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Welcome

Thank you for volunteering to work in the Frankston Winter Shelter. This
project can only happen because of your commitment and efforts. We are glad
to have you on board!

The Frankston Winter Shelter is a combined project of the Frankston churches
coming together in unity to support the vulnerable in our local community.
Winter Shelter will be hosted in 3 local church buildings. Volunteers from
churches across Frankston and Seaford will join together to serve across 5
nights Monday - Friday for the winter months. Thank you for the part that you
will play in this. The Frankston Winter Shelter is affiliated with the Stable One
Winter Shelter Network through Peninsula Christian Care and our whole
project (this handbook, policies, procedures etc.) is based on their model – we
are very grateful for their ongoing support.

This handbook is designed to help you understand how the Shelter operates,
as well as what is expected of you and your role. We want you to enjoy
volunteering and for the Shelter to be a safe and welcoming environment for
all guests and volunteers. Please take the time to read and digest the material
in this handbook.

Volunteer Policy

Frankston Winter Shelter values and appreciates all its volunteers who have
been recruited from local churches or the surrounding community. They are
not required to have a personal Christian faith but should be willing to work
within this ethos. Volunteers will have a desire to work in this project to serve,
journey with and support people who are experiencing homelessness. A range
of skills and abilities amongst volunteers will add further value to the Winter
Shelter project. Volunteers will offer a non-judgemental approach that
attempts to meet guests “where they are at”, acknowledging the realities of
poverty, class, racism, social isolation, trauma, gender-based discrimination
and other social factors that affect our guests.

Goal and purpose of the project

This project will run for thirteen weeks providing crisis accommodation for up
to 10 people experiencing homelessness in the City of Frankston. We desire
for it to be much “more than a place to stay” by offering guests a safe, caring,
non-judgemental community environment to receive refreshment, hope and
rest. They can expect: 
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● a warm welcome

● an evening meal

● the opportunity to socialise and enjoy community

● the option to wash or shower

● a comfortable bed

● a light breakfast

● help to link into other services/agencies

 Our goals include:

● building relationships with guests, developing community and
journeying with those who want support and encouragement towards a
more stable living situation

● working together as the church across denominations

● increasing awareness in the church and community of the issues and
challenges that people face when they don’t have a permanent and
stable living situation

We recognise that we can’t solve the issue of homelessness, but we do
believe that if this project positively impacts even one person, it is worth doing.

Context:

It is helpful to recognise that all of our guests may be vulnerable and be facing
very complex situations/challenges which this project and its volunteers are
not trained to respond to. We are here to provide basic facilities and
hospitality. The most valuable thing that we can do is to listen and care. 
Where possible, guests will be helped to contact the right agencies and
organisations in order to further assist them. Please do not try to take on that
which is beyond your capabilities. You should not feel obligated to do more
than fulfil your volunteer role in the Shelter. If you feel that you have a
particular skill or knowledge that may be helpful, please speak to the project
coordinator.
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Nightly Timetable

3pm Set-up beds, tables etc

5.30pm First shift arrives. Prepare meal.

5.50pm Briefing (Health and Safety/Guests) and Prayer

6.00pm Doors open, guests sign-in and orientation/introductions.

Assist guests to find bedding, toiletries. Offer hot drinks.

7.00pm Grace & evening meal served

7.30pm Clean-up and optional activities (eg. games).

10.00pm Shift Change, briefing/debrief, volunteers sign in/out. Last

cigarette, doors locked, lights out and quiet (2 volunteers stay

awake)

7.00am Shift Change, briefing/debriefing. Outer doors opened.

Put out breakfast items

7.30am Bookings for next night, bus details given, pack-up

8.00am Guests leave, clean, pack and lock trailer

8.30am Debrief and lock up
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Volunteer Agreement:

Each volunteer is required to read and sign a copy of this agreement before
commencing work in the Winter Shelter.

● I will read and comply with the Winter Shelter policies and procedures.

● I will not share my personal contact details (phone, email, home
address etc) with a guest.

● I will not lend or give money to guests (advise shift leader if aware of a
need).

● I will hold in confidence the personal stories which are shared with me
by guests, unless I believe that there is an issue of personal safety, or
the safety of other guests or volunteers is at risk. In this instance, I will
talk to the shift leader. I will not share personal information or
photographs of guests or volunteers on social media.

● I will respect the privacy of guests’ personal information contained in
their Guest Agreement and kept on file. I will not share this information
with any other party.

● I will treat everyone without judgement, with dignity, respect and care.

