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Preamble 
[bookmark: Premeable]Community and Family Services programs are needed now more than ever. Many people in our communities will be experiencing reduced wages or job loss and will be depending on us for support. As a guiding principle, The Salvation Army will adhere to directives issued by government health authorities. This document should also be read in conjunction with directions issued by The Salvation Army’s leadership. This document incorporates and repeats key points from other FAQs to provide a quick reference. It is recommended to read other FAQs, including the Christmas FAQ, listed in the Sources Consulted and Additional Resources section.
This FAQ is provided to support MUs in the delivery of service while promoting health and safety for staff, volunteers and service users. The information must be seen and applied through the lens of the values of The Salvation Army, especially that of dignity. Challenges created by the COVID-19 virus and the necessary changes in service-delivery methods themselves may create heightened anxiety levels. Living out the values of The Salvation Army is vital in all interactions with service users and with each other. 
Hope: We give hope through the power of the gospel of Jesus Christ.
Service: We reach out to support others without discrimination.
Dignity: We respect and value each other, recognizing everyone’s worth.
Stewardship: We responsibly manage the resources entrusted to us.

Are we giving hope today? Are we still supporting others without discrimination in difficult times? Is dignity being reflected in our current service-delivery model? Are we being good stewards of the resources entrusted to us?

Frequently Asked Questions (FAQ)
[bookmark: _The_Basics]The Basics
[bookmark: Question_1][bookmark: _Hlk35327753]Where can we get up-to-date information regarding COVID-19?
Please visit salvationist.ca for current and up-to-date information regarding The Salvation Army’s response to COVID-19. This document will also be updated periodically to ensure up-to-date information is provided.
Please visit the Public Health Agency of Canada website for up-to-date instructions on keeping our communities healthy. 
Health Canada Updates: Coronavirus disease (COVID-19): Outbreak updates
 
Provincial and Territories Public Health Authorities Phone Numbers and Websites 
	
	Phone number   
	Website

	British Columbia 
	811
	BC Public Health Updates

	Alberta
	811
	Alberta COVID-19 Updates

	Saskatchewan
	811
	Saskatchewan COVID-19 Updates

	Manitoba
	1-888-315-9257   
	Manitoba COVID-19 Updates

	Ontario
	1-866-797-0000   
	Ontario COVID-19 Updates 

	Quebec
	811
	La maladie à COVID-19 au Québec

	New Brunswick 
	811   
	New Brunswick COVID-19 Updates

	Nova Scotia 
	811
	Nova Scotia COVID-19 Updates

	Prince Edward Island 
	811
	PEI COVID-19 Updates

	Newfoundland and Labrador 
	811 or 1-888-709-2929   
	NL COVID-19 Updates

	Nunavut
	867-975-5772   
	Nunavut Public Health Updates

	Northwest Territories 
	811
	NW Territories Public Health Updates

	Yukon
	811
	Yukon Public Health Updates                                             



Bermuda –  Phone number: (441) 278-4900   Website: Bermuda COVID-19 Update
[bookmark: Question_2]What is our first step?
Various programs in Community and Family Services, such as food banks, trustee services and material assistance, are critical to our vulnerable service users. We strongly recommend that all management teams work directly with the local public-health authorities and follow their suggestions relative to proactively managing our response. Review your local pandemic plan and start a conversation early in your staff and management team meetings. If your Corps or the Corps building is currently closed, please follow the re-opening plan procedures established by your division. Each division has its own re-opening plan. Please connect with your Area Commanders for more information. Check with your local community partners and social-service committees in which you participate. They may have guidance, planning efforts or best-practice suggestions that are applicable to your local setting. It will be critical to attend these meetings or connect through email and telephone to ensure local social services are co-ordinated. Where applicable, review your government contracts and connect with your funders for their latest guidance. 
[bookmark: Question_3]We don’t have a pandemic plan. What should we do?
A template is available on salvationist.ca under the COVID-19 post to provide guidance in creating a local plan. Review and see what considerations should be made for your setting.
[bookmark: Question_4]Is there more guidance locally or specific to our program?
Check with your local community partners and social-service committees in which you participate. They may have guidance or best-practice suggestions that are applicable to your local setting. It will be critical to attend these meetings or connect through email, video conference and telephone to ensure local social services are co-ordinated. Where applicable, review your government contracts and connect with your funders for their latest guidance.
[bookmark: Question_5][bookmark: Question_6][bookmark: _Hlk52204298]There is no time. How can we continue chaplaincy work? 
Spiritual and religious care is critical. Isolation is lonely and scary. Please see more tips on “Spiritual and Religious Care Tips during COVID-19” in https://salvationist.ca/covid-19/departmental-faqs/ through myarmy login. Commissioners Floyd and Tracey Tidd wrote on March 15, 2020:
The Salvation Army in Canada and Bermuda humbly yet with confidence declares to our communities and nation that we are committed to “Giving Hope Today.” This has come in so many ways to millions of people. In these days, there is an opportunity to magnify that commitment in words, actions and by walking alongside others, giving hope when it is needed most. We live with a hope that does not disappoint “because God’s love has been poured into our hearts through the Holy Spirit, who has been given to us” (Romans 5:5 NIV). 

We encourage you to claim that reminder today and know that God is faithful to his promises. Find hope for today in knowing God is with you as your refuge and strength, an ever-present help in times of trouble. Remember that the hope God offers is a hope for the world. There are those all around us, especially in these days, who are looking for a hope that will not disappoint.



Program Design
[bookmark: Question_n1]What are the issues that we should consider when reviewing all our Community and Family Services programs?
[bookmark: _Hlk35348064]Community and Family Services programs are needed now more than ever. Many people in our communities will be experiencing reduced wages or job loss. How are the changes going to impact community needs? Are there more service gaps because some community agencies are no longer operational? Are there local resources in the form of Emergency Disaster Services (EDS) in other Ministry Units? Who else can you partner with in the community to leverage limited resources?
Where applicable, review your contract agreement first and connect with your funder for guidance. The management team should follow local public-health recommendations whether or not it has a government contract. 
· Here are a few ideas:
· Can you operate by appointments only to safely distance clients? Can you space out your appointments so that fewer people are in the building at one time? 
· Can you increase the number of days that you operate, allowing you to restrict the number of people visiting each day? Can you space out service users by grouping them alphabetically? Day 1 is last names beginning with A-D, Day 2 is last names beginning with E-H, etc. This is similar to how the federal government sets up for CERB.
· Can you reduce or eliminate drop-in services? It can be more difficult to predict service volume and manage crowds in a drop-in service.
· Can chairs be removed to allow for more space between people in the waiting room?
· Can you extend the width of the intake desk to increase the distance between service users and staff?
· Can you explore an option for home delivery directly to service users?
· Can you setup a specific time for drive-through pick up?
· How can you limit contact points?
Remember to update your voicemail greeting and bulletin board postings to reflect changes in your programs. Update your community partners so that accurate referrals can be made.
Divisional leaders, including Area Commanders and Divisional Social Services Secretaries should be consulted as part of the reopening plans and are available to review and guide your decision-making process. THQ Corps Ministries Community and Family Services Consultant and THQ Regional Social Services Consultants can provide support and consultation in this process.
[bookmark: Question_n2]Should we consider temporarily closing or rescheduling a non-essential program?
Where applicable, review your contract agreement first and connect with your funder for guidance. If the program is not governed by a government contract, the management team should follow local public health recommendations. Can the program be adjusted so that fewer people are gathered in the same space? Area Commanders and Divisional Social Services Secretaries are available to review and guide your decision-making process. THQ Corps Ministries Community and Family Services Consultant and THQ Regional Social Services Consultants can provide support and consultation in this process.
[bookmark: Question_n3]Should we consider conducting some Community and Family Services programs/services via telephone or video conferencing if possible?
The service nature and the service users’ needs should be considered first. This may be possible for some individualized case-management programs or life-skills group programs. Will this change be harmful in the helping process? Is the service user able to understand and cope with the change in service delivery? Are there other alternatives in service delivery that we should consider? 
[bookmark: Question_n4]What are the impacts to Pathway of Hope or case-management programs?
One-on-one conversations with service users should still be taking place via phone, text, video conference or other virtual means. Keeping in touch is critical as there are many changes occurring in the community. 
[bookmark: Question_n5]We operate a community meal program. Are there suggestions to be considered?
Community meal programs should be reviewed in terms of service nature and volume. Consider a change in format such as giving out pre-packaged food to minimize the number of people remaining in one area and/or serving food from an EDS truck. Remember to review the tips on physical distancing. Provincial and local public health food safety and handling guidelines and restrictions must be followed when giving out pre-packaged food.
[bookmark: Question_n6]What if our food bank currently uses a supermarket model?
Review your local public-health guidelines and consider moving to a pre-packaged model in the interim to minimize the number of times food and shelf surfaces are being touched and to reduce human interaction time. Review the question on surface transmission. Consider setting up a display shelf so that service users can point to items. Create a list or menu that can be updated frequently for service users to indicate their choices for a more dignified process. The list or menu can be laminated and cleaned easily after each use. For ideas on set up of space, read the re-opening playbook developed for the thrift stores under National Recycling Operations.
[bookmark: Question_n7]What if there is a sudden increase in demand of food-bank services and/or a decrease in food donations?
Because many people in our communities will be experiencing lost wages or job loss, there is the potential for an increase in demand for food and a decrease in the receipt of donations. 
Management can:
· Review the current food distribution policy to ensure food stock levels, food partnership arrangements, food distribution and food donation patterns are revised to ensure they are meeting current needs. Will your budget cover the new influx of needs? Should distribution be more limited because of a lower stock level? Or should distribution be increased to allow service users to come less frequently?
· Make local churches, service clubs, businesses and the general public aware of the need through social media, local media and other means. What are the increased needs? Co-ordinate with DHQ Public Relations and Development. 
· Assess readiness to accept different types of food if there is a sudden surge in food donations. Review existing food donation policy to ensure it covers all areas such as dry goods, fresh produce and reducing food waste. 
· Should you consider purchasing hygiene and cleaning items for distribution?
· Are you purchasing the right items to give service users what they need and the financial break they are looking for? 
· Connect with your local food-bank network to access bulk-food purchasing programs such as: https://marketplace.foodbankscanada.ca/vendors/ 
· Connect with food rescue program such as: https://foodrescue.ca/public/public-resources  
· Purchase through Complete Purchasing Services (CPS) if you are a member. Wholesale Club Store is another available resource. Please connect with your divisional office for more information.
· Can you purchase food to be delivered directly to the service users? Can new partnerships be established with retailers?
· Where budgets allow, consider providing gift cards to service users if there is a significant food shortage. Is it better or safer to give out gift cards instead of hampers? This is generally not recommended because service users will purchase food at retail prices. Local context or funder restriction should be reviewed. Attempt first to acquire food from wholesalers listed above. 
THQ Business Department procurement staff can assist. Please connect with your divisional office for more information. As well, THQ is working with government and corporations to assist in food supplies.
[bookmark: Question_n8]How can a food drive be organized differently?
Are businesses, schools or organizations going to be participating in light of COVID-19? Check provincial and local public health guidance for restrictions and guidelines for the following. Can you find a way to clean mass amounts of product and/or store them for a time period before sorting? Who can pick up the product and how can they do it safely? Can you place donation bins in the same place? Can you organize a food drive virtually? Can you organize a drive-through food-drive donation? Review physical distancing, PPE and surface transmission related issues.  
[bookmark: Question_n9]We used to use a large venue in the community so that more service users can be served. What should we do? Can we keep up with the demand?
Careful consideration and program planning should be done. There will likely be restrictions on how many people are allowed to gather. Alternatives should also be considered as things can change quickly in a pandemic. What other methods of distribution are possible? How will a change in venue impact your service volume? Who are the community partners you can work with to find creative solutions? 
[bookmark: Question_n10]How might intake be different?
Ministry Units should consider access to mobile devices and internet connections when planning for changes to intake procedures. If moving to an online format for completing intake forms, the Ministry Unit team will have to offer accommodations to individuals with different levels of access to technology such as computers or hard-copy forms available on site. Sanitation practices are to be applied here. Intake forms are currently available at https://salvationarmy.ca/what-we-do/in-your-community/social-services/. These forms are made available for service users to complete at home. A Ministry Unit must also consider how the verification of information may be different. Can you utilize volunteers as interviewers? Can pre-screening and intake be performed before in person services? Review your eligibility criteria based on the current context. Please review the question on screening. This review will also have to factor in funder restrictions, as applicable.
[bookmark: Question_n11]Can we run a drive-through model?
There are Ministry Units who now operate a drive-through model for food distribution.  Weather proofing by setting up a temporary tent is an option, but there may be restrictions due to local zoning and by-laws. The first step is to check with provincial regulations, municipal standards and local public-health authorities regarding outdoor permits if applicable and outdoor gathering size. What is the capacity of the parking lot? Can new partnerships be formed with shopping malls or owners of vacant parking lots that are not fully utilized? Will there be a line-up even though the appointment system is used? What are the impacts to the neighbourhood roads if there is a backlog of cars? Physical distancing of vehicles should be reviewed if vehicles will be side by side for any reason. Can you put more markers and signs to aid traffic flow and physical distancing? Will this change have an impact for service users coming by public transit or on foot? Will it be more dangerous for pedestrians as there is more vehicle traffic in the parking lot? Can two separate time periods be offered for service users who are using the drive-through model and those who don’t? 
[bookmark: Question_n12]All these extra measures will increase our expenses. What should we do?
Review your financial position. The management team should review and forecast the implications to the current budget. Planning and support can be provided by your divisional office. Increasing public-relations coverage of the increased needs could draw additional public support. Connect with your funders for potential funding opportunities. Consider using more volunteers and less paid workers if at all possible to reduce costs. 
[bookmark: Question_n13]What if further measures are taken to “lock down” our community and different degrees of movement are restricted? How should we prepare?
Review your local public health guidelines. There will be specific guidelines on what facilities can be opened and how services can be provided. It is likely more restrictions will be placed on how many people can stay in one building and how the lineup should be managed. The current appointment system should be reviewed to minimize lineups. Restricted movement will also have an impact on staff and volunteer availability. It will be critical to be in various local social services committees where community plans are discussed. Concerns can be raised and updates can be obtained through meetings and stakeholder consultations. Re-opening document should also be reviewed.




