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Volunteer/VolunTeen Handbook

Nashville Zoo at Grassmere

Education Curator: Shellie Kalmore

Volunteer Coordinator: Na’ama Ben-David

Current as of 1/05

Nashville Zoo Volunteer Program General Guidelines

Welcome! Thank you for your interest in the Nashville Zoo’s Volunteer Program. We love our volunteers and give them a lot of responsibilities and opportunities not afforded by other types of volunteer work. In exchange, we demand a high level of professionalism and communication from our Volunteer Corps. In this way both the individual needs of the volunteers and the needs of the zoo are amicably met.

1. Becoming a Volunteer

There are steps that you take on your road to volunteering in the zoo. First, there is an application that you must fill out. You can request we send it by mail or fax, or you can download it off our website www.nashvillezoo.org. Along with the application, you need to register for an Orientation Class. They are offered once a month during the winter. This class is mandatory and very important when beginning volunteer service at the zoo. The class covers the opportunities available and the general rules and regulations. If you wish to work in the Animal Care Service Areas, you will be required to get a Negative-read TB Test and send the results to the Volunteer Coordinator. Upon receipt of TB Test results, you will be contacted for an interview to discuss placement in the service areas available. TB tests are to be renewed annually to remain active in the program.
2. Opportunities

There are a number of service areas in the zoo that utilize volunteers. There are opportunities every day of the week, and each day is split into two shifts. The morning shift is generally from 8:00am – 12:00, the afternoon shift is generally from 1:00- 5:00pm. Some areas vary in times, and some opportunities are seasonal. When you become a volunteer, you will be given a name badge, and you may purchase a volunteer t-shirt for $5. You will be introduced to your supervisor or another person in the department of your service, and given their contact information. If you cannot make it to work on your service day, you must call them to let them know as soon as possible! Any changes that need to be made to your schedule must be communicated to the Volunteer Coordinator, who will relay to the staff the changes. 

3. Communication

The Volunteer Coordinator and Education Department have an open door policy. Please feel free to voice any concerns, complaints or issues in an appropriate manner and we will rectify the situation to the best of our abilities.  The Volunteer Coordinator will email you of upcoming events and volunteer opportunities outside of your scheduled duties. This information will also be on the bulletin board in the Education Offices near the sign-in area.

4. Benefits

After volunteering 50 hours of your time, you are eligible for a free membership or membership renewal from the zoo on a Family or Individual level. You will also have the satisfaction of working with people and animals in an exotic and beautiful setting.

NASHVILLE ZOO - OPERATIONAL INFORMATION

Hours:

· (April 6-October 31) 9 am to 6 pm

· (November 1-March 31) 9am to 4 pm

*Volunteers will adhere to Nashville Zoo’s hours of operation unless participating in an after-hours event with staff.

Admission: 

January-March



April-October
· Adults


 $8




$11



· Children (3-12)

 $6




$7
· Seniors (65+) 

 $7




$9.50
· Children under 3 are free

Rentals:

· Strollers $6 single, $8 for double
· Wheelchairs $5 

Lost and Found:

· Located at Membership Hut

Restrooms:

· Entry Village between Gift Shop and Safari Grill

· Unseen New World

· Croft Center (upper level Unseen New World) near Jungle and Tennessee Rooms

Telephones:

· Near Entry Village restrooms

· Croft Center near Aviary

*Office/Staff phones are for staff use only except for emergencies.

Nashville Zoo Address:

· Nashville Zoo at Grassmere

3777 Nolensville Road

Nashville, Tennessee 37211

Important Phone Numbers:

· General Zoo Information: (615) 833-1534

· Volunteer Coordinator’s Office: (615) 833-1534 ext. 140

· Education Curator’s Office: (615) 833-1534 ext.144

Zoo Rules:

For the safety and welfare of our animals and visitors, the following are prohibited:

· Dogs or Pets (Guide Dogs are permitted)

· Feeding animals

· Entering non-public areas

· Bicycles

· Skates, skateboards, or rollerblades

· Glass containers

· Alcohol

· Smoking in designated areas only – behind the restaurant and between Golden Eagle and Cougar on the trail.

