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Friendly Visitor Guidelines 
Revised August 2025 

 

Contact Information: 

Sarah Chiu, Volunteer Coordinator (503) 935-5274 or volunteer@fhpdx.org 

Senior Program & Elder Pride Services (503) 224-2640 

Lana Lande, Director of Community Services lana@fhpdx.org 

Oliver Wallace, Case Manager oliver@fhpdx.org 

Pearl Heine, Case Manager pearl@fhpdx.org 

Clara Van Dyk, Case Manager clara@fhpdx.org 

 

 Friendly Visitor Program Description 

 

The Senior and EPS Friendly Visitor Program provides companionship and 

emotional support for homebound and/or vulnerable older adults, age 60 and better, 

and assistance with other non-medical needs as determined by the Companion, the 

Friendly Visitor, and program staff. Our service area includes the entire Portland 

metropolitan area. Friendly Visitors will be trained to provide support through home 

visits, telephone visits and reassurance, and for short-term needs. Friendly Visitors 

and Companions are matched using criteria such as interests, location, and type of 

support requested and will receive support as needed by a program staff member.  

 

Our Senior Program provides strength-based case management for adults 60 and 

better, including advocacy, transportation, and coordination of services to enhance 

the lives of seniors living independently. Information & referral assistance is available 

to all seniors and their loved ones. EPS offers an expansive range of services for 

LGBTQ+ older adults that includes case management, social and recreational 



 

  

 

2 
 

opportunities, support groups, and housing advocacy. We also offer trainings and 

education on the unique issues LGBTQ+ people face as they age.   

 

In-Home Visitor 

Job Summary:  Responsible for providing companionship and emotional support to homebound 
or vulnerable older adults. May include practical support such as light housekeeping, yard work, 
errand running, or yard work, if mutually agreeable. Typically occurs over an extended period (one 
year or more) to establish a relationship, usually approximately once per week in-person visits with 
the individual. 
 
 

In-home Assistant Volunteer 

 
Job Summary: Responsible for providing temporary companionship, emotional support, and/or 
home assistance to homebound or vulnerable older adults. May be one-time or short-term projects, 
including practical support tasks, attending an appointment, providing yard work, errand running, 
etc. 
 

Confidentiality 

At Friendly House, confidentiality and the right to privacy are of highest priority. All staff and 
volunteers of Friendly House are bound, by law as well as agency policy, to protect the privacy of 
Companions. As a volunteer, you may learn information about Companions in the course of your 
service. All such information is considered strictly confidential. You are not allowed to reveal your 
Companion’s name and discuss information about the Companion with anyone other than staff 
members and volunteers of Friendly House, unless there is a specific release of information which is 
signed by the Companion that indicates they give you permission to share personal information.  
Failure to maintain confidentiality may result in termination of the relationship with the Companion.   
 
Respectful sharing: Though it is acceptable to share information about a Companion with other 
Friendly House staff or volunteers, we ask that you do so only when necessary, in order to assist 
with the needs of the Companion.  
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Friendly Visitor Boundaries and Limits with Companions 
Policy: Friendly Visitors will maintain appropriate boundaries in their relationship with their 
Companions. The following are some roles/practices that are not acceptable for any Friendly Visitor 
working with a Companion. This list is not exhaustive. If a Friendly Visitor feels that a requested 
role may not be appropriate, they should consult with program staff. 
 

1.  Executor of Companion’s will 

2.  Legal power of attorney for Companion 

3.  Health care proxy/medical power of attorney for Companion 

4.  Home health aide, home attendant, nurse, back-up person for home care plan 

5.  Landlord, with Companion being tenant 

6.  Tenant, with Companion being landlord 

7.  Employer, with Companion being employee –full-time or part-time, on or off the books 

8.  Employee, with Companion being employer—full-time or part-time, on or off the books 

9.  Professional provider of any service—e.g., psychotherapist, social worker, nurse, lawyer, 

accountant, physician, etc. In addition, Friendly Visitors should not refer Companions to Friendly 

Visitor’s family members or friends for the provision of professional services, nor should they give 

advice regarding medical decisions, legal matters, tax returns, investments, etc.  