Food Delivery 
[bookmark: Question_f1]What should we be aware of if we decide to deliver food hampers?
We need to work with the assumption that some service users may be quarantining or self-isolating. It is best to separate different staff or volunteers to deliver to those who are quarantining or self-isolating and to those who are vulnerable, such as seniors or with a lower immune system. Follow directions regarding health and safety precaution from local public health authorities. Physical distancing guidelines must be practiced. Personal Protective Equipment (PPE) must be used given the circumstances. Deliveries can be dropped off in front of the door. Knock on the door when the delivery is made but avoid in-person greetings. These delivery instructions can be communicated prior to the drop off. Food safety and handling is to be considered when transporting multiple food hampers, ensuring temperatures of frozen or refrigerated items are taken into account. Read the sections regarding drivers (page 16-20) in the re-opening playbook of the thrift stores under National Recycling Operations.
[bookmark: Question_f2][bookmark: Question_f3]Is it an effective use of available financial, employee, officer and volunteer resources with this service-delivery model?
The program model should be reviewed before implementation. Alternative methods can also be explored, such as using delivery resources (e.g. taxi, local delivery services, mobile food delivery services). Do the service users have family or friends who can pick up the food on their behalf?
[bookmark: Question_f4]What if volunteers are used to deliver food hampers?
All volunteers should go through the regular onboarding process as defined locally with guidance from Territorial documents. Policies and trainings must exist to guide practice if volunteers are using their own vehicles or Ministry Unit vehicles. Can a waiver be signed to acknowledge The Salvation Army insurance won’t cover volunteers when driving their own vehicles? Is there an expense reimbursement policy for mileage? Is there enough supervision to ensure vehicle logs are completed and vehicle-checking processes are performed in each shift? Please review the Volunteer Management section of this document. Read the sections regarding drivers (page 16-20) in the re-opening playbook of the thrift stores under National Recycling Operations.
[bookmark: Question_f5]What if a delivery company is paid to deliver food hampers?
Service agreements should be reviewed, if available, to ensure the delivery company has insurance and an understanding of the risks when taking on delivery orders. Issues of confidentiality should be considered to protect privacy of service users. The delivery company will not fall under The Salvation Army's insurance coverage in the way that staff performing the tasks would.  
[bookmark: Question_f6]Companies now drop off their delivery in the parking lot instead of directly inside the warehouse/facility. What kind of health and safety training should we be aware of? 
Employees and volunteers may need to perform different tasks during the pandemic. Training related to health and safety and use of machinery should be performed. An orientation should be done before asking anyone to perform a new task. If volunteers or employees are asked to lift items from the parking lot to the warehouse, they should first be trained accordingly. Only authorized and trained personnel should use heavy machinery such as forklifts, pallet trucks, ladders or heavy-duty push trolleys. Existing health and safety policies should be followed.



Practical tips
[bookmark: Question_p1]I’ve heard about physical distancing. Are there any suggestions or tips on how this can be accomplished?
One major objective of physical distancing is to increase the distance between and reduce the number of people in one area. It is important to understand and estimate service volume, building restrictions, Personal Protective Equipment (PPE) usage and program type when considering physical distancing. Here are a few suggestions and questions to consider:
· Review your current space and see if there is more space, indoors or outdoors, that can be made available to reduce the number of people in one area. Using outdoor space will also be limited with winter weather.
· Can you decide in advance how many people should stay in one area? What is your space suited for? Advanced planning can help to manage a crowd before they enter an indoor space.
· Can you use a larger space in the interim if there is a need to gather a group of service users? 
· Can you put markers or lines on the floor so that service users can easily identify how far apart they should be standing?
· Can you put directional arrows in aisles, hallways and doorways, stairwells and clear direction for entering and exiting the building through different doors?
· What does your space/environment look like for sorting of food? Is the space conducive to this type of work, while keeping physical distancing in practice? Can sorting be performed in a larger space?  
· Can you limit the number of individuals using the washroom at one time? Consider propping open the outer door to reduce physical contact. Add a privacy screen if possible.
· What kind of program design is required if the space is not feasible to fit all the service users? 
· Please read the re-opening playbook of the thrift stores under National Recycling Operations for more guidance and suggestions.
· Are the changes reflecting hope, service, dignity and stewardship?
[bookmark: Question_p2]Are there any suggestions in terms of cleaning and disinfecting the program space?
Please follow latest directions of local public-health authorities.
· Place multiple hand sanitizers in key locations and have posters to encourage use.
· Ensure there is ample personal protective equipment and supplies available, e.g. rubber gloves, cleaning supplies, approved disinfectants, etc.
· Review your housekeeping practices and schedule more regular cleaning and disinfection of high-traffic areas, such as door handles, copiers, light switches, coffee machines, handrails, accessibility buttons and surfaces that are regularly touched. Document cleaning practices.
· Do your housekeeping practices and schedule include monthly or weekly deep and thorough cleaning of all areas?
· Review your waiting space and temporarily remove magazines, newspapers or children’s toys to avoid the spread of germs. 
· Consider temporarily eliminating the completion/signing of documentation by clients if possible. For example, can workers complete the forms or enter information directly into Link2feed or another database system? Please review the questions on screening, intake and PPE.
[bookmark: Question_p3]Is there concern about surface transmission, and how do we properly handle donations and distribution?
[bookmark: _GoBack]According to public-health authorities, the possibility of transmission of COVID-19 through material surfaces is lower than by proximity with another person.[footnoteRef:2] Research is still being conducted on how long a COVID-19 virus can survive on a surface. It is possible that the virus survives on plastic and stainless-steel surfaces for up to three days, cardboard surfaces up to 24 hours and copper for four hours.[footnoteRef:3]  Regardless, a good working assumption is that all donated items may contain traces of COVID-19 virus and should be handled with caution.   [2:  BC Centre for Disease Control, “Food Banks”, March 27,2020, http://www.bccdc.ca/health-info/diseases-conditions/covid-19/community-settings/food-banks
Canadian Food Inspection Agency, “Coronavirus (COVID-19): information for consumers about food safety and animal health”, Sep 11, 2020, https://www.inspection.gc.ca/covid-19/questions-and-answers/eng/1584648921808/1584648922156 
The Globe and Mail, “The risk of catching COVID-19 from contaminated surfaces, objects is ‘negligible,’ scientist says”, July 17, 2020, https://www.theglobeandail.com/canada/article-the-risk-of-catching-covid-19-from-contaminated-surfaces-objects-is/ ]  [3:  Canadian Broadcasting Corporation, “The riskiest surfaces for coronavirus and how to clean them”, March 25, 2020, https://www.cbc.ca/news/health/covid-19-surfaces-1.5509619.   
Canadian Broadcasting Corporation, “Are your groceries and food deliveries safe? Your daily COVID-19 questions answered”, March 30, 2020, https://www.cbc.ca/news/are-your-groceries-and-food-deliveries-safe-your-daily-covid-19-questions-answered-1.5514106. 
The New England Journal of Medicine, “Aerosol and Surface Stability of SARS-CoV-2 as Compared with SARS-CoV-1.”, March 17, 2020, https://www.nejm.org/doi/full/10.1056/NEJMc2004973?query=featured_home
 ] 

With large donation volumes being processed daily, it may not be practical to disinfect all food surfaces and packaging. One possible way to minimize surface transmission may be to leave donated goods untouched in the warehouse for a time period before distribution. Inventory control methods and issues should also be reviewed if donations are going to be left untouched for a time period. Another tip is to remove a layer of packaging if multiple layers exist, prior to storing the items on shelves or in the refrigerator (e.g. a plastic bag inside a cardboard box). These strategies may not be feasible depending on the type of goods, storage space, and availability of staff and volunteers. Please read the re-opening playbook of the thrift stores under National Recycling Operations for more guidance and suggestion. Also, consult the local/provincial public health for any specific instructions on how to quarantine goods.
It is important to educate and communicate with staff, volunteers and service users to increase their awareness on cleaning and disinfecting food items, including the fact that The Salvation Amy will not be able to fully assess the risk of contamination on donated goods. It can be helpful to put up a poster to remind service users.
At all times, it is recommended that staff, volunteers and service users wash their hands often, including after handling donated goods. Avoid touching your eyes, nose and mouth with unwashed hands. Frequently clean and disinfect your sorting area(s) throughout the day using a schedule.
[bookmark: Question_p4]Should hosting and greeting be changed?
We can greet one another with smiles and waves instead of handshakes. Assign a greeter or someone to hand out wipes and sanitizer at the first point of contact. Ensure they have PPE and physical distance is maintained for this function by placing materials to be distributed on a table for services users to pick up. Apply the same logic for donation drop off. 
[bookmark: Question_p5]What responsibility do we have to ensure safety of employees and volunteers?
· The Salvation Army must take all reasonable precautions to protect employees and volunteers in the workplace. 
· Actively encourage good personal hygiene practices. Ask employees and volunteers to wash their hands often, practicing physical distancing, proper sneezing/coughing techniques (into the upper sleeve or elbow) and avoiding physical contact where possible.
· Actively encourage sick employees/volunteers to stay home.
· Please refer to discussion on Personal Protective Equipment (PPE).

[bookmark: Question_p6]There are many changes that we would like to implement. How can we communicate effectively to the service users?
Visible signage can be posted throughout the building. There are posters available to download on salvationist.ca. Create signage that is appropriate for your setting and program type. Consider drafting answers to frequently asked questions to aid volunteers and employees as they communicate with service users. Remember to update your voicemail greeting and bulletin board postings to reflect changes in your programs. 
[bookmark: Question_p7]What if service users, employees and volunteers are anxious or experiencing stress?
We need to be prepared as this is an unusual time where some service users, staff and volunteers may experience high anxiety and stress levels over a pandemic. 
Service Users Ensuring access to mental-health information is ready and proper referrals are made for service users if required. Is there a mobile crisis team available in your area? Who are the mental-health service providers in your area? Are there any employees who have received Mental Health First Aid training? Have all employees received non-violent crisis intervention training?
Employees Are they taking breaks? Are they emotionally and mentally ready to perform their tasks? Ensure they are aware of the Employee Assistance Program (EAP), which is available to support employees. 
Volunteers Do we provide time to check in with them? Are they taking breaks? Are they emotionally and mentally ready to perform their assigned tasks? 
[bookmark: Question_p8]How can we perform screening of service users? 
Community and Family Services program can choose to screen service users as one method for prevention. Please consult with the local public-health authorities and follow their suggestions to develop a process that can be used in your specific setting. 
· Have you posted or customized this STOP poster? 
· Are the employees trained to provide the screening process? 
· Are the employees remaining calm and supportive during the screening process? We will need to be careful not to convey judgment and to protect the dignity of each person who presents for help.
· Are privacy and confidentiality issues being reviewed? 
· Can the screening process be done discreetly? 
· Is training provided on what to do if someone presents with symptoms?
· Is there a policy and procedure in place if a person is unable to follow instructions?
· Will the screening process produce a lineup? Please refer to the tips on physical distancing. 
If someone has been exposed to the virus or is displaying symptoms, please:
· Contact your local public-health office immediately. If the person has a health provider, call them by phone to enquire about testing.
· Ask the person to wear a mask to prevent transmission to other people.
· Ask the person to wash their hands with either liquid soap and running water, and dry with paper towels or with alcohol-based hand sanitizer.
· Move the person to a separate area of the building where they are at least 2 metres (6 feet) away from other service users, volunteers and staff. 
· If the service user is in distress, call 9-1-1.
[bookmark: Question_p11][bookmark: Question_p9]What kind of Personal Protective Equipment (PPE) should be used?
Please refer to a FAQ for more details on PPE in https://salvationist.ca/covid-19/departmental-faqs/ using myarmy login. The necessary Personal Protective Equipment required as a result of COVID-19 is based on the various jurisdictional Occupational Health and Safety Act (OHSA) and its regulations, workplace risk assessments and the directives from the Chief Public Health Officer of Canada and the Chief Medical Officer of Health of their jurisdiction.  
[bookmark: _Hlk39242437]There may also be specific requirements from their local public-health units, funders, Provincial Health Authorities, Collective Agreements and other contractual agreements. 
The PPE required for a specific workplace, such as masks, gloves, face shields, plexiglass dividers, is dependent on the risk in that environment and Public Health directives. Over the past few months, these requirements have been updated so it is extremely important that each workplace monitor information from their local health authorities. 
PPE requirements can be determined by various sources for specific industries, such as retail, Long Term Care, shelters, and food banks. Funders, Collective Agreements and other contractual agreements may also impact the PPE requirements required. 
Please refer to all applicable sources for your Ministry Unit including your JHSC/HS Representative and Union as applicable to ensure your Ministry Unit’s PPE Program meets with the requirements of all those applicable to the program(s) you operate at your facility.
The chart on the following page is a reference guide only. 
Each Ministry Unit must continuously review their own risk level through conducting ongoing workplace risk assessments and revise their PPE program accordingly. Outbreak situations, potential staff/client exposure and staff/clients diagnosed with symptoms and changes to Public Health Guidelines can make changes to the PPE protocol required.  
Are there enough sustainable resources locally to provide the adequate PPE for employees and volunteers and/or service users? Can you promote service users to use PPE of their own for pick up? Can you provide PPEs to service users who are able to use PPEs but show up without them? Have you ordered enough supplies with support from Regional EDS Director or your Divisional Headquarters?


