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Welcome to the SPCA HC Family!

I am thrilled to have you joining our team as a volunteer. Every member of our team plays an important role
when it comes to serving our community and giving a voice to the animals who need us most. I look forward to
working alongside you to save hundreds of animals’ lives and changing the lives of the people in Hancock
County.

As a small 100% community-funded nonprofit, we could not exist without our community and without people
like you to act as our backbone. I hope you enjoy your experience as a member of our dedicated and passionate
team.

This handbook has been designed to describe some of the expectations of our volunteers, as well as to outline
organizational policies, programs, and opportunities. You should familiarize yourself with this handbook as
soon as possible, as it will answer many of the questions you may have at the SPCA of Hancock County.

I hope that you find your experience with us challenging but rewarding, and most of all, enjoyable. Again,
welcome to our amazing team!

Thank you from all the animals,

Mindy Quinn Wulf
Shelter Manager



Disclaimer

This handbook is intended only to outline the policies, procedures, and benefits of the SPCA of Hancock
County. This manual is not intended to be all-inclusive and should not be considered to be an employment
contract. The SPCA of Hancock County reserves the right to change employment policies, procedures, benefits
or this manual at any time. Employees will be notified of any policy changes, additions, or deletions. Said
changes will immediately become part of this manual.

Our Mission Statement:

The Society for the Prevention of Cruelty to Animals of Hancock County (SPCA) is an independent, nonprofit
organization dedicated to the promotion of animal welfare, to the protection, sheltering, and placement of
companion animals into responsible, loving homes, to humane education in the community, and to local, state
and national animal advocacy.

Our Responsibility

- Protect and provide shelter for lost, abandoned and relinquished animals.
- Provide adoption opportunities for all animals under our care.
- Promote the care and well-being of all living creatures through education.
- Provide effective means for the prevention of cruelty to animals and encourage kindness toward animals.
- Educate the public on pet overpopulation and proper animal care.
- Campaign for all companion animals to be spayed and neutered.
- Fund a low-cost spay/neuter program with the cooperation of local veterinarians.

Our History

We started originally as the Downeast Welfare Animal Society in Bar Harbor back in 1911, when the
community saw a need to help the homeless animals of our county. They decided to make a difference in their
lives by giving them second chances. Eventually, we relocated to Southwest Harbor in 1954, which remained
our main hub for the next 50 years. Then in 2005, we opened our doors at our Trenton facility as the SPCA of
Hancock County. In 2010, we added the adoption center, doubling our capacity size and ability to save more
lives. We are committed to being a no-kill, fear-free shelter.

Hours of Operation

Shelter operations and continuous animal care call for staff and volunteers to be onsite every day of the week
from 7am to 7pm. Generally, the public is welcome to come in for adoptions Tuesdays through Saturdays from
12pm to 4pm but this is subject to change. To meet our dogs, there must be sufficiently trained staff available
who can accommodate bringing the dogs into the yard when meet-and-greets are requested.

Workplace Culture
Our goal is to create a workplace that is not only a safe haven for the animals but for our employees and
volunteers as well. Creating a humane work environment can be accomplished is by working together toward
common goals. Every staff member and volunteer is expected to do their part to contribute to a healthy and
inclusive work environment. They do this by:



● Remember everyone has an important role to play in the organization - no job is too small or beneath
anyone. All of it - whether it is animal care, outreach and fundraising, or data and finances - is crucial to
the success of our organization

● Minimizing inter-departmental competition to focus overall rather than the pieces
● Practice “we” thinking
● Provide access to information about decisions and happenings and encourage collaboration
● Expect differences and seek to understand differences. Different does not mean wrong
● Look for the contribution that every member is trying to make for the animals and for the team
● Civil disagreements are not the same as arguments - they keep the shelter dynamic and open
● Practice listening and seek understanding
● Take the time to learn the facts or understand a situation before reacting or proceeding
● Deal with conflict responsibly - keep your tone calm and your language clean and respectful
● Take responsibility for yourself and accept accountability for your actions
● Think constructively and look for solutions
● Let go of grudges – remember everyone is here to help the animals!
● Value each other regardless of title, rank, or seniority
● Practice courtesy and consideration of all others
● Ask for help when you need it
● Keep things in perspective or ask for another view on a matter to maintain a positive outlook
● Practice showing appreciation for others
● Keep interpersonal drama to a minimum

Privacy Policy and Nondisclosure Agreement

At onboarding, every volunteer is asked to sign the Confidentiality and Nondisclosure Agreement (NDA), as
well as a Conflict of Interest (COI) statement. If you have not signed these, you can request a copy of them
from your supervisor and then return the signed versions.

