
Topics for Sharing (formerly District Liaison Report) 
Member Services Committee Meeting March 9, 2021 | RTOERO Zoom 

Videoconference 

This document has been sent to district presidents, first vice-presidents, member 
services coordinators, goodwill reps, recruitment contacts, board of directors, committee 
chairs and RTOERO staff. 

If you are no longer in one of these roles, please advise membership@rtoero.ca. 

The Board of Directors has amended the Committee Mandate and Terms of Reference 
for 2020-21.   

• The Member Services Committee is no longer responsible for the recruitment of
new members and for RPW’s.  Future concerns need to be addressed to the
Marketing and Communications Committee which is responsible for attracting
new members. For your information: virtual workshops are working really well.
More dates have been added for spring sessions: there are weekly two virtual
workshops in English and one in French. Slide decks have been revamped to
improve the presentation.

• The Member Services Committee is responsible for the needs of the current
members, the recruitment of members for succession planning and volunteer
engagement.  Legal documents and Goodwill are also part of the mandate of this
committee.

Districts are encouraged to remind their members of the importance to update personal 
information.   

Contact RTOERO by email membership@rtoero.ca or phone 1-800-361-9888 to: 

• Provide or update email address
• Update mailing address or phone number
• Update or change district preference – for example, if moving to another region

of Canada
• Change language preference for any communication materials

If there are questions about ordering items from the E store, contact customer service 
by phone or email.  The contact information is on the E store webpage. 
https://www.rtostore.ca/  
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Goodwill: 
Zoom meetings are being planned for the District Goodwill Representatives. Updated 
Goodwill Guidelines for 2021 with its Appendix, the Summary of Legal Responsibilities/ 
Liabilities for Goodwill Representatives, and the Personal Record of Important Data and 
Documents will be provided to participants.   

The Personal Record of Important Data and Documents is now available on the 
resources page of the RTOERO website.  It is intended be filled out, printed and kept in 
a safe place. It can be found at https://rtoero.ca/how-to-create-an-inventory-of-
important-documents-and-contacts/   

Certificates for members who turn 100 years old will be sent from the RTOERO office, 
along with birthday greetings. Members over 100 years also receive free membership. 

Legal Documents: 
The Guide for RTOERO members wishing to visit fellow members in hospital, retirement 
or long-term care facility is now ready for distribution in districts: Summary of Legal 
Responsibilities/Liabilities for Goodwill Representatives. 

Succession Planning / Volunteer Engagement: 
A description of the roles of the executive: President, First Vice-president, Secretary 
and Treasurer is available to the districts. Training in Diversity and Inclusion is being 
planned. 
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Summary of Legal Responsibilities/Liabilities 
for Goodwill Representatives 

A Guide for any RTOERO member wishing to visit fellow members in a 
hospital, retirement or long-term care facility 

The following protocol is based upon legal advice.  While legislation and case law does 
not generally focus on duties or liabilities applying to visiting members of the public, 
information contained in the Long-Term Care Homes Act, 2007 (LTCHA) and the 
Retirement Homes Act, 2010I (RHA) provides guidance on how RTOERO members 
should behave when visiting patients/residents of various facilities. 

Issues 
• Should the families of patients/residents in such facilities be informed before a

fellow RTOERO member visits?
• If patients/residents share information about the personnel in their facility, do

visiting RTOERO members have a duty to report that information?
• If patients/residents share information about family members, especially in a

derogatory way, or makes requests about legal matters such as estates or wills,
what should the visiting RTOERO members do?

• If patients/residents lacking legal capacity make false comments about visiting
RTOERO members (e.g., that the RTOERO members tried to harm them), what
should the visiting RTOERO members do?

• If patients/residents make false claims against visiting RTOERO members, what
actions should the RTOERO members take?

Visiting Members 
• Residents of facilities such as long-term care homes and retirement homes have

the right to meet with visitors of their choice, as well as do patients in hospitals.
• If desirous of visiting members in hospitals, long-term care homes, retirement

homes, and hospitals, Goodwill Representatives and other members must call
ahead to determine the status of the patients/residents prior to visiting them to
ensure a visit on the planned day is appropriate.

• Members visiting fellow members should make clear the purpose of their visit –
of a “goodwill nature”, to bring greetings on behalf of RTOERO and District,
cheer up, etc., and, if warranted, to state that they are not available/qualified to
provide advice on financial, medical or legal matters.

• It is advisable that members visiting fellow members in one of these settings
should do so in pairs.  In the event that the member being visited accuses the
Goodwill Representatives/other members of inappropriate behaviour, there is a
fellow RTOERO member present to corroborate that proper decorum was
followed.

• In order to avoid complaints from residents, visiting RTOERO members should
ensure that the needs and wishes of the patients/residents are respected.

