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SIMPLY PUT,
WE EXIST TO
SAVE LIVES.
The sight of a red STARS helicopter is a beacon of hope
for those in their moments of need. Since we embarked
on our first mission in 1985, we have existed to provide
a safe, rapid, highly specialized emergency transport
system for the critically injured.

WHO WE ARE

SIMPLY PUT,
WE FIGHT
FOR LIFE.
The sight of a red STARS helicopter is a beacon of

offering hands-on training to rural medical providers
or providing rapid, emergency medical transportation
for the critically ill and injured, we work to anticipate
and act when people need our help.

ORIGIN

WE STRADDLE
THE THIN LINE
BETWEEN LIFE
AND DEATH
DAILY.
In that narrow space where every second matters.
Where every action taken dramatically affects the
outcome. In this tiny sliver of space where life
hangs in the balance, we thrive.

ORIGIN

STARS WAS BORN OUT OF NECESSITY.
Too many people living in
rural areas were dying
needlessly. People

When our first helicopter took flight in 1985,
we radically changed the way critical care
was delivered. We built a community of
allies in our fight to better deliver the care
people really needed.

they needed fast enough.
We
and watch any longer.

Today we continue that fight for life. We
fight as innovators. As boundary-pushers.
We fight as world leaders in emergency
medical care. We fight because every life is
worth it. Hope only survives when we fight
together. And the courage to fight for life is
within us all.
Together, we are all STARS.

ORIGIN

PUT THE RIGHT
TOOLS IN THE HANDS
OF THE BEST TALENT
JUST SAVE TIME.

TIME / TOOLS / TALENT

TIME IS
SURVIVAL.

THE RIGHT TOOLS
FOR THE JOB.

TRAINING THEM
SAVES LIVES.

Saving lives requires saving
time. Flying helicopters
shortens long distances, and
patients begin receiving care
immediately from our
paramedics, nurses and
transport doctors. The STARS
Emergency Link Centre
coordinates hundreds of calls
each week, helping our crew
locate and begin to care for
patients faster.

Our most visible tools are our
fleet of red helicopters. They
can cover remote distances
much faster than ground
transportation. Every STARS
helicopter, education unit and
hanger is equipped with the
most advanced training
equipment available today.

Assembling a team of lifesaving professionals requires
each member to receive the
training to build the skills that
save lives. Every patient aboard
a STARS helicopter is in the
care of a crew who excel and
innovate in their roles.

TIME / TOOLS / TALENT

OUR PROGRAMS

EMERGENCY MEDICAL
COMMUNICATIONS
This is the Emergency Link Centre (ELC),
located at the Calgary Base.

The ELC works with first responders,
government agencies, and industry partners
to locate patients and get them the help
that they need.
Critical Patients In Alberta and
Saskatchewan, the STARS ELC coordinates
hundreds of calls each week to help our
crew located and begin to care for patients
faster.
The ELC handles an average of 88
emergency requests each day.

OUR PROGRAMS

PATIENT CARE AND TRANSPORT
This is the part where our pilots, air medical
crew, and 11 helicopters at six bases come
in.
Every mission has two pilots, one registered
critical care nurse, and one advanced life
support paramedic on board. Some missions
also have a transport physical on board.
STARS flies two models of helicopter (BK
117 and AW 139), both with highly
specialized medical interiors.

OUR PROGRAMS

PATIENT CARE AND TRANSPORT
STARS brings the skills and technology of
the emergency room directly to the patient.
On board each flight, our crew of
paramedics, nurses and transport physicians
ensure patients receive the highest level of
care available on their way to the hospital.
Our aviation crew consists of pilots and
engineers who ensure our fleet is reliable
and safe so that patients receive the
specialized care they need sooner.
The referral emergency physician provides
oversight during all missions and
participates as a flight crew member on
approximately 5 per cent of patient
transports.

OUR PROGRAMS

PATIENT CARE AND TRANSPORT
The dark circles are within a one-hour flight range of a STARS base.

The lighter circles are within a two-hour flight range of a STARS base.

OUR PROGRAMS

PATIENT CARE AND TRANSPORT
In 2016/2017, there were 3,022 missions across
Western Canada. STARS has flown more than
36,000 missions since 1985.

You can learn more about our crews and
helicopters at:
http://www.stars.ca/what-we-do/helicopterair-ambulance

OUR PROGRAMS

EDUCATION AND TRAINING
STARS is committed to providing continuing
education and professional development
opportunities for our partners. These
include our:
• Mobile Education Units.
• STARS Academy.
• Research activities.
• Operational outreach program.