CUSTOMER SERVICE STANDARDS

Being a Volunteer at Nashville Zoo means working with the public. Customer service is vital to the success of the visitor’s experience and should be considered your number one priority. If a guest approaches you, always greet them with a smile and offer assistance. If you cannot answer a particular question for a guest, find someone who can or direct them to the Ticket Booth or Membership Hut at the front entrance. Never ignore or be disrespectful to zoo guests. 
CONDUCT

Nashville Zoo’s Volunteer Program is highly regarded by staff and Volunteers alike and has a reputation for excellence. As a Volunteer staff member, your actions represent the Nashville Zoo and the Volunteer Program as a whole. Use of inappropriate language, drugs or alcohol, and fighting are all grounds for dismissal from the program. Any disputes or problems should be handled in a calm manner and should be reported to your service are staff supervisor and the Volunteer Coordinator immediately.

Volunteers are important role models and often the most visible representatives of the Zoo. Guests learn a lot from your attitude, comments, and behavior. We expect you to behave in a manner that is appropriate to the visible nature of your Volunteer position at the Zoo. 

The Nashville Zoo is confident in the professional abilities of all our staff-both paid and Volunteer. Everyone is expected to follow the same basic common sense rules of conduct that will protect the interests and safety of our visitors, animals, and organization. Certain actions and forms of behavior are not tolerated and may result in disciplinary action, including dismissal. A determination of appropriate action will take into consideration the circumstances surrounding the incident and the Volunteer’s overall record. The following are examples of behaviors considered unacceptable:

· Theft

· Falsification of record

· Working/volunteering under the influence of alcohol or illegal drugs

· Fighting or threatening violence

· Physically or verbally disciplining a child visitor

· Do not smoke or chew gum while working or within the view of general public. (See Volunteer Coordinator for approved areas)

· Do not bring family or friends to the Zoo with you. They are welcome to visit you while you are working, but remember you are working.

· Please honor the Zoo’s policy of respecting the animals as wildlife. They are not pets. Do not provoke the animals in order to encourage a specific behavior.

DISCIPLINE POLICY

· Verbal Warning: Any complaint from a service area supervisor or other Zoo staff member will result in a meeting with the Volunteer Coordinator and verbal warning filed in the individual’s file.

· Written Warning: A second infraction will result in suspension from the program for a period of time to be determined by the Volunteer Coordinator and Education Curator. A written warning will be filed in the individual’s program file.

· Dismissal:  A third infraction will result in dismissal from the program.

Please note that this process depends on the severity of the situation. All three steps are not required. Immediate dismissal may occur if the situation is serious enough.

 Dissatisfied Customers

This could be anything from a dropped soda to guests complaining about the cost of the soda machines throughout the park to a complaint that it was too hot and the guest could not see the animals.

· First take a deep breath, this person is upset and deserves your attention so that they can tell you what the problem is.

· To them the problem is important even if it doesn’t seem so to you.

· Problems with food products sold in the restaurant or hut near the jungle gym can be directed to the restaurant staff.

· Problems with the coke machines throughout the park should be directed to Guest Services at the ticket booth. If the machine “eats” their money, visitors can receive machine refunds at the ticket booth.

· If a guest is upset about not seeing animals (i.e. Critter Encounters is closed or an animal is off exhibit), let the guest know that you are sorry and that they can stop by the ticket booth to speak with Guest Services staff on their way out of the zoo.

Lost Person Protocol

In the case of a child that is lost, please find the nearest staff member with a radio to initiate the protocols.  Please be aware that there is also a radio at the gift shop, and one at the front desk in the Croft Center. It is important to stay in the area where the child/parent was last seen. Do NOT walk around the zoo with the child/parent looking for the lost person. The staff will look in the park and direct help to your location.
Unruly Guests

This person could be rude to you or other visitors, feeding the animals, or doing things in the zoo that are not allowed (climbing over exhibit fences, harassing animals, etc.). 

· Tell your supervisor or another zoo staff person.

· If they are not available, tell the Croft Center receptionist or ticket booth staff, there is also a radio in the Gift Shop.
· Zoo staff are the best people to deal with this type of situation.

· Unless a person or animal is in immediate danger, do not “reprimand” them. 

Volunteering Around Children

When assisting with zoo classes or in any other areas of the Zoo, the following standards must be maintained at all times:

· When working with children in a classroom situation, always keep your voice calm. Never raise your voice to a child.

· In a classroom situation, the Zoo staff person is the only disciplinarian unless a parent/chaperone is present. Do not attempt to discipline a child at any time, either verbally or physically.

· Your role is to support Zoo staff and to ensure a fun, safe atmosphere for the children.

· Do not touch a child under any circumstances for any reason.