PPE Reference Guide 
	Level 1 
	
Lower risk
	
Administration only – Office Settings

	
Handwashing 
· Hand Sanitizer
· Masks
· Gloves
· 
· as directed by Public Health and/or MU Risk Assessment 

	
Administration workers
No or limited contact with clients and public and workers can always practice 
Physical Distancing.

	Level 2
	
Mid risk
	
All Ministry Units that includes Day Cares, Thrift Store, Food Banks, Family Services and EDS.

	· 
· Handwashing 
· Hand Sanitizer
· Masks
· Gloves
· Face Shields
· Disposable Gowns
· Eye Protection
· 
· other specific PPE
· as directed by Public Health and/or MU Risk Assessments

	
Frontline Workers that have direct contact with clients and public. 

Physical distancing should be practiced but may not be possible on all occasions.

Certain Job tasks will also require additional PPE such as sorting unknown donations as well as food distribution/sorting

	Level 3
	
Higher risk
	
All Ministry Units that includes Shelters, Long Term Care or Retirement Homes, Group Homes and other residential or those that have an Outbreak
	
Handwashing 
Hand Sanitizer
Surgical Masks
Gloves
Face Shields
Disposable Gowns
Eye Protection

other specific PPE such as Fitted N95 Masks 

as directed by Public Health and/or MU Risk Assessments
	
Frontline Workers that have direct and/or personal care contact with clients and public. 

Physical distancing that should be practised at all time but may not on some occasions due to the nature of the services provided.

Client personal care work procedures with the client (hand feeding, medical procedures, etc.)
Outbreak in Ministry Unit








Chart resources include:
https://www.canada.ca/en/public-health/services/diseases/2019-novel-coronavirus-infection.html
https://www.canada.ca/en/health-canada/services/drugs-health-products/medical-devices/covid19-personal-protective-equipment.html
https://www.ccohs.ca/oshanswers/ 
https://www.ccohs.ca/oshanswers/prevention/ppe/designin.html

[bookmark: Question_p12][bookmark: Question_p10]If we require PPE training, are there resources available to us?
Please note under the Occupational Health and Safety Act, it is a requirement to provide PPE training if an employee is using any safety equipment. Here is a link for a general course on PPE:  
http://vubiz.com/ChAccess/SalvationArmy/
Please also refer to each manufacturer’s guide for the safe use of and disposal of all PPE that your Ministry Unit uses. Many of the provincial Public Health units also have practical “how to” posters as well, including wearing and removing of the PPE.
If you require assistance in specific training, please contact: stefania_zareik@can.salvationarmy.org
Additional training resources:
Here is a list of short videos produced by The Salvation Army- York Housing & Support Services and York Public Health:
· Hand Washing Training Video
· Safe use of PPE Training Video
· Cleaning and Disinfecting Training Video
· Physical Distancing Training Video
The provincial chart above listed websites with training videos.



Volunteer Management 
[bookmark: Question_v1]Should we make changes in terms of volunteer management?
Review usage of volunteers and consider whether we can perform required tasks with fewer volunteers. Are there volunteers who may not be required in the interim because their tasks are primarily administrative? Can you still have large numbers of volunteers? Have they received health and safety training? Are they trained on the local pandemic plan? If you don’t have enough volunteers, consider reaching out to the Salvationists in the corps for support. 
Review the re-opening document and procedures for your division. Connect with Area Commanders and divisional employee relations representatives for guidance. They may choose to consult with the divisional or territorial volunteer management representatives on specific issues.
COVID-19 Pausing and Redeploying Volunteers
The Salvation Army is creating innovative ways to respond to needs with new forms of care and service being developed. These new ways of responding may require additional people to assist and hence provides new opportunities for volunteers to continue their involvement.
[bookmark: Question_v2]Should we be using volunteers during the pandemic?
· Our volunteers are essential in running many of our programs such as food banks, trustee services and material assistance, which are critical to our vulnerable service users. 
· We strongly recommend that you work directly with the local public-health authorities and follow their suggestions relative to proactively managing your response and volunteers. 
· Each division has its own re-opening plans and procedures. Please review with your area commander on how to move forward in your Ministry Units regarding usage of volunteers in your activities.
[bookmark: Question_v3]
Do we need to have any specific forms signed by volunteers during the pandemic? If so, which ones?
· We recommend that best practice in volunteer management is followed as much as possible even in these unprecedented circumstances.
· Here are a few things you should focus on: 
· Role Descriptions
· You should provide your volunteers with a clear description of their role and responsibilities, e.g. if there is a specific way the role needs to be carried out, the place of volunteering, expected hours, etc. 
· As things need to move faster during an emergency, you may not be able to provide your volunteers with a role description until they start and it may be shorter than normal. The priority is that you outline their role and responsibilities as clearly as possible.
· Volunteer Agreement
· This is a type of informal volunteer understanding. It is not a legal contract but solidifies the relationship between the volunteer and The Salvation Army by defining what is expected from both parties.
· You may not have this in place, particularly during times of emergency. It is important that you clearly lay out what is expected of the volunteer and what they can expect of you.
· Training
· Training used by employees can be used for volunteers in the re-opening process. Please see a checklist as your reference.


· You should provide your volunteers with training in how to carry out their role. In times of emergencies things move at a faster pace and what may usually be a two-day training is no longer possible. It may instead take the form of a short video/webinar, a written guide or on-the-job training. It is important that volunteers receive adequate training and feel safe and confident to carry out their role. Make sure to have your volunteers sign paperwork indicating that they have received training for their role.
· Putting leaders in place to supervise, train and mentor during shifts is a great idea, especially during a pandemic.
· Volunteer Co-ordinator/Supervisor
· In all cases, your volunteers should have a named volunteer supervisor or co-ordinator who supports them and who they can contact if any issues arise.
[bookmark: Question_v4]How do we determine if volunteers are healthy and fit to take on a shift?
· Screening volunteers must take place.  Please consult with the local public-health authorities and Divisional Director of Employee Relations.  Follow their suggestions relative to the process that can be used. 
· Have you posted or customized this STOP poster?
· Do you have trained employees to provide the screening process? 
· Are the employees remaining calm and supportive during the screening process? We will need to be careful not to convey judgement and to protect the dignity of our volunteers.
· Are privacy and confidentiality issues being reviewed? 
· Can the screening process be done discreetly? 
· Is training provided on what to do if someone presents with symptoms?
· Is there a policy and procedure in place if a person is unable to follow instructions?
· Has your volunteer recently returned from abroad? If so, they should adhere to the specific instructions on this matter and avoid volunteer work. 
· Engage a conversation if it is appropriate with volunteers who are senior citizens or who suffer from background illnesses. Are there other volunteer opportunities that can reduce their risk? A good option would be to join on-line volunteering programs from home if possible.
A COVID-19 Volunteer Screening Tool is available online https://salvationist.ca/covid-19/departmental-faqs/ using myarmy login.   

[bookmark: Question_v5]How should volunteers prepare for their shifts?
· In preparation for volunteering, volunteers should:
· If possible, avoid traveling by public transport to volunteer posts.
· Not ride in a car with more than two people. 
· Arrive with a personal supply of food and drink. 
· Ensure they have fully completed the training for the current position and possess all the knowledge required to perform it. 
· Complete the pre-screening form before each shift.

[bookmark: Question_v6]What should volunteers think about during their shifts? 
· During volunteering, volunteers should:
· Wash their hands often, practise physical distancing, demonstrate proper sneezing/coughing techniques (in the sleeve) and avoid physical contact where possible.
· Inform the staff/volunteer co-ordinator if they come across a client who is not feeling well.
· Inform the staff/volunteer co-ordinator if they become ill while on shift.
· Leave packages on the doorstep if delivering food or any other provisions.
· Take on only the number of tasks that they believe they can handle.
[bookmark: Question_v7]What should volunteers do after completing their shifts?
· After volunteering, volunteers should:
· Inform the volunteer co-ordinator that their shift is over. Let them know how everything went, any thoughts and ideas they have and if anything out of the ordinary or worth noting transpired. 
· Contact the volunteer co-ordinator if they feel distressed or in need of talking through feelings.
· Update the volunteer co-ordinator immediately if they become ill within a few days of volunteering. 
· Rest, refresh and maintain daily routines. 
[bookmark: Question_v8]What changes will happen to corporate groups?
Will corporate groups still mandate social responsibility programs? It may no longer be about getting together in large groups for big team-building events or volunteering at a local community and family services. Physical distancing must be considered. Instead, consider making it more about building a sense of togetherness and connection by engaging in “Acts of Goodness” that may include remote or virtual volunteer opportunities, and other non-traditional ways of giving back. Perhaps it is more practical to encourage MUs to develop a list of needs so that corporate partners can donate or fundraise to support C&FS programs. 
[bookmark: Question_v9]How can we work with volunteers who are more vulnerable?
Given the evidence that COVID-19 has severe and detrimental impacts on older members of our community and those with underlying health conditions, develop a risk assessment so that your volunteer’s job description and requirement is reviewed. Please prioritize talking to volunteers who are in community/client facing roles and are: 
· 65 years and older 
· Pregnant 
· Immunocompromised 
· Diagnosed with underlying health and chronic medical conditions, such as lung disease, heart disease, kidney disease, neurological conditions and diabetes 
· Living in the same household as someone who may be at increased risk of complications from COVID-19, i.e. living with someone who falls within one of the above categories 
· Younger school groups 
Even if the above volunteers aren’t in a community/client facing role, it would be wise to start a conversation with them about their volunteering. Provide a consent process so that all volunteers can exercise discretion and make decisions properly before volunteering.
[bookmark: Question_v10]What do I do if a high-risk volunteer does not want to temporarily step down from their volunteer role? 
It is important they understand the situation and facts.
Importantly, that we care for their wellbeing and would encourage temporarily stepping down for their own safety and others around them. It would be wise to explore what is concerning the person about stepping down. If their concern relates to service continuity, alleviate the volunteer of this responsibility. If their concern relates to social isolation, explore how best to stay connected during this time.
If there is a role in your corps/program that does not involve face-to-face contact with others, you can try discussing this opportunity with them. Is it possible to change their volunteer time when there are less people in the MU? Review your consent process and risk assessment. 

[bookmark: Question_v11]When do I speak to my volunteers about some of our C&FS operations pausing?  
It’s important to regularly communicate with your volunteers and keep them in the loop as much as possible. Please do what you can to stay in contact with your volunteers to ensure they feel cared for at this time. Some may never speak up and ask for ongoing contact, but a weekly check-in will go a long way! This will help keep anxieties in check and provide hope for volunteers that there are possibilities for continuing their involvement with The Salvation Army once things are back to normal or in different capacities.  
[bookmark: Question_v12]How can I care for my volunteers?
Caring and staying connected with your volunteers
During this time of isolation, it's important to remember that physical distancing doesn't mean losing our connection with each other. It's so important to keep in contact with your volunteers and many may feel isolated and vulnerable during this time. A friendly call may go a long way in supporting connection and well-being. Think about what is most meaningful for your volunteers to show that we are all in this together, and when physical distancing is over, we can come back together as a team and resume operations.
Keeping volunteers engaged in The Salvation Army mission remotely 
If there is a way for your existing volunteers to continue their involvement with The Salvation Army mission, either through new opportunities at your site or remote engagement, this is worth exploring. Some examples include:
· Essential Supply Packing: Can volunteers put together care packages at home and drop them off at a designated location?
· Remote Program Support: Do you usually run programs like homework help/mentoring? Can this be facilitated online or can volunteers help create resource/learning packs? Can volunteers help in intake through telephone? 
· Winter Preparation: The cold season is soon approaching! If you have volunteers who can knit or sew, discuss with them the idea of creating some garments for those experiencing vulnerability in the local community.
· Training and Development: Now could be a great time to provide your volunteers with training-and-development opportunities so that when they return to their role, they can do so with confidence!
Caring and staying connected with volunteers
Staying connected with your volunteers during this time can be tricky and not all volunteers may want/need it. Find what is most meaningful to your volunteers during this time and see how you can best cater to their needs.
Here are a few ideas:
· Calling once a week to check-in and chat - it’s a great opportunity to keep them looped in with the latest Salvation Army news and how we’re continuing to support the community through video chats 
· If your volunteers are tech-savvy, why not organize a video chat once a week! 
· If not all volunteers are tech-savvy, perhaps you have a volunteer who is and would be willing to help set-up the rest of the group.
· Don't forget special occasions like birthdays! Perhaps sending a virtual card or mailing one in the post on behalf of your whole team.
· Forward the latest The Salvation Army communications to your volunteers to keep them looped in. 
· Some volunteers may prefer a weekly email. A Friday afternoon email to update volunteers with the latest news, opportunities and even to e-celebrate any special dates.

[bookmark: Question_contact]

Questions? 
Contact Territorial Corps Ministries Department, Social Services Department, Employee Relations or your Area Commander/Divisional Social Services Secretary. Corps Ministries Community and Family Services Consultant and THQ Regional Social Services Consultants can provide support and consultation in this process.
Corps Ministries Community and Family Services Consultant:
· Peter Thomas 
Regional Social Services Consultants:
· David Reid (BC, ABNT, NL)
· Charlotte Dingwall (ONT, MAR)
· Dahlia Sherif (PRA, QC, BR)
Specialist Social Services Consultant (Community and Family Services and Accreditation):
· Frank Chu 






[bookmark: Reference]Sources Consulted and Additional Resources
This document has drawn heavily and gratefully from the following online sources:
BC Centre for Disease Control, “Food Banks & Food Distribution”, April 23,2020, http://www.bccdc.ca/health-info/diseases-conditions/covid-19/community-settings/food-banks
Centres for Disease Control and Prevention, Coronavirus Disease 2019 (Covid-19) – Cleaning and Disinfection for Households, Jul 10, 2020, https://www.cdc.gov/coronavirus/2019-ncov/prevent-getting-sick/cleaning-disinfection.html
Community Food Centres Canada, Our Response to COVID-19, Mar 23, 2020, https://cfccanada.ca/en/News-Events/Latest-News/Announcements/Our-response-to-Covid-19 
Daily Food Bank, COVID 19 Announcements, Sep 25, 2020, https://www.dailybread.ca/covid19/
Food Bank Canada, Impact on Food Banks and How You can Help, Sep 28, 2020, https://www.foodbankscanada.ca/COVID-19.aspx 
Food Bank Canada, COVID-19 Update to the Canadian Food Bank Network [Newsletter], Mar 10, 2020, Mar 17, 2020 and Mar 19, 2020. 
Government of Canada, Coronavirus disease (COVID-19): Outbreak Update, Sep 27, 2020, https://www.canada.ca/en/public-health/services/diseases/2019-novel-coronavirus-infection.html 
Harvard Health Publishing, Coronavirus Resource Center, Sep 25, 2020, https://www.health.harvard.edu/diseases-and-conditions/coronavirus-resource-center  
Second Harvest, COVID-19 and Second Harvest, Mar 12, 2020, https://secondharvest.ca/community/coronavirus-protocol/ 
Toronto Public Health, 2019 Novel Coronavirus (COVID-19) - Guidance for Workplaces / Business and Employer, https://www.toronto.ca/wp-content/uploads/2020/03/9538-Fact-Sheet-for-Workplaces-Non-Healthcare_final.pdf, Aug 17, 2020.