OUR PROGRAMS

EDUCATION AND TRAINING
STARS Academy
This outreach education program is
available to rural and urban emergency
service providers in air medical care, critical
care transport, and system access.

Training is 20 weeks long and includes
online learning, classroom and lab sessions,
and flight practicums that cover the
fundamentals of critical care and transport
medicine.
This course is offered in partnership with
the University of Calgary Continuing Medical
Education Department.

OUR PROGRAMS

EDUCATION AND TRAINING
Outreach and Research
The Operational Outreach Program is
designed specifically for emergency and
medical personnel. Topics covered during an
Operational Outreach session include:

✱ How to access STARS.
✱ Landing zone preparation and helicopter
safety.
✱ Preparing a patient for air medical
transport.
STARS explores and participates in research
to enhance our patient care and transport
program.

OUR PROGRAMS

FUNDRAISING AND COMMUNITY
PARTNERSHIPS
STARS works with three provincial governments
and more than 45,000 donors to make
everything that we do possible.
Fundraising is led by the STARS Foundation and
a wide variety of fundraising tools are used:
✱ Major gifts from individuals and
organizations.
✱ Sponsorships.
✱ Peer-to-peer fundraising events.
✱ Galas and other special events.
✱ Annual and monthly giving.
✱ Direct mail.
✱ Lotteries.
✱ Calendar and merchandise sales.
✱ Planned giving.

OUR PROGRAMS

ROLE OF VOLUNTEERS AT STARS

WHAT IS AN ALLY?
Our allies are individuals
and organizations who
help us soar. Their
support drives our passion
and our innovation as we
deliver vital care to those
who need it the most.

ROLE OF VOLUNTEERS AT STARS

Why use Volunteers?
At STARS, volunteers like you help us:
- Increase our capacity so that we can
do more than we could with
employees alone.
- Connect with our communities.
- Build stronger relationships with our
supporters.

WHAT DO VOLUNTEERS DO?
Most STARS volunteer jobs are in our
fundraising and community partnerships
programs; some examples are:
✱ Working with guests and donors at galas,
golf tournaments, trail rides, and other
fundraising events.
✱ Sharing the STARS story at trade shows.
✱ Accepting donations at an event on
behalf of STARS.
✱ Helping out with administration at a local
STARS base.

ROLE OF VOLUNTEERS AT STARS

Sometimes our Very Important Patients
(VIPs) volunteer to share their personal
story at special events, with the media,
or in STARS publications like the
calendar.
Please note that due to the highly
specialized and critical nature of the
work that is done by our operational
teams, volunteers are not used in
aviation, medical, engineering, or
emergency communications roles.

HOW DO VOLUNTEERS AND STAFF
WORK TOGETHER?
All STARS employees and volunteers are
expected to follow STARS values:
o Safety
o Teamwork
o Accountability
o Respect

o Spirit

While volunteers and staff do different jobs,
we are all working together as a team using
the same values to provide time and hope
to critically ill and injured patients.

ROLE OF VOLUNTEERS AT STARS

SUPPORTING YOU
When you become a volunteer
When you become an active STARS volunteer,
the STARS volunteer office located at the
Calgary base will:
✱

happening with the volunteer program and at
STARS.
✱ Send you volunteer requests for events in
communities near you by email or by phone.
✱ Maintain and update your STARS volunteer
records and contact information.

STARS staff from other parts of the organization
may also start to contact you directly to ask
you to volunteer at a smaller event or for a job
that requires specific skills or experience that
you may have.

ROLE OF VOLUNTEERS AT STARS

SUPPORTING YOU
When you sign up for a volunteer job
When you agree to do a volunteer job (either through
the volunteer program office or another STARS team
member), you will:
✱ Receive a confirmation that you are signed up for
the job.
✱ Receive a job description and safety information.
✱ Receive information about who your supervisor is
for the job and how to contact them.
If you have any questions about the job, safety, or
the activity after you receive this information, you
can ask your assigned supervisor, the volunteer
program office, or the STARS employee who asked
you to do the job.

ROLE OF VOLUNTEERS AT STARS

SUPPORTING YOU
On the job
For most jobs, you will be working together with
STARS employees or other volunteers. At the
start of your shift, you will:
✱ Check in.
✱ Receive any job specific training.
✱ Receive any site safety information.
✱ Receive any nametags or equipment you
need.
Sometimes, you may be asked to do a job on
your own; for these jobs, you will be asked to
check in by phone or text.