10.  Alternate payee for public benefits 

11.  Business partner 

12.  Roommate 

13.  Collaborator/helper in suicide plan 

14.  Sexual/romantic partner 

15.  Best friend 

16.  One who administers medication or any intravenous treatment or medication 

17.  Driving Companion’s car without permission   

18.  A Friendly Visitor may not stay overnight in the Companion’s home (with or without 

Companion being present), unless approved by Friendly House staff.  
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Home Visit Safety Plan 

Our program staff will visit the Companion’s home prior to your match to determine if the 

environment is safe. However, situations can change, so it is important to be safety conscious.  

 

• If at any time you feel uncomfortable, threatened, or that your safety is jeopardized, 

postpone the visit and leave the situation as calmly and quickly as possible. Speak to program 

staff immediately to alert them to your concerns (503) 224-2640.  

 

• Phone ahead of your appointment so your Companion knows when to expect you. If you 

need to enter an apartment building, and you notice there are suspicious people loitering in 

the hallways, do not enter. Have your Companion meet you at the outside entrance and 

escort you into their apartment.  

 

• If you observe drug paraphernalia, meth lab materials, unlocked guns, or illegal activity 

taking place in the home, the Friendly Visitor should leave the premises as soon as possible 

without revealing any awareness of a problem. Do not confront the family about any 

suspicions. Report your concerns to Friendly House staff immediately (503) 224-2640.  

 

• Let someone know when and where you are going for each visit and when to expect your 

return.  

 

Emergency Guidelines 

If an emergency situation occurs when you are a Friendly Visitor, it is important for you to remain 

calm and focused on helping the Companion in need. Please be sure to distinguish between 

emergency and non-emergency situations. Any immediate threat of personal injury, property loss, or 

life-threatening illness should be reported promptly to 911 and prior to consulting with an 

Emergency Contact or Friendly House. Then contact the Senior Program/EPS office (503) 224-

2640.  
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If your Companion has an accident/injury 

Do not move the person, except in a hazardous situation such as a fire, and immediately call 911, 

then call Friendly House at (503) 224-2640.  

 

Important Numbers 

 

 Behavioral Health Crisis Services (503) 988-4888  

Their call center is available 24/7 to support anyone experiencing distress. You can also get 

help for someone else. 

 

Their trained clinicians offer support and provide resources and referrals. Services are free 

and available in any language. All calls are confidential. 

 

Aging and Disability Services (Multnomah County) (503) 988-3646 

ADS provides information assistance and all services to support all seniors and people with 

disabilities and their caregivers.  They identify services available for meeting their needs and 

linking the person/caregiver to those services.  

 

 Adult Protective Services 

  Multnomah County (503) 988-4450  

 

Senior Loneliness Line 

503.200.1633 and 800.282.7035 
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First Contact with Companion 

Introduce yourself by telephone as the Companion’s new Friendly Visitor volunteer from Friendly 

House. If they are not familiar with Friendly House, give them a brief explanation. We recommend 

using *67 before you dial their phone number, to keep your number private. You may choose to 

disclose your number once your relationship and boundaries have been established.  

• Make an appointment to visit your Companion at a mutually convenient time where they 

feel most comfortable (this will usually be their home, but maybe somewhere else, if they 

desire). 

• If they don’t answer, you can leave a message and let them know you will call them back 

another time. We recommend not leaving your number until your relationship has been 

established.   

• You may need to be patient. The Companion may have some difficulties talking on the 

phone because of hearing problems and may not remember their Friendly Visitor would be 

calling.  

• The main purpose of this call is to set up a time and date for the first meeting. There will be 

time to discuss everything else later on.  

• After an initial meeting is scheduled, the volunteer needs to notify the case manager when 

the first meeting will take place, via email or (503) 224-2640. 