Watson, Stephanie. “Coronavirus on Surfaces: What’s the Real Risk?”, Sep 3, 2020, WebMD: https://www.webmd.com/lung/news/20200903/coronavirus-on-surfaces-whats-the-real-risk 
WebMD, “How long COVID-19 lives on surfaces?”, April 15, 2020,  https://www.webmd.com/lung/how-long-covid-19-lives-on-surfaces 
[bookmark: Reference_1]***See also “Frequently Asked Questions (FAQ): Community and Family Services and COVID-19 for Christmas 2020”, “Frequently Asked Questions: Housing and Homelessness Services and COVID-19”, “Spiritual and Religious Care Tips during COVID-19”, “Plans to Gradually Ease Restrictions and Reopen - Personal Protective Equipment re: COVID-19 Frequently Asked Questions (FAQ) – Issue #1” and “Frequently Asked Questions (FAQs): Reopening Programs and COVID-19”, available here: https://salvationist.ca/covid-19/departmental-faqs/ “Regathering Corps – COVID-19”, available here: https://salvationist.ca/files/salvationarmy/corps-ministries/Files/regathering_corps_ministries_covid19_june17b.pdf 
[bookmark: Reference_2]“COVID-19 The Salvation Army Thrift Store National Recycling Operations Re-Opening Playbook”, available here:
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THQ Re-Opening Workers Training Checklist 

Name:



Position:


Department:


		Training Course

		Date Completed 

		Worker Signature

		Manager Signature



		Physical Distancing

		

		

		



		Cleaning and Disinfecting Workspaces

		

		

		



		Use and Discard of Non-surgical Masks

		

		

		



		Hand Washing

		

		

		



		Disposable Gloves

		

		

		





Training Links


https://www.canada.ca/en/public-health/services/publications/diseases-conditions/social-distancing.html

https://www.canada.ca/en/public-health/services/video/covid-19-physical-distancing-alberta.html

Cleaning and Disinfecting Workspaces


[image: image2.emf]Canada Public  cleaning-disinfecting-public-spaces-eng.pdf




https://www.canada.ca/en/public-health/services/video/covid-19-wear-non-medical-mask-face-covering-properly.html

https://www.canada.ca/en/public-health/services/video/covid-19-hand-washing.html

https://youtu.be/FnjyUiataxA

_1656755481.pdf

CORONAVIRUS DISEASE (COVID-19)
CLEANING AND DISINFECTING

PUBLIC SPACES

This document provides guidance on cleaning and disinfecting of public settings,
including schools, universities, public libraries, museums, public transit, communal

residences and workplaces.

WHAT YOU SHOULD KNOW

» Surfaces frequently touched with hands are most likely to
be contaminated. These include doorknobs, handrails,
elevator buttons, light switches, cabinet handles, faucet
handles, tables, countertops and electronics.

» Itis not yet known how long the virus causing COVID-19
lives on surfaces, however, early evidence suggests it can
live on objects and surfaces from a few hours to days.

CHOOSE A PRODUCT THAT CLEANS
AND DISINFECTS

» When cleaning public spaces, choose products that
clean and disinfect all at once (e.g. premixed
store-bought disinfectant cleaning solutions and/or
wipes when available).

= Cleaning products remove germs, dirt, and
impurities from surfaces by using soap (or
detergent) and water. Cleaning does not necessarily
kill germs, but by removing them, it lowers their
numbers and the risk of spreading infection.

Public Health Agence de la santé
Agency of Canada publique du Canada

DIN 00000000

= Disinfecting products kill germs on surfaces
using chemicals.

» Use only approved hard-surface disinfectants that have

a Drug Identification Number (DIN). A DIN is an 8-digit
number given by Health Canada that confirms the
disinfectant product is approved and safe for use

in Canada.

CREATE A CLEANING PROCEDURE

» Operators of community settings should develop or

review protocols and procedures for cleaning public
spaces. This will help determine where improvements
or additional cleaning may be needed.

Read and follow manufacturer’s instructions for safe use
of cleaning and disinfection products (e.g. wear gloves,
use in well-ventilated area, allow enough contact time
for disinfectant to kill germs based on the product
being used).

» Wash hands with soap and water or use alcohol-based

hand sanitizer after removing gloves.

Canada





https://www.canada.ca/en/public-health/services/publications/diseases-conditions/cleaning-disinfecting-public-spaces.html





Use damp cleaning methods such as damp
clean cloths, and/or a wet mop. Do not dust or
sweep which can distribute virus droplets into
the air.

Contaminated disposable cleaning items (e.g.
mop heads, cloths) should be placed in a lined
garbage bin before disposing of them with
regular waste. Reusable cleaning items can be
washed using regular laundry soap and hot
water (60-90°C). Clean and disinfect surfaces
that people touch often

In addition to routine cleaning, surfaces that are
frequently touched with hands should be
cleaned and disinfected more often, as well as
when visibly dirty.

Shared spaces such as kitchens and bathrooms
should also be cleaned more often.

WECANALLDOOUR
PART IN PREVENTING
THE SPREAD OF
COVID-19. FOR MORE
INFORMATION, VISIT

Canada.ca/coronavirus
or contact
1-833-784-4397
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The content of this Playbook includes current, at time of publication, recommendations
and guidelines issued by Federal and Provincial Governments, Public Health Authorities,
the World Health Organization and The Salvation Army. The content of the Playbook is
to provide all NRO Management comprehensive information that affects our
operations as we re-open our business following COVID-19. All NRO Management is to
read and understand this Playbook and be equipped to reference the contents. While
this is a detailed plan, it will not answer every question that may arise. therefore,
questions should be directed to the applicable National Leadership Team lead. NRO,
will continue fo revise and update this Playbook as regulations evolve and change. The
Salvation Army will communicate changes to the expectations and standards as
required. Should Provincial requirements provide a greater standard for safety, they will
supersede what is documented in this Playbook.
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Section One: Introduction

A Message from the National Leadership Team (NLT)

Your National Leadership Team (NLT) is committed to your safety when re-opening our
Thrift Stores, Donor Welcome Centres and Administrative offices. This playbook has been
compiled with your input and has considered the many different aspects of our
business. Our Core Competencies of Collaboration, Communication, Composure and
Service have shone through and will continue to be the foundation for a successful re-
opening. Thanks for all that you do!

Important Notice
Based on an assessment of the risk of fransmission from social intferaction, considering
the contact intensity and number of contacts, modification or controls have been
implemented to reduce the risk of transmission including the following:
e Physical Distancing Measures
o Measures to reduce the density (intensity and number of contacts)
e Engineering Controls
o Physical barriers (e.g. Plexiglass barriers; systems for customer flow)
e Administrative Conftrols
o Rules and guidelines to reduce the likelihood of fransmission (e.g. stay away if
sick; hours of operation)
e PPE
o Use of PPE or non-medical masks where appropriate

Re-Opening
Follow a phased approach, starting 1-2 provinces at a time depending on provincial
recommendations.

e Phase 1: Resume DRC Operations
o To prepare for DWC and store production needs
o 2-4 days prior to DWCs
e Phase 2: Re-open Donor Welcome Centers; Return limited employees for production
and store preparation
o Re-open all DWCs in selected province;
o Resume production and store preparation 1 week prior to store opening
e Phase 3: Open 2 store locations for Retail Sales
o Strategically select 2 stores based on geography, store size and ability fo meet
the ‘criteria’ outlined below
o Remain open for 1-2 weeks to assess plan and operation before moving to next
phase
e Phase 4: Open remaining Thrift Stores
o Open remaining Thrift Stores within the province, provided the below criteria can
be met
o Depending on Phase 3 learnings, consider phasing opening of remaining stores
(ex.: 1-2 stores per day)
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Stores & DWCs Re-Opening Criteria

Provincial legislation allows secondhand retailers to open

Ample supply of recommended PPE available

Hand soap, paper towel, toilet paper, floor and surface cleaners, garbage bags,
mops, and buckets available for use

Signage and related material available to direct and inform guests and donors
Fixed property distancing equipment/signs installed (Floor markers, signs, Plexiglass
shields, sanitizing stations, touchless garbage cans) Refer to Appendix B for Store /
DWC Signage and Notices

Able to accommodate physical distancing standards

Necessary fixtures and equipment (ex.: pallet boxes, bins, skids, cash shields, etc.)
Process to recall employees from layoff for non-union and union employees clearly
outlined

Process and procedures for employee situations such as those who have COVID-19
symptoms; employees or family members who test positive for COVID-19, employees
refusing to work, employees with childcare concerns or are high risk, vacation time,
sick time, etc.

New expectations will be put in writing and reviewed as employees return to the
workplace. An orientation meeting will occur on the first shift and then as things
evolve.

All recipients of this Playbook and Appendixes are saved in a location that is easily
accessible

A printed copy of the Playbook excluding Appendices is to be kept on hand to be
easily retrievable in case of health and safety inspection
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Section Two: Retail - Salesfloor

Re-Opening Preparation

Clean and disinfect entire store

Install 1-2 Plexiglass shields at cash per store

Install signage, hand sanitizer and necessary cleaning products at each cash lane
Prepare store entrance with hand sanitizer station and disinfectant station

Equip each cash lane, office, lunchroom, washroom and workstation with
appropriate PPE and touchless garbage can lined with garbage bag

Stock washrooms and lunchroom with soap, paper towels and toilet paper

Set up lunchroom to allow for social distancing and sanitization station; remove
excess furnishings and/or discourage use; install signage and floor indicators where
necessary

Install COVID-19 signage, store hours and floor markers

Layout store to accommodate physical distancing (see Store Layout &
Merchandising section for further instruction)

Complete seasonal changeover (merchandised with summer product)

Ensure entire store is full and fresh, and appropriately sized and colour coded
Remove all product and unnecessary items from backroom to accommodate
space for more pallet boxes or bins, and to allow larger workstations

Revamp auction to accommodate new auction procedures (see In-Store Auction
section for further instruction)

Store Hours

All stores

10am-8pm, Monday to Saturday

Seniors are welcome to shop any time of the day
Region of Peel to follow CRC hours

Employee Schedule & Break Times

Where possible, keep the same employees working together

Minimum employee requirements:

o 1 Manager, Supervisor or Designate for each shift [to supervise and rotate
through break schedules]

o 1-2 Cashiers, store size and volume depending

o 1 Greeter [to greet guests; provide information and expectations; monitor
number of people entering the store; monitor outside lineup and donations;
encourage hand sanitization & masks; disinfect carts and frollies; follow GREAT &
GRACE principles]

o 1-2 Associates on Salesfloor, store size and volume depending [to monitor
physical distancing; maintain salesfloor; rotate through break schedules; follow
cleaning schedule]

o 3-6 feam members in total per store

Provide daily break schedule with staggered breaktimes (one person at a time

preferable)
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Volunteers will not be permitted to return at this time (those who volunteer of the
heart or those from other agencies)

Required PPE

Refer to ‘PPE Guidelines' for further information on use and requirements

All tasks that previously required specific PPE continue to be a requirement, as per
Health & Safety policy and SOPs

Refer to Appendix A for Retail Personal Protective Equipment Chart by Role

Refer to Appendix A for The Salvation Army NRO COVID-19 NRO Personal Protective
Equipment Summary

Store Layout & Merchandising

H-rack spacing: 5-6 feet from wheel to wheel

Gondola spacing: 5 feet from shelf to shelf

Bakers rack spacing: 5 feet from shelf to shelf

Main aisles (i.e. store perimeter): 6- to 8-foot clearance

Store entry: recommend 10-foot clearance where possible to allow space for

greeter, guests to sanitize hands, and carts and trolleys to be sanitized

Clothing:

o Double tier racks where layouts permit and fixtures are readily available (as
demand and fraffic increases, the possibility of purchasing and adding more
double tiers will be assessed)

o Rows of h-racks no more than 3 long in small stores; 5 in medium and large stores
o Utilize grids on walls fo double and triple tier clothing where possible and fixtures
are available; move accessories to grids on rack ends and shoes to rack-top
baskets where possible; do not merchandise heavy clothing or linens on

perimeter walls due to weight concerns

BRIC: itis not recommended to remove or reduce gondola or BRIC sections

Furniture: eliminate section to accommodate more space for clothing and BRIC

Mattresses: reduce or eliminate mattresses as inventory is sold in locations less than

12,000 sq. ft. (or transfer to another location — do not store in backroom)

Shoes: merchandise by gender and size to reduce guest contact

Toys: move to rack-tops baskets (to avoid children playing)