The basic rule of privacy in the shelter is what happens in the shelter, stays in the shelter. We do not disclose
details about individuals and their situations as learned about through the natural course of surrenders and
adoptions. If an animal is evidence in a court case or is currently being held but is not legally in the custody of
the shelter, we do not publicize the animal until the management team gives the clear for the animal to be
released for adoption.

If a decision is made that you do not agree with, please speak to the person in charge or responsible for the
decision and seek understanding and a peaceful resolution. Discussing a decision made by the SPCA HC with
the general public can be considered a breach of confidential information depending on the nature of the
remarks, so it is best to handle these issues internally and try to resolve them through open communication. If
you feel you are not being heard, contact the Volunteer Coordinator immediately so a meeting can be mediated..

Harassment and How to Recognize It

Harassment will not be tolerated from or toward any of our employees or volunteers. The SPCA does not permit
or condone mistreatment or discrimination of people based on their race, color, ethnicity, national origin,
religion, age, disability, gender, sexual orientation or gender identity. Your right to volunteer may be suspended
or revoked if you are found violating this code of conduct.

Harassment can come in many forms, all of them harmful, including:



● Verbal. Epithets, such as derogatory comments, slurs, or name-calling; inappropriate jokes, emails or
any other form of written communication, comments, noises, or remarks; threats; gaslighting; repeated
requests for dates, favors, propositions, unwanted and unwelcome correspondence, phone calls, and
gifts, etc.

● Physical. Assault, impeding or blocking movement intentionally, physical interference with normal
work or movement, and all forms of unwanted and unwarranted physical contact, etc.

● Visual. Showing or displaying inappropriate images with the intent to disturb or mock another being
(whether these are photographs, drawings, cartoons, paintings, or any other form of imagery); displaying
inappropriate writings or objects with the intent to shock or disturb others; staring at or directing
attention to another person’s anatomy; leering; sexually oriented or suggestive gestures, etc.

● Cyber. Harassment that occurs via electronic communication, such as email or instant messaging,
messages posted to a website or social media, text messages, etc.

The SPCA of Hancock does not tolerate any of these forms of harassment. Harassment should be reported to the
management team so it can be dealt with promptly. Consequences for harassing another individual include
restricted access to the SPCA HC up to and including termination of employment or rights to volunteer. If you
are unsure whether you are a victim of harassment, even if you are afraid of getting someone else in trouble,
please seek out the Volunteer Coordinator or the management team for a private discussion. Safety of the mind
and body is the priority here. Retaliation against anyone who reports harassment will be taken seriously and will
not be tolerated, up to and including termination of employment or volunteer activities and legal action.

Open Door Policy

To accommodate open communication, management encourages volunteers to reach out to their direct
supervisor, but if you feel uncomfortable or safer discussing your concerns with any other member of
management, please do not hesitate to reach out to them and know you will be taken seriously. We are
determined to work as a united front to keep an open-door policy and allow all members of the SPCA family to
feel safe and secure. All managers are aware of this responsibility and will gladly speak with you if you request
it.

Code of Conduct

Volunteers of the SPCA of Hancock County are to conduct themselves in a responsible, professional, and
ethical manner. Report unethical or dishonest behavior to your immediate supervisor. Reported activities will be
investigated by appropriate SPCA of Hancock County management team members. The management team will
determine the appropriate means for proper resolution. Volunteers found to be conducting themselves in an
unethical manner may be subject to appropriate disciplinary action, up to and including termination.