During your shift, you will be able to contact
your supervisor with any questions or concerns
you may have.
At the end of each shift, you will check out with
your supervisor.

ROLE OF VOLUNTEERS AT STARS

SUPPORTING YOU
After the job
After you complete a volunteer job, you may
receive feedback from STARS if your supervisor
was unable to give it to you during your shift.
After you complete a volunteer job, you will also
have the chance to provide feedback to STARS
on your job and the activity that you
volunteered at.

ROLES OF VOLUNTEERS AT STARS

ENDING YOUR VOLUNTEER STATUS
At some point, you may decide that you would like to stop volunteering with STARS; this is okay, it may
be because something in your life has changed, because you are choosing to give your time somewhere
else, or because you would like to support STARS in a different way.

You may choose to end your volunteer status with STARS by:

✱ Giving written notice to STARS.
✱ Declining to complete a screening or training requirement.
✱ Allowing more than 24 months to pass without a recorded volunteer shift with STARS.

STARS policies and procedures also allow STARS to end your active volunteer status in certain situations.

ROLES OF VOLUNTEERS AT STARS

If at any time you have questions or concerns about how STARS
works with and supports volunteers, please talk to your supervisor
or reach out to us at:
volunteer@stars.ca
1-855-616-4847

ROLES OF VOLUNTEERS AT STARS

VOLUNTEER CODE OF CONDUCT

WHAT IS A CODE OF CONDUCT?
A Code of Conduct is a written agreement between you, as a volunteer, and STARS that
describes how you agree to act while you are volunteering.
observable behaviours.
How volunteers behave is important because it affects what people in our communities believe
about STARS.
The Code of Conduct is not meant to cover all situations; in those situations you are asked to
be mindful of STARS values, use good judgment, and contact a STARS employee for guidance.

VOLUNTEER CODE OF CONDUCT

STARS VALUES
Safety
Teamwork
Accountability

Respect
Spirit

VOLUNTEER CODE OF CONDUCT

SAFETY
• I understand and follow safety procedures.
• When I am unsure of a policy or procedure, I will ask for more information.
• When I see a safety issue, I will report it.
• I help other people notice hazards and stay safe.
• I will respect and obey the laws of all jurisdictions where I volunteer.
• I will report any illegal or unethical behaviour to STARS.
• I will abstain from any use of alcohol or drugs prior to and while volunteering with STARS.

VOLUNTEER CODE OF CONDUCT

TEAMWORK
• When a job needs doing, I will help my team get it done.

• I work to understand my job and how it fits into the team.
• I help other people by sharing information and helping them understand their jobs.

VOLUNTEER CODE OF CONDUCT

ACCOUNTABILITY
• I understand what my responsibilities are and do my best to meet them.
• I follow through on my commitments and show up when I promise to.
• I accept and use feedback to improve.
• When there is an issue or I see things that could be improved, I give timely feedback to STARS.
• I disclose conflicts of interest.

VOLUNTEER CODE OF CONDUCT

RESPECT
• I treat others the way that I would like to be treated.
• I recognize and appreciate the value of other team members and the contributions that they make.
• I try to understand the expectations that others have of me.
• I engage in positive conversations and avoid gossip.
• When people share concerns or criticisms, I pass these along to the right person instead of trying to deal with
it myself.

VOLUNTEER CODE OF CONDUCT

SPIRIT
• I believe in the STARS mission and that STARS helps my community.
• I feel that STARS values align with my personal values.
• When I volunteer, I know that I am an ambassador for STARS and people look to me as an example.
• I understand that every volunteer and staff person is here to support the STARS mission.
• I recognize and celebrate that the people that I work with have different motivations for volunteering.

VOLUNTEER CODE OF CONDUCT

If at any time you have questions or concerns about the Volunteer
Code of Conduct, please talk to your supervisor or reach out to us at:

volunteer@stars.ca
1-855-616-4847

VOLUNTEER CODE OF CONDUCT

CHARITABLE FUNDRAISING

STARS IS A CHARITY
STARS is a charitable, non-profit organization, and the
STARS Foundation is the fundraising arm of the
organization. Funding is met through donations received
from individuals, service groups, business and
corporations, municipalities, and through collaborative
agreements with provincial governments.

The incredible ongoing support of the community helps
us continually enhance our innovative and leading-edge
air medical programs and service.