Showcase Items: place only high-value items in showcases, including jewelry

(suggest minimum of $19.99) to reduce contact; practice physical distancing when

showing items from showcase

Jewelry & Accessories: merchandise remaining jewelry in easily accessible area for

guests to shop; preferably on pegs with a maximum of 5 per peg (where possible)

Where racks and other product are required to be removed from salesfloor to

accommodate layout expectations, consider removing categories with lowest sales

per foot and sell-thru

Merchandise entire store in one direction as much as possible fo accommodate

one direction traffic flow (i.e.: all racks and gondola to face same direction;

consider aligning racks to flow traffic in direction of gondola)
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Guest Traffic Flow & Capacity
¢ Single point of entry and exit
o Store Capacity: 1 person per 107 sq. ft. x 50%
o Calculate using Total square footage
o Maximum store capacity includes employees
o Example: Total Square Feet = 6,000
Capacity = 6,000/107 x 50% = 28 people, including scheduled
employees
e Refer to Appendix A for Store Capacity List
e Once store reaches capacity, guests may line up 6 feet apart outside
o Markers to be placed outside on ground or on the side of building/windows with
tape or signage. Refer to Appendix B for Store / DWC Signage and Notices
o Greeter to monitor capacity and line up
e No limit to number of children or family members, however families should be
reminded to work together
Discourage loitering and socializihg among guests
¢ One direction arrow to move guests through store without passing

Cash Area & Cashing Out
e 1-2 cash lanes will be outfitted with Plexiglass
Space near cash area large enough to accommodate physical distancing
Install floor markers to direct cash line up in é6-foot intervals
Encourage the use of debit and credit tap
Cash payments are still accepted, and employees will sanitizer their hands after
transaction
Disinfect Moneris terminals after each use of the pin pad
¢ Shopping Bags:
o Use of re-usable bags are permitted
o Guests using their own bags must bag their own purchase
o Guests purchasing plastic or eco-bags, cashiers to bag purchases
e Cashiers to practice physical distancing where possible working behind cash
(example: use cash lane 1 and 3)
e Rotate cash lanes for breaks where possible
e Each cashier is responsible to clean cash counters and showcases between each
guest, and disinfect cash equipment at the beginning and end of shift

Cleaning Schedule

e Cleaning schedule to be developed and assigned to ensure cleaning and sanitizing

of all points of contact is completed at minimum every two hours, or more if
necessary
e Refer to Appendix A for Daytime Store Cleaning Checklist - COVID-19 Reopening

Employee Entry & Lockers

e Allemployees must use the single point of entry and exit (front door) and check in
with management upon arrival and as they depart

¢ One assigned locker per employee. Employees provide their own locks.
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Allowable items: one jacket, one pair of shoes, one umbrella, one purse/bag and
one lunch bag per person

No big backpacks or other personal items permitted

Uniform, one pair of safety shoes, one pair of safety glasses or shield and one
assigned tagging gun permitted in locker at end of shift

Encourage employees to take uniforms home to wash every 2 shifts at a minimum

In-Store Auction

All auctions “Buy Now" upon re-opening and until further notice

Auction items in storage to be priced and put out (no storage of items permitted in
backrooms at this time)

Auction procedures will be reassessed in the future, including online options

Redeeming Vouchers

Regular voucher procedures to be followed

Clients (our guests) to follow same expectations as all those who enter our stores
Vouchers dated prior to store closures will be accepted up to 30 days following store
re-opening date

Ministry Units should be asked to limit the number of client family members shopping
where possible, and advise clients of the new shopping expectations

Guest Services

Exchange Policy: exchange on clothing only, all else is final sale (NOTE: subject to

change with provincial legislation);

To practice an abundance of caution, all donated and returned items containing

cloth will be safely held in quarantine.

o In Ontario, the quarantine period is 72 hours.

o Inall other provinces, the quarantine period is 24 hours.

o Cashier handling exchange must sanitize hands after handling.

All donated and returned items not containing cloth will be sanitized before being

sorted and placed onto the sales floor.

Public Washrooms: Closed to guests and visitors use; exceptions should be made for

urgent situations, at which point a thorough cleaning must be completed following

guest use

Fitting Rooms: Closed

Answering the phone: where possible, assign one team member to answer the

phone; phones must be disinfected after each use

Employee Purchase Policy: Effective September 1, 2020:

o the Employee discount has been changed from 50% to 30% (not applicable to
auction items)

o the Booth Sleep Line discount has been changed from 25% to 15%

o Effective immediately, Employee Purchases can be made before and after shifts.

Remove food collection bins from sales floor

Guests will be encouraged to wear masks and sanitize hands upon entry (not

mandatory, unless mandated by local legislation)
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Guest Communication
e All stores will be provided with required branded signage and in-store
announcement scripts outlining expectations (see Marketing Resources)

In-Store Sale Events & Promotions
e Postponed until further notice
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Section Three: Retail - Production

Production Hours
e Production Hours: Production will be completed prior to and after opening based
on Retail store hours.
o i.e. 10am-6pm Retail hours = Production 6am-10am and é6pm-9pm
o 10am-8pm Retail hours = Production 6am-10am and 8pm-11pm
o Note: Full time staff will achieve hours by working Retail after and before
production shifts
e Production Days Options:
o 5 days Monday to Friday
o 6 days Sunday to Friday
o 6 days Monday to Saturday

Employee Schedule

e Number of employees required will depend on production quotas assigned

e Supervisor to be scheduled into production process

e Tools will be provided to help assess employee requirements to attain production
quotas

Closing Shift Expectations

¢ Complete thorough cleaning of entire store and backroom upon arrival and
prepare store for next day

Refer to Appendix A for Closing Team Store Checklist - COVID-19 Reopening
Complete production quotas

Replenish all production

Rag out

Required PPE

e Refer to 'PPE Guidelines’ for further information on use and requirements

e All tasks that previously required specific PPE continue to be a requirement, as per
Health & Safety policy and SOPs

Production Work-Station Layout

e Remove all product and unnecessary items from backroom to accommodate
space for more pallet boxes or bins, and to allow larger workstations

¢ Saving of exceptional seasonal product permitted (Christmas, Winter, Halloween),
all other product to be processed and put out immediately — no saving or putting
aside additional product

¢ Change layout of workstations to accommodate physical distancing; install floor
markers as reminders where necessary
Extend network/ethernet cable to permit relocation of grade machine if needed

¢ Where necessary and possible, production can be brought to the salesfloor to
process in order to keep distance (ex.: shoes and BRIC)

e Keep production areas clean and free of product at the end of each shift
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Rotate employees through tasks where possible and disinfect equipment and
workstations between employees

Employees will vacate the truck loading area to permit social distancing and
reduce interactions.

Production Quotas & Rag Out Rotation

Production quotas will be recalculated based on new rack capacity

Clothing, footwear and accessories quotas will be temporarily reduced to 50% and
increased as guest fraffic and sales increase

BRIC quotas will be temporarily reduced to 75% and increased as guest traffic and
sales increase

Quotas to be reassessed on a weekly basis

Rag out rotation will remain at a 5-week rotation
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Section Four: Donor Welcome Centre

Re-Opening Preparation

e Layout DWC, where possible, to provide a contactless or nearly contactless
experience using pallet boxes and bins

e Care at DWC must be taken to allow donors to queue without compromising social
distancing; floor markers, traffic cones and/or tape may be used to establish queues

e Sanitizing station set up for employees and donors, including touchless garbage can
lined with garbage bag

DWC Hours

o All stores

e DWC Hours: Monday to Saturday 2am-2pm & 10am-6pm Sundays (2 people)
e Some exceptions may apply, by DM & NRM approval

e Region of Peel to follow CRC hours

Employee Schedule

¢  Minimum of 2 team members should always be onsite at all fimes

¢ 2 Donation Attendants should be scheduled when store is closed (i.e.: Sundays)
e Production, rag out and cleaning duties to be assigned as needed

Required PPE

e Refer to ‘PPE Guidelines’ for further information on use and requirements

e All tasks that previously required specific PPE continue to be a requirement, as per
Health & Safety policy and SOPs

Donor Services

e Greet donors and answer questions from a safe physical distance (minimum 6 feet)
¢ No direct contact with donor

e Donor Thank You Coupons will not be distributed to donors

Receiving Donations

e Donations left outside store/DWC or donation bins must be cleared into bins or
pallets boxes using appropriate PPE

e Donations to be packed in pallet boxes where possible; separated by clothing bags
and BRIC boxes; and clearly labelled with “BRIC” or “Cloth” and the date

¢ No sorting of product or production to be done

e Items clearly identified as garbage to be disposed of on-site where bins are
available; garbage pick-up frequency to be adjust as needed

e Furniture items dumped outside overnight should be disposed of onsite if possible, or
left outside for truck to pick up if unable to dispose onsite
Continue to track and report donors and donation data on weekly basis

o GCreeter atf store entrance to redirect donors to DWC outside
Stores that only have front entrance for receiving donations must have a Donation
Attendant scheduled to work at the front or outside the store

The Salvation Army Thrift Store — National Recycling Operations | 2020 07 28





e To practice an abundance of caution, all donated and returned items containing
cloth will be safely held in quarantine.
o In Ontario, the quarantine period is 72 hours.
o In all other provinces, the quarantine period is 24 hours.

¢ Alldonated and returned items not containing cloth will be sanitized before being
sorted and placed onto the sales floor.

o Refer to Appendix A for Processing Best Practices - Sorting and Disinfecting (BRIC
Housewares, Miscellaneous and Shoes)

¢ The employees will vacate the truck loading area to permit social distancing and
reduce interactions.

Donation Acceptance

e Temporarily not accepting large furniture donations

e Donors will be encouraged to launder items before donating
¢ New donating expectations will be posted and shared online
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Section Five: DRC Operations

Change DRC floor layout to encourage traffic in one direction with few cross aisles.
Floor indicators should be installed.
Clear area(s) in warehouse to allow employees to sanitize hands and equipment as
needed including pallet jacks, bins, carts equipment, tools etfc.
Washrooms must be properly stocked and supplied with soap, paper towels and
toilet paper
Lunchrooms should be set up to allow for social distancing. Redundant and excess
furnishing stacked and/or removed to discourage use. Floor indicators installed.
Sanitizing station set up in Lunchroom.
Care at DWC must be taken to allow Guests to queue without compromising social
distancing. Floor/Ground indicators should be used. Traffic cones and tape may be
used to establish queues.
Layout for DWC must provide a contactless or nearly contactless experience using
pallet boxes and bins
Reduce or eliminate personal items from workstations
Implement clear plan for entering and exiting facility. Consider allowing only
essential employees entry into the building, no non-essential visitors.
Minimize access to office areas
Schedule deliveries where possible
Refer to Appendix A for DRC Preparedness - Reopening COVID-19
To practice an abundance of caution, all donated and returned items containing
cloth will be safely held in quarantine.

o In Ontario, the quarantine period is 72 hours.

o In all other provinces, the quarantine period is 24 hours.
All donated and returned items not containing cloth will be sanitized before being
sorted and placed onto the sales floor.
Refer to Appendix A for Processing Best Practices - Sorting and Disinfecting (BRIC
Housewares, Miscellaneous and Shoes)
Couriers are to be directed to drop off packages at the DRC entrance
Home and Regional Offices are to have a secure place where DRC employees can
drop off any courier packages received.
Employees are to check on a regular basis for their department’s packages.

Truck Service & Logistics

Minimize the number of vehicles shared by employees to limit the spread of the virus
between different users of the same vehicles where possible

Ensure that drivers have access to appropriate disinfectants, hand sanitizer, personal
protective equipment, and other material needed to clean high-touch surfaces in
their trucks and implement recommendations made in these guidelines

General Advice to Protect Commercial Vehicle Drivers:

Commercial vehicle drivers must diligently self-monitor. Drivers with mild cough or
low-grade fever (37.3 C or more) should self-isolate and stay home.
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When hands are visibly dirty, they should be washed with soap and water for at least
20 seconds

Avoid touching eyes, nose and mouth with unwashed hands

When coughing or sneezing, drivers should: cough or sneeze into a tissue or the
bend in the arm, not info hands; and

Dispose of any fissues that have been used as soon as possible in a lined waste
basket and wash/sanitize hands for at least 20 seconds

Face-to-face interactions should be kept to a minimum and respect social
distancing requirements

Interactions with employees, donors, or others in the community should also be kept
as short as possible keeping in mind social distancing requirements

Commercial Vehicle Drivers must always wear facemasks

Limit the exchange of papers (e.g. signing contracts). If documents must be
exchanged, leave them on a clean surface while maintaining a two-metre
distance. Avoid sharing pens and office equipment. Disinfect after each use.

A Driver and Helper will:

o Encourage the same workers to ride in the same truck every shift

o Workers should occupy the same seats in a vehicle

o Avoid physical contact and sharing materials or equipment

o Should always wear masks

Venhicles should be frequently cleaned and disinfected during the shift, as well as
between each shift. This includes commonly touched surfaces, such as the steering
wheel, gear shift, dash, radio, door handles (interior and exterior), rear-view mirror,
armrest and seatbelts.

Lunchrooms and break rooms must be arranged to follow physical distancing
practices. Consider staggered lunch and break times to reduce the number of
employees gathering.

Glove use is not required. If employees are using gloves, they should be changed
after every interaction and when changing tasks. Hand hygiene must be performed
between every glove change (If soap and water are not available, use an alcohol-
based hand sanitizer).