The best way to approach the workplace is to leave things as you would like to find them. Prepare for the next
shift. Practice consideration. It is impossible to outline every form of inappropriate behavior, so good judgment
based on high ethical principles need to be a guiding force with respect to discerning the lines between what is
acceptable conduct and what isn’t. A summary of blatantly unacceptable conduct is as follows:

● Willful or negligent harm caused to any animal, regardless of whether it is in SPCA HC custody
● Unauthorized removal or release of any animal being housed at the SPCA HC
● Conduct, whether willful or negligent, that affects the safety of SPCA animals, employees, volunteers or

visitors
● Violation of any SPCA policy, written or verbally expressed by a member of management
● Theft or inappropriate removal of SPCA property, including items donated to the SPCA without

permission from management



● Falsification of timekeeping records
● Leaving SPCA property during work hours for reasons other than assigned duties or lunch period

without permission
● Working under the influence of alcohol or illegal drugs
● Possession, distribution, sale, transfer, or use of alcohol or illegal drugs while on duty or while operating

SPCA-owned vehicles or equipment or on the property of the SPCA
● Violence or threatening violence in the workplace
● Using abusive, threatening, demeaning, or obscene language at any time during working hours or while

on premises
● Negligence or improper use of company or customer equipment that results in damages or losses
● Insubordination or other disrespectful behavior and conduct
● Violation of health and safety rules and protocols
● Harassment of any kind as defined in the previous section
● Excessive absenteeism or tardiness, or potentially any absence without notice depending on the

circumstances
● Unauthorized absence from workstation during your shift, or unauthorized use of company telephones,

computers, emails, or other company-owned equipment
● Unauthorized disclosure of donor or customer information or other confidential materials
● Unsatisfactory job performance
● Unprofessional conduct

Because smoke can negatively impact cat and dog health, SPCA volunteers or employees should not smoke on
SPCA HC property. Volunteers failing to adhere strictly to this policy will be subject to disciplinary action, up
to and including termination. Report any suspicious activity to your immediate supervisor.

Health & Safety

To ensure safety both inside and outside the premises, management will make every effort to communicate with
staff and volunteers about potential health and safety risks. These communications come in the form of emails,
Signal (an app for Androids and iPhone) chats, physical memos on a bulletin board, and signs posted
throughout the facility.

For your safety and the safety of other volunteers, employees, the public, and the animals, please adhere to all
health and safety notices. If you have questions about a policy, please reach out to the Volunteer Coordinator.

In the case of accidents that result in injury, even minor ones, please report to the Volunteer Coordinator
immediately. These reports are essential when it comes to complying with laws, and initiating insurance and
Workers’ Compensation benefits procedures.

Animal Care Standards

The primary focus and mission of the SPCA of Hancock County is to provide quality care to the animals under
our protection. Every volunteer, regardless of what department or capacity they serve in, is responsible for
observing the health of the animals and for reporting any immediate concerns regarding their health or safety to
the Volunteer Coordinator or to another member of the management team.

An inability to recognize general animal welfare concerns may result in disciplinary action, up to and including
termination of volunteer services.



General Housekeeping and Maintenance

It is the responsibility of each of us to maintain a neat, tidy, and healthy work environment at the SPCA of
Hancock County. Therefore, you are responsible for tidying up your workspace. Shared workstations should be
left in preparation for the next shift, with supplies restocked, trash bags emptied and taken out, and wiped down
regularly between uses to prevent the spread of disease and infection. If you are unsure whether your
workstation is tidy and orderly, please consult with the Volunteer Coordinator.

Be aware of your surroundings and report any defective or broken equipment to the Volunteer Coordinator. Take
care of equipment as if you owned it; ensure hoses are put away in a tidy manner, the water is shut off to
prevent swelling or flooding, ensure diffusers in outlets are not empty and becoming a fire hazard, and practice
other common-sense safety measures. Do not pile objects on top of the kennels of the animals as the mobile
units may need to be evacuated in an emergency.

A break room and picnic table is provided for your use. You are expected to clean up after yourself whenever
you have a meal or drink at one of these break locations. These break rooms should be kept clean and tidy for
the next person’s use. Abuse of these areas may result in a ban from using the break area and discontinuation of
use, meaning your break may need to be taken in communal areas or in your vehicle.

While tidiness is important to the shelter appearance, discretion needs to be used when disposing of donated
items or items in excellent condition. When possible, these items should be used as intended or donated to
another area in need. Volunteers found throwing out items in excess that belong to the shelter may be liable for
compensation or otherwise disciplined for mistreatment of shelter property.

Visitors in the Workplace

To ensure the safety of our employees, volunteers, visitors, and the animals, visitors in the workplace (areas not
open to the public) are not permitted to accompany you during your shifts without prior approval from the
Volunteer Coordinator. This restriction helps maintain safety standards, protects against theft, ensures the
smooth operation of the workplace, prevents damage to company property, protects confidential information,
and safeguards volunteers, staff, visitors, and animals of the shelter.