· If you are on Zoo grounds and witness a child doing something which is not allowed (climbing over exhibit fences, harassing animals, etc.), tell the parent/chaperone that the child actions are not permitted within the zoo. If the behavior persists, tell a staff person. 

Zoonosis

Volunteers that handle animals do run the risk of acquiring/transmitting zoonotic diseases. Zoonotic diseases are those which are shared by man and animals. All Volunteers that handle animals should adhere to the following procedures.

· Volunteers that work in the animal care areas must produce a negative TB test annually. TB test results should be kept on file in the Volunteer office.
· Frequent hand washing and disinfecting of the environment is the recommended way to prevent the transmission of zoonotic diseases.
INTERNAL COMMUNICATION (VOLUNTEERS)

E-Memo

E-mailed to all Volunteers with upcoming events and sign-up opportunities. The memo will hang in the Education Offices. 
Phone Numbers

Volunteer Coordinator

(615) 833-1534 ext. 140

Main Zoo Number

(615) 833-1534

Education Curator

(615) 833-1534 ext. 144
EXTERNAL COMMUNICATIONS (PUBLIC)

Zoo View

A quarterly members-only publication.

Representing Nashville Zoo

If you are asked to represent Nashville Zoo at Community and/or Corporate Events, please contact the Volunteer Coordinator. Any invitation to participate or speak at a community or corporate event as a zoo ambassador must be approved by a zoo public relations department staff member.

Zoo Staff-Volunteer Communication Guidelines

Volunteers are encouraged to develop positive working relationships with staff members. Be mindful of staff’s daily responsibilities and time limitations. The Volunteer Coordinator will be the liaison for meetings, suggestions, or questions for any staff member. Please put any such requests in writing, preferably by email. The request will be forwarded to the appropriate staff members and answered promptly.

Volunteer Communications

Please approve any written communication (i.e. posting in the sign-in area) with the Volunteer Coordinator prior to posting.

Media

The Public Relations Department must approve all  media communications including but not limited to blogging (internet journals), interview and/or article requests. If you are contacted by local media for an interview regarding Nashville Zoo, please notify the Volunteer Coordinator.

If you are approached by a media representative while on zoo grounds, please refrain from answering any questions or sharing your opinions on a zoo matter, unless it has been previously approved by a representative of the Public Relations Department. Media requesting information from you should be directed to the Membership Hut at the Front Gate. Staff there will radio or phone a Public Relations staff member and notify them of a media guest.

Any unauthorized interview or attempt to contact a member of the media regarding any zoo business made by a Volunteer will result in immediate disciplinary action, not limited to but including dismissal from the Volunteer program. 

RECORDING VOLUNTEER HOURS

In addition to using the Volunteer hours of service as a great fund raising and public relations tool, we analyze the reports to assess future Volunteer needs, target recruitment, develop training programs, and schedule Volunteer activities.

Sign-in/Out Procedures

Please enter your name, the date, check the service area, and total hours worked on the time sheets located in the Education Offices – Volunteer Habitat area. Please write the full date, including the year. You should sign-in when you arrive and sign-out when you leave. Please print your information legibly. From these time sheets, staff can compile monthly records of all Volunteer service areas. Signing in when you arrive at the zoo enables the staff to locate you in the event of an emergency.

Recording Off-Site Hours

For those Volunteers who work off-site or at home, please report your hours directly to the Volunteer Coordinator. (Approval required beforehand)
Special Event Hours
During special events (i.e. Ghouls at Grassmere, Eggstravaganzoo, etc.) volunteers are still expected to sign-in and out. At large events, there may be a communal sign-in book for all volunteers.
DAILY WORK ROUTINE

Volunteers will park in the main parking lot (unless otherwise assigned) and enter the zoo through the Croft Center.

Upon Arrival

· Sign in! The Volunteer Hours book is located in the Volunteer Habitat area in the Education Offices. (Downstairs in the Croft Building)
· Check bulletin board for updates/new information.

· Go to assigned work area.

Before Departing

· Check the Volunteer schedule for any changes.

· Sign out in the Volunteer Hours book.

PROTOCOLS IN CASE OF ILLNESS OR INABILITY TO WORK

In the event that you cannot come to work when you are scheduled to volunteer, please call the SERVICE AREA to let them know not to expect you. You can call the main zoo number, (615) 833-1534 ext 100 and ask the receptionist to contact your area of service for you to relay the message. You should also leave the Volunteer Coordinator a message as well (ext 140), but your first concern is the Service Area. 