• Accordingly, RTOERO members normally would not need to inform the family of
patients/residents before going to visit, provided that the patients/residents are
agreeable to meeting with RTOERO members.
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• If RTOERO members are meeting with patients/residents in private and an
individual patient/resident starts behaving erratically or disruptively, RTOERO
members should immediately seek facility staff for assistance rather than
attempting to control the situation on their own.

Visiting Members Lacking Legal Capacity 
• Different considerations may apply in circumstances where patients/residents

lack legal capacity. Such patients/residents may have a substitute decision-
maker who oversees all aspects of the individual’s treatment and care.

• In cases where patients/residents are incapable, RTOERO members may wish to
notify family members in advance in order to ensure that such visits are
consistent with the individual patient’s/resident’s needs and abilities.

• Both the LTCHA and the RHA define “incapable” as meaning “unable to
understand the information that is relevant to making a decision concerning the
subject matter or unable to appreciate the reasonably foreseeable consequences
of a decision or a lack of decision”.

• It is important to note that capacity is determined with respect to the subject
matter or decision at issue, and is not an all-or-nothing concept. For example, a
person who lacks the capacity to appreciate the reasonably foreseeable
consequences of a particular medical procedure or medication may still have the
capacity to decide whether or not he/she wants to meet with certain visitors.

• When meeting with incapable patients/residents in particular, it is advisable to
meet in public areas of the facility where staff members are able to oversee the
interaction (provided that the patients/residents are comfortable and able to do
so).

• Visiting RTOERO members may also consider having an individual incapable
patient’s/resident’s family member or other trusted person attend the meeting as
well.

Harm/Abuse of Patients/Residents who are Members 
• There are legislative duties to report that apply in circumstances where a person

has reasonable grounds to suspect that harm or abuse of patients/residents has
occurred or may occur.

• If patients/residents tell a visiting RTOERO member derogatory information about
a family member that does not raise any concerns regarding abuse or other
misconduct, then the RTOERO member does not need to respond to this
information at all and should instead remain focused on the matters that the
member is there to discuss.

• If, however, patients/residents tell a visiting RTOERO member that family
members or facility personnel are abusing them, attempting to misuse or
misappropriate their money, or otherwise causing harm or a risk of harm to the
patients/residents, then this may trigger the duty to report under the LTCHA or
the RHA, even though the family member is not a staff member of the facility.
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Requests about Legal Matters 
• If patients/residents ask or make requests about legal matters, the visiting

RTOERO members should make it clear that they do not have the authority to
assist with these matters.

• RTOERO members should not attempt to provide legal advice or claim to be able
to assist patients/residents with legal matters. Instead, members should direct
the patients/residents to discuss these issues with their attorney, or substitute
decision-maker if they are incapable.

False Allegations Made by Patients/Residents 
• Though unlikely that patients/residents would knowingly or maliciously make

false allegations, other than perhaps a member lacking legal capacity, (e.g.,
dealing with dementia), this may occur.

• If patients/residents began to behave erratically or disruptively, RTOERO
members immediately should seek out facility personnel for assistance rather
than trying to control the situation alone.

• When meeting with patients/residents who are lacking legal capacity, it is best to
notify their family in advance so a family representative can be present.  As well,
the meeting should be in a public area of the facility so staff are able to oversee
the interaction that occurs in a visit.

• In the event that patients/residents, likely one lacking legal capacity, make false
allegations which lead to an investigation, RTOERO members should cooperate
fully with the investigating body.  This may involve meeting with investigators and
providing documents or information regarding the alleged incident and the
reasons for the visit.
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Job Title: President/Vice President Date: January 2021 

Department: Local District Position Type: Volunteer  

Liaises with: Board of Directors Location: Remote 

JOB DESCRIPTION 
POSITION SUMMARY: 
The President is responsible to provide leadership to the District Executive and to the principal liaison within the 
RTOERO Office and the Board of Directors. 

The Vice President will assume the duties of the President in the President’s absence. 

TIME COMMITMENT: 
An average time commitment of 15-20 hours per month. 

RESPONSIBILITIES, ACCOUNTABILITIES / DELIVERABLES: 
• Overseeing all activities of the Executive at the District level;
• Leading and ensuring that the work of the District aligns with RTOERO’s Strategic Plan;
• Preparing Districts Annual Report;
• Attending all District Executive meetings and executing responsibilities as required;
• Convening and chairing regular and special meetings of the District Executive and membership meetings;
• Serving as an ex-officio member on all District Standing Committees;
• Acting as a Signing Officer for the District;
• Ensuring the goals of the District are being met, and that the District abides by its established District

Governance policies;
• The Vice President assumes the role and duties of the President in their absence or if they are no longer

able to continue; and
• The Vice President assists the President as needed.