Ensure that drivers have access to appropriate disinfectants, hand sanitizer, personal
protective equipment, and other material needed to clean high-touch surfaces in
their frucks and implement recommendations made in these guidelines

Before Each Trip

Commercial vehicle drivers should monitor their health prior to starting a trip. If a
driver is experiencing symptoms, even if a mild cough and fever, they should stay
home and advise their employer so steps can be taken to protect co-workers.
Make sure vehicle interiors are clean and hygienic by wiping surfaces with
disinfectant
The following equipment should be available for cleaning:
o Personal protective equipment (as required by the operator’s health and safety
protocol);
o Disposable cloths;
Paper towels and absorbent materials;
Waste disposal bags, labels and tape;
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o Cleaning agents; and

o Disinfectants

o Referto Appendix A for Distribution Personal Protective Equipment Chart

A critical first step for disinfecting affected surfaces when cleaning vehicle interiors:

o Put on disposable, water-proof gloves. Avoid hand contact with the face,
especially the nose and eyes. Direct contact with contaminated areas should be
avoided.

o Forroutine cleaning and disinfection, and for areas potentially contaminated
with COVID-19, a hard-surface disinfectant authorized by Health Canada is
recommended. For a list of hard-surface disinfectants for use against COVID-19,
please see Health Canada’s website.

o Follow the manufacturer’s instructions for the recommended dilution rates,
contact times and conditions specific to the surface

o Avoid bleach except on simple plastics

o Don't use solvents

o Wipe off what you wipe on; don't leave chemicals to linger

High touch surfaces in trucks that should be regularly cleaned include but are not

limited to:

o Keys or FOBs;

Starter button on vehicles with FOBs;

Inside and outside door handles; Inside door grab handles, pads and armrests;

Steering wheel;

Shift lever and console;

Dashboard;

Power window and power door lock switches;

Radio and climate conftrol buttons;

Turn signal and wiper stalks;

Seat and Seat adjuster;

Touch screen; and

Any other parts that are commonly used and that may have been touched (for

example, glove compartment, hood, trunk, van panel door handles, pick-up

tailgate handle, sleeping areas)

Dispose of soiled cleaning clothes, disinfection cloths, disposable gloves and any

other items in contact with respiratory tract secretions in a waste disposal bag

Once finished, wash hands using proper hand washing techniques

O O O 0O 0O 0 O o O O O

During the Trip

Commercial vehicle drivers should wash their hands frequently under warm, running
water with soap for at least 20 seconds, and avoid touching their faces with
unwashed hands. This is especially important after encountering other people or
surfaces that may carry the virus. If soap and water are not available, use an
alcohol-based hand sanitizer.

Commercial vehicle drivers should take precautions such as covering their hands
when pumping gas, touching the service station door handles, or handling any
automotive products that may be required when performing vehicle maintenance,
such as filling windshield washer fluid and adding motor oil. If it is not possible,
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commercial vehicle drivers should wash their hands or apply hand sanitizer
immediately thereafter, if available.

As much as possible, social distancing practices should be observed, staying at least
two metres (or six feet) away from other people. Commercial vehicle drivers should
keep appropriate distances between themselves and others and avoid direct
physical contact (including handshaking). This includes contact with customers,
receiving personnel and those at rest stops.

Arriving at Stores

20-30 minutes prior to arrival the Driver assistant is to phone the store to confirm
arrival and readiness of pallet boxes, bins, boxes, bags, etc.

Employees should have all product needed to be taken back to the DRC ready to
ship, organized and label with dates and location clearly marked for isolation
procedure

Driving team to inform store and DRC of any delays that will cause the truck not to
meet delivery time window

Prior to leaving the store, the Truck Driver(only) is to secure signature of
Shipping/Receiving paperwork from Store Manager (or assigned designate)

At the End of the Trip

Drivers who start to experience symptoms after completing a trip should stay home,
self-isolate, and advise their employer so that additional steps can be taken to
protect co-workers and other drivers using the truck

While commercial vehicle drivers are exempt from the 14-day quarantine
requirements for business purposes, when off-duty, they should abide by
recommendations of local and national public health authorities, including
recommendations relating to social distancing

DRC Prevention Guidelines

Where possible, avoid handling waste that is un-bagged

Modify collection practices to reduce manual waste handling, including at sorting
and disposal facilities

If unsure of the contents of the bin/container, seek clarification and advice before
collecting

Given the nature of work, personal hygiene is critical for workers in the waste
collection/recycling industry

Frequently clean balers, compactor, frequent touchpoints, forklifts and other mobile
equipment using disinfectant wipes

Clean and disinfect internal shipping areas, thoroughly cleaning anything that is
touched. That includes but is not limited to desks, handrails, dock equipment, doors,
windows, electronic devices, and scanners.

Limit access to warehouse environments and require drivers fo remain in vehicles
wherever possible

Increase physical distancing by modifying shift patterns to minimize the number of
workers on site at the same time and consider staggering start and finish times to
help reduce worker contact in confined spaces, like changing rooms and
lunchrooms
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Where social distancing is not achievable, a PPE mask is be worn consistently
Donation Area is to be set up to encourage and accommodate donors to place
donations in the corresponding bins/boxes/placements

Employees loading and unloading trucks on the dock must wear facemasks
Certified employees should be scheduled on designated forklifts for shifts to
eliminate sharing of this type of equipment

After each truck is loaded/unloaded, employees must wash or sanitize hands before
moving on to the next task

Before and after accessing DRC equipment (forklifts, pallet jacks, filt frucks, etc.)
Employees must use an alcohol-based hand sanitizer, if soap and water are not
available.

Refer to Appendix A for Pre-Shift Check - DRC Cleaning Checklist - COVID-19
Reopening

Refer to Appendix A for Mid-Day Check - DRC Cleaning Checklist - COVID-19
Reopening

Refer to Appendix A for Post Shift Check - DRC Cleaning Checklist - COVID-19
Reopening

Management Responsibilities

Look for signs and symptoms related to sickness of each employee

Stagger safety meetings, start times of drivers and multiple break areas to eliminate
congregation and reduce crew-in/out size to no more than 10 people or the
provincial maximum (i.e. Sorters/Dock Utility at the DRC's)

Trucking Teams must wear masks while driving and loading/unloading at all
locations

Pre-Shift Meetings

It is the responsibility of all Supervisors and Managers to review standard and COVID-
19 related safety precautions at pre-shift meetings, and to provide relevant
information to their teams. Supervisors and Managers must review the Sanitization
protocols at pre-shift meetings.

Emphasize that associates should frequently check the CDC and health agency
websites
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Section Six: Home and Regional Office Operations

Re-Opening Preparation

e Remove excess lobby chairs to allow for social distancing

e Install signs to encourage social distancing and traffic in one direction at a time in
halls and stairwells. Refer to Appendix B for Store / DWC Signage and Notices

o Consider installing Plexiglass shields, where needed, to allow work to continue where
distancing may be difficult

e Lunchrooms should be set up to allow for social distancing. Redundant and excess
furnishing stacked and/or removed to discourage use.

e Restrict visitors to necessary traffic. There may be a limit to the number of people in
the office building area. Refer to Appendix A for The Salvation Army COVID-19
Visitor - Volunteer - Contractor Screening Questionnaire.

e Restrict face to face meetings and utilize video conferencing. Meeting rooms are
limited to one person at a time, if possible.

e Couriers are to be directed to drop off packages at the DRC entrance

¢ Home and Regional Offices are to have a secure place where DRC employees can
drop off any courier packages received. Employees are to check on a regular basis
for their department’s packages.

e Evaluate viable best practices for Guests to enter the building to permit social
distancing and reduce interactions

e Examples of viable solutions:

o The installation of a phone in a secure and accessible area with employee
extensions and/ or a phone number to call to grant Guests access to the
building

o A buzzer system that notifies an employee that a Guest is requesting access to
the building

e Refer to Appendix A for Personal Protective Equipment Chart by Role Task

Employee Schedule

e Consider staggered work from home / in office schedule and phasing in return to
work based on roles and priorities

¢ Limited number of employees in the office on a specific day in order to ensure
physical distancing in shared offices

Office Guidelines - Notify your Supervisor
e Advise your Supervisor and make sure your attendance is approved before visiting.

Sign in and out upon entry and exit
e Record your name and duration of time at the office into the log at reception upon
entering and exiting.

Complete a COVID-19 Screening Self-Assessment and Self-Declaration

e A self-declaration must be completed each office visit.

e Print, sign, and leave in the ER department at the office. If the door is locked, slide
the form under the door.
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e Refer to Appendix A for Daily COVID-19 Workers Self-Screening Declaration

The Salvation Army Thrift Store — National Recycling Operations | 2020 07 28





Section Seven: Employee Relations

There will be a phased approach as we navigate and slowly rebuild our operations
o Phase 1-Wave 1 of recalling employees to work - May
o Phase 2 - Wave 2 of recalling employees to work - June
o Phase 3 - Wave 3 of recalling people back to work - July
o Phase 4 - Temporary layoffs, time limits and next steps
o Phase 5 - Organizational review and planning longer term
Throughout each Phase, we will gather individual information from all employees to
determine who is available for recall. The process to collect this information is:
o Manager calls each employee and inquires whether they can return to work
o If so, when can they return
o If not, ask for the reason, some reasons for individual’s not being able to return
include:
» Childcare issues (school or daycare, camps, etc.)
= Sickness (hon COVID-19)
»  Symptomatic (being tested for COVID-19)
=  Transportation
= Highrisk (age or medical concerns)

= Fear
=  Wanfts to collect CERB
=  Other

Should an individual not be able to return due to a COVID protected area, they will
be placed on a COVID leave and continue to remain off work. They will be
required to update their Manager should their situation change.

Everyone who has been recalled will receive a letter documenting their

return. Everyone who remains off will receive a letter asking them to document their
reasons for not being able to return to work. Managers and their employee(s)
should continue to keep in contact.

Those employees who are refusing to return to work and who do not qualify for
COVID or other protected leave(s) will be required to return to work or make a
decision about their ongoing employment with us. Remaining on indefinite layoff
when there is a job available is not an option that is available to them. Managers
are to speak with Employee Relations prior to taking any action as there are many
aspects to consider with legal implications.

Refer to Appendix A for Recall Tracking Lists

Returning Employees

Familiarization and Training/Re-training
o Allemployees returning to work must be oriented to the new realities before they
start working. This training is approximately 3 hours long.

» This will include reviewing the expectations as noted in the retail, DRC, and
office operational plans. Refer to Appendix A for COVID-19 Health & Safety
Training Checklist. Refer to Appendix B for Store / DWC Signage and Notices.

o Allemployees must be shown where the required PPE is and how to use it
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o Employees are required to sign off acknowledging that they have received PPE
training/guidelines on use and disposal. This will occur each time a new
type/category of PPE is infroduced.

o Employees are required to complete a daily self-screening prior to their shift and
confirm this was completed by signing off on a daily declaration sheet as they
arrive to work. Refer to Appendix A for Daily COVID-19 Workers Self-Screening
Declaration
=  Office employees must complete the Self-Screening Declaration prior to

going info the office.

o Employees failing to follow the new safety expectations and protocols will be
subject to disciplinary action. Managers are to speak with Employee Relations
before taking any action.

o These expectations should be posted on the H&S bulletin board and reviewed
regularly

Unexpected issues

¢ Call Employee Relations and we will guide people accordingly

e Refer to Appendix A for a Temporary Human Resources Guidance Plan THQ has
provided for employees who have returned to work.

o Refer to Appendix A for Daily Health and Safety Inspection

o Refer to Appendix A for Guidelines for Managers - Collecting and Storage of the
Self-Screening Declaration

Provincial Legislation
e The situation is fluid and we will continue to monitor all legislation to ensure we are
compliant.

Benefit Coverage

¢ The Salvation Army continued to pay for Health & Dental benefits during layoff up to
June 30, 2020. As of July 1, 2020, coverage ended*.

e Due to Provincial legislation in Ontario and British Columbia, coverage is continued
for employees remaining on layoff on a cost sharing basis. Employee Relations is
following up with these individuals to arrange for payment. Failure to pay for the
employee portion of premiums will result in coverage being cancelled as of August
1, 2020.
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Section Eight: Business Administration & Finance

Thrift Store Opening and Closing Procedures and Cash Handling

Follow regular procedures referencing the Cash Handling Handbook to open and

close Thrift Store as usual

Continue with regular Voucher processing and daily, weekly, and monthly financial

reporting

On the day before re-opening or morning of re-opening the following is to be

completed by the Store Manager:

o Complete Mattress inventory and request adjustments as usual to reconcile.

o Complete Moneris Terminal verification by checking the Moneris Serial Numbers
and confirm that nothing has been damaged. If any items are damaged send a
request to the Business Administration and Finance Department. Clean Moneris
Terminals when re-opening and after each fransaction. Refer to Appendix A for
Moneris Terminal Sanitization Instructions.

o Complete the Cash Accountability Form and email to appropriate BAF Team
member. Retail District Manager approval is required. Ensure you are using the
current form. Old forms will not be accepted. Refer to Appendix A for Cash
Accountability Form - Store.

o Check forloss or theft. If discovered orif fraud is suspected, email your Retail
District Manager, Property Manager and Business Administration Department
immediately providing a full accounting of your findings and a statement with
details.

Reduce the handling of hardcopies of paper/forms

When possible, scan all personal expense claims, petty cash replenishments, tax

receipt requests and email to the appropriate BAF Team member. Do not utilize

truck mail and keep in mind that there is no one at the Administrative offices to
receive couriers. Refer to Business Administration and Finance Team - Function/Task

Reallocation Chart below for information on whom to direct your enquiry.

File hard copies with end of day paperwork or in your personal files (as appropriate)

Check that sufficient supplies of deposit books and deposit bags are available. To

order bank deposit books or deposit bags, email request directly to

THQ_Treasury@can.salvationarmy.org. Delivery time is 10 business days. Check the

information on the deposit books as soon as you receive your order.

Clean Point of Sale System equipment. Refer to Appendix A for Disinfecting POS

Equipment instructions.

