is contrary to the Society’s philosophy of providing a respectful, professional, and productive work environment. 

This policy is intended not only to comply with the Society’s legal obligations, but also to create and provide a more positive work experience for all concerned.  Any issues raised under this policy will be resolved, therefore, not only to prevent unlawful harassment or discrimination, but also to maintain a positive, professional, and respectful workplace for all. 

DRUG-FREE WORKPLACE ACT POLICY

Illegal drugs in the workplace are a danger to everyone.  They impair safe​ty and health, lower productivity and quality, promote crime, and could undermine the public's confidence in the work conducted by the Chicago Zoological Society.

The Society will not tolerate the illegal use of drugs in the workplace.  Under the federal Drug-Free Workplace Act of 1988, all federal contractors and grant​ees are required to certify that they will provide drug-free workplaces.  The Society has developed this official policy in order to be considered a "responsible source" under the Act.

Effective March 18, 1989, certification of a drug-free workplace is a precondition of receiving a contract or grant from a federal agency (54 FR 4946).  The result of non-compliance with this federal requirement is de​barment of future grants and contracts for up to five years and/or suspen​sion or termination of payments on existing contracts or grants.

The following measures have been established in order to assure that the Society maintains a drug-free workplace.

1.
The Society will make the appropriate certification to the appro​pri​ate federal agency as a prior condition of each grant or con​tract awarded.

2.
Any location at which Society business is conducted is declared to be a drug-free workplace.  This means all employ​ees and volunteers are absolutely prohibited from manufacturing, possessing, distributing, transferring, purchasing, selling, dis​pensing, or using controlled substances in the workp​lace.  Controlled substances include but are not limited to:

.
Narcotics (heroin, morphine, etc.)

.
Cannabis (marijuana, hashish)

.
Stimulants (cocaine, diet pills, etc.)

.
Depressants (tranquilizers, barbiturates, etc.)

.
Hallucinogens (PCP, LSD, "designer drugs," etc.)

Controlled substances prohibited by this policy do not include drugs authorized for use on animals by veterinary staff and the appropriate use of legally prescribed drugs by employees/volunteers.

3.
The Society also prohibits the possession, consumption, and/or distribution of alcohol in the workplace, except for duly authorized social functions.  

4.
Employees and volunteers violating the Society drug-free workplace policy are sub​ject to discipline, up to and including termination, even for the first offense.  

5.
Volunteers who are taking prescribed medication that may affect their ability to perform their jobs safely should advise the Volunteer Manager so that an investigation of appropriate reasonable accommodations may be initiated.

6.
Employees and volunteers may be required to undergo testing for the presence of alcohol or controlled substances when specific workplace problems are noted or at any time the employee or volunteer is involved in a workplace injury.  Refusal to cooperate may result in disciplinary action up to and including discharge.

7.
Any suspected controlled substances found on Society premises will be confiscated and immediately turned over to the appropriate law-enforcement authority.

8.
The Society reserves the right to inspect all items brought onto its premises for alcohol or controlled substances, including but not limited to lockers, containers, automobiles, handbags, desks, and file cabinets.  Inspections may take place on a random, unannounced basis in order to assure the safety, health, and security of its animals, property, guests, employees, and volunteers.  Failure or refusal to cooperate may result in disciplinary action up to and including discharge.

EQUAL VOLUNTEER OPPORTUNITY POLICY 

The Chicago Zoological Society has developed a policy to provide equal opportu​nity for staff/volunteers and to define supervisory responsibilities related to equal opportunity for staff/volunteers. The Society affords equal volunteer oppor​tunities to all volunteers and qualified applicants and does not discriminate against any volunteer or applicant because of race, color, religion, age, gender, national origin, veteran status, marital status, sexual orientation, or any non-job-related physi​cal or mental disability, as required by law. This policy covers all aspects of volunteering, including, but not limited to, demotion, transfer, recruitment, layoff, termi​na​tion, discipline,  fringe benefits, selection standards, training, and all other terms and conditions of employment or a volunteer assignment.  

The Society realizes that the successful achievement of a non-discrimi​natory employment and volunteer program requires support and cooperation from all employees and volunteers. In fulfilling its part in this cooperative effort, senior management is expected to lead the way by establishing and imple​menting procedures and practices intended to achieve the objec​tive of equal opportunity for all. Managers and supervisors should assure that this equal employment and volunteer opportunity policy is followed.  Supervisors, along with all members of management, will be evaluated annually on their adherence and contributions to this policy.  Any questions concerning related volunteer opportunity actions or the interpretation of this policy should be directed to the Human Resources Director or Volunteer Manager.  

HARASSMENT PREVENTION POLICY

Prohibited harassment may take many different forms. Harassment as used herein includes, but is not limited to unwanted verbal or physical conduct (including gestures and touching) based on gender, age, race, color, marital status, sexual orientation, religion, ethnicity, or any status protected by law, or conduct that has the effect of creating an intimidating, hostile, or offensive environment for another person, whether or not such an effect was intended.  

Examples of prohibited forms of harassment include, but are not limited to:

1. Unwanted demands for sexual favors;

2. Derogatory statements or jokes about a person’s gender, race, ethnicity, disability, religion, sexual orientation, color, age, or other legally protected status; 

3. Sexually suggestive comments, gestures, or pictures; or

4. Unwanted physical contact, including touching and pinching. 

Any question about whether a situation is or could constitute a violation of this policy should be directed to the Human Resources Department, and employees and volunteers are to avoid any questionable conduct.

In addition, it is a violation of Society policy for any employee, supervisor, manager, volunteer, vendor, visitor, or any third party with whom our employees and volunteers come in contact during the course of performing their job duties, male or female, to harass any Society employee or volunteer by:

1. Making, threatening to make, or suggesting, either explicitly or implicitly, that:

(a) acquiescing to unwelcome sexual advances or requests for sexual favors is a requirement for any type of job or volunteer opportunity or benefit, or 

(b) an employee's or volunteer’s refusal to submit to sexual ad​vances or requests for sexual favors will adversely affect that individual's employment, volunteer opportunity,  evalua​tion, wages, advancement, assigned duties, hours of work, or bene​fits, or 

(c) an employee's or volunteer’s submission or refusal to submit to sexual advances or requests for sexual favors will affect any economic benefit, opportunity for career de​velopment, or any other condition of employment or volunteer opportunity.  

2. Imposing or threatening to impose consequences for rejecting unwelcome sexual conduct; or

3. Engaging in any unwanted verbal or physical conduct of a sexual nature that has the effect of creating an intimidating, hostile, or offensive work environment for another person, whether or not such an effect was intended.

Breeding, courtship, and other sexual activities of the Society's animal collection are a natural and necessary part of the Society's business and environment, and the performance of work-related duties regarding such activities (for example, educational instructions or discussions of breeding behavior) is part of the Society’s employees’ and volunteers’ job duties. Naturally, such activities are not forbidden by this policy.  However, these matters should not form the basis for off-color jokes or remarks, and all employees and volunteers are expected to maintain a professional and respectful demeanor when dealing with situations of this nature.  

Whatever form it takes—verbal, non-verbal, or physical—all types of prohibited harassment are insulting and demeaning, and such conduct will not be tolerated in connection with employment or a volunteer assignment by the Society, whether the employee or volunteer is working or volunteering on-site at Brookfield Zoo or assigned to work or volunteer in another location.  All employees, volunteers, and third parties associated with the Society are expected to be aware of their conduct and its impact on others and to comply with this policy.  No one is exempt.  The Society will continue to take appropriate measures to prevent prohibited harassment and, if it should occur, will take appropriate and prompt action and remedial measures designed to ensure that it does not happen again.

Each supervisor will take steps to ensure that his or her working unit is free of prohibited forms of harassment.  Such steps may include, for example, reminding employees and volunteers of this policy; reminding employees and volunteers of the Society's position that they need not endure or submit to insulting, degrading, or exploitive treatment; and addressing instances of harassing behavior through appropriate discipline and taking steps to see the conduct is not repeated.  

POLITICAL ACTIVITIES

As an Illinois not-for-profit corporation and a 501(c)3 organization under Internal Revenue Service rules, the Chicago Zoological Society is subject to legal limitations on its capacity to influence legislation and affect political actions. Accordingly, the Society ordinarily conducts its activities with legislators and governmental officials in an informational mode with respect to issues and to the welfare of its principal enterprise, Brookfield Zoo.  However, the Society can promote its interests and purposes directly within well-defined legal limits, as happened in the Senate Bill #83 in 2003 which provided the Forest Preserve District with bonding authority for its own infrastructure needs as well as the needs of the Chicago Botanic Garden and Brookfield Zoo. From time to time, opportunities arise for interaction with government officers, elected officials and candidates for office.  In order to be even-handed and consistent in such situations, the following guidelines are Society policy.

· The Chicago Zoological Society cannot endorse or participate on behalf of any political candidate, and the Society’s resources may not be expended in support of political campaign activities.

· Brookfield Zoo shall not be used as a venue for political events, such as rallies and fund-raising meetings, or for the distribution of political materials and campaign leaflets.

· Trustees, governing members, and zoo volunteers who choose to participated in political activities will do so with their own resources and not as representatives of the Society.

If you have any questions about this policy or other aspects of the zoo’s role in government relations, direct your question to the Volunteer Manager.

SECURITY POLICIES

The Society maintains a trained staff of police officers charged with a wide variety of responsibilities, including but not limited to: responding to employee and guest injuries; park disturbances; emergencies, including ambulance operation; maintaining a comprehensive program for park and building security and access; protecting life and property; supervising radio communications; transporting cash; clearing the Society’s premises; and other security-related functions.  The individual with primary responsibility for park security is the Chief of Police.  It is, however, each staff member’s/volunteer’s responsibility to observe the Society’s security policies at all times and to alert appropriate Police Department personnel immediately in the event of a problem.

The Society has established the following policies, procedures, and practices to assist in maintaining the security of the Society’s premises and property.  All employees and volunteers are expected to observe Society policies and procedures regarding security at all times and to report any deviations immediately to the appropriate manager and to Police Department personnel.

