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THANK YOU FOR VOLUNTEERING!
 
Along with the Local Organizing Committee, FISA, Niagara Region, the Niagara 
Commission, our partners and sponsors, you are a major part of the 2010 FISA World 
Rowing Masters Regatta.  With your help, this will be an unforgettable
high-light our rich rowing culture
 
This event welcomes thousand
cultured region. Always remember you are a representative of this region as well as this 
event.  Your appearance and actions will make the Regatta an enjoyable and positive 
experience for all involved.  We are confident all of you will be up to the task.
 
This manual outlines key information about the regatta, the venue, the region and all the 
activities to better enable you to assist all visitors to this regatta and our region.  Please 
be sure to read all areas of this manual
your volunteer duties. Should you have any questions during your volunteer time please 
ask the committee chair in your assigned area. Should you not have a committee chair 
present please find someone with a radio or call myself, 
905.650.8679.  
 
You are encouraged not only to represent our region 
unique experience.  Whenever duties permit, attend races, visit with the athletes and 
graciously greet the visitors to our city.  Remember, your courtesy and smiles will be 
greatly appreciated by all. 
 
 
 

Amanda Rogers                                                 
 
Project Coordinator—Volunteers  
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cultured region. Always remember you are a representative of this region as well as this 
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Should you have any questions during your volunteer time please 
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You are encouraged not only to represent our region favourably but also enjoy this 
unique experience.  Whenever duties permit, attend races, visit with the athletes and 

iously greet the visitors to our city.  Remember, your courtesy and smiles will be 

Amanda Rogers                                                  

Volunteers   
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Dear Volunteers, 
 
On behalf of the entire St. Catharines World Rowing and the Niagara Sport 
Commission, we thank you for volunteering for the 2010 FISA World Rowing Masters.   
 
As a volunteer, you have an integral role in many facets of this event, often serving as 
the face of the Games and the standard by which the event’s success is measured.  We 
truly appreciate the time and effort that you are putting forth.   
 
As a part of our large volunteer corps, you are an invaluable asset, helping ensure 
efficient event operations.  Of equal importance, you have a direct role in shaping the 
long-lasting impact that the 2010 FISA World Rowing Masters will have on all involved.  
We could not do this without your support.    
  
It is the contributions from members of the Niagara Region communities that will make 
the 2010 FISA World Rowing Masters one of the largest international gatherings in St. 
Catharines. The athletes and visitors traveling to Niagara represent over 30 countries.  
We are counting on you to help us promote Niagara to our visitors as St. Catharines 
becomes the focal point of cultural exchange and sport from August 31-September 5.   
 
Once again, thank you for your volunteer commitment, as the world comes to Niagara 
for this unprecedented sporting event and cultural celebration. I look forward to 
celebrating the success of you and the event at our volunteer appreciation BBQ 
following Sundays festivities. 
 
Sincerely,  
 
 
 
Scott McRoberts     Laura Corbett 
FISA Co-Manager     FISA Co-Manager 

 



 

Registration 
 
On the first day you volunteer you will have to arrive early in order to register. The 
volunteer registration will be held at the Alumni Clubhouse located on Henley Island. 
Please park in the overflow parking lot (parking attendants will direct you) and then walk 
to registration.  
 
Please bring with you; photo identification and your volunteer handbook (this document) 
and your signed Liability Waiver.  
 
Once you register, you will receive your volunteer parking pass, t-shirt, and meal 
voucher(s), should you not have received them at your training sessions.  
 
We will then answer any questions you might have and direct you to your volunteer 
station for that shift.  
 



 

Volunteer Fact Sheet 
 

- In the summer of 2010, St. Catharines and Port Dalhousie will host the 2010 
FISA World Rowing Masters Regatta from September 2nd through September 5th.  

 
FISA 
- The Regatta is endorsed by FISA (Fédération Internationale des Sociétés 

d'Aviron). 
- FISA is empowered by 128 National Rowing Federations, the National Olympic 

Committees and the International Olympic Committee to govern the sport of 
rowing.  

- FISA sets the rules and regulations for the practice of the sport, in all its forms 
(elite, adaptive, and soon coastal and indoor), and organizes sanctioned World 
Rowing events. It also provides advice and expertise for the organization of 
rowing regattas, on coaching education and other matters relating to the sport 
and its development.  