● I recognise the vulnerability of guests and will respect their personal
space.

● I will arrive on time for my rostered shift and will notify the Venue
Coordinator if I am unable to do so. I will give as much notice as
possible if I am unable to work my shift, so that a replacement can be
found.

● If I am unwell and/or waiting on a Covid-19 test result I will advise the
Venue Coordinator and will not come to the shelter.

● I will register my attendance on shift in the Shelter Log Book on arrival.

● I will take responsibility for the health, safety and welfare of myself,
guests and volunteers at the winter shelter.

● I will not be alone with a guest.

● I will carry out the duties assigned to me as a volunteer to the best of
my ability.
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● I accept that the security of personal possessions brought into the
shelter are my own responsibility (valuables should be left at home).

Roles

All volunteers are required to have completed integrity checks, attended a
training session and have read and signed the Volunteer Agreement.
Volunteers will be rostered according to their availability and will work at
whichever venue is hosting the Shelter that night.

 

Shift Worker

Duties:

● Record your details in the Log Book on arrival and put on name-badge
(first name only).

● Assist in set up and pack up of venue.

● Assist in cleaning the venue before, during and after guests have
attended.

● Assist in preparation of meal and drinks.

● Engaging with, supporting and helping guests feel welcome. Familiarise
new guests with venue facilities.

● Learn names of guests.

● Take responsibility of health, safety and welfare of self and others.

● Be aware of and assist in evacuation procedures if required.

● Assist in conflict resolution if necessary.

● Follow the instruction of the Shift Leader and report to them any
incidents as soon as possible.
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Shift Leader

Each shift will have an appointed Shift Leader. This may be the Venue
Coordinator or another volunteer.

Duties:

● Allocating jobs to volunteers.

● Taking key decisions when other volunteers are unsure of the best
course of action (please back up decisions made by the Shift Leader
and do not contradict them in front of other volunteers or guests).

● Supporting volunteers where necessary in responding to guests.

● Arrange handover between shift leaders.

● Liaising with Venue Coordinator and/Project Coordinator if necessary.

● Be vigilant about maintaining the log-book. All volunteers must be
signed in and any incidents recorded.

● Assume the role of Fire Warden.

 

Venue Coordinator

Venue Coordinators are responsible for managing the human and physical
resources of the Shelter.

Duties:

● Attend meetings with Project Coordinator and other Venue
Coordinators.

● Team leader of a shift on the night at their venue.

● Ensure safe and smooth running of Shelter at their venue.

● Ensure there are enough volunteers for each shift in liaison with
Volunteer Coordinator.

● Prepare the venue.
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● Liaise with cooks and ensure provisions are available and sufficient to
prepare meals and clean venue before and after use.

● Leading and briefing team, allocating jobs and giving vision to
volunteers.

● Receive the guest list and book guests into the Shelter venue.

● Be vigilant about maintaining and keeping secure the Log Book and
ensure it is passed on to the next venue.

● Remain contactable throughout the time that the venue is being used.

● Collecting and providing monitoring information to the Project
Coordinator.

● Assume role of fire warden.

Cook/Kitchen Help

The evening meal will be served at 7.00 pm. Numbers will be between 10 and
16 (inc. volunteers) and will be confirmed to the Venue Coordinator each
afternoon.

 Duties:

● Either purchase or use food provided to cook a healthy meal.

● Follow the Food Hygiene Policy and procedures.

● Arrive at venue from 5.30pm. Contact the Venue Coordinator if you
need to negotiate early access. Serve meal at 7.00 pm.

● Volunteers will assist in cleaning up.

● Once the kitchen is cleaned, you have the option of leaving the Shelter
or staying on to be with the guests (the Venue Coordinator will assess if
this is appropriate with regard to the guest/volunteer ratio).

Driver

Drivers are needed in two roles:

1. To pick up guests in the minibus from the various locations in Frankston
(eg. Train stations) and drive them to the Shelter venue at 6pm.
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2. To move the trailer from one venue to another during the daytime (after 9am
and before 3pm) of a shift on the night at their church.

Volunteers driving the bus must be 25+ years, and have a full licence.

Drivers moving the trailer will need to have a tow bar and be willing to use
their own vehicle. 
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Community Code

To ensure the Shelter is a safe and comfortable place for everyone
please note the following:

No Smoking

(except in designated areas)

 No drugs

(except prescription medication which must not be shared)

No alcohol

(guests must not have alcohol on the premises)

No aggressive behaviour

No weapons

 
 

This code applies to guests and volunteers. Those unable to follow the Code
will either receive a warning or a ban from the Shelter. The Venue Coordinator
and/or Shift Leader should be informed of any breach of the Code and they
will implement the appropriate procedures.