• If desired, the Companion’s case manager can accompany you on your first visit and 

introduce you to your Companion, assuming this occurs during typical business hours. 

 

Activities for home visiting volunteers 

Social/Recreation: 

 Companionship/Conversation 

 Fostering/encouraging contact/connecting with family and friends through recreation or 

social event planning/letter writing 

 Discuss current and historical events 

 Reminisce about the past 

 Family scrapbooking and recording family history 

 Play cards and games 

 Participate in crafts 



 

  

 

7 
 

 Watch movies together 

 Reading together 

 Accompanying to a recreation or social event/sharing a meal 

 Telephoning between home visits 

 Take on outings (when approved as a driver or through public transportation) 

 Go for walks when appropriate 

 Provide brief respite for caretaker 

 Light exercise 

 

Nutrition: 

 Meal preparation 

 Make out grocery lists 

 Assist with grocery shopping 

 Eating together 

 Check food expiration dates 

 Record and arrange recipes 

 Accompanying to a nutrition site/restaurant 

  

Home Management: 

 Clipping coupons/ making shopping list/ go shopping for/ take shopping (when approved 

as a driver) 

 Doing errands 

 Light, occasional housekeeping 

 Assistance with pet care 

 Observe home safety/Safety of the home environment 

 Organizing mail/writing letters/filling out forms 

 Occasional light gardening/Care for house plants 

 Assist in making appointments/update calendar/provide reminders for appointments 

 Accompany to appointments by bus, Trimet Lift, etc  

 Medication reminders, limited to asking person if they have taken meds 

 

Where You May Notice Changes and Report to Senior/EPS Contact Person: 

 Communication-Confused, disoriented, forgetful, excessive reminiscing, angry or hostile. 

 Economic Condition-Extensive confusion concerning money matters, expressed difficulty in 

paying bills, or inability to afford transportation. 

 Social Condition-Older person or person with disability living alone or otherwise isolated 

from social contact.  Possible victim of abuse, neglect, or exploitation. 
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 Emotional health-Excessive statements of rejection, not eating or sleeping well, recent loss 

of spouse, relative, friend or pet.  Appears extremely anxious, fidgety or withdrawn. 

 Personal Appearance-Unkempt, dirty clothes, uncombed hair or unshaven. 

 Physical Limitations-Severe difficulty in seeing, speaking, hearing or moving about. 

 Notice changes in diet or food 

 Conditions of Home-In need of repair, neglected yard, old newspapers lying about, offensive 

odors or unattended pets. 

 
 

INAPPROPRIATE FRIENDLY VISITING ACTIVITIES 
 

 Administer or sort medication 

 Conduct activities usually performed by doctors, nurses or other professionals 

 Bathing activities 
 Complete dressing/grooming assistance (minor, e.g., hair combing, buttoning, etc., is OK) 

 Provide weight-bearing assistance (one-arm assistance allowable) 

 Do major household repair or major house cleaning 

 Move large pieces of furniture 

 Lift heavy items (not to exceed 30#) 

 Prepare food for other persons or clean up after guests 

 Advance monetary funds  

 Money management activities  

 Drive in a private vehicle (we recommend public transportation) 

 Participation in activities of a legal nature, such as power of attorney, writing of wills, etc. 
 
 

Suggestions for Success 

1. Be on time for all scheduled visits/calls 

It is very important that you be on time for each visit. We suggest that if you are making a home 

visit, you call the morning of your visit to confirm that your Companion is still expecting you. The 

person you visit may be looking forward to your phone call or visit and may be disappointed or 

anxious if you are late or do not arrive at all. If you are going to be late, please call your Companion 

to let them know.  

 

2.  Be reliable 

Without you, your Companion may not have support for the day you are scheduled to visit. If you 

have an emergency and find that you cannot make it to your scheduled visit, please call your 

Companion as soon as possible.  
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3. Be clear with your boundaries from the start 

For the relationship with your Companion to remain healthy and safe, it is important to be clear 

about your personal limits when issues arise. When asked to do something you do not feel 

comfortable with, politely decline. Offer an alternative activity or another option of something else 

you could do together.    