- FISA was founded by representatives from France, Switzerland, Belgium, 
Adriatica (now a part of Italy) and Italy in Turin on June 25, 1892. It is the oldest 
international sports federation in the Olympic movement. Its first headquarters 
office was established in Lausanne, Switzerland in 1922 and after moving away 
returned to its roots in February 1996.  

 
History 
- In 2009, the FISA World Rowing Masters Regatta was held in Vienna. In 2008, it 

was held in Lithuania.  
- This year’s regatta has 16 countries participating. 

 
Royal Henley Rowing Course 
- The historic Henley Island Rowing Course will be the site of the 2010 FISA World 

Rowing Masters Regatta.  
- The Henley Island rowing course on Martindale Pond features 2000m rowing 

course with grandstands at the finish.  
- On the top of the island there will be 150 camp sites available and 15 RV sites for 

rental.  
 
Events at Henley Rowing Course 
- The Royal Canadian Henley Regatta began in 1880 as the championship for the 

newly formed Canadian Amateur Rowing Association. The Royal Canadian 
Henley Regatta was hosted in many different locations until Port Dalhousie, 
Martindale Pond specifically, became its permanent home in 1903. The ‘Henley’, 
as it is commonly known, is hosted annually on the first weekend of August.  

- The Canadian Secondary Schools Rowing Association (CSSRA) also holds their 
annual regatta at the Royal Canadian Henley Course each year. This event is 
open to any collegiate, high school or secondary school in the world as long as 
all participants are enrolled in school for the term and are under the age of 19. 
The Annual CSSRA regatta is held the first weekend of June each year. 



 

- The Royal Canadian Henley Course also held the 1999 World Rowing 
Championships and the 1970 World Rowing Championships.  

 
2010 Regatta 
- The Regatta will bring together 3 000 athletes of all ages and skill levels from 

around the world to compete.  
- Men’s races over the course of the week will include; 1x, 2x, 2-, 4x, 4-, 4+, 8+ 
- Ladies’ races over the course of the week will include; -1x, 2x  
- Mixed races over the course of the week will include; - 2x, 4x, 8+ 
- There will also be a fun race at the close of the event that will include FISA 

organizing committee members, Local Organizing Committee Members, Jury 
Members, as well as Officials and Referees.  

 
The 2010 FISA World Rowing Masters Regatta will be a memorable and worthwhile 
event that will continue the rich rowing history and culture that is already established 
within the Niagara Region.  

 
For more information see our web site, www.2010fisaworldrowingmasters.com or by 
calling the Niagara Sport Commission at 905-354-5557 

 



 

Overview of Port Dalhousie and the Niagara Region 
 
Port Dalhousie 
 

Port Dalhousie has a rich heritage built on its association with the development of 
shipping on the Great Lakes. The First Welland Canal, which was completed in 1820, 
brought many people to Port Dalhousie to serve the needs of the ships including; barge 
and horse handlers, tow boys, ships chandlers, and dry dock workers. It was at this time 
when the area around Port Dalhousie was transformed from sparsely populated farm 
land into a busy area serving the canal. The canal continued to be upgraded over time 
with improvements being completed in 1845, 1889 and 1932.  

 
Apart from the canal itself, Port Dalhousie has traditionally been a summer 

destination for many people in the region and from Toronto. Due to the gas rationing 
during the World Wars, many would take a boat down from Toronto on weekends during 
the summer to escape the city. Lakeside Park continues to attract tourists today as Port 
Dalhousie is still a popular destination during the summer months as it boasts one of the 
nicest beaches on Lake Ontario. 

  
Today, Port Dalhousie houses exceptional restaurants, charming historic 

buildings, galleries, live theatre, quaint boutiques, a carousel built in 1845 as well as 
beautiful walking trails along the beach. A list of some of these restaurants and shops 
can be found in the ‘Area Map’ section of this document.  
 
Niagara Region 
 
 The Niagara Region is one of the most unique areas in Southern Ontario and all 
of Canada. Comprised of 12 municipalities, the Region is located between Lake Ontario 
and Lake Erie, stretching towards our American neighbours of up-state New York. 
Niagara Region has a population of over 430,000, and millions more visit its many 
tourist hot spots each year. 
 
  The Niagara Region was first settled by indigenous people of the Neutral Nation.  
It was not until the 18th century that various English settlements began to arise, 
including the present day areas of St. Catharines and Niagara-on-the-Lake. The 
battlefields of the War of 1812 between the British and the Americans are located 
throughout the Region, and many are still preserved as historical sites for tourists to 
visit, such as Fort George in Niagara-on-the-Lake or Old Fort Niagara, in Lewiston, New 
York. 
 