Volunteers may contact the Police Department if they wish to be escorted to their automobiles when leaving the premises after hours, after dark, or in situations where the volunteer feels assistance is needed as appropriate.  If cars need to be left overnight due to zoo business, permission must first be obtained from the Police Department, and a car key must be left at the Police station.

Access to Premises
Volunteers are permitted access to Society premises during their regularly scheduled working hours.  Volunteers are allowed access only to public areas during non-work hours.  Volunteers must obtain the prior approval of their supervisor to enter any non-public, employee-only, or other restricted area during non-working hours. Volunteers found in an unauthorized area or who are found in an employee only, non-public, or other restricted area during non-working, non-public hours without management approval may be subject to discipline.

Safeguarding Personal Property

Volunteers are responsible for safeguarding their personal property while it is on zoo premises and should keep valuables at home as lockers are not available. It is suggested that private automobiles parked on Society premises be locked, and anything of value placed out of sight (such as in the trunk).  The Society assumes no liability for volunteers’ personal vehicles or property.

Society Property
All Society property issued to volunteers becomes the responsibility of the volunteer to whom it is assigned.  Volunteers are expected to make every effort to safeguard Society property, regardless of its monetary value.  No Society equipment or other property may be used for personal or non-work-related projects or removed from Society premises without prior written management authorization. Employees and volunteers may not alter, deface, or affix any items to Society property, including, but not limited to  identification badges.

Volunteers aware of the possible or actual theft or misuse of any Society property are responsible for reporting such circumstances immediately to the Volunteer Manager and to the zoo’s Police Department. Carelessness, failure to take appropriate security precautions, or failure to report possible or actual theft or misuse of Society property may result in disciplinary action up to and including termination.  

Any actual or suspected breach of security is to be reported immediately to the Volunteer Manager and to the front-desk Police Officer.

Keys
Volunteers are responsible for all keys issued to them in the course of their duties.  Keys must not be duplicated, given, or loaned to other individuals.  Keys are and remain the property of the Society, and volunteers must return all keys issued to them during the day at the end of the day. Keys are not to be taken home. If a key is accidentally taken home, it MUST be returned the same day to the South Gate booth. Repeatedly taking animal enclosure keys home, or repeatedly leaving animal enclosures unlocked, will result in termination from the volunteer program. 

Animal Collection
Animals in the Society’s collection are considered most treasured “property,” and it is each volunteer’s primary responsibility to act at all times as directed and in a manner that will safeguard their health and well being.  No animal (living or dead), animal by-product, or other materials (including, but not limited to eggs, hair, horns, feathers, skins, teeth, manure, etc.) are to be disbursed, promised, sold, or removed from Society premises without the express written authorization of the Director or authorized Animal Collection manager.  Any volunteer who violates this policy or who allows animals and/or related materials or by-products to be sold, dispersed, hidden, or otherwise removed from Society control and/or premises is subject to disciplinary action, up to and including termination.

Removal of Property from Society Premises
Volunteers who must remove Society equipment or materials from Society premises as part of their responsibilities are required to first obtain written permission from an authorized manager. Volunteers who remove Society property, either temporarily or permanently, without proper authorization are subject to disciplinary action, up to and including termination.

Inspections 

For the safety, health, and security of all, authorized Society staff may conduct unannounced inspections of the premises at any time.  Such inspections may include any area, including, but not limited to work areas, lockers, file cabinets, parking lots, automobiles, desks, packages, purses, etc. 

Equipment and other items being taken from Society premises are also subject to inspection. In addition, the Society may periodically use trained dogs to inspect the premises for contraband.  

A search of a volunteer’s personal property or a volunteer’s vehicle that is on Society premises will be conducted only when there is reasonable suspicion of a violation of Society rules.  All volunteers are required to cooperate in such inspections when asked to do so.  If a volunteer refuses to cooperate or is found in violation of any Society policy as the result of such an inspection, the volunteer may be subject to disciplinary action, up to and including termination.

Surveillance
For the safety and security of all, the Society utilizes surveillance cameras, strategically placed in various areas of the park, including parking lots and cash points.   

SMOKING POLICY 

The Society strives to maintain a safe, healthy, and professional work environment. To this end, the following policy and guidelines have been set forth with respect to smoking.  There are a number of considerations with respect to smoking, including but not limited to health issues, fire and safety hazards, as well as the zoo’s public image. 

SMOKING IS PERMITTED ONLY IN OUTDOOR, NON-PUBLIC AREAS.  In addition, employees and volunteers are expected to use common courtesy and to refrain from smoking around building entrances or exits, open windows, or other such areas where there is frequent employee traffic or near buildings or windows where smoke may drift inside.

In addition, the following specific rules apply with respect to smoking:

1.
Smoking is prohibited in all indoor areas.

2.
Smoking is permitted only during lunch or break periods.  Smoking is generally confined to outdoor, non-public areas, but is specifically not permitted in any area of the park in the presence of visitors.  Non-public areas include, but are not limited to such areas as back roads, along tram routes when trams are not traveling through those areas, etc.  Because of the nature of the organization as a public institution and the zoo’s concern for its public image, all employees, and volunteers, whether on or off duty, are expected to abide by these guidelines during their regular shift while on zoo premises.

3.
All zoo vehicles are designated as no-smoking areas, including golf carts.

4.
Management reserves the right to prohibit smoking in particular areas or in situations where health, fire, and/or safety hazard(s) exists, when smoking may affect the zoo’s image, or for other reasons or circumstances at its sole discretion.

5.
Smoking is not permitted in any animal areas or enclosures, indoors or out of doors.

6.
Smoking is not permitted in any area which poses a potential fire or safety hazard (for example, in areas where there are highly flammable materials).

7.
Employees and volunteers are expected to be courteous and respectful of others and to refrain from smoking in any situations where others find the smoking objectionable.

8.
The zoo abides by and enforces the law and local ordinances regarding smoking, and under-age smoking is not permitted.

Staff and volunteers who smoke in permitted areas are expected to appropriately dispose of smoking materials and by-products.  This policy includes the use of smokeless tobacco.  Violation of this policy is subject to disciplinary action.

SOLICITATION POLICY 

Brookfield Zoo recognizes that you may have interests in other events and organizations.  However, please do not solicit or distribute literature concerning these activities during your volunteer shift.  If you wish to post information about these activities, the material needs to be approved and initialed by the Volunteer Manager before it can be posted on the office bulletin boards.

VOLUNTEER TEAMWORK 

We strive to create a positive climate for personal and professional growth for our volunteers. Good public and interpersonal relations are essential.  Each employee and volunteer is expected to work cooperatively with each other, and to provide the most courteous and helpful services to guests and to other employees and volunteers in the interest of maintaining good public and interper​sonal relations.

You can contribute to this positive climate by performing assigned duties willingly, even if it is sometimes not your favorite task, by being reliable and dependable for your assignments, and most of all, by being flexible and cooperative with each other. No two days are the same at the zoo. You may arrive for your volunteer duty day expecting to do a specific task and find that priorities for the day have shifted. Remaining flexible will help you take these changes in stride. One of our long-term volunteers offers this advice, “People who are flexible never get bent out of shape!” (
However, if you feel that a situation is not meeting your expectations, we ask that you follow this procedure:

STEP I

If you have a concern with an individual, please make all attempts to handle the situation directly with that person. If you have a concern about a situation, discuss solutions with your fellow volunteers. If there is still a concern after this discussion, talk with the Volunteer Manager.  

STEP II

If you cannot handle the person or situation directly, discuss it with the Volunteer Manager.  H/she will recommend the next steps to take.  

Please note: When a situation that involves you is brought to the attention of the Volunteer Manager, h/she will discuss the situation with you and all other involved parties. We want to hear all sides of the situation. When describing the situation, it is important to be very specific.  The goal of these discussions is to work out a solution. After listening carefully to all of the details, the Volunteer Manager will recommend the next steps to take. If a solution cannot be reached and should the situation continue to be problematic, possibilities include reassignment to another volunteer program, a verbal/written warning, a suspension or, when all other efforts have failed, dismissal from the volunteer program. 

Reasons for Performance Coaching
The Society expects employees and volunteers to exercise common sense, courtesy, and sound judgment in performing their duties and to conduct themselves in a professional manner while at the zoo. Although it is not practical to list all forms of behavior which might be considered inappropri​ate or unacceptable, the following are examples of the types of conduct which will result in performance coaching and may result in disciplinary action, up to and including dismissal from the zoo’s volunteer program, if the situation/behavior is not resolved:

· Interacting with other employees, volunteers, visitors, professional participants, or other persons affiliated with the Society in a rude, inconsiderate, unprofessional, or disrespectful manner.

· Unprofessional conduct, outbursts, rudeness, or use of profane, obscene, or abusive language or gestures towards fellow employees, volunteers, visitors, professional participants, or other persons affiliated with the Society.

· A continuing pattern over several months of calling in absent when expected in for volunteer duty

· Not calling in when scheduled to volunteer for a special event

· A continuing pattern of coming in late when that results in other volunteers covering assignments at the last minute

· Not going to assigned assignments/exhibits as scheduled  

· Violation of Society policies  

· Violation of safety rules or practices or engaging in any conduct which tends to create a safety hazard.

· Smoking in prohibited areas.  

· Harassing, boisterous, or other disruptive activity including but not limited to horseplay, scuffling, throwing things, distracting the attention of others, causing confusion by unnecessary shouting or demonstrations, or otherwise causing a disruption.  

· Creating or contributing to unsanitary or unsafe conditions.

· Entertaining personal visitors while on volunteer duty.   

· Sleeping while on volunteer duty.

Reasons for Immediate Discharge
Volunteers are subject to immediate dismissal, even for a first-time offense, for serious policy violations or other serious infractions including, but not limited to the types of conduct listed below. The following list is not intended to be exhaustive, but rather examples of the types of behavior or offenses that are considered grounds for immediate termination: 

1. Any action that endangers the zoo’s animals.

2. Blatant disregard for, or non-compliance with, any zoo policies or procedures. Examples include but are certainly not limited to: entering an animal enclosure; unauthorized access of a building, facility or a particular area of a facility, or any area of the premises for which the volunteer does not otherwise have authorization; arranging "behind-the-scenes" zoo tours for fellow volunteers without staff approval.