If you know in advance of your scheduled day that you will be unable to work, please email or call the Volunteer Coordinator who will then relay your message to the Service Area.

Service Area Contact Information: (Zoo phone number is 615-833-1534)
Education Animal Building (Shows Assistant, Animal Care) – Ext 159
Elephant/Mammal Department – (msg.) Ext 153

Commissary – Ext 150

Unseen New World – Ext 161 

Guest Services (Membership Hut) – Ext 171

Historic Home/Farm, Critter Encounters – call the front desk to relay message - Ext 100

Education Department – Curator, Ext 144



           Outreach, Ext 145



           Summer Camp/Teacher’s Assistant, Ext 141 

INCLEMENT WEATHER CONDITIONS

Be safe! Be smart! If road conditions will not allow you to travel safely to the zoo, contact the Volunteer Coordinator at (615) 833-1534 ext. 140 to inform her of the situation. In some cases, the Zoo closes due to poor weather. Contact the Volunteer Coordinator at (615) 833-1534 ext. 140 or the main zoo number (615) 833-1534 to determine if the zoo is open. If the zoo is closed, you should not report to your Volunteer assignment. 
General Uniform Guidelines:

Nashville Zoo Volunteers will purchase any Volunteer uniform needed for their service area.

· Shirts—Your Volunteer shirt should be clean. It should be worn tucked into pant or short at all times. Spaghetti straps or bare midriffs are prohibited.  

· Khaki Shorts—Should be of appropriate length. Short-shorts are prohibited. Shorts of denim, sweat-pant or warm-up material are not allowed. 
· Khaki Pants—No denim, sweat pant or warm-up material pants allowed. Pants should be belted and fit comfortably. No sagging allowed!

· Shoes—Shoes should be kept clean and in good shape. You are expected to wear shoes appropriate to your job. Sandal, open-toed shoes, etc. should not be worn unless for medical reasons.

· Hats/Caps—Fine outdoors. All caps must be worn with the bill facing front. They should be plain or have Nashville Zoo logo on them. 

· Name Tag/Badge—Must be worn visibly at all times. If you lose your name tag, another will be provided. Please contact the Volunteer Coordinator

· Sunglasses—May be worn when working outside. Visitors should be able to see into your eyes. Reflective sunglasses are not permitted.

· Beepers and Cell phones—Are permitted. They should be on silent, vibrate, or low ring. They should not disrupt your Volunteer duties.

In summary, the Volunteer uniform is a Nashville Zoo Volunteer shirt, any shorts/skirts/pants that are not jean material, preferably khaki, close-toed shoes, and your Volunteer nametag. There are some instances that jeans are permitted, i.e. special events, clean-up days. Volunteer shirts can be purchased twice yearly from the Volunteer Coordinator. There will be a sign-up for orders. All other zoo shirts can be purchased at the Safari Gift Shop.

Volunteer Job Opportunities and Descriptions

1. Education Department 

a. Animal Care Volunteer & Shows Assistant (Seasonal) – Education Animal Building (2 placements)

Work closely with the staff helping care for their animals by assisting with routine (morning), preparing diets, toys and other items. Shows assistant will assist in the preparation of the shows, backstage setup, prop setup, crowd control and animal transport.

*Volunteers should be able to lift 10 pounds and work in a humid and noisy environment. Shows assistant must be able to work within the pressures of time

b. Off-Site Programs Volunteer – Outreach

Assist the Outreach Coordinator during off-site programs. Volunteers will help prepare animals and supplies for program, load and unload animal crates, provide assistance in a program and help clean up afterwards.

*Volunteers must be 18 years or older and be able to lift animal crates. Scheduling is varied and mostly during the week

c. Teacher’s Assistant – Overnights, Scouts, Classes

Volunteers will assist staff with on-site classroom programs. Duties include distributing snacks, craft materials and classroom materials. Assist in general room assembly, clean-up and other duties as assigned.

*Volunteers should have excellent people skills, be comfortable in front of a group of people and be comfortable working around children of all ages and grade levels

d. Summer Camp Counselor – (Seasonal)

Assist Zoo Camp Instructors with daily lessons, games, crafts and activities and help monitor group while on zoo grounds.