 

4.  Respect your Companion 

There are often personality and interest differences between the Friendly Visitor and Companion.  

Since you didn’t meet in a traditional way, you will need to get to know someone in a new way. It is 

important to respect the differences between you and your Companion.  

Scents and Perfumes: Many people have scent sensitivity and/or allergies. We recommend 

being supportive to your Companion and avoid wearing scents the day of your visit.  

Offer Empathy: Companions do not want our pity or for us to feel sorry for them 

(sympathy). They want us to be able to imagine what it might be like to be them, going 

through their situation (empathy). This can be the basis for making connection. 

Unconditional Positive Regard: This is the foundation for how we feel about our 

Companion. We are kindly disposed towards helping them and demonstrate acceptance of 

them as people of value, no matter what they say or do. 

Honor Choice: Your Companion may make life choices that you may not agree with or 

choose for your own life. An example of this may be self-neglect. It is important to withhold 

judgment and respect the choices of your Companion, even if you may not engage in or 

approve of the same activities for yourself.    

 

5.  Listen well 

One of the primary reasons Companions seek to have a Friendly Visitor, is that they may be 

experiencing loneliness and isolation. They need someone to listen to them and hear what they have 

to say.  Listening well will go a long way towards building trust with your Companion.  

 

Every volunteer comes with their own “stuff” to any situation. It is important to recognize it, set it 

aside, and focus on the Companion’s agenda. The Friendly Visitor/Companion relationship is about 

the Companion’s needs as they identify them for themselves, not what the volunteer wants for them. 
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The role of the Friendly Visitor is to listen to and emotionally support the Companion, as opposed 

to fixing the Companion’s problems.   

 

6.  Be aware of time 

It is important not to overstay your visit. Your Companion may not have the energy for visits 

beyond an hour or so and may be too polite to ask you to leave. Take the initiative to close the visit.    

 

7.  Promote self-determination  

Whenever possible, do WITH the person rather than FOR the older adult you are visiting. This is 

important to help maintain the Companion’s independence and avoid the development of a 

dependent relationship. 

 

8.  Maintain interest and enthusiasm   

Realize you have an opportunity to bring something fresh and unique from the outside world.  

Discuss current affairs and the things the older adult is personally interested in. Learn their interests 

and sources of joy such as sharing photographs or stories. 

 

9.  Remember your value 

Be aware you may become a very important person in the older adult’s life. Feel free to visit beyond 

the once per week contact requirement. Keep your appointments, and an attentive presence when 

visiting, and it will make the relationship satisfying and meaningful for both of you.  

 

10. Report your volunteer hours each month 

We ask volunteers to report their volunteer hours to the Volunteer Coordinator each 

month. Accurate data is important for reporting to the funders who support Friendly House—and 

in many cases it’s required. Volunteer hours include all time spent with your Companion, as well as 

your travel time.   
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Companion-Centered Attention 

The effects of age, isolation, disabilities, or life changes can often dramatically alter human 

relationships and a person’s ability to communicate. There may be a variety of reasons your 

Companion needs a Friendly Visitor.  It is important to understand that your Companion has most 

likely had some difficult issues in their life which keep them from maintaining or developing needed 

support systems and close relationships. Good communication will be an important characteristic of 

the relationship you develop with the person you are visiting. 

 

Attending behaviors 

These are verbal and nonverbal ways to let other people know you are interested in what they have 

to say.  These behaviors put people at ease and create an atmosphere of comfort.  

• Your body communicates along with your words. Try to be physically relaxed and 

communicate openness.  

• Ask questions to show interest 

• Use eye contact 

• Verbal tracking can encourage your Companion to continue speaking. Notice if you change 

the topic of conversation or ignore some things your Companion says.  