The FY2020-2021 Budgets will follow
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Business Administration and Finance Team - Function/Task Reallocation

Function/Task Team Lead
Cash Handling Procedures and Processes Taylor Data
District Manager Uniforms Jenny Guo

Element Reconciliations

Sagib Saleem

General Information/Triage

Wendy Blackmon

Mattress Orders

Wendy Blackmon

Month End Reminders

Wendy Blackmon

National Revue

Wendy Blackmon

Personal Expense Reimbursement

Jenny Guo

Petty Cash Reimbursement

Taylor Data

Staples/Eway (Approvals and Account
Management)

Wendy Blackmon

Tax Receipts - Processing and Procedures Taylor Data
Telus Mobile Phones Wendy Blackmon
THQ Internal Audits Taylor Data
Thrift Store Monthly Calendar Wendy Blackmon
Thrift Store Cash Accountability Taylor Data

Thrift Store Openings/Closings

Saqgib Saleem

US Bank Visa

Sagib Saleem

Visual Touch Deployment

Duwa Hari/Sagib Saleem

Voucher Books (Distribution/Tracking)

Saqib Saleem

Voucher Redemption - Escalation/Reporting
Possible Fraud

Sagib Saleem

Vouchers Redeemed - Invoicing to External
Partner

Saqib Saleem

Zayo (Support and Account Management)

Duwa Hari/NRO Support/Saqib
Saleem

The Salvation Army Thrift Store — National Recycling Operations | 2020 07 28






Section Nine: Property Department

e Ensure Mechanical, HVAC, Fire/Life Safety systems are operational and accessible

e Ensure any exterior/interior changes are following Landlord/owner requirements and
policies

e Engage vendors in back-to-work plan to ensure garbage, mat, uniform, pest control
and maintenance services continue as needed

e Ensure all inspections, remediations, repairs and communications are complete and
current to minimize disruptions to employees

¢ Single point of entry and exit

e Store Capacity: 1 person per 107 sq. ft. x 50%
o Calculate using total square footage
o Maximum store capacity includes employees
o Example: Total Square Feet = 6,000

Capacity = 6,000/107 x 50% = 28 people, including scheduled
employees

e Refer to Appendix A for Store Capacity List

e Evaluate viable best practice procedures for guests to enter the building to permit
social distancing and reduce interactions

e Examples of viable solutions:
o The installation of a phone with employee extensions and/ or a phone number to

call to grant visitors access to the building
o A buzzer system that notifies an employee that a visitor is requesting access to
the building
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Section Ten: Marketing & Communications Resources

External Signage & Markers

e Floor Markers: guidelines for installation to be provided
o Outside Line Up (for ground and/or signs to post alongside of building)
o Cashline Up
o In-Store Traffic Flow

e Front Door

o Stores

o DWGCs

o DRCs

o Offices

Cash Area

Exchange Policy

Changeroom

Public Washroom

Store Hours Template

Donation Acceptance

Refer to Appendix B for Store / DWC Signage and Notices

Internal Signage (Stores, DRCs & Offices)

Break Room

Lockers

Common Areas

Washrooms

Meeting Rooms

Note: All signage will be linked to a printable PDF template unless otherwise stated
Refer to Appendix B for Store / DWC Signage and Notices

In-Store Scripts

e Store Announcement Scripts

e Phone Scripts

¢ Note: All scripts will be linked to a printable PDF template

¢ Refer to Appendix A for COVID-19 Store Announcement Scripts July 2020

Other Resources

e Phone Voicemail Scripts for Offices

e Email Template for Suppliers & Vendors

e Refer to Appendix A for Reopening Q&A For Guests and Donors
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Section Eleven: PPE and Prevention Guidelines

Prevention Reminders

Stay home if you feel sick with fever, cough, or have trouble breathing. Seek
medical advice. Call ahead before going to a doctor’s office or emergency room.
Tell them about your recent travel and your symptoms.

Do not fravel while sick

Cover your mouth and nose with a fissue or your sleeve (not your hands) when
coughing or sneezing

Employees should be scheduled to have staggered breaks and lunches

Remain calm and contact your healthcare provider if you have medical questions
or feel sick

Steps for Proper Hand Washing Hygiene

If soap and water are not available, use an alcohol-based hand sanitizer
When hands are visibly dirty, they should be washed with soap and water for at least
20 seconds

Hand hygiene should be performed during at least these seven moments:
o Before putting on PPE;

After removing PPE;

When changing gloves;

After coming intfo contact with waste;

After contact with any respiratory secretions (if you sneeze or cough, for
example);

Before eating; and

o After using the restroom

o O O O

General Operations

Each office, washroom, lunchroom and workstation should have a touchless
garbage can lined with a plastic garbage bag

Sanitizing station set up in Lunchroom where applicable for Employees/Guest
Plexiglass shields to be installed, where needed, to allow work to continue where
distancing may be difficult

General PPE/ Work practices

NRO PPE Program remains in effect. Additional PPE requirements have been added
due to COVID-19 and all employees are required to follow these rules and
expectations for the safety of all. Refer to Appendix A for The Salvation Army NRO
COVID-192 NRO Personal Protective Equipment Summary.

All employees handling any waste or recycling should be following the PPE
requirements of their job

Wear personal protective equipment (PPE), including puncture-resistant gloves, and
face/eye masks, where there is danger of being exposed to unknown airborne
parficles and puncture-resistant gloves

Customary work practices and precautions taken by employees (while using the
correct PPE) will help protect you from disease tfransmission. COVID-19 is spread
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person-to-person through contact with and/or sharing surfaces contaminated by a
sick person. Employees should avoid contact and practice social distancing with
other employees and the public. This includes shaking hands, hugging, and sharing
food and drinks.

Practice good personal hygiene. Be sure to use disinfectant wipes whenever you
share tools and equipment.

The NRO National H&S Committee will resume and meet monthly. The dedicated
email/workgroup will be checked regularly, and inquiries will be responded to.

Office General Work practices

Use a disposable mask as provided by The Salvation Army if staying inside the office
for long periods. Cloth masks are permitted only if it is a short visit (ideally less than 30
minutes).

Restrict your movements to areas of the workplace you need to access as part of
your work.

No guests or family members should be attending the offices at this point.
Aftendance should be limited to staff only.

Take any perishable garbage home with you. Papers can be left for recycling.
Ensure the last person to leave sets the alarm.

Before leaving, check if the DRC is open. If the DRC is open, do not set the alarm as
you are not the last person to leave.

Wash and clean any dishes you may have used before you leave.

Do not enter the office if you have a fever, cough, or otherwise feel unwell.

Regional By-Law - Masks Required

Multiple city councils have passed a temporary by-law requiring masks or face
coverings in all indoor spaces that are accessible to the public. In compliance with this
legislation, masks will be required in all our Ontario and Quebec stores. Please note that
face shields are not considered to be an acceptable alternative to face masks for staff
or Guests. Regional By-Laws outlining mask or face covering policies, procedures and
exemptions must be adhered to. Refer to Appendix A for COVID-19 Staff Q&A - Masks
Required - Regional By-Law. Refer to Appendix B for Store / DWC Signage and Notices

Providing Service to People Unable to Wear a Mask or Face Covering
Not everyone is able to wear a mask. Please be respectful of people who are unable to
wear one due to health, age or other reasons.
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Section Twelve: Cleaning and Disinfecting Guidelines

¢ Cleaning and disinfecting guidelines should include developing preventive
measures with the participation of the Workplace Health and Safety Committee or
Representative. The employees must be provided training on these measures.
o Repeat a thorough cleaning of high-touch surfaces with appropriate
disinfectants as described above
o Provide nitrile gloves for workers who could be exposed to the virus when
loading/unloading freight, especially those who may be working the load by
hand (hand-bombing)
o Provide adequate disinfecting and sanitization facilities to ensure regular hand
sanitization can be maintained
e Increase frequency of janitorial service to nightly and expand scope to a deeper
cleaning
e Ensure sanitation products are properly stocked and secured
o Set up hand sanitization in busy (hands-on) places i.e. entrance, printers, washroom
exit etc.
e Post signage regarding the importance of regular hand washing
e Enhanced cleaning schedule ensuring all touched surfaces are sanitized by
cleaners
e Enforce stringent cleaning protocols for shared spaces
e Expectation that all employees contribute to the cleanliness by wiping down
equipment they use and touch frequently
o Clean work area with products on approved lists fromm management and
governing authorities
o Review and prepare plans regarding changes to cleaning scope
Ensure any Cleaning Vendors can meet needs
o As with all handling of solid waste and recycling, caution and PPE should always
be used. It's important to continue practicing the good hand washing hygiene
habits that have kept you healthy on the job.

0]
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Section Thirteen: Frequently Asked Employee
Questions

Refer to Appendix A for COVID-19 Re-opening External Key Messages & Q&A

Is it safe for Drivers, Helpers, Operators and Sorters to handle Used Goods, Household

Garbage or Recycling?

e Yes. Currently, the Centers for Disease Control and Prevention (CDC) and the World
Health Organization (WHO) are not calling for any additional steps to handle MSW
or recycling.

o« Waste handling is not a disease pathway and has not been identified as needing
any special precaution by the WHO or CDC

e Household waste is not considered regulated medical waste, even if the person in
the home on your route has an infectious disease, such as COVID-19

e DRC Management will continue to monitor the CDC daily for any additional
recommendations or changes

How did you determine which stores opened when?

¢ In keeping with Canadian government requirements and public health rules and
guidelines, we resumed certain operations in select locations based on provincial
legislation, ability to accommodate physical distancing, and ability to meet
increased health and safety precautions (PPE supply, employee availability, etc.).

o Our actions were, and continue to be, guided by our mission, our values, and
evidence-based information published by local health authorities and the Public
Health Agency of Canada.

What are the safety measures and procedures you are putting in place to protect

workers? (from public, each other, and donated items)

e During our temporary closure, we have been preparing for our eventual reopening.
We want our guests and donors to feel safe in every interaction they have with us, so
we have taken extra precautions in accordance with health and safety guidelines
to help ensure the well-being of our communities and employees.

¢ In addition to our regular health and safety protocols, the following changes have
been implemented:

o Single point of entry and exit that will be attended by an employee who will be
tracking guests entering the store and stopping entry once capacity has been
reached

o Enforcing physical distancing measures as guests line up outside as well as while

in the store

Encouraging guests to use hand sanitizer stations in-store, as well as face masks

Wiping down of trolleys before and after each use

Wiping of pin pad after each use

Floor decals to guide guests in-store

Fitting rooms are closed

Re-usable bags can still be used, however employees will not be handling them

O O O O O O
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o Deep cleaning of all stores prior to opening along with regular ongoing
sanitization

o Encouraging the use of debit/credit/tap to limit contact between guests and

employees, but cash will still be accepted if needed

Use of PPE by all employees as suitable for the task at hand

Plexiglass protection will be erected at checkout

Exchange policy applies to clothing only. Everything else is final sale

Strict quarantine protocol will be followed for all donations and returns

Temporarily not accepting large furniture donations

Removal of merchandise displays to ensure proper spacing for physical

distancing

O O O O O O

What PPE do you have in place to protect employees?

e Sanitizing stations for all employees and for donors and guests as they enter the store
or make a donation at the Donor Welcome Centres

o Employees will be provided with PPE suited to provincial legislation as well as the
task they are conducting, including
o Masks
o Goggles
o Face shields

Does the public have to wear a mask in your stores or when dropping off a donation?

¢ In compliance with local municipal legislations, masks are mandatory in Quebec
and in certain stores in Ontario. Contact your supervisor for more information.

e Masks are encouraged in all other areas as per provincial legislation but are not
mandatory.

¢ Masks will not be provided to Guests or Donors, and they will need to supply their
own in order to enter the store.

e We are monitoring this situation closely and will communicate new information as it
becomes available.

What is the protocol for accepting and dropping off donations?
¢ In alignment with physical distancing and to ensure the safety of our employees and
Donors, additional pallet boxes or bins will be placed outside the store where donors
can drop off donations. In locations where bins are not able to be placed outside,
donations can be left by the door and will be collected by our dedicated
employees.
e As asafety precaution we are temporarily unable to accept large furniture
donations
¢ Once donations have been received, donation attendants will then collect the
donations while following a strict quarantine procedure:
o All product must be in bags, household boxes or pallet boxes (no loose material)
except for larger items like TVs, etfc.
o Product must be labeled with location name and date
o Driving Team will contact site/store contact 20-30 mins prior to arrival to ensure
material is packaged to specifications above and consolidated to one area of
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the location (designated dock, area of building, driveway, etc.). This call will
notify all non-essential personnel to vacate the area to minimize contacts
o Driving Team will use only assigned equipment to load the fruck (store/location
will not be permitted to use)
o Driver will connect with site contact to confirm pick-up, get paperwork signed,
etc. and inform them of their departure
o To practice an abundance of caution, all donated and returned items
containing cloth will be safely held in quarantine
= |n Ontario, the quarantine period is 72 hours
= |n all other provinces, the quarantine period is 24 hours.
o Alldonated and returned items not containing cloth will be sanitized before
being sorted and placed onto the sales floor
The same procedure will be followed for all returned items
e Larger locations will be able to quarantine items in-store, while smaller locations will
use a combination of in-store space and trailers

What cleaning requirements are in place to protect employees?

e Every store has a cleaning schedule and checklist. They are expected to conduct a
thorough sanitization of the entire store on a regular basis, just as they have been
doing prior to reopening. The cleaning schedule has been intensified with the
expectation that it will happen at a minimum of every two hours in addition o a
thorough cleanse which will happen once operations have closed to the public.

¢ We contfinue to monitor and promote the Public Health Agency of Canada'’s
instructions in order to keep our communities healthy. This includes:

o practicing good hygiene by washing hands often (for at least 20 seconds with
soap)
o avoiding touching the face with hands

proper sneezing/coughing technique (into elbow)

o encouraging those with possible symptoms or exposure to stay home and
reduce the risk of possible transmission

o ensuring extra frequent cleaning and sanitizing of our stores and all equipment

use of masks and other personal protective equipment where appropriate
o To practice an abundance of caution, all donated and returned items

containing cloth will be safely held in quarantine.
* In Ontario, the quarantine period is 72 hours.
= |n all other provinces, the quarantine period is 24 hours.