  The Niagara Region is rich in culture and unique attractions. The Welland Canal, 
first constructed in 1829 is a man-made wonder, and its system of locks allows more 
than 3000 ships each year to travel between Lake Ontario and Lake Erie, bypassing 
Niagara Falls. 
  

Niagara is often referred to as Ontario’s Wine Country, as it is home to many 
prestigious wineries. The Grape & Wine Festival and the Shaw Festival are two defining 



 

aspects of the region, which continue to grow each year. The former takes place each 
September and crowns an official “Grape King.” hosts numerous wine tastings and 
holds an annual parade to celebrate the local viticulture.  The latter showcases a variety 
of plays and spectacles in the heart of Niagara-on-the-Lake and is the second largest 
theatre company in all of North America.   

 
The headlining and most popular attraction of the area is still one of the most 

magnificent sights in the world, Niagara Falls. The beauty of this natural wonder 
captivates people of all ages, and is a must see during your stay in the Niagara Region. 
 



 

Schedule of Events 
 
 Training times Racing times Regatta office 

hours 
Boat rental 

hours 

Monday, 
August 30th 

No training No racing 8am-8pm, boat 
trailers and 

camper arrivals 
after 5pm only 

Closed 

Tuesday, 
August 31st 

7am-8pm No racing 8am-8pm 7am-8pm 

Wednesday, 
September 1st 

7am-8pm No racing 8am-8pm 7am-8pm 

Thursday, 
September 2nd 

7am-11am 

6pm-8pm 

12pm-5pm 8am-8pm 7am-8pm 

Friday, 
September 3rd 

7am-8am 

6pm-8pm 

9am-5pm 8am-8pm 7am-8pm 

Saturday, 
September 4th 

7am-8am 

6pm-8pm 

9am-5pm 8am-6pm 7am-8pm 

Sunday, 
September 5th 

7am-8am 9am-12pm 8am-1pm, 
course closed 

after races 

7am-12pm 

 
Other Important Dates 
 
Date Event 

Monday, August 30th, 2010 N/A 

Tuesday, August 31st, 2010 N/A 

Wednesday, September 1st, 2010 FISA Umpire Training Seminar 4pm-7pm 

Thursday, September 2nd, 2010 Welcome Party 7pm, FISA Umpire Training 
Seminar Continued 9pm 

Friday, September 3rd, 2010 FISA Umpire Training Exam 5pm 

Saturday, September 4th, 2010 FISA Umpire Training Practical Exam 9am, 
Masters Party; Cocktails at 6pm, Dinner at 7pm 

Sunday, September 5th, 2010 Volunteer Appreciation at 3pm, Fun Race to be 
scheduled after last race 

 



 

International Etiquette 

 
 

COU�TRY DO’S OF I�T’L ETIQUETTE DO�’TS OF I�T’L ETIQUETTE 

 

FOR ALL  

 

COU�TRIES 

• Use appropriate titles and 

surnames 

• Maintain eye contact 

• Shake people’s hands when 

meeting 

 

• Don’t use the ok gesture (it can  

             be considered obscene) 

• Don’t stand with your hands on your hips 

• Don’t stand with your hands in your 

             pockets 

• Don’t use physical contact unless person  

     does first 

• Don’t point 

BRAZIL 

        

• Good conversation topics: soccer, 

family, and children 

 

• Bad conversation topics: Argentina, politics, 

     poverty, religion, and the Rain Forest 

       CA�ADA 

        

• Maintain a reserved demeanor, 

and follow good rules of etiquette 

 

• Don't be boastful 

 

        CHI�A 

        

• Bowing or nodding is the 

common greeting; however, you 

may be offered a handshake  

• Do not use large hand movements 

• Do not call someone by their last name 

        COLOMBIA 

        
 

• Good conversation topics: history, 

culture, soccer, coffee, gold 

museum 

• Converse in closer proximity than 

North Americans 

• Bad conversation topics: drug traffic, politics,  

    religion 

EL SALVADOR 

         

• Good conversation topics: history, 

geography, culture, families 

• Bad conversation topics: local politics, religion 

ETHIOPIA 

          

• Shake hands when meeting and 

leaving accompanied by a 

bending of the body  

 

FRA�CE 

        

• French handshake is brief 

• Be sensitive to the volume of your 

voice 

• Madame and Monsieur are the 

basic titles for women and men 

• People stand closer together 

 

GERMA�Y 

         