All volunteers should read the Policies and Procedures, available via the
website (password required).

If you witness an incident, you will be required to complete an Incident Report
Form which will be kept with the Log Book. 

Volunteer Safety

In order to promote safety, volunteers should observe the following:

● Check the identity of each guest on arrival. They should be listed as a
guest for that night. A photograph taken at assessment will be on the
Shelter phone and included in handover material.
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● Never give out your home phone number or address to any guest.
Never invite a guest to your home.

● Do not give or lend money to guests (the Venue Co-ordinator can be
alerted to particular needs).

● Never be alone with a guest.

● Valuables should be left at home or stored securely at the venue.

● When dealing with lost property, never put your hand into a bag or
pocket. Tip contents onto a flat surface. This will help prevent any
potential injury.

● Do not touch guests, even to wake them up.

● Use gloves when cleaning spills or body fluids.

● Act safely and do not put yourself, other volunteers or guests in danger.
If you feel intimidated at any time during the shift, inform your Shift
Leader.

 

Volunteers must be familiar with the building:

● Know where the fire exits and fire extinguishers are and who the fire
warden is.

● Know where the First Aid box, telephone and list of emergency numbers
are.

● Ensure fire exits are unlocked and not blocked.

● Know the evacuation procedures in the event of a fire.

● Inform guests where they can and cannot go.

● Make sure any areas guests are not allowed are secure.

● Identify a safe area for volunteer belongings.

● Identify an outdoor area where guests can smoke. A receptacle for
disposal of butts should be provided.

The Health and Safety Checklist should be used at the start of every shift
to ensure that this policy is followed.
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Communication

A guest at the Stable One Winter Shelter Pilot in 2017 commented “It was
good to just have normal conversations.” Improving our communication skills
(both listening and talking) will pay dividends in all our relationships, not least
those we will make at the Shelter. 

Without Assumptions: 

Come to the relationship without assumptions based on appearance,
background, etc. Treat each person with grace, dignity and respect. See John
4:7-9 Jesus had the same open and welcoming attitude to sinners, saints and
disciples. 

 The Art of Small Talk :

● 80% of communication is non verbal. Awareness of posture, body
language, personal space, height differences etc. are all important.
Relax and enjoy the conversation. Watch their body language/eye
contact—some may not  want to talk or ‘be friendly’.

● Listen deeply and attentively. To feel truly listened to is a gift. Listen with
your eyes, turn off your mobile phone etc. Use reflective responses to
show that you have really heard and understood what was said. Don’t
chip in with your story!

● The use of distraction in small talk. It is sometimes good to have a
conversation while doing something else together. Playing chess, table
tennis etc. is not as confronting than face to face.

● Make sure you pick the right time ie. not when they are in the middle of
something.

● Try to use open ended questions rather than closed questions around
good small talk topics. Eg ‘How are you finding the weather?’ rather
than ‘Are you cold?’ Use visual clues - the football, t-shirt, tattoos.

● Be aware when the conversation is going nowhere. Be prepared to
apologize if you have inadvertently hit on a sensitive topic OR simply to
end a conversation that has gone on long enough. Short conversations
made regularly over a long period of time have a positive effect.

 Levels of Conversation:

● Clichés - “How’s it going?” Can be said to anyone safely.
● Reporting the facts (talking about weather, football scores) still very safe

communication, but can be important and build relationship.
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● Asking questions and listening to someone sharing their feelings.
Usually don’t move into this level of conversation without a lot of time in
the first two levels.

● Sharing hopes, aspirations, deep disappointments etc. It takes time and
genuine commitment to move people in real honest conversations from
clichés to talking about what is really going on.

Developing ‘Godly’ Conversations:

● Your inner conversations with God are vital. Talk to God while you
engaging in conversation. “What do I say here God? Show me where to
start here God. Come with empty hands not clichés or ‘recipes’. Pray for
them. Trust the Holy Spirit to lead you.

● God conversations need to be a natural extension of a conversation and
not be a ‘set up’ – for example, a guest may ask why you chose to
volunteer – if you have been motivated by your faith, this might be an
opportunity to share the reason for your involvement, however, answer
the question asked, don’t use it as a springboard for another agenda.
Which level of communication does a conversation about God mostly
align with?