¢ Alldonated and returned items not containing cloth will be sanitized before being

sorted and placed onto the sales floor.

0]

o

Are we picking up donations on community drives or at homes?

e No, not af this time

o  We will still be picking up from our donation bins and welcoming donations at our
Donor Welcome Cenftres

What is happening for people that have / need to use a voucher?
e We continue to work closely with Salvation Army social services to provide voucher
support for crisis needs of our community.
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Why aren’t we handing out donation coupons? Can they still be redeemed?

e We are temporarily not handing out donor coupons in order to maintain physical
distancing and limit contact between employees and donors during the receiving
and redemption of coupons

¢  We will contfinue to reassess this policy as we move forward

e If a guest would like to redeem a coupon, they can do so

Are we extending the return policy?

e At this time, we are accepting exchanges within 10 days of purchase on clothing
items only. All other items are final sale.

¢ The exchange policy for items purchased in March before the temporary closure will
be extended at the discretion of the store manager on a case-by-case basis

I know that one of my coworkers was recently exposed to someone that has COVID-19
- what are you doing about it?
¢ Please let your regional ER representative know immediately

Has anyone at The Salvation Army Thrift Store tested positive for COVID-19?
e As of date of releasing the reopening plan there has been no confirmed cases
within our NRO.

How is the NRO approaching “self-isolation”?

¢ We are following what the World Health Organization and other required
governmental bodies advise with respect to self-isolation.

¢ Should someone be advised by Public Health to self-isolate due to symptoms and
while awaiting test results, the individual would be placed on a COVID absence and
receive payment if they have available sick time. If they do not have available sick
time, the time off would be unpaid unless employee wants to use their vacation
time or apply to collect El sick benefits.

¢ Should someone choose to self-isolate as a precautionary measure, they are to
monitor themselves and if they become symptomatic, they are to contact Public

Health.

o As the individual is not sick, sick fime cannot be used. This time will be unpaid
unless, the employee wants to use their vacation time, or apply to collect El sick
benefits.

o No doctor's note required

What steps is the NRO taking if someone tests positive for COVID-19?

e |f aTeam Member is tested and has COVID-19 the Store/DRC/Office Team will be
nofified, and the required steps will be taken at that time

o Store to be cleaned by a 3rd party, Store Manager to arrange with Property
Manager (wipe down all surfaces as soon as possible after notification)

e Self-monitor (watch for symptoms) if not in close contact. If in close contact or have
symptoms self-isolate.

What is happening with our Send a Kid to Camp campaign?
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e Our Send a Kid to Camp campaign will not be happening this year due to the very
unfortunate closure of all Salvation Army camps this summer, along with the
ongoing closure of our stores

e We are hopeful that our Stronger Roots campaign will launch on August 4th as
planned, or a similar campaign to support our communities depending on what is
most needed at the fime

Are we accepting monetary donations in-store sfill?

e Yes, we will still accept monetary donations at our in-store cash donation boxes.
These funds are directly distributed to the Salvation Army division in which they were
collected and support local Salvation Army programs and services in your
community.

¢ We will also be accepting donations at the register if guests would like to help our
recovery from the impact of COVID-19. These donations will be processed through
special PLU 1019.

Will we still be picking up certain amounts for donation drives?
e We will be able to offer pick-up services of certain quantities with modified
procedures to adhere to health and safety guidelines. These procedures include:
o All product must be in bags, household boxes or pallet boxes (no loose material)
except for larger items like TVs, furniture, etc.
o Product must be labeled with location name and date
o Driving Team will contact site/store contact 20-30 mins prior to arrival to ensure
material is packaged to specifications above and consolidated to one area of
the location (designated dock, area of building, driveway, etc.). This call will
notify all non-essential personnel to vacate the area to minimize contacts
o Driving Team will use only assigned equipment to load the fruck (store/location
will not be permitted for use)
o Driver will connect with site contact to confirm pick-up, get paperwork signed,
etc. and inform them of their departure
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Section Fourteen: Key Messages

The Salvation Army Thrift Store, National Recycling Operations (NRO) has reopened Thrift

Stores and Donor Welcome Centres across Canada in keeping with Canadian

government requirements and public health rules and guidelines.

e Locations have been reopened based on provincial legislation and ability to meet
increased health and safety precautions such as ability to accommodate physical
distancing, sufficient PPE supply, and employee availability.

We were preparing for our reopening throughout our temporary closure, with our
paramount priority being the safety, health, and well-being of our employees, guests,
and donors.

e As adivision of The Salvation Army, one of the largest providers of social services in
the country, we have people at the core of our mission, and it is our responsibility to
ensure the health and safety of our employees and communities.

e Precautionary measures are being taken at all levels of our Retail operations to
protect donors, guests, and employees in their interaction with one another and
with donations. Visit www.thriftstore.ca/covid19 to learn more.

e To help ensure the health and well-being of our employees, our guests, and the
communities we serve, we have implemented enhanced daily cleaning procedures
including deep cleaning our stores and increased sanitization of commonly touched
surfaces, installed sanitizer stations for your comfort and convenience, and provided
protective equipment for our employees to help protect their safety as well as yours.

o Visit www.thriftstore.ca/donate-today for more information on why your donations
matter.

The Salvation Army Thrift Store remains committed to helping individuals and families in

need in our shared communities across Canada.

e As aresult of the COVID-19 crisis, the need for affordable clothing and household
items will be very high in the days, weeks, and months ahead as we all work to
rebuild from the effects of the pandemic.

e Please bring your donations of gently used clothing and household items to your
local Donor Welcome Centre, where they will be needed more than ever to help
support your community.

e Your donations support local Salvation Army programs and services such as food
banks for hunger relief, school programs and camps, shelter for people experiencing
homelessness, and rehabilitation for those struggling with addictions, along with
emergency relief efforts serving the many diverse communities across Canada.

e We continue to support crisis needs of our community and family services
operations. If you are in need of assistance, please contact 1-800-SAL-ARMY or
www.salvationarmy.ca for services in your area.
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Section Fifteen: Resource Links

National Waste & Recycling Association - COVID-19 Resources -
https://wasterecycling.org/page/covidl9resources

Occupational Safety and Health Administration - Safety and Health Topics -
https://www.osha.gov/SLTC/covid-19/

Centers for Disease Control and Prevention - COVID-19 Resources -
https://www.cdc.gov/coronavirus/2019-nCoV/index.html2deliveryName=USCDC 10 4-
DM22504

Centers for Disease Conftrol and Prevention - Interim Guidance for Businesses and
Employers to Plan and Respond to Coronavirus Disease 2019 -
hitps://www.cdc.gov/coronavirus/2019-ncov/community/quidance-business-
response.html

World Health Organization - Q&A on coronaviruses (COVID-19) -
https://www.who.int/news-room/g-a-detaqil/g-a-coronaviruses

World Health Organization - Coronavirus disease (COVID-19) advice for the public: Myth
busters - https://www.who.int/emergencies/diseases/novel-coronavirus-2019/advice-
for-public/myth-busters

Health.com - How Long Does the Coronavirus Live on Clothes—and Will Laundry
Detergent Kill the Viruse - https://www.health.com/condition/infectious-
diseases/coronavirus/how-long-does-coronavirus-live-on-clothes

The New York Times - Is the Virus on My Clothesg My Shoes? My Hairg My Newspaper? -
https://www.nytimes.com/2020/04/17 /well/live/coronavirus-contagion-spead-clothes-
shoes-hair-newspaper-packages-madgil-infectious.hitml

Clinical Infectious Diseases - Survival of Severe Acute Respiratory Syndrome Coronavirus
- https://academic.oup.com/cid/article/41/7/e67/310340#

WebMD - Coronavirus on Fabric: What You Should Know -
https://www.webmd.com/lung/news/20200401/coronavirus-on-fabric-what-you-should-
know

Global News - Can the new coronavirus live on coats, shoes?e Experts weigh in -
https://alobalnews.ca/news/6723870/coronavirus-clothes-surfaces/

CTV News - Should | be worried about COVID-19 and clothing? Experts say it depends
on your job - https://www.ctvnews.ca/health/coronavirus/should-i-be-worried-about-
covid-192-and-clothing-experts-say-it-depends-on-your-job-1.4865831
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Medium.com - Practice Safe removal of PPE equipment -
https://elemental.medium.com/the-right-way-to-wear-a-mask-and-gloves-399469c0ecf

World Health Organization - Getting your workplace ready for COVID-19 -
https://www.who.int/docs/default-source/coronaviruse/getting-workplace-ready-for-
covid-19.pdfesfvrsn=359a81e7 6

Government of Canada - Resources for Canadian Businesses -
https://www.canada.ca/en/department-finance/economic-response-
plan.html#businesses

Government of Canada - Risk-informed decision-making guidelines for workplaces
and businesses during the COVID-19 pandemic -
hitps://www.canada.ca/en/public-health/services/diseases/2019-novel-
coronavirus-infection/guidance-documents/risk-informed-decision-making-
workplaces-businesses-covid-12-pandemic.html

Government of Canada - Preventing COVID-19 in the workplace: Employers,
employees and essential service workers —
hitps://www.canada.ca/en/public-health/services/publications/diseases-
conditions/preventing-covid-19-workplace-employers-employees-essential-service-
workers.html

Canada Post - Practicing social distancing can keep you and other employees
safe — hitps://infopost.ca/mismih/practising-social-distancing/

Trucking HR Canada - COVID-19 Resource Guide for Trucking and Logistics
Employers - https://truckinghr.com/wp-
content/uploads/2020/03/Covid19 Resourceguidev3d.pdf

CUTA COVID-19 - Management of COVID-19 — Guidelines for Public Transport Operators
- hitps://cutaactu.ca/sites/default/files/covid-19 guidelines for transit operators.pdf

Mental Health Commission of Canada - Choosing sources of information carefully
is critical to COVID-19 mental well-being -
https://www.mentalhealthcommission.ca/English/news-article/139220/choosing-
sources-information-carefully-critical-covid-19-mental-well-being-says

For internal Training - https://salvationist.ca/human-resources/health-safety/

Canadian Centre for Occupational Health & Safety - hitps:.//www.ccohs.ca/

Retail Council of Canada - https://www.retailcouncil.org/
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Appendix A - Reference Material

Cash Accountability Form - Store

Closing Team Store Checklist - COVID-19 Reopening

COVID-19 Health & Safety Training Checklist

COVID-19 Re-opening External Key Messages & Q&A

COVID-19 Staff Q&A - Masks Required - Regional By-Law

COVID-19 Store Announcement Scripts July 2020

Daily COVID-19 Workers Self-Screening Declaration

Daily Health and Safety Inspection

Daytime Store Cleaning Checklist - COVID-19 Reopening

Disinfecting POS Equipment

Distribution Personal Protective Equipment Chart

DRC Preparedness - Reopening COVID-19

Guidelines for Managers - Collecting and Storage of the Self-Screening Declaration
Mid-Day Check - DRC Cleaning Checklist - COVID-19 Reopening

Moneris Terminal Sanitization Instructions

Personal Protective Equipment Chart by Role Task

Post Shift Check - DRC Cleaning Checklist - COVID-19 Reopening

Pre-Shift Check - DRC Cleaning Checklist - COVID-19 Reopening

Processing Best Practices - Sorting and Disinfecting (BRIC Housewares, Miscellaneous
and Shoes)

Recall Tracking Lists

Reopening Q&A For Guests and Donors

Retail Personal Protective Equipment Chart by Role

Store Capacity List

Temporary Human Resources Guidance Plan

The Salvation Army COVID-19 Visitor - Volunteer - Contractor Screening Questionnaire
The Salvation Army NRO COVID-19 NRO Personal Protective EqQuipment Summary
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Appendix B - Store / DWC Signage and Notices

Auctions On Hold

DRC - Hours Sign - Dieppe

DRC - Hours Sign - Edmonton

DRC - Hours Sign - Halifax

DRC - Hours Sign - Montreal

DRC - Hours Sign - Oakville

DRC - Hours Sign — Ottawa

DRC - Hours Sign - Vancouver

DRC - Hours Sign - Victoria

DRC - Hours Sign - Winnipeg

DWC - Help Prevent Spread Sign

DWC - Hours Sign - Langford

DWC - Hours Sign - Saanich

DWC - Hours Sign - Saskatchewan

DWC - Hours Sign - Wolseley

DWC - Hours Sign

DWC Notice - No Furniture Sign

DWC Notice- Social Distancing Sign

Entrance Notice- Social Distancing Sign

H&S Responsibilities - Employer, Manager, Employee
Help Prevent Spread Sign - Ontario and Quebec
Help Prevent Spread Sign

Line Starts Here

Mask Requirement Sign - Ajax and Pickering_Durham Region
Mask Requirement Sign — Brampton

Mask Requirement Sign - Fenelon Falls

Mask Requirement Sign - Georgetown_Town of Halton Hills
Mask Requirement Sign — Guelph

Mask Requirement Sign - Kitchener_Region of Waterloo
Mask Requirement Sign — Mississauga

Mask Requirement Sign — Ottawa

Mask Requirement Sign — Quebec

Mask Requirement Sign - Thunder Bay

Mask Requirement Sign — Toronto

Mask Requirement Sign

Noftice - Debit Credit Sign

Noftice- Social Distancing Sign

Shopping Protocol Sign - With Mask Requirement
Shopping Protocol Sign

Signage Installation Guide - Re-Opening

Store - New Safety Precautions — Ontario

Store - New Safety Precautions — Quebec

Store - New Safety Precautions
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Store Notice- Social Distancing Sign
Store Sign — Open

Temporarily Closed - Washrooms & Fitting Rooms
VA Cleaning and Disinfecting Workplace
VA COVID-19 vs Cold Flu Allergies

VA Hand Hygiene

VA How to Wear a Mask

VA Physical Distancing

VA Removing Gloves

VA Reusing Face Shields

VA Wearing a Mask

VP Taking On and Taking Off PPE

Wipe Down Phone
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