• Maintain a comfortable distance 

of at least 2 feet between 

 

GUATEMALA 

 

• Shaking hands and saying "mucho 

gusto" is very proper 

• Good conversation topics: 

Guatemalan geography, history 

• Bad conversation topics: politics or  

 "the violence" since 1978 



 

 

 

I�DIA 

 

• Comfortable distance between 2 

people is 3 ft apart 

• Pointing with your finger is 

considered rude 

• Never touch someone else’s head, not even to pat the 

hair of a child 

• Beckoning someone with the palm up and wagging 

one finger can be construed as insulting  

• The word "no" has harsh implications in India 

 

           IRELA�D 

 

• Keep an arm’s length distance 

when talking 

 

ISRAEL 

 

• They speak at a much closer 

distance 

• Avoid using your thumbs in 

gesturing  

 

ITALY 

 

• Stand much closer 

• Good conversational topics 

include Italian culture, art, food, 

wine, family, and films 

• Avoid talking about religion, politics, and World War 

II 

• It is considered insulting to ask someone you have just 

met about their profession 

 

JAPA� 

 

• Maintain quiet, polite manner 

• When meeting, bow 

 

• Do not openly display money 

 

MEXICO 

 

• Good conversational topics are 

Mexican culture, history, art, and 

museums 

• Never discuss the Mexican-American war, poverty, 

illegal aliens, or earthquakes 

 

�ETHERLA�DS 

 

• Physical distance is closer than 

US about one arm’s length 

 

PHILIPPI�ES 

 

• Use a low controlled tone of voice 

 

• Visitors should avoid staring at Filipinos, who may 

interpret a stare as an hostile gesture 

 

RUSSIA 

 

• Speaking or laughing loudly is 

discouraged 

• Good topics of conversation 

include peace, the current changes 

taking place in Russia, and their 

current economic situation 

 

SI�GAPORE 

 

• Speak in low and subtle tones 

 

• They never touch anything with their left  hand 

 

SOUTH KOREA 

 

• Junior person will be the first to 

bow 

• Don’t talk loudly 

• They don’t accept anything in their left hand, right 

hand should always be used 

 

 



 

Medical Services 
 
The medical staff for this event will be nurses, paramedics, physicians, therapists, 
masseuses, and trainers from the Niagara Region. Nearly all of the medical staff have 
been involved with rowing in the past whether as a participant or as medical personnel 
for an annual Royal Canadian Henley Regatta. 
 
 All medical staff will have RED volunteer shirts on. They will either say MEDICAL or 
RESCUE on the back of the shirts. Should you have any issues while volunteering 
please look for these RED shirts or anyone with a radio.  
 
The medical staff will have a team located in the medical building, next to the Shell 
House in the middle of the island, and an additional team roaming the island. 
 
The Medical Building will be open an hour and a half prior to the start of the first race 
and will close one hour after the last race has finished for the day.  
 
Once the Medical Building has closed for the day, those who remain on the island for 
camping will be referred to the nearest hospital, walk-in clinic and pharmacy.  
 
Hospital: St. Catharines General Hospital 

- Located on Queenston Street 
- 905.358.3221 

 
Walk-in Clinic: Lake St. Medical Clinic 

- 589 Lake St. in St. Catharines 
- 905.937.2220 

 
Pharmacy: Lake St. Medical Clinic 

- 589 Lake St. in St. Catharines 
- 905.937.2220 

 
Once the Medical Building has closed for the day, should a medical emergency arise on 
site, we urge those involved to please dial 911.  
 
Should you have any questions about the medical procedures please ensure you ask 
right away for clarification.  
 



 

Security  
 
Security will be present at all venues.  Security will be in the form of security guards 
posted around the island. Security guards will be posted at the entrance to camping, at 
boat rentals, in the vendors’ tent and in the masters’ tent while that event is taking 
place. We can take an active part in ensuring the safety of our athletes, delegations and 
ourselves by being aware of our surroundings.   
 
If you observe anyone engaging in unsafe or hazardous activity, please find someone 
with a radio immediately.  Your responsibility is to remain calm, and to not attract undue 
attention to either yourself, or the individual/act in question. 
 