3. Theft or misappropriation of property or resources of the Society, or the possessions of guests, staff, volunteers, or professional participants.  

4.   Violating the confidentiality of privileged or confidential information or records, or any information of a non-public nature, including but not limited to data, materials, files, correspondence, plans, designs, and ideas of the Society, management information, membership and donor information, animal management records or information, scientific research, information concern​ing the Society's staff and wages, Board of Trustee activities, financial information and records, and other information and affairs of the Society or its employees and volunteers of a non‑public and/or privileged nature.  This applies to information with which the employee or volunteer comes into contact in the course of carrying out his/her job responsibilities or information obtained otherwise (i.e., any illicit activity with the intent of accessing, copying, or possessing such privileged or confidential information or any information of a non-public nature). 

5. Altering or deliberately falsifying a volunteer application or any zoo document, authorization, or other record.

6. Stating, writing, or publishing false, vicious, or malicious statements concerning the Society, the zoo, or any employee, volunteer, professional participant, or other individual affiliated with the Society.

7. Engaging in indecent or unlawful conduct or creating a disturbance within the zoo.

8. Reporting for volunteer duty while intoxicated or under the influence of narcotics or controlled substances. A violation of this policy includes going off-site for lunch for a drink and then returning to the zoo for volunteer duty, or purchasing and/or consuming beer/wine sold at the zoo while on volunteer duty. Manufacturing, distributing, possessing, or using narcotics or controlled substances within the zoo at any time.  Possessing or consuming alcohol in the workplace, except for duly authorized social functions. 

9. Jeopardizing the health or safety of employees, volunteers, visitors, professional participant, or other person affiliated with the Society through willful or repeated violation of safety policy, neglect, or disregard for health and safety.

11. Assaulting or otherwise engaging in violence or verbally or physically threatening a fellow employee, volunteer, guest, professional participant, or other person affiliated with the Society.

12.  Unauthorized possession or concealing of unauthorized firearms or other weapons on zoo premises at any time.

13. Fighting, threatening, intimidating, coercing, or interfering with employees, volunteers, guests, professional participants, or other persons affiliated with the Society.

14. Gambling on zoo premises.

15. Knowingly misrepresenting the organization, one's position or department, or Society interests in any way. Representing the zoo at an outside event or providing an interview without proper authorization.

16. Knowingly setting off a false alarm.

17. Three occasions in one calendar year of failing to report an absence. 

WORKPLACE VIOLENCE PREVENTION POLICY 

The Chicago Zoological Society is committed to providing and maintaining a safe workplace. The safety and security of the workplace and Society employees, volunteers, and guests is of paramount importance. 

The Society has a “zero tolerance” policy regarding actual or threatened violence against staff, volunteers, guests, property, or any other persons on the premises or who have contact with Society employees or volunteers in the course of carrying out their duties. Threats, threatening behavior, and other violent or potentially violent conduct directed toward any employee, volunteer, guest, or other individual by anyone on Brookfield Zoo premises will not be tolerated under any circumstances. 

A violent act/threat of violence is defined as any direct or indirect action or behavior that could be interpreted, in light of known facts, circumstances and information, by a reasonable person, as indicating the potential to harm, endanger, or inflict pain or injury to any person or property.  

Workplace violence includes, but is not limited to, verbal or physical intimidation, threats, or assaults on employees or others, both in the workplace and while engaged in Society business.  

This list of behaviors, while not inclusive, provides examples of prohibited conduct: 

· physical assault, threat to assault or stalking an employee, volunteer or guest; 

· threats against another person’s life, health, well-being, family, or property;

· possessing or threatening with a weapon or other dangerous instrument; 

· intentionally damaging property of the zoo or personal property of another; 

· aggressive or hostile behavior that creates a reasonable fear of injury to another person; 

· harassing or intimidating statements, phone calls, voice mails, or e-mail messages, or those which are unwanted or deemed offensive by the receiver; 

· racial or cultural epithets or other derogatory remarks associated with hate crime threats. 

Such conduct can include words and gestures as well as physical actions.  

Any questions about what constitutes violent behavior should be directed to the Human Resources Director. 

The Society expects all employees, volunteers, and persons who have contact with employees and volunteers to conduct themselves in a professional and businesslike manner and to refrain from threatening, disruptive, and violent behavior.  This policy prohibits all forms of violent or threatening behavior made by or against employees, co-workers, volunteers, guests, property, or any other persons on the premises or who have contact with Society employees or volunteers in the course of carrying out their duties.

Prohibited conduct specifically includes, but is not limited to: threats of violence; use of abusive language; making annoying or threatening telephone calls, E-mails, or other communications; displaying or threatening the use of unauthorized weapons; throwing or destroying objects or property; using or attempting to use actual physical violence against another person; and any other conduct which, in the judgment of the Society, may endanger the safety and well-being of any employee, volunteer, guest, or any other person on the premises or who may have contact with Society employees in the course of performing their duties. 

Violation of this policy is considered a serious offense.  Any actual or implied threats of violent or potentially violent behavior will be treated as a real and serious danger and will be thoroughly investigated.  Violations of this policy will lead to disciplinary action, which may include discharge, as well as arrest, prosecution, and other available legal remedies, in circumstances where a violation of law is involved.

Any person who makes threats, exhibits threatening behavior, or engages in violent or potentially violent conduct on Brookfield Zoo premises will be removed from the premises as quickly as safety permits and must remain off Zoo premises pending the outcome of an investigation. Law enforcement authorities may be contacted if the situation warrants. After a thorough review and investigation, the Society will, if appropriate, take action to eliminate the problem and make sure it does not recur.  Such action may include, but is not limited to, suspension or termination of employment or volunteer assignment, reassignment of job duties, suspension or termination of any business or vendor relationship, and/or legal action, including criminal prosecution of the person or persons involved.

The possession, transfer, sale or use of weapons or dangerous instruments as defined below (even if licensed to carry a weapon) or any paraphernalia associated with such a weapon, is prohibited on zoo property.  This includes, but is not limited to, parking lots, personal cars, and zoo-sponsored events. 

Possession of weapons is prohibited at any time while conducting Society business, except as may be required as a condition of employment.  Violation of this policy may result in disciplinary action up to and including termination.  Where appropriate, the Society will report the transfer, sale, or use of weapons or dangerous instruments to the local law enforcement authorities. 

A weapon is defined as any:

· firearm (including a BB gun, whether loaded or unloaded); 
· knife, (including a switchblade or other knife having an automatic spring release device); 
· stiletto (excluding a small pen or pocket knife); 
· police baton or nightstick;
· any other martial arts weapon; or
· electronic defense weapons. 
A dangerous instrument is defined as any instrument, article or substance that, under the immediate circumstances, is capable of causing death or physical injury. 

Any employee or volunteer that has a question as to whether an instrument, article or substance is considered a weapon or dangerous instrument in violation of this policy should ask for clarification from  Human Resources or the Society’s Police Department, prior to bringing the instrument, article, or substance on Society property.  

Exceptions to our policy on weapons must be approved beforehand by the Society’s Police Department and Human Resources.  Any weapon or dangerous instrument on Society property may be confiscated.  There is no reasonable exception of privacy with respect to such items in the workplace.   
No existing Society policy, practice, or procedure should be interpreted to interfere with or limit in any way, any action designed to eliminate or prevent a threat from being carried out, a violent act from occurring, or an actual or potentially violent situation from developing.

All Society employees and volunteers are responsible for maintaining a safe work environment and have an affirmative duty and obligation to notify a management representative or security personnel of any threats, threatening behavior, or violent or potentially violent conduct that they witness, receive, or have been told that another person has witnessed or received. 

Employees and volunteers are responsible for making this report regardless of the relationship between the individual who engaged in the threatening behavior and the person(s) who was threatened or was the focus of the threatening behavior. If management or security personnel are unavailable, the employee or volunteer should report the behavior to law enforcement authorities in any situation where it is reasonable to conclude that physical harm could occur.   No one will be subject to retaliation for bringing good faith concerns to the Society’s attention or for assisting in an investigation involving alleged violation of this policy. 

Any individual who applies for or obtains a protective or restraining order that lists Brookfield Zoo locations as being protected areas are to provide the Volunteer Manager and security personnel with a copy of the petition and declarations used to seek the order, a copy of any temporary protective or restraining order that is granted, and a copy of any protective or restraining order that is made permanent. 

If an employee or volunteer is in imminent fear of violent or dangerous conduct to him/herself or to any third party, the employee or volunteer should immediately call Radio Signal 13 or extension 313. Every verbal or physical threat or act of violence or any other threatening or intimidating conduct that causes an employee or volunteer to feel unsafe or concerned about the safety of him/herself, co-workers, or other third party, should be taken seriously and reported immediately to the Volunteer Manager, to the Human Resources Department, or to the Society’s Police Department.  

The Society appreciates the sensitivity of such information and has confidentiality procedures designed to preserve the privacy of the reporting employee(s)/volunteer(s) to the extent possible.  Calls may be made anonymously; however, each employee and volunteer should recognize that the scope of responses that may be available in the event of an anonymous report may be much more limited than those available when the person making the report is identifiable.  The Society will maintain the confidentiality of the person making the report to the extent that such confidentiality is consistent with appropriate assessment and management of the specific conduct or threat.  Truthful reporting of violations of this policy will be investigated promptly and will not subject any employee to any retaliation, discipline, or reprisal of any kind.  Employees and volunteers who intentionally make false reports pursuant to this policy may be subject to disciplinary action up to and including discharge.

Adherence to these policies and procedures is essential to the maintenance of a safe and secure workplace.  Employees and volunteers with questions regarding this policy or procedures should direct them to the Human Resources Department at ext. 334.

GUEST RELATIONS GUIDELINES

WHO ARE THE ZOO’S GUESTS?

Families, single parents and their children, schoolgroups, couples on dates, senior citizen groups, lone visitors, large private picnic groups, zoo members, students of all ages in small groups and classes...How many more can you think of?