QUALIFICATIONS AND REQUIREMENTS: 
• Leadership experience;
• Knowledge of the community;
• Commitment to RTOERO and its mission, vision and strategic decisions;
• A commitment of time;
• Openness to learning; and
• Ability to deliver presentations

PHYSICAL REQUIREMENTS AND WORK ENVIRONMENT : 

• Work will be performed remotely with occasional travel to meetings and or training as needed.

Reviewed By: District Executive Date: January 2021 
Approved By: District Executive Date: January 2021 
Last Updated By: Date: January 2021 
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Job Title: Secretary Date: January 2021 

Department: Local District Position Type: Volunteer  

Reports To: District President Location: Remote 

JOB DESCRIPTION 
POSITION SUMMARY: 
The Secretary is responsible for working with the President on the preparation of meeting minutes and 
correspondence as required. 

TIME COMMITMENT: 
An average time commitment of 4-6 hours per month. 

RESPONSIBILITIES, ACCOUNTABILITIES / DELIVERABLES: 
• Preparing and presenting minutes of any meetings called by the President;
• Preparing correspondence as required to conduct the business of the District Executive;
• Notifying members, at the direction of the President, upcoming and scheduled meetings;
• Coordinating Annual General Meeting and other meetings as required;
• Preparing and distributing agenda and minutes for all meetings; and
• Maintaining a record of attendance for all Board of Directors meeting.

QUALIFICATIONS AND REQUIREMENTS: 
• Excellent organizational and communication skills;
• Computer literacy is required, including proficiency with Microsoft Office;
• Minute-taking experience is considered an asset;
• Knowledge of the community;
• Commitment to RTOERO and its mission, vision and strategic decisions
• A commitment of time; and
• Openness to learning

PHYSICAL REQUIREMENTS AND WORK ENVIRONMENT: 

• Work will be performed remotely with occasional travel to meetings and or training as needed.

Reviewed By: District President Date: January 2021 
Approved By: District Executive Date: January 2021 
Updated By: Date: January 2021 
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Job Title: Treasurer Date: May 2018 

Department: Local District Position Type: Volunteer  

Reports To: District President Location: Remote 

JOB DESCRIPTION 
POSITION SUMMARY: 
Working as an integral member of the District Executive and accountable to the District President, the Treasurer 
keeps the financial accounts of the district has signing authority for expenditures. The Treasurer is involved in 
preparing annual district budgets, focusing on financial planning and management. 

TIME COMMITMENT: 
An average time commitment of 6-8 hours per month. 

RESPONSIBILITIES, ACCOUNTABILITIES / DELIVERABLES: 
• Providing regular reports on district financials;
• Preparing, with the District Executive an annual budget for approval;
• Maintaining in a separate account in the name of the District, in an accredited financial

institution, all monies accruing to the District;
• Receiving annual grants of monies from the RTOERO Office;
• Paying all invoices as directed by the District Executive;
• Receiving a financial statement for the fiscal year from the chair of a standing or special

committee that is handling District money and the Treasurer of any Unit;
• Presenting an annual District Financial Statement, reviewed by at least two District members, to

the District Executive for approval, at least one month before the Annual Meeting of the District;
• Managing the district budget, and reconciling bank and investment account statements with

account balances as shown on financial statements;
• Paying all approved expenses or disbursements incurred by the district and ensuring cheques are co-

signed in accordance with the Treasurer’s manual;
• Monitoring and reporting any significant variations between actual financial results and the

budget to the District Executive;
• Coordinating the preparation of annual financial reports, including statements, and other appropriate

documents for submission to the district annual meeting and to the Provincial office, respecting all
deadlines;

• Providing annual reviewed financial statements at district annual general meeting for approval;

QUALIFICATIONS AND REQUIREMENTS: 
• Knowledge of Excel;
• Navigating the internet;
• Knowledge of basic accounting practices and procedures;
• Knowledge of basic financial management planning principles; and
• Ability to learn new software programs, ie. Simply Accounting, Quicken

Reviewed By: District President Date: January 2021 
Approved By: District Executive Date: January 2021 
Updated By: Date: January 2021 
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Sample Volunteer Role Description Template 

Job Title: Date: January 2021 

Department: Local District Position Type: Volunteer  

Reports To: Board of Directors Location: Remote 

JOB DESCRIPTION 
POSITION SUMMARY: 

TIME COMMITMENT: 

RESPONSIBILITIES, ACCOUNTABILITIES / DELIVERABLES: 

QUALIFICATIONS AND REQUIREMENTS: 

PHYSICAL REQUIREMENTS AND WORK ENVIRONMENT: 

Reviewed By: District President Date: January 2021 
Approved By: District Executive Date: January 2021 
Updated By: Date: January 2021 
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