Familiarizing Yourself with the Site 

As a volunteer assigned to a specific venue you should: 
1. Determine the location and neighbouring areas of the site 
2. Take a tour of the area 
3. Familiarize yourself with the location of the nearest radio.  
4. Possess a map of the location 
5. Be aware of safety/security concerns that are special to the site 
6. Know the safety personnel onsite and/or response times for people offsite 
7. Review communication procedures and protocols  



 

Transportation and Parking 
 
Each volunteer will be provided with a parking pass for the week. This will permit one 
vehicle to the volunteer parking area each day free of charge. Should you wish to come 
and watch any of the events on a day you are not volunteering you are more than 
welcome to use your parking pass at that time as well. 
 
We also have a limited number of parking spots for the entire event so we encourage 
people to carpool or take public transit. There is a St. Catharines Transit Bus Stop at the 
top of Henley Island Road.   

 



 

Area map/Services near Henley Island 
 
- Bank Machines 

• TD Bank: 37 Lakeshore Road, St. Catharines. ~ 2.2 km from Henley Island 

• CIBC: 33 Lakeshore Road, St. Catharines. ~ 3.7 km from Henley Island 

- Currency Exchange 

• Bank of Nova Scotia: 327 Ontario Street ~ 5 km from Henley Island 
o Currencies offered: CDN, US, EURO, Sterling 

• Royal Bank of Canada: 211 Martindale Road ~ 3.4 km from Henley Island 
o Currencies offered: US, Euro, Pound, Hong Kong Dollar, Yen, Francs, 

Rupee, Australian 

- Pharmacy 

• Shoppers Drug Mart: 600 Ontario Street (905-641-8855) ~ 1.4 km from Henley 
Island 

• Martindale IDA Pharmacy: 211 Martindale Road (905-685-7117) ~ 2.2 km from 
Henley Island 

- Walk-in Clinic 

• Lake Street Medical Clinic: 589 Lake Street (905-937-2220) ~ 2.2 km from 
Henley Island.  

- Grocery Store 

• Sobeys: 400 Scott Street (905-935-9974) ~ 4 km from Henley Island 

• Zehers: 285 Geneva Street (905-646-7420) ~ 6.4 km from Henley Island 

- Variety/Convenience Store 

• Avondale Store: 551 Ontario Street (905-934-4300) 
 ~ 3.5 km from Henley Island 

• Big Bee Convenience: 569 Ontario Street (905-937-5846) 
 ~ 3.2 km from Henley Island 
 
- Liquor Store 

• LCBO: 115 Lakeshore Road (905-934-4822) ~3 km from Henley Island 

• LCBO: 311 Geneva Street (905-646-1818) ~ 3.3 km from Henley Island 

• Vineyards Estate Wines: 600 Ontario Street (905-934-7430) ~1.4 km from 
Henley Island 

 
- Post Office (inside Shoppers Drug Mart) 

• 600 Ontario Street (905-937-8266) ~ 3 km from Henley Island 
 
- Gas Stations 

• ESSO: 142 Lakeshore Road (905-646-4558) ~ 4.6 km from Henley Island 

• Petro-Canada: 533 Lake Street (905-937-7719) ~ 4.2 km from Henley Island 

- Beer Store 

• The Beer Store: 150 Lakeport Road (905-934-2208) ~1.6 km from Henley Island 



 

• The Beer Store: 120 Welland Avenue (905-685-5262) ~ 4 km from Henley Island 

• The Beer Store: 446 Scott Street (905-935-1155) ~ 4.3 km from Henley Island 

- Shopping Center/Mall 

• New Fairview Mall: 285 Geneva Street (905-937-5519) ~ 3 km from Henley 
Island 

• Pen Centre: 221 Glendale Avenue (905-687-6622) ~ 7.8 km from Henley Island 

- Places of worship 

• St Andrew’s United Church: 92 Main Street (905-935-7231) 
 ~ 1.3 km from Henley Island 

• St. John’s Anglican Church: 80 Main Street (905-935-6021) 
 ~ 1 km from Henley Island 

• Church of Christ: 439 Ontario Street (905-935-9581)  
 ~ 1.2 km from Henley Island 

• Gateway Christian Fellowship: 28-33 Lakeshore Road (905-938-8000)            ~ 
3.8 km from Henley Island 

- Hospital 

• St. Catharines General Hospital: 142 Queenston Street (905-358-3221) 
 ~9 km from Henley Island 
 
- Restaurants 

• Kilt & Clover: 17 Lock Street (905-646-8917) ~ 1.9 km from Henley Island 

• Pizza Pizza: 367 Lake Street (905-687-1111) ~ 900m from Henley Island 

• Subway: 101 Lakeport Road (905-937-7827) ~ 3 km from Henley Island 

• McDonalds: 385 Ontario Street (905-646-4450) ~ 4.2 km from Henley Island 

• Boston Pizza: 333 Ontario Street (905-688-0273) ~ 4.3 km from Henley Island 



 

Communication Guidelines 
 

The news media may want to interview volunteers during the Regatta. It is human nature to 
answer the question asked, but there will be some questions that we ask you to refrain 
from answering. We need to ensure the safety of our athletes, visitors, volunteers and staff. 
The only way to do this is to limit the number of people who speak to the media about the 
operations of this terrific event. 

