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Handbook Key
Throughout this handbook, you will notice symbols that highlight information
specific to certain volunteer roles:
Virtual Mentor
Learning Lab Volunteer
Transport Volunteer

Information that is not accompanied by one of these symbols is relevant to all
volunteer roles.

Attendance Policies
Time Commitment
All volunteers are expected to commit
to engaging a set amount of time every
week to their volunteer assignment as
defined by their role and assigned
schedule.
For virtual mentors this means 2, 1-hour
virtual mentoring sessions per week, at a
consistently scheduled set of days and
times each week. This means a total of 8
mentoring sessions each month.
Volunteers are encouraged to use the
time just prior to the start of their session
exploring the student's online learning
portal, reviewing any open or overdue
assignments, and viewing class
engagement statistics to assess priorities
for the session.
Learning Lab volunteers may take one or
multiple shifts at the lab on a consistent
schedule during Learning Lab hours. Each
shift consists of a 2 hour block. Client
youth will be regularly scheduled at the
learning lab and depend on support from
our Learning Lab volunteer team.
Transport volunteers weekly
commitment and schedules will be
assigned in coordination with program
staff. Transport volunteer’s reliability is
critical to the success of in-person
programming at the learning lab. Actual
shift times may vary according to the
weekly route, but should average 30
minutes total drive time per shift each
way.

Cancellation Policy
Virtual mentors, Learning Lab
Volunteers, Transport Drivers and
students may cancel an appointment for
any of the following reasons:
emergencies
illness
important family events, or
vacation.
All other cancellations are unexcused.
Cancellations should be
communicated to program staff using
the Cancellation Button found on the
main page of the Mentor Resources
Web Portal.* Cancelations should be
made at least 24 hours in advance when
possible. If you expect to be away for an
extended period (2 weeks or more), let
Refugee Response staff know in
advance when possible, and provide us
a date when you expect to resume so
that we can be responsive to families'
needs during your absence.
The Refugee Response reserves the right
to dismiss volunteers or students who
cancel frequently, or who cancel for
unexcused reasons.

*The password to access the portal is
mentor in all lowercase.
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Attendance Policies

(continued)

What do I do if my student is

Program Departure

late?

Mentors play a critical role in
communicating the end of the formal
mentoring relationship to their mentee.
Staff will guide you on best practices for
how to relay this news to your mentee
directly and provide closure to the
relationship. News about the transition
is best communicated to students
directly. Staff will communicate with
mentees’ parents at key points
throughout the cycle to inform them and
clarify expectations regarding their term
of service. Managing this stage in the
relationship thoughtfully is particularly
important for populations who have
previously experienced trauma or loss.

If a student is 15 minutes late or more,
your mentoring session will be
cancelled. If a student is less than 15
minutes late, they can still meet with you
but the mentoring session will be
shortened in order to end on time. If you
notice a pattern of tardiness, please
notify a TRR staff member.
Transport Volunteers: Students taking
Refugee Response transportation to the
Learning Lab will meet you at their
driveway. You are required to wait at
least 10 minutes before leaving the
student’s house.

Holiday Schedule
Our staff will share the holiday and
winter and summer break dates we
observe throughout the mentoring cycle,
which coincides with clients' school
calendars. If you plan to go on vacation
at a different time, please just be
mindful of your volunteer commitment
and inform TRR staff of your plans in
advance.

Volunteers are expected to commit to
the program for a one year cycle. If you
anticipate leaving the program prior to
the end of the cycle, please inform TRR
staff as early as possible so that we can
make arrangements for a new mentor to
step in and provide continued support to
your student.
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Communication
Monthly Feedback Survey
All mentors are required to submit a Feedback Survey every month by the 1st
of each month for sessions taking place October 2021 – May 2022. The first
report will be due November 1st for all sessions taking place in October, and
so on. TRR Staff will send out a request for these surveys about a week in
advance of their due date via email. Mentors should submit a survey response
for every month during the program cycle after their official volunteer service
has begun.

Midpoint and Year End Feedback Report
All mentors will be asked to submit a Midpoint and Year End report in place of the usual
monthly survey two times per year. These reports will ask mentors to reflect on bigger
picture questions around students' progress and the mentor’s own experience in the
program.
Mentors are welcome to reach out to TRR Staff outside of monthly
feedback reporting requirements. Any urgent concerns or
questions can be addressed to us directly by Slack messaging,
email, or phone at any time.