Only staff and volunteers are to use the volunteer entrance. All other visitors are to enter by means of the main
entrance. If a visitor is found in an area not authorized for the public, then a member of the management team
should be alerted or the visitor should be escorted to the main entrance.

Phone Systems, Voice Mail and Personal Calls

Telephone systems, equipment, and operators are in place to provide business services for the SPCA of
Hancock County. Employees and volunteers are to limit their personal use of these items or may be asked to
reimburse the SPCA HC for any charges associated with their personal use of the company resources. Lengthy
calls should be made during breaks. Long-distance calls for personal use are prohibited on the company phone.

When answering the phone on behalf of the SPCA of Hancock County, one should use a friendly, customary
greeting, confirm information received from the caller, and only hang up after the caller has done so. Messages
should then be given to the staff member who is best suited to return the call.



Computers and Related Equipment

The SPCA of Hancock County provides volunteers access to computers, printers, and other equipment on an
as-needed basis, to perform their job requirements. This equipment is to be used exclusively for the business
activities of the SPCA of Hancock County. No one shall use company systems to knowingly violate any city,
state, or federal laws. Anyone found to be using company computer equipment for personal use or in a manner
that violates existing city, state, or federal laws may be subject to appropriate disciplinary action, up to and
including termination of employment or volunteer privileges. Volunteers are required to handle all equipment
carefully and according to its proper use. If any equipment needs service, repair, or maintenance, notify the
Volunteer Coordinator.

Volunteers are not permitted to download any software (free or otherwise) without express permission from the
Volunteer Coordinator. Computer games and personal software may not be installed on company equipment.
Company equipment shall not be used to create or store personal information or projects. Company equipment
shall not be used to store or display images depicting violence, sexually explicit material or racially offensive
material. Software installed on company computers must be properly licensed and installed with the approval of
the Volunteer Coordinator.

Internet

While we are happy to provide you with a computer for company purposes and all are welcome to connect to
our internet, this connection is to be used for business purposes only.

When posting on social media and/or answering email and inbox messages directed to the SPCA of Hancock
County, volunteers are required to maintain a high level of dignity and be mindful that they always represent the
SPCA of Hancock County. Anyone posting to our social media should consider the current SPCA of Hancock
County’s Social Media Policy.

The SPCA of Hancock County maintains the right to limit internet access.

Communications with the Media

All communications with the media, whether press, radio, television, or other forms of media approach us,
should be directed to the following positions only: the Executive Director or the Development Coordinator. No
volunteer is authorized to speak on behalf of the organization without prior approval from one of those
individuals. Violation of this policy will not be tolerated and may result in immediate termination of volunteer
privileges.

Social Media Policy

This policy exists to provide guidance for employees and volunteers regarding acceptable and proper use of
social media on behalf of the SPCA HC. For the purposes of this policy, “social media” applies to blog posts,
Facebook, Instagram, TikTok, Twitter, other social media services, newsletters whether printed or electronic,
chat rooms, group texts, and any service that allows for the sharing of personal information via
contemporaneous communication. Some key guidelines to remember:

● Volunteers posting online should be familiar with all SPCA HC policies or protocols, particularly when
responding to questions the public has. If the question is outside the realm of someone’s knowledge,
contact should be made with the Development Coordinator or the Volunteer Coordinator to respond
ASAP to the comment or message.



● Once it’s online it’s there forever. Anyone posting on behalf of the SPCA HC account or associated with
the organization should be aware of the effects their actions may have on their image or the image of the
organization. Volunteers need to use their best judgment and common sense when posting material.

● All content is moderated by managers and the Development Coordinator.
● Do not post, publish, or release content that is confidential, sensitive in nature, or not public information.

If there are questions about what is considered confidential, please consult with management. Anyone
found leaking confidential information will be spoken to and subject to penalty, up to and including
restrictions of SPCA HC social media access.

● Although it is not an exhaustive list, prohibited content includes posts, images, or commentary that is
defamatory, libelous, pornographic, abusive, harassing, or creates or encourages a hostile environment.

● Deleting posts and comments should be restricted to prohibited content or content that should not be
public. Abuse of the ability to delete comments or posts may result in restricted privileges or a ban from
social media on behalf of the SPCA HC.

● If a volunteer encounters a situation while using social media to represent the SPCA HC that threatens to
become volatile or hostile, they should politely disengage from the conversation thread and inform the
Development Coordinator or the Volunteer Coordinator.