 
Remember, nothing you say to a reporter is “off the record.”  
 

If you say it, they can quote you. A general rule to follow: If you are unsure how to 
answer a question, don’t answer. Direct the reporter to Renate Hodges  
(the media coordinator) at ____________________________.  

 
WHAT YOU SHOULD ANSWER 

Should you be approached, please only answer the following types of questions (if you are 
comfortable being quoted in the news media): 

 
1. Why did you chose/want/decide to volunteer for the Regatta? 
2. What is your role as a volunteer?  

a. Please use the description provided during orientation. 
 

WHAT YOU SHOULDN’T ANSWER 

Some questions that you may be asked could request your opinion on a topic. Examples of 
such questions include: 

 
1. Do you feel safe here?  
2. Is there enough security at the event? 
3. Do you think the Regatta will have a positive impact on the Niagara Region? How 

do you think the Regatta will help the region? 
 

Security is a top priority for the FISA World Rowing Masters Regatta. Our staff is working 
closely with the security on the island and the grandstands to make certain that athletes, 
guests and spectators feel safe while visiting our event. Should you be asked any of the 
questions above, please do not answer. It is best to refer the reporter to Renate Hodges at 
905-555-5555. Thank you for your cooperation. 



 

RELEASE OF FACTUAL INFORMATION 

To ensure that the media get the most accurate details about schedules and operations, 
please direct all operations-related questions to Carol Payto,  
Emily Lauer, or the media coordinator at your site. In addition, fact-finding questions 
/information requests that under no circumstance should be answered include: 
 

1. Delegation lodging information 
a. This includes the campus name as well as specific dormitory information 

2. Delegation arrival and departure times 
3. Transportation routes and times to be used by delegations 
4. Information on the lodging, transportation or schedule of dignitaries, politicians 

and special guests 
5. Methods of communication that are being used 
6. Incident-related information requests 

 
Again, the best rule of thumb is to direct media to our media coordinator, Renate 
Hodges at 905-555-5555. 
 
Thank you for helping us make the 2010 FISA World Rowing Masters a huge success. 
We appreciate your cooperation. 

 



 

Volunteer Guidelines 
 
Additional information about the regatta is available on our web site at 
www.2010fisaworldrowingmasters.com.  
 

Attendance/Check-In 

As a volunteer, we are counting on you to adhere to the schedule to which you have 
been assigned.  If for some unforeseen reason you cannot honour your commitment, 
please call the volunteer coordinator, Amanda Rogers at 905-650-8679 as soon as 
possible. Please do not attempt to switch shifts with another volunteer. While we 
understand that emergencies arise, if you do not report for your shift it not only creates 
a hardship for the other volunteers but also impacts the efficient operation of the event.  
Please do not bring anyone else with you while you are volunteering.   
 
You will be required to check-in at the start of each of your shifts.  The location is listed 
on your schedule.  You will need to show a photo ID or your driver’s license at the time 
of check-in.  You will then be directed to your post.  Please try to arrive at least 15 
minutes prior to the start of your shift.  Plan accordingly for traffic, etc.  If there is 
another shift after yours, please do not leave until at least one person from the next shift 
has arrived.  This will ensure that all pertinent information is passed along.  If you are 
scheduled for either the first or last shift of the day, there will be some opening and 
closing instructions in the Manual at your location.   
 
During your shift, keep in mind that your first priority is to ensure the efficient operation 
of your area.  Under no circumstances should your area be left unattended. 
 