*GREAT TEEN OPPORTUNITY* Volunteer will be at least 16 years old, enjoy working with children, is mature and responsible, takes initiative, and can work outside in the summer’s heat

e. Docent – Ages 18 and up only

Docents are volunteer educators. They undergo intensive training once a year, and primarily serve to educate the public about the zoo and its animals on the trail and at special events. Minimum of 75 volunteer hours a year commitment required to be an active docent.

* Docent classes are generally held in the fall, please keep an eye on the website or contact the Docent Coordinator if you are interested in the program at docents@nashvillezoo.org
2. Special Events

a. Special Events Volunteer – (Seasonal)

Assist staff with zoo-sponsored community or educational events throughout the season (March-Nov). Duties can include set-up and knockdown of event booths, assisting the visitors with crafts or running a games booth. No special skills or training required. Good opportunity for a family to volunteer together

*Volunteers must be available primarily on weekends. Good people skills especially with children are a must. 

3. Administration

a. On an as-needed basis

Duties may include envelope stuffing, file organization and mailings. Can also be party bag stuffing, Easter Egg preparation.

4. Animal Care Areas

a. Level 1
i. Unseen New World Keeper Assistant

Assist with keeper routine for Reptiles and Amphibians. Duties include working with night-crawlers, moth larvae and bugs. Must be able to take directions, get dirty and work alone if need be

ii. Farm and Historic Home Volunteer

*MORNING SHIFTS ONLY* – assist with keeper routine at Farm including mucking out stalls, occasional cleaning of historic home, assist with tours. Must be willing to get dirty and speak in front of groups

iii. Critter Encounters Keeper Assistant (Seasonal)

Assist keepers with routine including cleaning out and feeding alpaca, goats and waterfowl in Petting Zoo area. Interacting with the public and monitoring the interactions between the children and the animals

*Volunteer should be able to work outdoors in the summer, talk to children and adults and be willing to get dirty.

iv. Elephant Keeper Assistant (Ages 18 and up only)

Assist with the cleaning and disinfecting of the elephant barn and other duties. There will be no animal interaction at this site. 

*Volunteers should be able to lift 50 pounds and use a pressure washer. Must be willing to work hard and sometimes alone, and get dirty. 

v. Commissary Volunteers

Volunteers assist Commissary Keepers in diet preparation. Duties include washing produce, cutting diets, measuring grain and creating or making food enrichment items for animals

b. Level 2 (after reaching 70 service hours and maintaining a good work record) 

i. Carnivore

ii. Primate

iii. Hoofstock

* Volunteers must be able to lift 20 pounds, be committed to the program and willing to get dirty. This opportunity is for volunteers ages 18 and up. Duties include assisting keepers in daily routine, diet and enrichment preparation and cleaning. 

How to Be Everyone’s Favorite VolunTeen!
Be polite.  Be responsible.  Be on time.  

If you are early, keep yourself productively and safely occupied until your scheduled start time. The staff gets testy before they’ve had their coffee.

Don’t expect us to find work for you immediately when you arrive early.  We won’t forget you.  If you follow the staff around like a parasitic fly, we will give you “poopy” jobs.  

Speak up!  Don’t be afraid to tell us what you think.  We can’t read your mind and we don’t usually bite.

Ask questions! If you are not clear about what your job is, or where to go, ask us. We are happier when we don’t have to send out a posse looking for you to place you in your position.

Hey! People work here.  Don’t be boisterous in the education offices; it carries and bothers our hardworking staff.  Use your INSIDE voices.

Take pride in your zoo. Learn where the bathrooms, gift shop and restaurant are so that you can give visitors directions if they ask.
This is a volunteer program, not a social club.  Staff, visitors and everyone else finds VolunTeens who ignore the public in order to talk amongst themselves unpleasant and annoying.

Whispering and giggling is only amusing to the whisperers and the gigglers.  

Don’t forget you are in positions of responsibility at Special Events.  Expect to help with crafts and activities - not to do them.

Docents will sometimes ask to work with a VolunTeen.  This is a privilege - don’t abuse it or expect it.

Keepers, staff, docents or older VolunTeens will sometimes provide opportunities to work with special animals.  You are not qualified to work with them even if you spent an hour with the animal and a docent.  Be grateful for the opportunity, but again don’t pursue it.

Dress in a way that your grandmother would be proud of introducing you to her Mah Jongg club.

Cellphones are allowed, but should be silent or on vibrate while you are working. Ringing pockets are NOT COOL. Please do not talk on the phone while you are on duty.

Most importantly, enjoy working at the zoo!  Enthusiasm is contagious.   
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