● Demonstrate love, acceptance, forgiveness, grace before talking about
it. Any conversation about God should be genuine, flowing out of your
own personal relationship and experience of God.

Adapted from “Alongsiders: Sitting with those who sit alone” Michael Duncan

Positivity

We may meet people whose emotions are negatively skewed and who are
‘closed up’. Positivity helps people to open up. Joy, hope, gratitude, love, pride
etc can help them problem solve, feel safe, be less judgemental, more
resilient, more trusting.

● Focus on any positives you see or hear. Look for strengths in stories,
rather than focussing on the problems.

● ‘What is going well for you?’
● ‘What are you proud of?’
● ‘What went well?’ (WWW)
● ‘What are you good at?
● Make eye contact
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Mental Health

According to the World Health Organization, mental health is “a state of
well-being in which every individual realises his or her own potential, can cope
with the normal stresses of life, can work productively and fruitfully, and is able
to make a contribution to her or his community.”
(https://www.who.int/mental_health/en/ ).

It is likely that many of our guests will be experiencing poor mental health,
which may have contributed to/been impacted by their situation of
homelessness. In addition, while staying in the shelter may provide much
needed respite, safety, shelter and community, guests may also feel highly
anxious and overwhelmed as they enter a new and unfamiliar environment
with a lot of strangers!

As volunteers, it is important that we recognise that our guests will be
experiencing a range of emotions and will have a range of different needs and
coping strategies. Our ability to put aside any judgement and listen to their
stories (if/when they choose to share them) is a vital part of the support
offered at the shelter. 

All guests accessing the shelter will have responded to a number of questions
regarding their mental health during the assessment stage and if they have a
formal diagnosis requiring medication, they will commit to complying with
doctor’s recommendations in order to stay. However, a number of factors can
contribute to a decline in mental health and if you notice behaviour or change
in mood that is different to what you might normally expect, please speak to
your shift leader immediately.

 

Prevention of violence and aggression

Research into other Shelter projects overseas  has demonstrated that
incidents of aggression are rare. It is important to recognise that actual
or potential violence may be a problem in working with this vulnerable
guest group. These guidelines offer direction on the most effective ways
of preventing and deescalating aggressive behaviour/situations and
protection from its consequences.

Defining Violence and Aggression

Aggression can be physical, emotional or verbal and has an intimidating
and undermining impact, damaging the harmony of the Shelter.
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 Managing Violence and Aggression

It is natural to be frightened at times. When responding to aggression or
potential aggressive situations, your own safety, that of fellow volunteers
and of the guests must be seen as the first consideration.

Guidelines can never cover every eventuality. Volunteers must also draw
on their experience, skills and common sense when faced with
aggressive situations. All volunteers should cooperate by reporting and
recording any unacceptable guest behaviour to the Shift Leader, who will
deal appropriately with the situation, according to the Shelter policies
and procedures. As far as possible, one volunteer should not be
identified as the instigator of a ban—these should be presented as team
decisions, and all volunteers must actively support the decision even if
they have a different opinion.

De-escalating violence and aggression

It is very unlikely that you will need to refer to this section in practice, but
it is the responsibility of all volunteers to alert fellow volunteers at the first
signs of aggression and to act cooperatively to deescalate the situation.

● One volunteer to talk to the individual concerned with another
listening and nearby. Ask for help from a more senior volunteer if
you feel uncomfortable or unable to deal with the situation.

● Remain calm but firm. Be fair and don’t escalate the situation. Do
not enter into debate or share your opinions.

● Attempt to create opportunities to enable the guest/s to back down
without feeling humiliated. (Where possible, take the guest to one
side).

● Other volunteers to remain at a reasonable distance but pay
attention in case the situation escalates. Volunteers who are not
directly involved should attempt to keep other guests calm and
prevent them from becoming involved unless they are friends who
can assist.

● One volunteer to ensure that any vulnerable people are moved
from the area and, if possible, that potential weapons (ie. plates,
cutlery) be removed from the area.

● Space should be created to ensure that people are not crowded or
confined to an area. Do not stand too close. All those present
should be mindful of their own and others’ ‘escape routes’ should it
be necessary to get out of the way fast.
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● One volunteer should get the ‘duty phone’ to call for police
assistance, should this become necessary.  It may be useful to
identify in advance which volunteer on your shift would have this
responsibility should a situation arise.

● If a situation escalates and the guest cannot be calmed, volunteers
should be prepared to vacate the area. Personal safety is
paramount and must be put before the protection of property. The
police should be summoned immediately.