CHARITABLE FUNDRAISING

DONOR RELATIONS
General Principles
All STARS volunteers and employees end up
talking with donors and prospective donors, so
we all have a shared responsibility to treat
people with dignity and respect.
When we are seeking funds on behalf of STARS,
we must:
✱ Act with fairness, integrity, and in
accordance with laws.
✱ Stop contacting donors who do not wish to
be contacted.
✱ Disclose any real or apparent conflicts of
interest.
✱ Not accept donations for purposes that are
inconsistent with our vision, mission, and
values.

CHARITABLE FUNDRAISING

DONOR
RELATIONS
Talking with donors
When we are talking with donors, we must always:
✱ Be truthful.
✱
activities.
✱
✱ Tell people why we are asking for donations (your
supervisor will tell you this as part of your
training).
✱ Tell people whether their gift qualifies for an
official income tax receipt (your supervisor will tell
you this based on the event).
✱ Disclose whether you are a volunteer, employee,
or contractor of STARS.
If a donor or member of the public ever asks you a
information and their question so that a STARS
employee can contact them with the correct
information later.

CHARITABLE FUNDRAISING

DONOR RELATIONS
Donor requests
Donors may ask STARS to change how it
contacts them; this includes requests to:
✱ Limit the frequency of contact.
✱ Not be contacted by phone, email, or other
technology.
✱ Receive printed material about the
organization.
✱ End all contact.
STARS honours and respects these requests.
If you are speaking with a donor and they ask
for any of these things, then you should:
✱
✱
✱
Foundation employee as soon as possible.

CHARITABLE FUNDRAISING

DONOR RELATIONS
Fundraising policies
If you follow the directions given in this section, you
policies.
STARS has very detailed fundraising policies that are
used and updated regularly, these policies cover:
✱ When official income tax receipts may be issued.
✱ How STARS finds and builds relationships with
donors.
✱ How STARS shares information with donors and
people in the community.
✱ What types of gifts STARS will accept.
✱ How STARS recognizes and celebrates donors.
Because laws, regulations, and policies can change
from time to time, it is very important that you listen
to and follow any directions from your supervisor at
the start of every shift.

CHARITABLE FUNDRAISING

DONOR RELATIONS
Fundraising policies
There are three important things that come
up frequently:
✱ Prizes: where there is a raffle, live
auction, or tournament at an event that
benefits STARS, STARS volunteers and
employees should not compete against
guests for prizes.
✱ Tips: if you are offered a tip for your
volunteer work, it should be treated as a
cash donation to STARS.
✱ Dress Code: the dress code for events
and fundraising activities varies; if no
dress code is given, please assume that
it is smart business casual that is
appropriate for the season, safety
concerns, and weather.

CHARITABLE FUNDRAISING

If at any time you have questions or concerns about how STARS
follows the rules that govern fundraising, please talk to your supervisor
or reach out to us at:
volunteer@stars.ca
1-855-616-4847

CHARITABLE FUNDRAISING

SAFETY

STARS deals with the
results of unsafe
decisions in the
community every day.
We value safety. We owe
it to ourselves, our
patients, and the
community to work safely.
SAFETY

STARS Responsibilities
STARS has a responsibility to:
✱ Listen when you tell us that something is unsafe.
✱ Work with internal teams, vendors, and partners to understand the risks of what we do.
✱ Improve the safety of our jobs and work sites.
✱ Give you information about risks and hazards so that you can keep yourself safe.

SAFETY

Your Responsibilities
You have a responsibility to:
✱ Tell us when something is unsafe.
✱ Read safety information that STARS shares with you.
✱ Participate in safety training and briefings.
✱ Follow all safety rules and guidelines.
✱ Use any personal protective equipment required for a job.

SAFETY

Your right to refuse
You have the right to refuse unsafe work and a responsibility to tell us when you do so that we can work together
to make it safer for everyone.

SAFETY

SAFETY NEVER STOPS
No job and no work site is ever perfectly safe.
It
together to improve safety over time.
Some of the most important things that you can do to improve safety for everyone are:
✱ Arrive for jobs well rested, calm, and sober.
✱ Insist on doing jobs the right way instead of the easy way.
✱ Offer to help other people who are having trouble.
✱ Speak up if something seems unsafe.

SAFETY

If at any time you have questions or concerns about your safety,
want to report unsafe work conditions, or want to report an incident
or near miss, please talk to your supervisor or reach out to us at:
volunteer@stars.ca
1-855-616-4847

SAFETY

PRIVACY AND CONFLICT OF INTEREST

PRIVACY AND CONFIDENTIALITY
Privacy refers to the steps that STARS
takes to protect your personal information
as a volunteer.
Confidentiality refers to what we all do
(including you) to protect the privacy of our
organization, patients, donors, volunteers,
employees, contractors, and community
partners.
The same general policies and rules apply to
both your privacy and our expectations of
you to keep confidential information
confidential.