All of these guests, no matter their age, deserve the best in customer service. Every time you come in to volunteer, there are many ways you can provide excellent customer service. These small gestures and statements do not take much time and the return on your investment is very gratifying.

SMILE

Smiles help to promote the zoo’s friendly environment 

GREET THE GUESTS

As you walk through the zoo, saying “hello” or “good morning” makes people feel welcome and special. 

INTRODUCE YOURSELF

“Hi, I’m John, a zoo volunteer. How can I help you?”

EXCEED EXPECTATIONS

Anticipate a guest’s need and respond before you are asked. Do you see guests looking at a map? Ask if they need assistance. They may say “no, thanks” but offering to help is a welcomed gesture. Our guests will appreciate your thoughtfulness. By taking initiative, you will exceed our guests’ expectations. 

THINK AND ACT PROFESSIONALLY

Although you are a volunteer, you should give the same thought to your actions and words as you would to your job – if you like your job, that is (! First, look professional. The care you take in your overall appearance makes a statement as to how you feel about yourself and your role as volunteer for the zoo. 

Secondly, respect the zoo’s confidentiality. You may learn and hear information about the zoo that is not available to the general public. Use discretion when discussing the zoo in the outside world. If you and your fellow volunteers choose to end your day together by having refreshments at the local pub, remember that you are still in uniform and still represent the zoo even when you’re off-site.

Third, there may be situations in which you disagree with a fellow volunteer or a staff member. Respect others by privately discussing your differences. Do not criticize a fellow volunteer or staff member in front of other volunteers, staff, and, especially, zoo guests. 

TAKE CARE OF YOURSELF

When you come in to volunteer, it is important that you feel rested and excited about talking with the many guests you’ll meet that day. If you are not feeling well, or are more looking forward to seeing your volunteer friends instead of zoo guests, reconsider coming in that day. When you do come in, make sure you take breaks and relax so that you are ready to take on the rest of your volunteer day.

HANDLING COMPLAINTS

Although it may not happen frequently, you will have interactions with guests who are not happy. What are some ways to handle these situations?

Remain calm and DON’T TAKE IT PERSONALLY. 

They are upset with the situation, not with you. 

Stop, look, and listen. 

    *Stop what you are doing. This may be an inconvenient interruption to you but it is important to the guest.

     *Look at the guest. Lean forward slightly to let the guest know that you are involved in what is being said.

     * Listen to what the guest is saying and to what the guest is feeling. Communicate your empathy with appropriate facial expressions and nod occasionally to indicate you are listening to their concern. 

Accept the anger

If the guest is angry, allow h/her to ventilate the emotion. Anger is a common expression of simple frustration. 

Personalize the conversation

Introduce yourself, and, if possible, learn the guest’s name. You will have greater success in meeting the guest’s needs if you demonstrate a personal interest in the problem. It is difficult for the guest to stay angry if you show you care enough to use h/her name. An example: “My name is Paul. I understand you are upset about this situation and I will do all I can to resolve it to your satisfaction .Would you please tell me your name?”

Accept initial responsibility

Although you may quickly identify that the situation is not within your area of responsibility do not immediately pass it off by saying, “Sorry, that’s not my area” or “I’m just a volunteer. I really can’t help you.” Allow the guest the opportunity to communicate the general situation and then respond by referring to the proper person or department. 

Ask questions

Direct open-ended questions will enable you to define the specifics of the problem. Questions beginning with “who”, “what”, “why”, “where”, “when”, and “how” will encourage a discussion of the problem and engage the guest in a more rational dialogue.

Restate the problem

If the situation is complicated or you are unsure of the specifics, restate to the guest your interpretation of what was communicated and ask for a confirmation. An example: “Sir, do I understand that your dolphin show tickets given to you were for the wrong time?” 

Agree

Try to find something in the guest’s remarks with which you can agree. Regardless of whether the guest is right or not, the guest will feel right. Emphasizing what you have in common, even if it is something relatively unimportant, can eliminate an argument. An example, “George, I agree that 20 minutes is too long to wait in line for food. It upsets me when I have to wait that long, too.” 

Develop solutions

If a single solution to the problem is obvious, implement it. If, however, you have an opportunity to develop several alternative solutions, allow the guest to make a choice. The opportunity to choose a solution most suitable to the guest’s needs inevitably forces h/her to be reasonable. An example: “Ringo, I can direct you to the Membership Office. They may be able to exchange your tickets. Or, I can refer you to the Dolphin Show ticket booth where a supervisor is available. Which would you prefer?”

Reasonable expectations

Communicate to the guest what you feel can be done to resolve the problem. Don’t promise something you cannot deliver. Your effectiveness in handling complaints is based on honestly stating what can be done. 

Refer to the proper authority

Most of the time you will need to direct the guest to the Administration Building. You may also offer to take the guest’s name and address if a written reply is preferred. You can bring that information to the Administration Building or leave for staff in the Volunteer Office. 

Remember, volunteers are not responsible for zoo security. If there is a situation you do not wish to handle, especially if the guest becomes verbally abusive to you, direct the guest to the Administration Building. Or call the Security Office at x800. Remember, all trams and all staff who work on the grounds crew carry radios. Flag down a tram or ask a Grounds worker to help you should the situation be immediately threatening. 

Customer service is not just a term. It is making guests feel welcome so that they want to return to the zoo. You know how you prefer to be treated when you are in their situation. Remember the golden rule: “Treat others as you want to be treated.”

Guest Rules

Alcohol is allowed only in designated areas.  Alcoholic beverages are sold at various locations in the Zoo; they must be consumed at the point of sale.  Bringing alcoholic beverages into the park is prohibited.  

Animal feeding is prohibited.  Zoo animals are given well-balanced diets providing for all their nutritional needs, and some are on special diets.  Public feeding is prohibited.  It reduces the quality of the diets, could be harmful to the animals, and generally encourages artificial behavior (begging) that replaces the normally occurring, natural behavior.

Barbecue grills/private cooking fires are not permitted anywhere on the Zoo grounds.  The Zoo may set up such units for special events, but the dangers in allowing cooking by the public require this general prohibition.

Bicycles, scooters, roller skates, and skateboards are not allowed in the Zoo at any time.  The danger is too great to the pedestrian public, especially to toddlers and those in wheelchairs and strollers.  Bicycle racks are provided at the gates.

Climbing is not allowed anywhere in the zoo except on children’s playgrounds.  Rocks, walls, fences, railings, and barriers are meant to protect people and animals. 

Fireworks are absolutely prohibited.  Anyone carrying or using fireworks will be immediately escorted from the Zoo and may be charged with a misdemeanor.

Guardrails, fences, and barriers must be respected at all times for the safety of both the guests and animals.  An animal that may seem placid can be aroused to activity and become dangerous to itself or to people if its territory is invaded.

Native plants and animals thrive on the Zoo grounds. Picking of flowers, uprooting trees or shrubs, stripping branches or leaves, or touching, chasing, or harassing captive or native animals are all unacceptable behaviors.  Wild native animals likely to be encountered include tree and ground squirrels, raccoons, opossum, ducks, Canadian geese, garter snakes, toads, and other native animals.  We want to teach respect and caring toward animals and nature.  Animals are not to be harmed or bothered.  If you feel that native animals may pose a potential threat, please contact your supervisor immediately.  Also, live or dead animals or other materials such as eggs, plants, hair, horns, feathers (including peacock feathers), snakeskins, or manure may not be removed from zoo grounds.  

Pets are not allowed in the zoo under any circumstance.  We do have limited kennel facilities.  If you see an animal left in a vehicle (especially on a warm day) contact the Security Department immediately.

Radios are not prohibited, but patrons must keep the volume low so as not to disturb the animals or other guests.  Horns and other noisemakers are prohibited.

Running or throwing things:  For the safety of guests and animals, running in the park or throwing objects is discouraged.   Also, nothing is to be thrown or dropped into animal exhibits.  Items thrown or dropped into exhibits can be ingested which can be harmful or deadly to animals.  If you see any item fall into or thrown into an exhibit, contact a keeper or curatorial staff immediately.

Shoes must be worn inside all buildings.

Soliciting and propagandizing are not allowed.  Our guests pay to enter our facilities; we have an obligation to protect them from nuisance and bother of solicitors, however charitable and good the purpose may be.

Smoking is prohibited inside all buildings.  Employees and volunteers are also prohibited from smoking in any public area of the park or anywhere in the park in view of the public or a visitor, whether before, during, or after regular park hours.

Seeing-eye dogs/service animals may encounter things for which they are not trained, for example, wild animals.  Individuals using a seeing-eye dog need to be apprised of this.  Such individuals and their dogs may be accompanied by a representative of the Zoo.

Touching Animals:  In the Children’s Zoo and in Hamill Family Play Zoo, some domestic animals are tame, but not all animals can be touched safely.  Never touch any animal without the permission and instruction of an authorized Brookfield Zoo staff person.

Trash:  Please keep the zoo clean and beautiful.  Trash and recycling containers are available throughout the park.  Please do not litter.  All employees and volunteers are expected to help keep the park litter free.

Wading and swimming in the fountains, ponds, or at Indian Lake are not allowed at any time for reasons of insurance liability, safety, and health.

TYPICAL GUEST SITUATIONS

Here are some typical situations you may encounter with guests and how you should respond. If there are other common situations you encounter not covered here, let us know so we can include them.  

1. You are talking with an adult guest outside Seven Seas. The guest tells you that it is "incredibly cruel" to keep dolphins in captivity. How will you respond?

Just listen. You will never win an argument with an animal rights activist. Respond with statements such as “That’s an interesting opinion.” “Are there any questions I can answer for you?” In general, point out that animals in captivity tend to live longer than those in the wild. You can also share how well we take care of our animals – nutrition, environmental enrichment, superb veterinary care. If those points do not help the visitor change their viewpoint, let it go. Please don’t say “You know, I totally agree with you.” For, if you do, why are you volunteering at the zoo?? (
2. During the busy "school" season in April and May, you see a teenager defacing zoo property with a can of spray paint. What will you do?