● Permission needs to be received to post photos or content of individuals, whether they are visitors,
current or former employees, volunteers, adopters, vendors, customers, or other entities doing business
with the shelter. Additionally, volunteers should get appropriate permission to use a third party’s
copyrights, copyrighted materials, trademarks, service marks, or other intellectual property. Proper credit
should be given to the original artist, photographer, blogger, poster, or video.

● Use of the SPCA HC’s computers or cell phones for business-related social media is permitted, but this
does not extend to all forms or uses of private social networking or social media being used on those
devices.

Conduct Off the Job

Everyone is encouraged to have time away from the shelter and the work that we do, but all are expected to
remember that when you volunteer here, you represent our mission and our organization. You must be mindful
of the way you speak about organizational happenings, other employees or volunteers, policies and procedures,
confidential information, or the clientele we serve. Negative speech can harm the organization as a whole, and if
you are found to be guilty of negatively representing the SPCA HC, your privileges as a volunteer may be
suspended or terminated.

Once a statement is made, you cannot undo it, and the way it is interpreted may escalate beyond what you
intended, yet you will still be held accountable for the damage your words or actions may cause.

Of course, this policy does not supersede your right to freedom of speech, which entails speaking out against
discrimination or using the appropriate channels to resolve disputes. We highly encourage trying to talk it out
with the person you might have a dispute or disagreement with, or asking your supervisor to help mediate a
resolution, before it becomes a bigger issue.

Customer Service

Customers are the lifeblood of our shelter, as we could not operate and save lives without the support of our
community. Every volunteer represents the SPCA HC and needs to be able to treat the public with respect,
courtesy, and friendliness. Our personal contact with each individual, whether on the phone, at the door, in the
lobby, through email or text, or via social media is a reflection of ourselves and of our organization. Positive
interactions not only enhance public opinion of the SPCA HC, but they also pave the way for future support and
donations.



Customers who wish to lodge specific comments or complaints should be referred to any member of the
management team.

Volunteers are not to accept personal gratuities, tips, or gifts for services performed. All such gifts should be
redirected as donations to the organization.

Shelter Property

All animals, equipment, supplies and donations are the sole property of the SPCA of Hancock County. A
volunteer cannot take company property or donated items to dispose of or for personal use without permission.
The repercussions of doing so can destroy the shelter’s reputation and public image and greatly impact the flow
of future donations. Donated items that are deemed by management to no longer be of use to the shelter may be
purchased by employees or volunteers at fair market value and in accordance with any pertaining laws or
regulations or the discretion of the Management Team. Failure to abide by this policy will not be tolerated and
may result in immediate termination of employment or volunteer services.

Workplace Dress Code

The SPCA of Hancock County encourages volunteers to dress comfortably, with consideration given to
maintaining a professional appearance. No open-toe shoes will be allowed. Otherwise, appropriate attire should
be always worn in keeping with commonly recognized standards. If you interact with clients or are scheduled to
meet with clients on an occasional basis, be prepared and dress appropriately. Be considerate of the SPCA of
Hancock County’s image as well as your image with customers and your coworkers.

Attendance

In cases of absence for any reason, notify the Volunteer Coordinator as soon as reasonably possible. Poor
attendance, absence without notification or habitual tardiness will be subject to appropriate disciplinary action,
up to and including termination of voluntary services.
Ideally, call-outs would happen at least the day before to allow sufficient time to make arrangements. When
calling out, please notify the Volunteer Coordinator by phone or email.



Acknowledgement
I have read the policies outlined in this handbook. I understand that while this is not a contract, I am bound to
abide by the policies set herein. I further understand that the SPCA of Hancock County may modify, revise, and
update this handbook at any time. I am also aware that updating this handbook may include additions or
deletions. I also certify that I have had ample time to discuss this handbook and its contents with the Volunteer
coordinator at the SPCA of Hancock County. I certify that I fully understand the contents.

With this knowledge, I accept the policies outlined herein.

Printed name and role:

__________________________________________________________________________________

Signature: _________________________________________________________________________

Date: ___________________________

The SPCA of Hancock County reserves the right to make changes to this handbook for the purpose of
modifying, revising, and updating company policy and this manual. A written notice of changes will be given to
all active volunteers and become a part of this manual. Violation of any company policy may result in
immediate termination.