• Personal space is the distance between people when they communicate and is generally 

determined by how much intimacy is in the relationship. Sitting too close can make people 

feel uncomfortable; sitting too far back can denote lack of interest and interfere with 

communication. Anxiety may signal the need to allow more space.  

 

Listening/Communication Techniques   

Encourage by Actively Listening 

Actively listening to your older adult Companion encourages reminiscence and can lead to 

mutually rewarding conversations. Encourage them to talk more by using eye contact, and words 

and phrases which communicate you are present and welcoming of what they have to say.   

 
Reminiscing is a way of re-living or savoring events of the past that are personally significant. 
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People of all ages find reminiscing to be enjoyable and even therapeutic because it reinforces our 

sense of identity and helps us to maintain self-esteem. Many people find that “trips down 

memory lane” gives them a sense of achievement or status. Others find that looking on the 

positive and negative aspects of their lives in perspective allows them to build a bridge between 

past and present experiences.   

 
 
Open-ended questions 

Open-ended questions solicit a more thoughtful response than a yes or no answer. A good 

reminder is to use phrases that begin with who, what, where, when, and how. Or using phrases such 

as “Tell me more about that.” 

 
Ask the person you visit open-ended questions about family, birthplace, hobbies, and former 

occupations, groups they have belonged to, music, card games or books that they enjoy.  

Actively listen to their responses and enjoy your time with them.   

 
Reflecting 

Reflective listening involves listening intently to a speaker then verbally restating, in your own 

words, the feelings and information that you heard the speaker say to you. 

Examples of ways that you can reflect back to your Companion include:  

• So you feel… 

• You’re wondering if… 

• It sounds like you… 

•  

Paraphrasing 

To paraphrase, you listen for the important words and phrases used by your Companion and 

repeat them back in a slightly different way. You may want to say, "Let me see if I understand what 

you just told me . . ."  
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Additional Topics 
 

Memory Loss/Dementia 

Some Companions may be experiencing memory loss and symptoms of dementia. We are open to 

accepting Companions into our Friendly Visitor program with mild memory loss and make 

determinations on a case to case basis for more advanced cognitive impairment. We understand that 

depending on the severity of memory loss and progression of dementia, more skills are needed to 

communicate effectively and provide support. We won’t match a Friendly Visitor with a Companion 

who may require these extra skills, unless the Friendly Visitor has had prior training or experience 

working with people who have advanced dementia or Alzheimer’s Disease.     

 

Suicide 

You need to be aware of someone’s desire to actively harm themselves. If you feel the Companion 

has an intention, a method, and a plan to carry this out, you need to call 911 and then a Senior 

Program/EPS staff person. If someone is interested in learning more about Death with Dignity, 

please have them contact a Friendly House staff person.   

 

Death Talk 

Aging can be difficult. Sometimes your Companion will feel comfortable talking with you about 

their death. This is a normal part of drawing closer to death as we age. It is important to allow your 

Companion to talk about issues such as what happens during and after death, their plans for a 

memorial service and burial, their hope of seeing their loved ones again, or making peace with those 

around them.   

 

End of Life 

It is possible that your Companion may go through the dying process during your relationship with 

them. This can be a challenging and rewarding experience. If this is occurring, please contact 

Friendly House for assistance with how to best accompany someone who is dying. To learn more 

about hospice, visit Hospice Foundation of America https://hospicefoundation.org/ 

https://hospicefoundation.org/
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Concerns about your Companion match  

If you have concerns about your relationship with your match, please contact the Senior/EPS 

Program before the situation becomes too difficult to repair.   

 

How to close your relationship with your Companion  

At the point when you and/or the Companion feel the relationship has reached its conclusion, 

please let Friendly House know at least two weeks in advance so to allow a smooth transition of 

your duties to another volunteer without disrupting the services provided to the Companion. If you 

feel you cannot keep your commitment because you are unhappy with your assignment, please let 

Friendly House know. We greatly value your willingness to volunteer and will attempt to make 

adjustments or reassignments in order to make this experience one that is beneficial, enjoyable, and 

meaningful for you.  

 

 