Call Security at x800. Do not get involved or approach the teenager. Remember, all trams are equipped with radios. In an emergency you can flag one down. Also, all the grounds staff and keepers carry radios. Ask them for their assistance. Many volunteers have also found it helpful to carry their cell phones and simply dial the zoo switchboard at (708) 485-0263 and ask to be connected to Security. 

3. You're at Baboon Island and you see a small group of young adults throwing cookies and lit cigarettes into the exhibit. What will you do?

See Answer #2. 

4. You're walking along the West Mall. You see a child, about 8 or 9 years old, chasing a goose with a stick. What will you do?

Children chasing geese is the most common situation you will encounter in the zoo. If the children are young, say 7 or younger, let the situation go. The little ones enjoy chasing the geese and the geese manage to get away just fine. However, for older children, especially if they’re chasing with what look likes intent to harm, politely ask them to not chase the geese. Tell them the geese will bite. Should the child not listen to you, which is typical in many of these situations, let it go because the geese will take care of themselves. And, yes, they do bite!

5. You're walking along the 31st Street Yards path when a guest faints right in front of you. What will you do?

This is a true emergency that results in a call to x313 (the zoo’s 911 system). EMTs will respond within a few minutes. If someone just faints from the heat or because of a medical emergency it’s best to err on the side of caution and call x313.

6. You're walking by Indian Lake and you see an elderly person sitting on the bench near the entrance to the trail feeding the geese and ducks. What will you do?

This is also a very common occurrence at the zoo. Guests enjoy feeding the native wildlife – geese, ducks, squirrels, even our roaming peacocks. In this particular scenario, the woman is probably lonely and feeding the animals gives her a connection to a living being. The benches at the Indian Lake entrance are a very popular feeding spot. You could approach the woman and just start a nice conversation with her, then gently weaving in the fact that it’s not the best idea to feed the animals because it encourages them to beg. She may or may not stop. If not, let it go. This is the route to take whenever you see someone feeding the local wildlife.

In line with this scenario, if you see someone feeding any of our exhibit animals, politely ask them to stop because feeding them upsets their diet. Should they not cooperate, walk away and call Security if you feel the situation warrants.

 7. You're walking near Seven Seas and a guest comes up to you demanding a refund for the Dolphin Show because it was "dumb."

See the “Handling Complaints” section in the Guest Relations section of the handbook. Most likely, you will need to refer the guest to the Administration Building. 

8. You're at the Reptile touchcart, or the gazebo, at a special event, or at any exhibit or volunteer assignment, and your fellow volunteer shows up 10 minutes late to relieve you. What will you say?

You could ask them what happened. It’s important that all volunteers relieve each other in a timely manner. One of the situations that causes the most friction among fellow volunteers is not showing up for your assignments on time. 

9. You're near Bear Grottos and you see an adult couple walking with beer. What will you do? 

Unless the people are involved in rowdy behavior, it’s best not to approach them. Technically, people are supposed to consume the beer where it’s purchased, but the beers are quite large and it’s sometimes difficult for people to do that, so they do walk around the zoo with beer. However, beer is NEVER allowed into an exhibit. You may politely inform the guest that beer is not allowed in zoo exhibits should someone try to bring it in. Additionally, no food or drink is allowed in any exhibit. You may politely ask someone not to bring it in, but, if they insist, let it go. If they start feeding the animals, see Answer #6.  

10. You're stationed in one of your favorite exhibits. The zoo is very crowded today. A volunteer management staff member sees you and asks if you would go help out in another exhibit. You don't particularly care for the exhibit you're being asked to staff.

Well, should Regi or Carol, Rose or any staff person, come to you with a change in your assignment, we need you to cooperate with us. Sometimes, on a really busy weekend in the summer, we may need to put you at a station with a higher priority. There have also been several occasions when we’ve needed docents or other volunteers to staff the North or South Gate gazebos. So, remember, you’re here to help in whatever capacity we may need you that day. FLEXIBILITY is a key word to being a successful volunteer. There are three groups of people that volunteers need to cooperate with: our guests, all of your fellow volunteers, and zoo staff. We all work together to make Brookfield Zoo the wonderful place it is!

11. A young mother with a baby in a stroller and two young toddlers in tow brings her stroller into Tropic World. What will you do?

Technically, strollers are not allowed in most exhibits. In this particular situation, though, it would not be practical to ask the mom to go all the way back outside with her stroller. Instead, help guide her through the crowd. In general, if someone comes in with a stroller or wagon, LET THEM IN!!!  If any of you ever had a sleeping baby in a stroller, you know how inconvenient it can be to wake the child. Also, many children with disabilities that are not visible, such as a breathing disorder, may ride in strollers or wagons. Finally, ALL WHEELCHAIRS ARE ALLOWED IN ALL EXHIBITS AT ALL TIMES, without question.

12. You have the Pachyderm touchcart outside Pachyderm House. A thunderstorm is brewing quickly. You and your fellow docent decide to move inside. As you're walking you hear the tornado sirens go off. What will you do?

Be sure to read the “Severe Weather” section in your Volunteer Handbook. It lists all the places that are tornado shelters throughout the zoo. Should you be directed to move to safety or should common sense tell you it’s time to do so, encourage guests in your area to come with you. However, you cannot force them to join you in the shelter. 

13. You're at the Swamp Shack. One of our regular zoo visitors engages you in conversation. You realize that this visitor is trying to impress you with all of h/her animal knowledge. What will you do?

Go ahead and let the visitor impress you! There is no rule that says you have to know more than our visitors because you are a docent. You will learn from our visitors, too. We have a number of “regulars”, folks who visit the zoo every week, some every day. And, yes, they will know more about the animals. So just enjoy the conversation!

14. You are near the West Mall and see a young child walking with a bunch of picked flowers.

Well, the flowers have already been picked so it’s best to do nothing. But should you catch someone picking flowers anywhere throughout the zoo, you may politely ask them not to do so that others may enjoy the flowers, too. If they continue to pick, walk away. If they’re vandalizing the flower bed or taking plants out of an exhibit like Tropic World, call Security.

15. You are near the Formal Pool and see a child walking with a peacock feather.

Should you see someone walking in the zoo with a peacock feather, politely approach them and let them know that, due to federal bird laws, peacock feathers may not be taken off zoo grounds. Explain that we use the feathers for our education programs. Should that explanation not work, tell the visitor that the feathers have bugs and mites on them. That usually does the trick! The feathers really do have mites on them! Should the visitor still refuse to give up the feather, let it go and do not get into a confrontation. If you do retrieve a peacock feather, return it to the Volunteer Office. There is a vase behind Rose’s desk where you can leave the feather. Please do not leave the feather on Rose’s desk, because of those mites mentioned earlier!

16. You are in Australia House and become aware of a young child who appears to be lost.

Read the section in on “Lost Children.” This is a common occurrence and you will need to deal with it on a frequent basis. Any volunteer who abdicates h/her responsibility in taking care of a lost child will be dismissed from the volunteer program. 

COMMONLY ASKED GUEST QUESTIONS

AMERICAN WITH DISABILITIES ACT (ADA)

ADA: What is the ADA? The ADA, or the Americans with Disabilities Act, is a federal law that protects

people with disabilities from discrimination.

ADA: Are exhibits and restrooms ADA-accessible? The majority of exhibits and restrooms are

accessible, and work is ongoing to make all exhibits and facilities accessible. Our transition plan is

currently being updated, which provides more detailed information on ADA facilities. When the

document is complete, a copy will be available at the Reception Desk in the Administration Building, just

off the South Plaza.

ADA: Who should I contact if I have ADA-related questions? Contact the Access Coordinator, Ann

Roth, at ext. 229 Monday through Friday with questions regarding general access, accommodations,

accessibility, communications, programs, etc. for individuals with disabilities. For inquiries or complaints

from a guest (or related to a guest) with a disability that involve the guest’s interaction with a zoo

employee, volunteer, or intern contact Sandi Dornhecker, HR Director, ext. 334, or Linda Wolff, Assistant

HR Director, ext. 289, Monday through Friday. On weekends or holidays, contact the Guest Services Duty Officer, who will attempt to contact these individuals, if necessary, through the Security Department, or will take appropriate contact information from the guest and details about the situation so that it can be appropriately handled.

ADMISSIONS PRICES AND SHOW TIMES 

SCHEDULE & FEES CARDS: Always be sure to have your Schedule & Fees Cards with you to answer guest questions about admission prices, hours, Dolphin Show times, etc. Current schedules are also listed on the weekly Guest Map Insert.  

FREE DAYS: Is admission to the zoo still free on Tuesdays? The zoo has 52 “free” days each year. General admission is free on Tuesdays and Thursdays from October 1 through March 31. However, parking fees still apply on these days.

ANIMALS

ANIMALS - GENERAL: How many animals live in the zoo? Brookfield Zoo is home to over 3,000

individual animals, including amphibians, mammals, reptiles, birds, and invertebrates representing 465

species in over 25 major animal exhibits.

CHILDREN’S ZOO: Where is the Children’s Zoo? In the southeast corner of the park adjacent to Bear Grottos. Guests can see farm animals like cows, horses, and pigs, as well as groundhogs, llamas, and a bald eagle.

DOLPHIN SHOW: Where are the Dolphin Shows? Dolphin Shows are held in the Seven Seas

Panorama Dolphin Arena located in the northeast corner of the zoo next to Safari Grill Restaurant.

DONATIONS TO THE ZOO:  I have to find a home for my pet; I found this wild animal, etc.
Send guests to the Administration Building. The zoo receptionist will contact Animal Collection staff to 

evaluate whether or not an animal donation can be accepted.
FEEDINGS: When are the animals fed? Animal feeding occurs at various times throughout the day.

From Memorial Day until Labor Day, a variety of Keeper Chats will be offered on a daily basis. Check

the zoo web site or your map insert for an exact schedule.

HABITAT AFRICA!: What will I see at Habitat Africa! The Forest? This immersion exhibit places

guests in an environment that is a replication of the Ituri Forest in Africa where guests can view okapi,

small antelope species, birds, and other species indigenous to that area of the world.