Attire 

You will be provided with a volunteer T-shirt during your orientation, which should be 
worn the entire time you are volunteering.  Please do not wear your uniform when 
you are off duty or attending an event as a spectator.  Please do not alter your t-
shirt in any way.  It should be worn either tucked in or loose.  You may wear your T-shirt 
with white, black or Docker-style khaki pants, walking shorts or skorts (no denim).  No 
cargo style pants, pants that are overly baggy, etc.  Shorts should not be shorter than 5 
inches above your knee. Your appearance should be neat and clean at all times and 
please practice good hygiene and grooming. We suggest you wear comfortable shoes, 
tennis shoes or something similar.  No flip-flops or high heels.  You may also want to 
bring sun protection and headgear), along with sunglasses, fanny pack, rain poncho, 
and whatever else makes you comfortable.  This is an all-weather event so be 
prepared.  Leave your valuables at home as there will be no secured facilities where 
you can leave them.  Ladies: do not bring purses.  The Niagara Sport Commission, the 
Local Organizing Committee and/or FISA are not responsible for lost or stolen items. 
Please note that any personal items you bring with you may be subject to search. 



 

Attitude 

As a volunteer, you have a tremendous responsibility placed on you during the Regatta.  
You will be visible and accessible to athletes, delegations, coaches, sponsors, special 
guests, the general public, etc.  We expect you to display a cordial and friendly manner 
at all times.  You should be prepared to always provide great service to those who 
require assistance.  Remember, a smile goes a long way and is universal as far as 
communication – everyone understands its meaning. 
 
Please be respectful of all individuals.  Many cultures will be represented during this 
event.  Speak slowly and clearly, but not loudly, as some present may not speak 
English as a first language.  Give eye contact to demonstrate sincerity and interest.  Be 
attentive and avoid mannerisms that convey boredom or disinterest.  Do not use 
excessive friendly gestures such as touching, hugging and backslapping. 
 
Potential challenges may arise when you come in contact with an angry or unhappy 
individual.  Some unfortunate situations may lend themselves to anxiety or frustration by 
our guests.  If this occurs, please follow the helpful hints outlined below: 
 

• Stay calm as you listen to the complaint 

• Convey a feeling of a “willingness to help” 

• Acknowledge their complaint and express empathy 

• Restate their concern for clarification 

• Resolve their concern independently if you have the appropriate information, or 
by referring them to the best available resource – if necessary escort the guest to 
their destination; however do not leave the area unattended 

• Thank the individual for his/her patience and understanding as you attempt to 
find an answer 

 

Benefits 

• Commemorative FISA World Rowing Masters Volunteer T-shirt 

• Complimentary Parking  

• Meal and Beverages while Volunteering 

• Volunteer Appreciation Barbeque at the end of the event 
 
You will receive the above benefits at registration, during orientation or throughout the 
course of the event. 



 

Code of Conduct 

Please keep in mind that while you are volunteering you are representatives of FISA, 
the Niagara Sport Commission, the Niagara Region and all of our sponsors and 
partners. Some things to keep in mind: 
 

1. Smile at all times. 
2. Be patient with visitors – some may not understand English well. 
3. Never say “I don’t know,” “I can’t help you,” or “It’s not my job.” 
4. Always say, “I will help you” and then seek the answer. 
5. Please make all visitors and guests feel welcome and comfortable, this 

includes escorting someone who is lost or confused. 
6. DO NOT ask competitors, coaches, officials, celebrities, politicians, etc. for 

autographs, photographs or for anything, i.e. give-a-ways, while in uniform. 
7. Volunteers must wear the volunteer uniform during their volunteer shifts. 

Please also wear conservative make-up; limit use of accessories with the 
uniform; facial hair should be well trimmed; wear a belt if pants or shorts have 
belt loops. No cargo style pants, no overly baggy pants, no denim. 

8. Volunteers shall not smoke or consume food while at their post.  
Consumption of alcoholic beverages or use of any controlled substance is not 
permitted while in your volunteer uniform. Additional behaviour that is 
prohibited while in uniform includes, but is not limited to: gambling, making 
threats or engaging in criminal acts or disruptive behaviour and abandonment 
of post. 

9. Personal cell phones/pagers should be on vibrate and used only in an 
emergency.  Under no circumstances should you stop performing your duties 
or assisting a guest to take a call or respond to a message.  Inform your 
employers, family, friends, etc. that you will be unavailable for the time you 
are volunteering. 

10. Please do not bring anyone else with you to your assigned shift unless that 
person is also scheduled to volunteer on that date, at that time and at that 
location. 

11. Please conduct yourself in a courteous, professional manner and refrain from 
making any negative or derogatory comments about competitors, coaches, 
officials, celebrities, politicians, sponsors or their products. 

12. Bribes, tips and gifts must not be accepted.   
13. Event signage is paid for by the organizing committee or official sponsors.  Do 

not remove signage or banners in any area.  Activity of this nature will be 
considered theft and dealt with accordingly.