Annual Mentoring Observations
Virtual and Learning Lab Mentors will be formally observed by TRR Staff at least once
per program cycle. The purpose of mentoring observations is to help TRR inform its
policies and best practices, identify areas of need for future mentor skills trainings, and
to help TRR staff relay targeted or small group guidance to mentor/mentee pairs.
Mentors will receive feedback from a staff member including tips, recommended
resources, and growth opportunities. Mentors paired in a one on one relationship with a
student will also receive parent feedback collected by TRR's family engagement staff, if
there is any to report. Mentors will be contacted by a Mentor Support staff member to
schedule their observation in advance. These annual mentoring observations are distinct
from routine Virtual Safety Monitoring staff discussed on page 10.
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Communication

(continued)

General Communication with Refugee Response Staff
Mentoring Program Staff rely heavily on Slack (an online messaging platform) and
email communications to reach our mentors.

Please monitor Slack and your email for our communications and
be responsive.

Consider this the other “half” of your mentoring commitment.
Your regular feedback is very important to the success of the
program. The Refugee Response holds the right to exit volunteers
who are not responsive through Slack and email.
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wrap around services
What should volunteers do if
they learn a student or
student’s family has a
particular need?
Volunteers should contact TRR staff
immediately. TRR staff are equipped to
check in with families and connect them
with wrap-around services if needed. TRR
staff can also check in with community
partners to see if families are already
receiving support around the particular
need.
In the past, TRR has connected families with
employment opportunities, rental
assistance, clothing, food, public benefits
support, legal aid, and community-based
support networks among other services.
Please let our staff help you approach
concerns with sensitivity and appropriate
resources; do not attempt to solve serious
problems on your own without checking in
with us first.
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Safety Policies
General policies
Emergency Response Protocol
TRR keeps students' Program Waivers on file and on site during all program activities.
This waiver provides information on dietary restrictions, allergies, or health concerns.
Should the student suffer any kind of medical emergency during programming, this
form authorizes the delivery of emergency medical care to the student from their
parent or guardian.
TRR Staff are able to to access waivers for all program participants in a binder kept
at the Learning Lab.
Transport volunteers will be given access to waivers for all program participants
along their assigned routes. These should be kept on hand during transport.
In case of a Medical Emergency:
1. Dial 911.
2. Contact the student's parents or an emergency contact.
3. Call TRR Staff and wait for next steps.
In case of a crime:
1. If possible, make sure you and your student are in a safe space
(preferably a public space or the mentee’s home).
2. Dial 911.
3. Contact the student’s parents or an emergency contact.
4. Call TRR Staff and wait for next steps.
In case of an uncomfortable situation, but no obvious medical
emergency or crime:
1. If possible, make sure you and your student are in a safe space
(preferably a public space or the student’s home) and communicate
your location clearly with parents.
*If there is no need to immediately relocate, please skip to step 2
below.*
2. Call TRR Staff and wait for next steps.
Depending on the particular situation, TRR staff may ask mentors
to bring their student to the TRR office, may meet mentors at the
student's home, or provide additional guidance.

See wallet-sized "Emergency Response Card" in Appendix on page 14.
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Safety policies

(continued)

General policies
Unacceptable Behavior Policy
The Refugee Response will not tolerate unacceptable behavior on the part of mentors
or mentees while participating in the Home Mentoring Program. The following
behaviors are considered unacceptable and prohibited while participants are engaged
in mentoring activities:
Demeaning or exploitative behavior of either a sexual or nonsexual nature,
including threats of such behavior.
Denigration, public or private, of any mentee parent/guardian or family member.
Denigration, public or private, of political or religious institutions or their
leaders.
Display of demeaning, suggestive, or pornographic material.
Driving while under the influence of alcohol.
Intentional violation of any local, state, or federal law.
Known sexual abuse or neglect of a child.
Overnight visits.
Possession of illegal substances.
Secrets between mentors and mentees.
Unwelcome physical contact, such as inappropriate touching, patting, pinching,
punching, and physical assault.
Unwelcome physical, verbal, visual, or behavioral mannerisms or conduct that
denigrates, shows hostility, or aversion toward any individual.
Exchanging personal contact information such as phone numbers or home
addresses, or connecting via social media platforms.*
Any unacceptable behavior, as specified but not limited to the above, will result in a
warning and/or disciplinary action, including suspension or termination from
participation in the mentoring program.

