
Introduction 
 
This new document entitled “National Operating Policies and Procedures – Community 
Services” (NOPP-CS) is a refreshing, user-friendly, and volunteer-focused manual.  It has 
been developed to replace a number of former policies and procedures including the St. 
John Canada Instructions—Part 2 (Volunteers) which functioned as the policy and 
procedure manual for Community Services (formerly known as “The Brigade”)  
 
NOPP-CS contains those policies and procedures which are universal across all 
Community Services activities. Program-specific operational policies and procedures are 
expanded upon in the relevant program manuals (e.g. Medical First Response Services 
manual, Therapy Dog Program manual, etc.). 
 
 

How NOPP-CS is Organized 
To begin, the section on Organizational Structure gives an overview of the current 
structure of St. John Ambulance (SJA). Policies and procedures have been divided into 
the following categories: 

 Administrative  
 Human Resource  
 Programs and Services  

 
This Introduction section also provides you with the policy template used to revise all of 
our existing polices and procedures. 
 
Program specific content and standards (first response services, youth, therapy dog, etc.) 
are further defined in detail in stand-alone companion documents that address each 
program’s own unique areas of expertise.  Also included in NOPP-CS are areas of 
commonality that cross all spectrums and stakeholders within the organization (human 
resources, risk management, etc.).  NOPP-CS is therefore a series of documents that must 
be read within the context of the service area to which a volunteer is associated. 
 
Throughout NOPP-CS, you will see a clear and well-defined distinction between policy 
and procedure.  In other words, NOPP-CS clearly articulates what has been agreed to as 
national standards (policies - which cannot be altered unless as a result of national 
review) and what are implementation issues (procedures) that are designed for maximum 
flexibility within the different organizational jurisdictions across Canada.   
 
Because policies and procedures are clearly defined as operational issues, and in order to 
better maintain NOPP-CS as an up-to-date and living document, responsibility for its 
content rests with the NMT (as do all organizational operational issues).  In an effort to 
better articulate the roles of employees and volunteers in our common desire to serve our 
communities, NOPP-CS provides direction on areas of these specific responsibilities and 
accountabilities. 
 
An Orientation Guide that Councils can customize is found in the Appendix of this 
manual. 



 
Finally, creating this new manual was a challenging task and the following working 
group members made up of both senior staff and senior volunteers of the rewrite team 
deserve mention: 

William Alexander, National Emergency Response Coordinator 
Brian Cole, Director Community Services-Ontario Council 
Barbara Graham, Past Provincial Commissioner-Ontario Council 
Les Johnson, Director-Client Services-National Office 
Don Lapierre, Director-Community Services–National Office 
Joanna Mulvihill, (administrative support)-Community Services–National Office 
and 
Glenda Janes, Executive Director, Newfoundland and Labrador Council (in the initial 
stages of work on these policies) 

 
Some of the changes found in NOPP-CS are philosophical in nature and many are 
practical.  All are designed, however, to improve the services we provide to our 
communities, to provide an improved and modern organizational image, and to protect 
the health, safety, and overall well-being of our most valuable assets – those that we 
serve, and those that serve for us. 
 
Please let us know what you think of our new NOPP—CS. We look forward to your 
comments and suggestions.  You are invited to communicate with the National Director 
of Community Services through your Provincial/Territorial Council Office. 
 

 
 
Les Chipperfield 
Vice-Chancellor, Community Service 



SJA Policy Template 

Policy Objective (see definition below) 

Policy Statement (see definition below) 

Effective date:   
Applies to:  [E.g. All volunteers, instructors and employees affiliated with St. John   
Ambulance in any capacity herein after referred to as “individuals”] 
 
 
 
Policy Objective (within policy box) 
This states the purpose of the policy. It should be a brief statement. Using the example of 
the Employees and Volunteer Screening Cycle, the Objective would read: 
 
The purpose of this policy is to ensure the safety, quality of service and experience for 
our volunteers and members of the community by screening those who provide St. John 
Ambulance programs and services. 
 
 
Policy Statement (within policy box) 
A clear policy statement establishes SJA’s position and commitment on issues. The policy 
statement should be clear and concise. It should not include the details, requirements, 
subtleties, exceptions or procedures. It may include the expected outcomes or results. 
Here is an example using the Screening Cycle Policy: 
 

It is the policy of St. John Ambulance to: 
 screen all volunteers, instructors, and employees as a condition of their 

association with St. John Ambulance; 
 conduct annual performance assessments for all volunteers, instructors, and 

employees as part of an ongoing screening process. 
 
 
Policy Context   
This section can provide a summary of the context or need for the policy. This would 
include such things at a rationale or guiding principles for a policy. However, this 
section should be kept brief and concise, no more than a few paragraphs.   
 
 
Definitions  
This section allows for inclusion of definitions of any terms used within the policy that 
may require clarification. 



 
Policy Requirements  
This section allows for the details and requirements related to the policy to be presented. 
Distinct from procedures, policy requirements identify the conditions and 
(administrative) processes that must be in place to implement and enforce the policy. 
Typically, SJA policies have a number of requirements. 
 
 
Responsibilities/Accountabilities   
This section should outline the responsibilities/accountabilities of National, Provincial, 
Council officials with respect to this policy.  
 
 
Procedures 
Procedures provide instructions on how to implement the policy. Some policies will have 
lengthy procedures and accompanying tools (e.g. forms) that require the development 
and use of procedure manuals. Where a manual exists, this section will refer readers to 
the procedure manual for complete instructions.  
 
Where the procedures are not extensive enough to require a manual, and do not exist in 
any other format, they can be included in total here. 
 
 
Resources 
This section will identify any resources listed within the policy that may have to be 
referenced and updated when revisions are made to the policy. 
 
Policy Review 
This section will identify how often the policy should/will be reviewed and indicate who is 
responsible for the review. 
 
Appendices 
This section allows for attachment of any appendix that is considered part of the policy.  
An appendix would normally be used in situations where the detailed procedures are too 
detailed and lengthy to remain in the “Procedures” section of the policy document or 
where it is beneficial to have a “stand alone” addendum to the policy. 



NATIONAL OPERATING POLICIES AND PROCEDURES 
 

Policy Volunteers Employees Instructors

Sec. D A-1 Cost Recovery for Delivery Services  √  

Sec. D A-2 Information Technology Services/use  √ √ √ 

Sec. D A-3 Volunteer Insurance Coverage √   

Sec. D A-4 Uniform  √   

Sec. D A-5 Visual Identity  √ √ √ 

Sec. D A-6 Records Management √ √ √ 

Sec. E HR-1 Conflict of Interest √ √ √ 

Sec. E HR-2 Discipline  √   

Sec. E HR-3 Harassment & Discrimination √ √ √ 

Sec. E HR-4 Privacy √ √ √ 

Sec. E HR-5 Screening Cycle √ √ √ 

Sec. F P-1 Medical First Response Services √ √ √ 

Sec. F P-2 Therapy Dog Services √ √ √ 

Sec. F P-3 Youth Program  √ √ √ 

 
 
 


