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Scenario: You arrive at the member’s residence, but they do not answer their door nor appear to be 

home.  
 

What to do: This depends on your arrangement. If you are performing an outdoor task, and the 

member said they would not be home but you could go ahead and complete the task at the 

agreed upon time, go ahead and complete the task! However, if you expected to see the member 

or are performing an indoor task that requires home access, please attempt to connect with the 

member to not only complete your task(s) as planned but to also verify their safety. First, try calling 

the member. Second, try all doors of the member’s residence by both ringing the bell and knocking 

where possible. If the member still does not appear, look for context clues of recent activity to better 

assess the situation. If feasible, ask a neighbor if they recently saw the member. Try a second time to 

call the member, and then try their doors again. If still unsuccessful, call Community Thread, and we 

will call any additional phone numbers we have for the member or try to get in touch with the 

member’s emergency contact for more information. We may ask you to wait outside the member’s 

home while we attempt to make a few phone calls, then we will get back in touch with you. If at any 

point there are any signs of a break-in or medical emergency, call 9-1-1. Even if the member appears 

but some of the early attempts to get their attention were required, please call Community Thread 

after the service request is completed to report the situation. 

 

Scenario: You arrive at the member’s residence, and they are not home but another person answers 

the door. 
 

What to do: This depends on your arrangement. If you are performing an outdoor task, and the 

person who answered the door is aware of your arrangement with the member, go ahead and 

complete the task! If the person who answered is unaware of your arrangement with the member, 

seems suspicious, and you or the person can’t get ahold of the member to confirm the arrangement 

and reassure the person in the residence, then please let them know that you’ll leave and reconnect 

with the member at another time. If you are performing an indoor task that requires home access, 

please ask the person if the member will be home soon to be present for the task and/or please 

attempt to connect with the member to confirm if they will be home soon. If they will not be home 

soon or you cannot wait until their arrival, please do not enter the home or complete the task but 

reschedule with the member for another time. If this happens, please call Community Thread to 

report the situation.  

 

Scenario: When you arrive to perform a task, or midway through a task, you realize the scope of the 

project is much bigger than you anticipated. It may take more time on the given day or may take an 

additional visit or more to complete the task. 
 

What to do: If you are willing to complete some or all of the work, please proceed as planned, letting 

the member know your updated estimate of the time it will take or to ensure the member is OK with 

you starting something you’ll have to arrange another visit to complete.  If you are unwilling to work 

past the agreed upon timeframe, please explain the situation to the member to decide whether (a) 

they would like you to start the task and then are comfortable asking Community Thread to find 

another volunteer on another day to complete the task or (b) they would rather you do not work on 

the task at all and instead they reiterate their request to Community Thread to find another volunteer. 

Please know that you are asked to use your best judgment, and you can turn down the task if it is 
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much larger or more complex than was expected. Please contact Community Thread if you choose 

not to complete the task, so we can be prepared to work with the member on the best solution for 

handling their request.  

 

Scenario: When you arrive to perform a task, the member does not have all of the supplies needed 

to complete the task.  
 

What to do: If you are able to complete some of the task, and the member OK with you starting 

something that will be completed at another time, please proceed as planned. Then, depending on 

whether or not you are willing to return to complete the task or prefer another volunteer be assigned, 

either work with the member to schedule the additional visit for after they procure the remaining 

supplies or ask them to call Community Thread to arrange for another volunteer to complete the task 

on another date. 

 

Scenario: The member does not have all of the supplies needed to complete the task, and does not 

know how to procure and/or pay for the needed items. 
 

What to do: If you are able to complete some of the task, and the member OK with you starting 

something that may not be finished, please proceed as planned. Ask the member to call Community 

Thread to discuss options for procuring the additional supplies needed for a task. Sometimes, 

Community Thread has supplies available that can be borrowed by volunteers to be used in 

completion of a task. 

 

Scenario: As you complete a task, the member asks for your help with another task that was not listed 

in your work order.  
 

What to do: In respect for your own time and comfort as well as for liability reasons, each task to be 

completed during a visit must be communicated to Community Thread in advance of the visit. 

Members are made aware of this before they are able to request assistance, so please decline the 

additional request and remind them that all tasks should be routed through Community Thread and 

they should call to request this new task. 

 

Scenario: While you are at the member’s residence, you are injured. 
 

What to do: First, take care of yourself and make arrangements to go to the emergency room if 

warranted (call 911 if necessary or other support for help). Once you are able, please notify 

Community Thread so an incident report can be completed, and additional steps for your treatment 

or recovery, if necessary, can be discussed. 