HAMILL FAMILY PLAY ZOO: Where is the Hamill Family Play Zoo and what’s in that exhibit?

The Hamill Family Play Zoo is an interactive exhibit designed for children from birth to age 10 and

provides hands-on, close-up experiences with animals. It is located near the South Gate. Guests can pretend to be lemurs, zookeepers, veterinarians, or a zoo director, plus create nature art, tend gardens, and build animal homes. Small, pettable animals are housed there, allowing for

interaction between children and animals.

LION HOUSE: Where is the Lion House? The Lion House, in the northeast corner of the zoo near the Discovery Center, was renovated and reopened as The Fragile Kingdom in 1990. The Fragile Kingdom depicts the rainforest and desert habitats of Africa and houses animals native to those areas. The big cats are housed there also, but can only be seen in their outdoor enclosures.

LIVING COAST: Where is The Living Coast and what kinds of animals can I see there? The Living Coast, located in the southwest corner of the zoo, is an exhibit that recreates the western coast of Chile and Peru. It is home to penguins, sharks, moon jellies, sea turtles, vampire bats, a variety of seabirds, and other aquatic and terrestrial species.

MONKEYS: Where are the monkeys? Most of the zoo’s primate collection, including gorillas,

orangutans, and gibbons, can be found in Tropic World, the largest building at the zoo near Roosevelt

Fountain. A group of baboons lives outdoors next to Tropic World on Baboon Island.

NEW EXHIBITS: Are there any new exhibits at the zoo? Regenstein Wolf Woods, our newest exhibit, opened in June 2004. Other newer exhibits include: Hamill Family Play Zoo, located near the South Plaza, which opened in June, 2001; Habitat Africa! The Forest, which opened in the summer of 2000; and Dragonfly Marsh, a natural wetland area adjacent to Indian Lake, which opened in the spring of 1999. The Dolphin Research Theatre opened in the underwater viewing gallery of Seven Seas in 2003. 

POLAR BEARS: Why is the polar bear’s fur green in the summer? The green coloration is caused by algae growth in the pools. Methods are being researched to eliminate the algae growth.

PHOTOGRAPHS: Can I take photographs inside animal exhibits? Photographs may be taken from public areas of animal exhibits unless otherwise noted. However, flash photography is not permitted in the Australia House, The Fragile Kingdom, The Swamp, Habitat Africa’s Kopje exhibit, and in the indoor portion of Habitat Africa! The Forest.

REPTILES: Where can reptiles be found? Until it closes in 2005, a wide variety of snakes, lizards, and frogs can be seen in The Reptile House. Reptiles and amphibians are also exhibited in Australia House, The Swamp, Living Coast, Habitat Africa! The Forest and The Fragile Kingdom Rainforest. 
THE SWAMP: Where is The Swamp? Near the South Arches, just off the South Plaza, between Tropic World and the Zoo Shop. Animals that can be seen there include American alligators, river otters, and wood storks.

TROPIC WORLD: What will I see in Tropic World? A representation of African, Asian, and South

American rain forests, Tropic World is home to gorillas, orangutans, and other primates indigenous to

these areas, as well as to various birds and mammals.

ANIMAL ADOPTION

ANIMAL ADOPTION/SHARE THE CARE: How do I adopt an animal? 

Zoo supporters “adopt” their favorite animals in the popular Share The Care Program. Adoptive          parents help underwrite the care and feeding of an animal for a year.  Parents receive an adoption

certificate and other information about their animal, plus an invitation to an after-hours event 

exclusively for zoo parents. Of course, parents are not allowed to take their animal home, or in 

most cases, even to  touch it. Send interested guests to the Administration Building.

AUTO SERVICES 

BATTERY: My car battery is dead. Can I get a jump?  Call Security at ext. 800.
LOCKED CAR: I locked my keys in my car. Can someone help me? Call Security at ext. 800.

TIRES: I have a flat tire. Can someone help me? Call Security at ext. 800.  

BABY-RELATED

BABY BOTTLES: Is there somewhere I can warm up my baby’s bottle? Any of the zoo’s restaurants will be happy to warm up a baby bottle.

BABY FOOD: Where can I buy baby food? Baby food is not sold at the zoo.

DIAPERS: Where can I buy diapers? Diapers can be purchased at any of the main gift shop locations,

the North Gate Shop located in the North Plaza or the Zoo Shop just off the South Plaza next to the

Administration Building.

NURSING: Where can I nurse my baby? Nursing rooms are available in the South Plaza ladies’

restroom, The Living Coast ladies’ restroom, a room in Hamill Family Play Zoo, and the family restrooms

located in the northwest parking lot.
BARBECUE AREAS

Where can I barbecue? Barbecue grills are allowed ONLY in the northwest parking lot.

BATTERIES

Where can I buy batteries? In any of the zoo’s gift shops.

BEER

Where can I buy beer at the zoo? Beer is available at the Backyard Barbecue; BBQ, Burgers, and Beer; Bear Gardens; North Patio; Ituri Café; La Gran Cocina; and Café Ole. Beer MUST BE CONSUMED where it is purchased.

BEES

Where can I get first aid for a bee (insect) sting? If you get stung by a bee (or other insect) or suffer any injury, you can contact Security at ext. 800. Zoo employees are not permitted to render first aid. Serious reactions to bee and other insect stings may occur within the first 10 minutes of the sting, so it is important that an Emergency Medical Technician be called immediately to the scene. Not all individuals know if they are allergic to bee (or other insect) venom and may have an adverse reaction if stung.

CAMPING

Does the zoo have overnight camping facilities? No.

CASH STATIONS/ATMs

Where can I find a cash station? Cash stations are located outside at the Discovery Center located just off the North Plaza and at the Zoo Shop just off the South Plaza.

CHANGE/CHECK CASHING/CASHIER’S OFFICE

CHANGE: Can I get change for a $100 bill? Yes. Change is available in the Cashiers Office located in

the rear of the building of the Security Department, located in the Administration Annex just off the South

Plaza.

CHECK CASHING: Where can I cash a check? Sorry, the zoo no longer cashes personal checks. 
DISCOUNTS

MEMBER DISCOUNTS: As a member, do I get a discount on food, merchandise, and admission to

Dolphin Shows? Members receive a 10% discount on food and selected discounts on souvenir/gift shop

purchases at the zoo, but not on admission to Dolphin Shows.

SENIOR CITIZEN DISCOUNTS: Do senior citizens get discounts or free refills on drinks? No, but

senior citizens are given discounts on zoo admission, admission to Hamill Family Play Zoo, Children’s

Zoo, Butterflies!, Dolphin Shows, and Motor Safari rides. Members receive a discount at Hamill Family

Play Zoo and the Butterfly exhibit.

DONATIONS

DONATIONS: How can I make a donation/contribution to the zoo? Contributions to the zoo are

always welcome and most appreciated. Please bring your check, made out to Brookfield Zoo, to the

Administration Building lobby. The Development Department will handle your gift and prepare an

official letter of acknowledgement.

DRINKING FOUNTAINS

Where are drinking fountains located? Indoor fountains are located at: Safari Grill, Riverside Room,

Children’s Zoo Barn, Discovery Center, Living Coast, The Swamp, and the South American Marketplace.

Outdoor fountains (not operational during the winter) are located at: North Plaza arches, Seven Seas,

Children’s Zoo, South Plaza, Perching Bird House, Living Coast Plaza, Ituri Café, Indian Lake, Habitat

Africa!, Roosevelt Fountain (near Pachyderm House), The Fragile Kingdom, and Bear Walk (near

Roosevelt Fountain).

ELECTRIC CONVEYANCE VEHICLES (ECVs)

Where can I rent an electric conveyance vehicle (ECV)? At the North Patio near the North Plaza and at the Eco-Cafe just off the South Plaza. Availability is limited.

FILM

Where can I buy film? At any souvenir stand or gift shop at the zoo.

FIRST AID

Where can I get first aid? First aid for injuries such as minor cuts and insect stings is available in the Security Department located just off the South Plaza.

Where can I get an aspirin, band-aid, etc.?  Aspirin and Tylenol are for sale at most souvenir and food 

stands. Volunteers should NEVER give any first-aid items such as aspirins to guests. Band-aids are available in the Security Department located near the South Arches entrance, just off the South Plaza.

Can volunteers perform CPR? In an emergency, if you are card-certified in CPR, you may begin 

resuscitation efforts until our zoo EMTs arrive, usually within a few minutes of their receiving the 

emergency call. If you are not CPR card-certified, DO NOT administer CPR. In all other situations, 

NEVER administer first aid to anyone. Our EMTs have that responsibility.  

FOOD/DRINKS

DRINKS: Where can I buy food, drinks, and souvenirs? At various locations throughout the zoo; see zoo map. 

FOOD: Where can I buy food, drinks, and souvenirs? At various locations throughout the zoo; see zoo map.

REPLACEMENTS: I just spilled my drink. Can I get a replacement? Yes.

RESTAURANT HOURS: What time do the restaurants close? Nyani Lodge closes 30 minutes prior to

zoo closing. Café Ole and Eco Café close at the same time as the zoo closes. All other locations vary

based on guest attendance and weather.

FOUNTAIN

What is the name of the fountain in the middle of the zoo? Roosevelt Fountain is named

after President Theodore Roosevelt.

FUNDING

How is the zoo funded? Brookfield Zoo, a not-for-profit, charitable organization, is funded

through tax collections from the Forest Preserve District of Cook County and through internal revenue-generating activities, such as admissions, parking, food and merchandise sales, memberships, animal

adoptions, grants, and donations.

HOURS

OPENING TIME: What time does the zoo open? The zoo opens at 9:30 a.m. during the peak season

and 10:00 a.m. during the non-peak season.

CLOSING TIME: How late is the zoo open? What guests typically want to know is how late the animal

exhibits are open. For a quick answer--until 5:30 p.m. during peak season and 4:30 p.m. during the slow

season. 

WINTER HOURS: Is the zoo open in the winter? Brookfield Zoo is open every day – 365 days a year!