*Applicable to volunteers and clients enrolled after 9/17/2020 unless explicitly
authorized or provided by TRR Staff.
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Safety policies

(continued)
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General policies
Mentee and Family Privacy
Mentors may not discuss student’s sensitive personal details with outside parties without
the student’s expressed consent and knowledge of Refugee Response staff. All students
have the right to confidentiality. "Outside parties" here refers to all individuals other than the
student, the student's assigned mentor, and Refugee Response staff.
Volunteers should be transparent with Refugee Response staff regarding all activities,
particularly any information volunteers become aware of that could put the child’s
health and safety at risk. Volunteers should recognize that their role engaging with clients
has been made possible as a result of many years of trust built in these communities by the
organization, and not as independent actors. At no time should you feel you need to
shield or conceal information from staff. Rest assured that the Refugee Response staff
team has experience engaging with resettled families and youth and is sensitive to
their needs and challenges.
You should likewise be transparent with your mentee about what you can and cannot
promise regarding confidentiality, and about your role as a representative of the Refugee
Response Program.
Photos of students or families enrolled in the Home Mentoring Program should not be
published on social media or any other medium without the family’s explicit and informed
consent.
Volunteers entering the Youth Mentoring Program after 9/17/2020:
May not exchange personal contact information with students such as
phone numbers or home addresses. This means students and
volunteers should only contact each other through Refugee Response
staff.
May not follow students or become “friends” on social media. No
Facebook, Instagram, Twitter, Snapchat etc.

Safety Policies
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(continued)

General policies

Rules regarding program

Rules regarding family

beneficiaries’ extended

members or friends of

family and community

Mentors and interaction with

who are not enrolled in the

student participants

Mentoring Program.
Volunteers may be exposed to the
friends and family members of
students. As these individuals are not
enrolled in the Mentoring Program,
TRR has not obtained any signed
permissions or agreements from these
individuals. Any interactions between
Youth Mentor volunteers and
extended family members of
program participants fall outside the
oversight and responsibility of the
Refugee Response. Any and all
activities undertaken between
volunteers and individuals not enrolled
in the Youth Mentoring Program are
done so independently and at will
between the two parties. TRR
encourages mentors to demonstrate
professionalism and follow best
practices regarding safety, privacy,
and parental consent when engaging
with extended family or community
members of program beneficiaries.

The Refugee Response takes care to
carefully screen all volunteers in the
Youth Mentoring Program to ensure the
safety of student participants and their
family. TRR is unable to screen, train, and
obtain signed agreements with
individuals outside of our designated
program volunteers, and is not liable for
interactions between non-program
volunteers and Youth Mentoring students.
Family members or friends of
volunteers are not permitted to join
volunteers at the Learning Lab, tag
along on transport rides, or lead a
virtual mentoring session with clients
without obtaining express prior written
approval from TRR staff. Volunteers may
not ask others to substitute on their
behalf for any given shift.
On any and all trips that take place
outside the students home, students
should be in the care of designated TRR
staff or transport volunteers. Transport
volunteers should only provide
transportation to students during
volunteer hours and along transportation
routes as assigned by TRR Staff.

online safety
Online Safety and Reporting
Virtual mentors and their mentees have the ability to connect virtually from the
comfort and safety of their own home, but should take measures to create and
maintain a safe virtual learning environment. Mentors should be cautious and
intentional about the following:
Elements of your home surroundings that are within your webcam’s field of
vision and are therefore visible to your mentee.
Background conversation or other noise within your home that may be audible
to your mentee.
Conducting open ended web page, video, and image searches online, as
opposed to relying on trusted websites available through the Mentor Resources
Web Portal or websites bookmarked previously for use.
Personal or sensitive content in the form of open files or web pages that may be
visible to your mentee through screen sharing.
Offensive or inappropriate advertisements that may load to websites or videos.

Mentors should reach out to the staff member hosting the Zoom meeting if they
witness anything alarming or inappropriate over the video call or anything that may
put the student’s health and safety at risk. This could include, for example, an
emergency medical situation, a clear electrical hazard, or domestic violence. Mentors
have the ability to “Request Help” through the Zoom application for emergency
instances or for lighter touch requests for support, prompting an invitation for a staff
member to join the pair’s breakout room.

Virtual Safety Monitoring
In accordance with the Children’s Online Privacy Protection Act (COPPA), Refugee
Response staff will be able to access and monitor any Zoom meeting between
students and mentors. This means that a Refugee Response staff member might join
your child’s mentoring session for a few minutes to make sure everyone is following
online safety rules. Usually the staff member will just listen to the meeting for a few
minutes and then leave the meeting without saying a word. If the staff member
witnesses any problems, they will notify you immediately and take appropriate
actions to restore a safe online learning environment.
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covid-19 Era sAFETY
The Youth Mentoring Program adheres to guidelines and policies that follow the guidelines,
policies, and best practices of the State of Ohio Health Department, the Center for Disease
Control, and mandates by the City of Cleveland. These guidelines are meant to help prevent
exposure to the COVID-19 virus with the safety of both volunteers, clients, and staff in mind.
All Learning Lab Mentors and Transport Volunteers are required to sign a COVID-19
Acknowledgement and Waiver as part of their onboarding prior to being cleared to
participate in the Youth Mentoring Program.