 

Scenario: While you are at the member’s residence, they are injured or appear to suffer a medical 

emergency. 
 

What to do: If the member is unconscious, call 9-1-1. If the member is alert and appears to be OK, 

please provide calm assurance to them as they deal with any initial shock of the situation and allow 

them to take care of themselves as needed.  If the member is alert but in pain or is concerned of 

injury, please ask them what they would like you to do. While you cannot help them to their feet or 

administer first aid yourself, please ask if they would like you to call 9-1-1, their emergency contact, or 
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for you to contact someone else to assist with the situation like a neighbor. Once the situation is 

resolved, please call Community Thread to report what happened.  

 

Scenario: When you have no planned service requests with a particular member, the member calls 

you to request your assistance with a new task. 
 

What to do: All members are notified that they need to submit new service requests to Community 

Thread. Please remind the member of this practice, and ask them to call Community Thread to make 

a formal request. 

 

Scenario: While you are at the member’s residence, the member behaves inappropriately or 

disrespectfully. 
 

What to do: A few options for diffusing an uncomfortable situation include: (a) change the topic of 

conversation (b) politely ask the member to give you space while you focus on your task (c) notify 

them of your discomfort and ask them directly to refrain from specific behavior or conversation. If the 

situation is not resolved easily, please feel free to excuse yourself for the day being clear about your 

reasons for doing so. If the situation was not easily resolved, especially if you have to excuse yourself 

from the task, please report the occurrence to Community Thread. 

 

Scenario: While interacting with the member, the member mentions that someone in their life is 

violent toward them or discloses information about a threat to their personal or financial safety.  
 

What to do: Please refer to the Adult Protection Policy document regarding when to report the 

discovery to the Minnesota Adult Abuse Reporting Center at 1-844-880-1574. Your first step is to report 

the discovery directly. If you are unsure whether or not to report, you can ask us. If you make a report 

to the Center, please let us know. 

 

Scenario: While interacting with the member, the member mentions they are skipping meals or 

medications or are struggling to maintain resources necessary for their wellbeing. 
 

What to do: If you know of community resources that can assist the member with the need or 

concern they are discussing, please feel free to share the information with them. If you do not know 

of resources to suggest (be assured, there is no expectation that you must know resources), please 

encourage the member to reach out to Community Thread to ask about additional resources or ask 

the member if they are comfortable with you sharing their story with Community Thread staff so that 

we can connect with them about possible solutions or resources. 

 

Scenario: While interacting with the member, the member discloses personal health or medical 

information that may better inform or affect our ability to provide services for them. 
 

What to do: Please let the member know that this information may be helpful to Thrive staff, and 

encourage the member to reach out to us to share the information. Or, feel free to ask the member if 

they are comfortable with you sharing their story with us so that we can better serve them in the 

future. 
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Scenario: While you are at the member’s residence, you notice that their living situation does not 

match the information given to you on your work order or that their living environment makes you 

uncomfortable or you think it is unsafe or unhealthy for you and/or the member. 
 

What to do: Anytime you feel uncomfortable in an environment, please feel free to excuse yourself 

from the service request. You can let the member know that there was a miscommunication with 

Community Thread about the request, and that they member should call Community Thread to 

reschedule. Please notify Community Thread as soon as possible of the situation and your reasons for 

leaving the residence. Whether or not you choose to complete a task in this scenario, please know 

that anytime you notice things about an environment or a member’s living situation that may affect 

their safety, your safety, or our ability to appropriately help them, we would like to know so we can 

be better prepared to assist the member. This does include letting us know if they are a smoker or 

have a pet, and one or both pieces of information was not on your work order.  

 

Scenario: The member becomes a friend of yours, and you would be willing to offer rides or services 

outside the scope of your volunteer role. 
 

What to do: Please let us know if your relationship with any member becomes more personal than 

appropriate within professional boundaries. If you would consider a particular member to be friend, 

and would be willing to offer them similar support to that of your volunteer role but beyond your 

volunteer role, then let us know. In these situations, you can remain a volunteer, but we would not 

pair you with that member in a formal capacity through Community Thread. You would then be free 

to help this person as you wish as a private citizen. 

 

 

 

 

 
 

Questions or concerns regarding your role?  

 

Have you experienced a challenging scenario that is not outlined here but should be added? 

 

We’re here to help! 

 

Lynn DeCorsey, Program Coordinator 

651-789-4167 or ChoreServices@CommunityThreadMN.org 

 

Rachel Presslein, Program Director 

651-789-4172 or Rachel@CommunityThreadMN.org 

 

 

 