ICE

ICE: Where can I buy ice? Bags of ice are not sold at the zoo, but guests can get a cup of ice at zoo

restaurants.

INFORMATION

Where can I find additional information about Brookfield Zoo? Ask the front-desk receptionist in the Administration Building to assist you, ask a zoo employee, ask a Guest Guide in the North and South Gazebos, check a kiosk in the zoo for up-to-date information on special happenings and daily activities, or visit the zoo’s web site at www.brookfieldzoo.org.

INTERNSHIPS
Does the zoo offer internships? Yes. Visit the zoo website at www.brookfieldzoo.org to download information and an application. You may also request an application by stopping in the Administration Building. 

JOBS/INTERVIEWS

EMPLOYMENT: How do I get a job at the zoo? Application forms are available in the Administration

Building lobby, just off the South Plaza.

INTERVIEWS: I’m here for an interview. Where do I go? For full-time and regular, part-time

positions, report to the reception desk in the Administration Building just off the South Plaza. The

receptionist will contact the appropriate individual. For seasonal employment, go to the HR trailer in the

Northeast (Discovery Center) parking lot.

JOB POSTINGS: Where are jobs posted? Check at the reception desk in the Administration Building

Lobby and on the bulletin boards in the Volunteer Office.

ZOOKEEPING JOBS: I really love animals. How do I get a job as a zookeeper? Typically,

zookeepers at Brookfield Zoo have a Bachelor’s degree in biology, zoology, or animal science and have

had previous hands-on experience in the field. Zookeepers are responsible for all aspects of animal care

and management here at Brookfield Zoo, including cleaning exhibits, preparing daily diets, conducting

behavioral enrichment and training, and husbandry techniques. If you are a college student interested in a career involving animal care, Brookfield Zoo’s Intern Program might be of interest. Visit our website at www.brookfieldzoo.org for more information and to download an application. 

LOST AND FOUND

Where is the Lost and Found? Check with the Security Department at ext. 800 to see if the lost item has been turned in. Security is located just off the South Plaza.

MANAGEMENT

Who runs the zoo? Dr. Stuart D. Strahl was named President and CEO of the Chicago Zoological Society and Director of Brookfield Zoo in October 2003. Dr. Strahl previously served as President of the Florida Audubon Society and was instrumental in the planning effort to restore the Florida Everglades, the largest conservation project ever undertaken in the world. It takes nearly 500 full-time employees, 800-1,000 seasonal workers, and 700 volunteers to run the zoo. Fred Krehbiel is Chairman of the Society’s Board of Trustees. 

MAPS

Where do I get a zoo map? Maps are distributed free of charge at the North and South Gates to guests as they enter the zoo. Maps are also available at all shops and merchandise carts throughout the zoo, at the receptionist desk in the Administration Building, and from Guest Guides in the North and South Gazebos. Maps include an insert that contains information about current zoo activities.

MEMBERSHIP

How do I become a zoo member? You can purchase a membership at the reception desk in the

Administration Building just off the South Plaza or at the Guest Relations at the North Plaza.

As a member, do I get a discount on food, merchandise, or the Dolphin Shows? Members receive a 10% discount on food and selected discounts on purchases from the gift shops and souvenir stands, but not on Dolphin Show admission. Brookfield Zoo enjoys a solid, growing membership base.  As a volunteer, encourage our guests to join you as a zoo member.  Memberships are renewed annually and include free admission and parking to the zoo.  A variety of membership packages are available.  Whenever possible, carry a few membership brochures in your backpack.  You are an important resource in encouraging new memberships!

MERCHANDISE/SOUVENIRS

MOLD-A-RAMAS: Where are the Mold-A-Ramas located? The Living Coast (penguin), Bookstore

(gorilla, giraffe), Seven Seas Panorama (dolphin, walrus), Reptile House (alligator), Pachyderm (rhino and elephant), Australia House (koala), and Bear Walk (polar bear and panther). Locations are subject to change.  All Mold-A-Ramas cost $1.50. 

SOUVENIRS: Where are the Gift Shops/Where is the bookstore? 

Open year-round is The Zoo Shop, located at the South Gate. Our other main gift shops are the Zoofari 

Shop (at the North Gate) and Culturas de la Costa (The Living Coast Plaza), closed during the winter 

months. Many other seasonal locations and gift carts can be found throughout the zoo during the 

summer. The Bookstore, located next to Perching Bird House in the southwest section of the zoo, carries 

an extensive selection of natural history books for adults and children, nearly 5,000 titles. 

MOTELS/HOTELS

Where is the nearest motel or hotel? Call ext. 267 for motel/hotel information or speak to a member of

the Marketing Department at ext. 365.

OPENING

When did the zoo open? July 1, 1934

OWNERSHIP

Who owns the zoo? The property and buildings of Brookfield Zoo are owned by the Forest Preserve District of Cook County. The zoo is operated by the Chicago Zoological Society, a private, not-for-profit organization.

PARKING

Where are the park exits? Where did I park? Park exits are at the North Gate and South Arches, and the east side of Discovery Center. If you came through a tunnel, you came in through the North Gate. If you did not come through a tunnel, you came in the South Gate or the northeast lot (Discovery Center).

Employees should ask guests if they need assistance finding their vehicle. Please note, on busy days, there are other lots used including the Children’s Zoo lot, Riverside Brookfield High School student lot, or the Riverside Brookfield High School ball field.

PETS

Are pets allowed at the zoo? No, pets may be brought into the zoo. Kennels are available free of

charge to guest not aware of this policy. Pets, however, are not allowed in the zoo under any circumstances. Pets should not be left in cars. If you see a pet in a car, even with the windows open, contact Security at ext. 800. 

Certified service dogs – those who are trained to assist people with disabilities – are allowed in

the zoo, but are restricted from certain areas. Contact Security at ext. 800 whenever a service dog enters

the zoo. Someone in the guest’s party will be provided with a map highlighting the restricted areas. Security will also alert the Animal Collection staff that a service dog is in the zoo. 

PHONES

Where are public telephones located? At the North Gate and South Arches, Discovery Center, Safari Grill Restaurant, and The Living Coast.

PICNIC AREAS

Where are the family picnic areas? Behind Safari Grill, Nyani Lodge, Ituri Café, Café Ole, Bear Gardens, and the northwest parking lot. During the off season, an indoor picnic area is located in the Riverside Room on the lower level of Safari Stop Restaurant. The Riverside Room is not available for picnics during the summer because our Zoo Day Camp classes are held there. 

Where is Oak Grove?  Oak Grove is our private picnic area at the far southeast corner of the Zoo. 

Direct guests to walk down Bear Road and take the walkway on their right just as they pass the 

Children’s Zoo entrance.  

PRICES

Who determines prices at the zoo? The zoo’s Guest Services Division, after surveying similar institutions, determines prices for food and merchandise. The Forest Preserve District of Cook County approves admissions and parking fees for the zoo.

Why does everything cost so much? Where do the profits from the Zoo Shop, souvenirs, refreshment stands, admissions, and parking go? The zoo’s prices are comparable to other, similar

organizations. All money generated from sales goes toward the care and feeding of the zoo’s animal collection and to cover operating costs. Even so, sales and ticket prices do not cover all the costs of running the zoo and we rely on contributions and grants to help support operations and programs.

Brookfield Zoo is a not-for-profit, charitable institution.

RAIN

It’s raining – can I get a refund? Sorry, but “No.” Rain ponchos can be purchased at shops throughout

the zoo.

RECYCLING 

Where are your recycling cans?

Aluminum can and plastic cup recycling bins and containers are located throughout the zoo. Zoo         maps can be recycled in the receptacles at the North and South Gates.

RESTROOMS

Where are the restrooms? At the North and South Plazas, in the Northwest Parking lot, the lower level of Safari Stop, Ituri Café at the west end of the zoo, The Living Coast, Nyani Lodge, Discovery Center, and the Children’s Zoo. Presently, father/daughter and mother/son stalls are located in the South Plaza restroom, The Living Coast restroom, and the Northwest Parking lot restrooms.  

Does the zoo have restrooms for families? There are family restrooms in the northwest parking lot, and Hamill Family Play Zoo. 

SIZE

How big is Brookfield Zoo? 216 acres.

STAMPS/MAILBOX

Where can I buy stamps? Stamps are not sold at the zoo. There is no mailbox on zoo grounds.

STRAWS

Why can’t I get a straw with my soft drink? Straws are not available because they can be very harmful to some animals if swallowed.

STROLLERS

Where can I rent a stroller? At the North Patio just off the North Plaza and at the Eco-Cafe just off the South Plaza.

TRANSPORTATION WITHIN THE ZOO

What happened to the train? When construction of the Seven Seas Dolphinarium began in 1985, it

became necessary to retire the train because an adequate turning radius was not available. Also, non-

polluting coal became increasingly difficult to obtain.

When did the train make its last run? September 1985.

How often do the Motor Safari trams come by? About every 15 to 20 minutes.

Where can I get on the Motor Safari? How much does it cost? At the North and South Plazas, at the

east end of the zoo in front of Safari Grill restaurant, and on the west end of the zoo across from Ituri Café. See your Schedules & Fees Card for current prices. During cold winter weather, a free, heated “Snowball Express” bus is available for guests. Guests can either board at the scheduled stops or wave to the driver and board along the route.

TRANSPORTATION - PUBLIC

When does the bus/train come? Bus and train schedules are available at the Administration Building reception desk, both located just off the South Plaza. Also ask the Guest Guides at the North or South Gazebos. 

Where is the Zoo Stop? The Zoo Stop is the local Metra Burlington West Line train stop at the Hollywood

Station, located across from Hollywood Motors, about four blocks south of the zoo.

TTY

What is a TTY? Is there one at the zoo? A TTY is a teletypewriter for people who are deaf, have

a hearing impairment, or have speech difficulties. One is located at the switchboard in the Administration

Building just off the South Plaza.