Learning Lab Health and Safety
The Refugee Response's primary Learning Lab space is located at 4909 Lorain Ave, on the
campus of Urban Community School. The Learning Lab will be cleaned daily to keep all
students and teachers safe. All people who enter the Learning Lab must wear a mask.
Refugee Response will provide masks to people who do not have one. Upon arrival at the
Learning Lab, each person’s temperature will be taken. If a person’s temperature is 100.4°F
or higher, they will be asked to go home. All Learning Lab participants will be required to
wash or sanitize their hands upon arrival and before departure. For additional details about
Learning Lab safety policy please view Urban Community School’s safety policies here.
The Refugee Response may host Learning Lab at additional locations as
need and capacity allow, eventually transitioning to our new office space
in 2022 once construction is complete. The Refugee Response will
maintain similar practices across all sites, with surfaces cleaned daily,
temperatures checked, and masks and hand washing required.
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COVID-19 ERA SAFETY
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(continued)

Transportation Health and Safety
Transport Volunteers and their passengers must wear a mask at all times while seated
inside a vehicle during program assignments. All transport volunteers are required to wash
or sanitize their hands upon entering the vehicle, and should ensure that all Youth
Mentoring Program passengers sanitize their hands upon entry as well. Any high touch
surfaces in the transport vehicle such as door handles, seat belt buckles, arm rests, and
windows should be wiped down with a sanitizing wipe or sanitizing spray between
transport routes. Windows should be rolled down to provide ventilation whenever possible
if weather conditions allow.
The Refugee Response will provide hand sanitizer, masks, and sanitizing wipes to
volunteers who are unable to secure these on their own. Please contact a Mentor Support
Coordinator to request these items prior to the start of your volunteer assignment. These
supplies should be kept in the transport volunteer's vehicle and replenished as needed.

transportation safety
At the start of each program cycle, The Refugee Response obtains permission waivers
signed by parents/guardians allowing students to participate in field trips to the
Learning Lab and other TRR-sponsored events with transportation provided by
transport volunteers and TRR staff.
TRR obtains copies of drivers’ licenses and proof of insurance for transport volunteers
upon enrollment and throughout the year as needed to ensure that transport
volunteers can safely provide transportation to families to and from these field trips.
TRR asks that transport volunteers follow best practices for safe driving including:
following traffic laws, keeping up with routine vehicle maintenance, and driving
without distractions. TRR asks that transport volunteers who navigate using GPS
also use a car mount for their cell phones. The Refugee Response can provide
support with obtaining a GPS mount for one's vehicle for volunteers who may have
hardship in obtaining one.
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appendix
emergency response card
Please cut, fold and place in your wallet

In case of a Medical Emergency:

1. Dial 911.
2. Contact the student's parents or an
emergency contact.
3. Call TRR Staff and wait for next steps.

Speak with the first staff person
you reach. TRR staff contacts:
Naila Paul 832.866.2614
Kate Nickley 330.242.3676
Mohammad Noormal: 216.396.6435
Alexandra Magearu: 412.273.0106

OR take a picture for future reference!

In case of a Crime
1. If possible, make sure you and the
student are in a safe space
(preferably a public space or the
mentee’s home).
2. Dial 911.
3. Contact the student’s parents or an
emergency contact.
4. Call TRR Staff and wait for next
steps.

In case of an uncomfortable situation,
(no obvious medical emergency or crime)
1. If possible, make sure you and the
student are in a safe space (preferably a
public space or the student’s home) and
communicate your location clearly with
parents.
*If there is no need to immediately
relocate, please skip to step 2 below.*
2. Call TRR Staff and wait for next steps.
*Depending on the particular
situation, TRR staff may ask mentors
to bring their student to the TRR
office, may meet mentors at the
student's home, or provide additional
guidance.*
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appendix
Mentoring Program Staff Contact List

Naila Paul
Director of Education
Naila@RefugeeResponse.org
832-866-2614

Alexandra Magearu
Mentor Support Coordinator
Alexandra@RefugeeResponse.org
412-273-0106

Kate Nickley
Family Engagement Coordinator
Kate@RefugeeResponse.org
330-242-3676

Nahla Abuhamdi
Family Liaison
Nahla@RefugeeResponse.org
440-5322-1828

Mohammad Noormal
Family Liaison
Mohammad@RefugeeResponse.org
216-396-6435

Stephanie Muleba
Family Liaison
Stephanie@RefugeeResponse.org
440-915-0661
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appendix
policy handbook agreement
I have read, reviewed, and understood the Refugee Response Youth Mentoring
Program's 2021-2022 Policy Handbook for Mentors (updated September 2021) in its
entirety, and agree to adhere to all the policies and guidance contained therein in my
role as a Youth Mentoring volunteer.
A digital version of this agreement can be submitted here.

First and Last Name

Signature

Date