PRIVACY AND CONFLICT OF INTEREST

VOLUNTEER PRIVACY
Generally, STARS will protect your privacy
by limiting the collection, storage, and use
of your personal information to only what is
needed to:
✱ Determine your suitability for volunteer
roles.
✱ Ensure that you are trained for your
volunteer roles.
✱ Communicate with you about STARS and
its volunteer program.
✱ Communicate with your emergency
contacts or next of kin in the event of an
incident involving you.
✱ Recognize your contributions as a
volunteer.
✱ Measure and reporting volunteer impact.
✱ Manage organizational risk.

PRIVACY AND CONFLICT OF INTEREST

CONFIDENTIALITY
What is confidential
• Confidential information is information of
a proprietary, technical, business,
personal, or financial nature, and includes
all information that might be of use to
others if disclosed.
• STARS has policies and systems in place
to protect confidential information.
• During the normal course of your
volunteer work, you may become aware
of confidential information.

PRIVACY AND CONFLICT OF INTEREST

CONFIDENTIALITY
How you help protect
confidential information
•

You are expected to NOT disclose
confidential information to any person
outside of STARS unless authorized to
do so or legally compelled.

•

You are also expected to take
reasonable care to protect confidential
information from theft or unauthorized
access, alteration, or misuse.

PRIVACY AND CONFLICT OF INTEREST

ACCESS TO RECORDS
Authorized
volunteer records and in what situations
they can access your record:
✱ Electronic records are stored behind
passwords.
✱ Paper records are stored in a secure
cabinet.
You may access copies of your personal
volunteer records held by STARS by
contacting volunteer@stars.ca; you may also
request corrections to your records.

PRIVACY AND CONFLICT OF INTEREST

ACCESS TO RECORDS
Unauthorized
Breaches of privacy and confidentiality can
happen because of:
✱ Loss of records.
✱ Theft of records.
✱ Intentional or accidental disclosure.
✱ Unauthorized access to records or
systems.
✱ Unauthorized copying of records.

✱ Unauthorized alteration or destruction of
records.
If you believe that there has been a breach
of privacy or confidentiality then report it
immediately to privacy@stars.ca.

PRIVACY AND CONFLICT OF INTEREST

CONFLICT OF INTEREST
Responsibility to report
•

A conflict of interest can happen when a
person uses a position with STARS to gain a
personal benefit for themselves, friends, or
family members at the expense of STARS or
its patients.

•

You may find yourself in a potential conflict
of interest because of a volunteer position
you are in, a decision you are asked to help
make, or information that you have access
to.

•

If you might have a conflict of interest, you
are expected to report it to STARS.

•

In most cases, you will be able to work with
STARS to resolve conflicts of interest in
good faith.

•

In some cases, you may be asked to step
back from a discussion, decision, or role
because of a conflict of interest.

PRIVACY AND CONFLICT OF INTEREST

If at any time you have questions or concerns about privacy, confidentiality, or
conflicts of interest, please talk to your supervisor or reach out to us at:
volunteer@stars.ca
1-855-616-4847
You can also contact the STARS Privacy Officer at:
privacy@stars.ca

PRIVACY AND CONFLICT OF INTEREST

REVIEW
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REVIEW

YOU SHOULD NOW:
1.

Have general knowledge of what STARS does and the values that guide our work.

2.

Understand how volunteers like you contribute to our mission.

3.

Understand how you and STARS work together to keep you safe when you
volunteer.

4.

Understand the most important policies that affect you.

If you have any questions, concerns, or thoughts about what you have learned during
this orientation, please reach out to us at:

volunteer@stars.ca
1-855-616-4847

REVIEW

NEXT STEPS

CONGRATULATIONS!
• You have finished orientation.
• Once we know that you are done, you will start to receive
the STARS Dispatch, our volunteer newsletter, and
requests for volunteers in your community by email.
• As long as your screening is complete, you can now sign
up for your first volunteer job.

NEXT STEPS

WANT TO LEARN MORE?

LEARN MORE
Visit the STARS website:
✱http://www.stars.ca/
Read Horizons, our newsletter:
✱http://starshorizons.ca/
Watch The Golden Hour: The STARS Air Ambulance Story:
✱https://www.youtube.com/watch?v=-o3A9KfR86Y

THANK YOU!