VOLUNTEERS

Can I volunteer at the zoo? Yes. The zoo has more than 600 active volunteers serving in a variety of programs. Stop in at the Volunteer Office, located just off the South Plaza, for more information, visit the zoo’s website at www.brookfieldzoo.org, or call (708) 485-0263, x363. 
WAGONS

Where can I rent a stroller, wagon, wheelchair, or electric convenience vehicle? At the North Patio near the North Plaza and at the Eco-Cafe just off the South Plaza.

WATER

Where can I get a glass of water? Larger restaurants, including Safari Grill, Nyani Lodge, Ituri Café,

Bear Gardens, Café Ole, Bocaditos, and La Gran Cocina. In addition, some food stands provide courtesy

cups of water.

Where can I get bottled water? Bottled water is sold at the major restaurants and at food stands.

WEB SITE

Does the zoo have a Website? Yes. The zoo’s website address is www.brookfieldzoo.org. It contains a wealth of information on how to plan a day at the zoo, animals, admissions, directions to the zoo, special events, zoo programs, catered events services, how you can support the zoo, jobs, education and conservation activities, general zoo information, and much more.

WHEELCHAIRS

Where can I rent a wheelchair? At the North Patio near the North Plaza and at the Eco-Cafe just off

the South Plaza. Wheelchairs are available for $8 per day with a $600 credit card deposit. Electronic

convenience vehicles (ECVs) are available for $20 per day rental, plus a $2,000 credit card deposit. Credit cards are not charged unless the wheelchair or ECV is not returned. A picture I.D. (driver’s license) can be used in place of the credit card deposit for the wheelchair and ECV rental. Reservations are required for wheelchairs and ECVs and can be arranged by calling extension 687.
EMERGENCY PROCEDURES

All emergency situations are handled by the zoo's own police force, also referred to as Security. There is a police presence on site 24 hours a day/7 days a week. Additionally, all of our police officers are EMTs and we have our own ambulances on site. The Security Office/First Aid Office is located in the Administration Annex Building just off the South Plaza.

MAJOR EMERGENCIES: life-threatening injury or illness, fire, an animal escape, bomb threat
CALL x313.  (Helpful Hint: In an emergency, you can use your cell phone. Call (708) 485-0263, and punch in 313 followed by the # sign.)

Serious Injury or Illness

(severe bleeding, heart attack, seizure, etc.)

· DO NOT MOVE THE INJURED PERSON!

· ADMINISTER CPR ONLY IF YOU ARE CPR CARD-CERTIFIED. If you are not card-certified, DO NOT ADMINISTER CPR. Just wait with the person. EMTs will be at your location within a minute or two.

· Call ext. 313 immediately and tell the dispatcher:

· your name and location

· the nature of the emergency

· where the injured or ill person is located

· Stay on the phone with Security until the dispatcher tells you to hang up.

· Stay with the injured person until Security arrives.

Fire

· If you SMELL smoke, call ext. 800

· If you SEE FIRE OR SMOKE:
· Call ext. 313 immediately and tell the dispatcher:

· your name and location

· the location of the fire

· Stay away from the fire area.

Animal Escapes

In spite of all precautions, an animal may escape its enclosure.  Animal keepers and Security are familiar with the procedures to be followed.  If you see an animal escape:

· Direct visitors to stay away from the escape area.  Avoid running and shouting.

· If you are in an animal building, go to the keeper office, if the conditions are safe, and tell the keeper the species of animal that has escaped and its location. If the animal is small, e.g. a hamster in the Play Zoo, it is not a major emergency, but is still a cause for immediate concern. If a larger animal escapes, e.g., a snow leopard, that would be a major emergency. 

· Depending on the nature of the animal escape, call x313 for a large animal; x800 for a small animal;

· Tell the dispatcher:


-  your name and location


-  a description of the animal that has escaped


-  the escaped animal’s location

· Remain near the scene and keep guests away from the animal until Security arrives.

The priorities in an animal escape situation are:

* to prevent injury to visitors, volunteers and employees

* to prevent injury to the animal and return it to its enclosure

* to prevent property damage

Bomb Threat 

Should you overhear someone make a bomb threat, call x313 immediately. Describe the person making the threat the best you can as well as providing the offender’s general location. 

Building Evacuation
Should an exhibit or the zoo need to be evacuated due to a potentially serious safety situation, e.g., a power failure, follow the lead of Security personnel or other staff. If you are in an animal exhibit, follow the keepers’ instructions. Procedures are in place to safely and quickly evacuate any exhibit and the entire zoo. Ask any guests that are with you to accompany you to an assigned safe location. 

Severe Weather

In the event of a severe storm, assigned staff, based on radio reports from Security, will advise other staff, volunteers, and guests when and where to seek shelter.  If a staff member advises you to seek shelter, guide guests as directed below.

Southeast section

If you must EVACUATE Tropic World, Reptile House, the Volunteer Office and South Education Department offices, Children’s Zoo exhibits, the Zoo Shop, or the Hamill Family Play Zoo, SEEK SHELTER in the Hamill Family Play Zoo basement, Security Department Lunch Room, Administration Annex Building basement, Nyani Lodge restrooms, Children’s Zoo restrooms, or the Administration Building.

Northeast Section

If you must EVACUATE the Seven Seas stadium, the Discovery Center lobby, the north Education Department offices, or the upstairs section of Safari Grill Restaurant, SEEK SHELTER in the Discovery Center theaters, the interior of the Fragile Kingdom, or the Seven Seas lower level.

Southwest Section

If you must EVACUATE Ituri Cafe, The Living Coast, Bocaditos, La Gran Cocina, or Culturas de la Costa, SEEK SHELTER in the Design Building basement, Perching Bird House or Be A Bird basements, or the Bookstore basement.

Northwest Section

If you must EVACUATE Indian Lake Trail, Dragonfly Marsh, Wolf Woods, Habitat Africa! Savannah, Habitat Africa! The Forest, or the North Gate Shop, SEEK SHELTER in the kopje in Habitat Africa! the Pachyderm House basement, the West Woods restroom, the interior of Australia House, or the North Gate restrooms. 

MINOR EMERGENCIES: minor injury, a foreign object in an exhibit, theft, vandalism, lost children, lost and found

CALL x 800

Minor Injuries such as skinned knees, bee stings, small cuts, etc.

      Direct the guest to the First Aid Office. 

· If the guest cannot get to first aid, call ext. 800 and tell the dispatcher:


-  your name and location


-  the nature of the injury


-  the location of the injured person


-  who will wait with the injured person

Foreign Objects in an Exhibit

· Go to the keeper office in the exhibit and notify the keeper that a foreign object is in the exhibit.

· If a keeper is not available, call ext. 800 and tell the dispatcher:


-  your name and location


-  the area of the exhibit where the object is located and a description of the foreign object

      -  A foreign object in an animal exhibit is a potentially dangerous situation and should be considered

         an emergency.  Be sure to report all such situations immediately.

Lost Children

IT IS EVERY VOLUNTEER’S RESPONSIBILITY TO TAKE CARE OF A LOST CHILD. 

Any volunteer who chooses to abdicate this responsibility will be dismissed from the volunteer program. 

· If you notice a lost child, have h/her look around the area from where h/she is standing.  Usually the parent or chaperone is in the immediate area.  If not, call ext. 800 and tell the dispatcher:

· your name and location

· that a lost child is with you

· the child’s name and age

· child’s group name (for school groups, etc.)

· child’s adult supervisor

· where the parent or chaperone was last seen

· what the parent or chaperone is wearing

· Security may direct you to bring the child to the Security Office. Or they may tell you to wait with the child in a public place until Security arrives. In either case, if the child is upset, ask h/her what h/she saw today or what h/her favorite animal is. Try not to let the child walk away from the area. However, never physically restrain or restrict the child’s movement. You may hold one of the child’s hands, but refrain from any further physical contact.

Theft
· If you see someone take merchandise or suspect that a theft has occurred, try to make note of what was taken and the person’s age, clothing, hair color, and other physical characteristics.

· Call ext. 800 and give Security the above information.

· Notify the supervisor in the merchandise area what you observed and tell h/her that you notified Security. Never directly confront a guest in this situation.  Never put yourself or others in danger for any reason.  Money, merchandise, and other things can be replaced, but you can’t!

THANK YOU FOR BEING A GOODWILL AMBASSADOR FOR THE ZOO!

You’ve heard the saying, “You never get a second chance to make a good first impression!”  Because you represent Brookfield Zoo and wear a name badge and uniform, Brookfield Zoo guests will expect you to know a lot about the zoo and be able to help them. Your most important role is as a goodwill ambassador for the zoo!

Being an ambassador requires you to be courteous and helpful to all zoo guests, other volunteers, and staff at all times. It also means taking responsibility to ensure that everyone is well taken care of, comfortable and informed.  If you see someone who looks like they have a question, try to help.  If you see something dirty or broken as you travel through the zoo, tell us so the problem can be rectified.  If you see a situation you aren’t prepared to handle, tell us so we find someone who can handle it.

Being an ambassador means that all volunteers must be prepared to provide schedules, information, and directions to all zoo facilities and services.  No matter what program you're in, while you're at the zoo, you should carry a Zoo Map, and a current Schedules and Fees card. These two items provide a wealth of information: locations of restrooms, drinking fountains, restaurants and food stands, the Bookstore, lost and found, gift shops and souvenir stands, first aid, dolphin show times, zoo hours, and so much more.  When guests have complaints or compliments, direct them to the Administration Building.

But most of all, being an ambassador means that you have fun while you're at the zoo.  Be happy. Enjoy your time as a volunteer. If you ever find yourself questioning your volunteer commitment, come talk to us about it. Please don't complain to your fellow volunteers about the zoo or the volunteer program. If we don't know something's broken, we can't fix it! Since you are donating your time and talent, we want you to love this place! When you do, your passion and enthusiasm for the zoo will be evident to our guests!

“Never doubt

that a small group

of thoughtful,

committed citizens 

can change the world;

indeed,

it’s the only thing

that ever has” 

Margaret Mead,

Anthropologist

[image: image2.wmf]
2005 Chicago Zoological Society.  Brookfield Zoo is owned by the Forest Preserve District of Cook County and managed by the Chicago Zoological Society.
PAGE  
23