● In exceptional circumstances, if retreat is not possible, volunteers
should take appropriate measures to defend themselves. In the
unlikely even of an attack, only force sufficient to stop the attacker
and prevent injury to self, colleagues or guests should be used, but
reasonable restraint is acceptable.

 After an incident has occurred

 Immediately after the event:

● Provide first aid where necessary.
● Provide reassurance and help everyone calm down.
● Report the incident to the police by phone.
● Arrange for any volunteer who has been scared or hurt to leave

the shift if they wish to.

 Soon after the event:

● Record details of the incident as quickly as possible on an Incident
Report Form and register it in the Log Book.

● Arrange longer term support where necessary (ie. counselling).
● Discuss the incident with the volunteer team and draw out

constructive lessons for avoiding a similar incident in the future.
● Consider providing guests with brief details of what happened and

how it was dealt with. This will provide reassurance to guests that
incidents are dealt with effectively. This will also prevent the
development of any rumours. Clear communication is the key.

Action to be taken against aggressors or perpetrators of a violent
incident

Aggressive and violent acts at the Shelter will result in a ban from the
Shelter (to be decided on by Venue Coordinator in consultation with the
Project Coordinator). The Shift Leader has the power to exclude a guest
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on the night (wherever possible, the Project Coordinator should be
advised prior to this decision being made). No volunteers will be
identified as the instigators of an exclusion. Volunteers must actively
support the decision made, even if their opinion differs. This is for the
benefit and safety of all concerned.
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Additional Resources

Phone numbers/support lines

Lifeline 13 11 14 (https://www.lifeline.org.au/ )

Beyond Blue 1300 22 4636 (https://www.beyondblue.org.au)

Directline 1800 888 236 (Drug and Alcohol counselling, information,
referral)

Crisis Assessment
and Treatment

1300 792 977 (Psychiatric triage, Eastern Health)

Frankston Hospital     9 784 7777

Frankston Police        9 784 5555

DHS Southern Metro   1300 555 526

Further contact numbers for support can be found at the website for Community
Support Frankston     https://frankston.net/emergency/

Books

Alongsiders Mick Duncan

When Helping Hurts Steve Corbett

Boundaries Dr Henry McCloud

Hand to Mouth Linda Tirado (language warning!)

Chasing the Scream Johan Hari

Websites

Council to Homeless Persons http://chp.org.au/

Anglicare Rental Affordability
Snapshot

https://anglicare-ras.com/

Homelessness Australia https://www.homelessnessaustralia.org.au
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Black Dog Institute (understanding,
preventing and treating mental illness)

https://www.blackdoginstitute.org.au/

The Chalmers Institute https://chalmers.org/

 Community Support Frankston           https://frankston.net/emergency/
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Videos

Breaking the Ice https://www.youtube.com/watch?v=MeM85Uii6F0

What is Privilege? https://www.youtube.com/watch?v=hD5f8GuNuGQ

I had a Black Dog
(depression)

https://www.youtube.com/watch?v=XiCrniLQGYc

Effects of Trauma (1) https://www.youtube.com/watch?v=JKlPZ_jEWmY

Effects of Trauma (2) https://youtu.be/OA4CqlL_PzE

How Stress Affects the Brain https://www.youtube.com/watch?v=WuyPuH9ojCE

Brene Brown and Empathy https://www.youtube.com/watch?v=1Evwgu369Jw

Tips and Advice for Working
with CALD Communities

https://www.youtube.com/watch?v=V-bNbJRlpHo

 

Covid 19 related training

Infection control training
https://www.health.gov.au/resources/apps-and-
tools/covid-19-infection-control-training

Mask wearing
https://www.youtube.com/watch?v=1j4Ru6ltJgo
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Contacts

Winter Shelter Phone : 0435 954 185

Email: frankstonws@gmail.com

Project Coordinators (Phone numbers will be provided to venue coordinators)

June contact - Lara / Sam /Jacob

July contact - Deb / Sally

August contact - Lara /Sam
 

Day Location

Monday Gateway

Tuesday
Gateway

Wednesday Peninsula City Church

Thursday Peninsula City Church

Friday
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Used and adapted with permission

Stable One

PO Box 204

Mount Evelyn

VIC 3796

www.stableone.org

 

Frankston WInter Shelter  is affiliated with the Stable One Winter Shelter Network. Stable One’s
mission is to support the Church as it works together to share the love of God by providing

accommodation to those in need. To journey with each person towards stability, offering physical
and spiritual care. To learn more about their work go to www.stableone.org.
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