 

Code of Conduct (continued) 
 
14. Volunteers shall not speak for or represent FISA to the media.  Official 

questions regarding the FISA should be directed to the Renate Hodges.  If 
you are approached by the media, you may respond to questions that are of a 
personal nature, such as “why did you decide to volunteer,” or “are you 
enjoying being part of this event.”  Please keep your answers pleasant, brief 
and courteous. For more detailed information see the Communication 
Guidelines within this handbook.  

15. Avoid personal and physical confrontations with competitors, coaches, 
officials, celebrities, politicians, other volunteers, etc.  If you need help, call a 
uniformed security guard or police officer. 

16. You should only be in your assigned area when you are scheduled.  We ask 
that you do not be present in an area with restricted access at any time other 
than when you are scheduled. 

17. Volunteers who are uncooperative or derelict in their assigned duties or who 
are in flagrant violation of any of the above while wearing the volunteer 
uniform, whether on duty or off, will be escorted off the premises.  

 

Customer Service 

We want you to consider every person you come into as our customer or guest.  We 
want them to walk away from your encounter with the feeling that they/their problem 
was the most important thing to you at the time.  Whether it’s an athlete, coach, 
spectator or another volunteer we want them to remember the 2010 FISA World Rowing 
Masters as the best event they’ve ever attended and talk about how great the 
volunteers were. You are the largest, most recognizable group to the athletes, 
delegations and spectators.   
 
Customer Service means: 
 

• Going beyond what is expected 

• Doing ordinary things extraordinarily well 

• Being friendly, eager to please, attentive, upbeat, knowledgeable, interested 

• Being polite, saying things like “Hello,” “Welcome,” “How may I help you,” “Thank 
you,” “Please,” etc. 

• Using the appropriate tone of voice, speaking clearly, using the appropriate body 
language – first impressions are lasting impressions 

 
When it comes to customer service, remember the Golden Rule, treat others as well, 
or better, than you would want to be treated.   



 

Emergency Telephone Number 

If an emergency arises and your family needs to contact you, they should call the 
regatta office at 905.555.5555. 
 

Equipment 

Your assignment may require the use of a radio, cell phone, or computer.  If this is the 
case, please understand that these devices are the property of the 2010 FISA World 
Rowing Masters and are on loan for the event.  They should only be used for official 
FISA business in the course of your assignment.  They are not to be used for personal 
use.  Protocol and procedures for use of the equipment will be at each post.  Please 
review this information prior to use. 
 

First Aid 

See the Medical Services Section elsewhere in this handbook. 

Meals/Beverages/Breaks 

Volunteers will be provided with a meal for each 4-hour shift worked. A ‘floater’ 
volunteer will come to your post to cover for you while you take a meal break. Should 
you be in a remote area such as the timing tower, grandstands or boat holding on the 
docks a meal will be delivered to you.  

 
A voucher system will be used for the distribution of meals. Each volunteer will be 
provided with a voucher upon check-in for a nominal value. These vouchers can be 
redeemed at the Official Food Vendors located in the Hospitality (aka “Masters”) Tent.   

 
Please keep in mind your first priority is to ensure the efficient operation of your area. 
Under no circumstances should your area be left unattended. If you should need an 
additional break, please make sure your post is covered. 
 

Parking 

One of the benefits of volunteering is complimentary parking.  You will receive a parking 
pass that must be displayed on the vehicle to gain access. If at all possible we 
encourage you to carpool and/or use Public Transportation.   

 
Physically Challenged Guests 

Please be sensitive to our guests with disabilities.  It is easy to confuse disability with 
handicap.  A disabling condition may or may not be a handicap.  Place the guest first 
and the condition second. 



 

Restrooms 

Portable restroom facilities are located throughout the entire event site at various locations.   
 

Lost and Found 
The Lost and Found will be located in the Regatta Office. Should you find an item or have 
someone inquiring about an item they have lost please direct them to the Regatta Office. 
The Regatta Office will be open 8am to 6pm each day.  

 

Schedule 
Volunteers will receive their schedule based on their availability and preferences by August 
20th, 2010. We will do our best to schedule you in your number one preferred area but keep 
in mind we are coordinating a large number of volunteers through various areas and we 
might not be able to give everyone their first choice.  

 
 

THANK YOU! 
 WITHOUT YOUR ASSISTANCE THIS EVENT WOULD NOT BE POSSIBLE. 

 
 
 
 
 
 
 
 
 
 
 

 
  


