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Welcome to World Cup 09 Cypress Mountain

Welcome! We’'re excited that you're here and we look forward to working together with you to
ensure the Canada Post Freestyle Grand Prix at Cypress Mountain presented by Ernst &
Young, and the 2009 LG Snowboard FIS World Cup are world class events. Our mission is to
provide exceptional service to athletes, guests and each other!

Your involvement, time and dedication to volunteering is greatly appreciated. This event
would not be possible without you!

Event Orientation Training: Canada Post Freestyle G rand Prix, and
LG Snowboard FIS World Cup

Purpose of
this This manual covers essential event details you will find useful in
document helping to stage these extraordinary events. It includes information
such as the sports backgrounds, competition details, check-in times,
along with location, meals, breaks and safety/medical information.
Audience
We have created this manual so it will be relevant to all volunteers.
Role-specific information will be covered in your job-specific training.
In this
document This document contains the following topics.
Topic See Page
Event Overview 2
Sport Information 4
Event Location 11
Event Leadership 16
Workforce Procedures 19
Service Excellence 26
Safety 32
Resources 45
Appendix A 48
Appendix B 55
Appendix C 57
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Event Overview: Canada Post Freestyle Grand Prixan d LG
Snowboard FIS World Cup

Event
Overview The world’s best freestyle skiers and snowboarders will be on Cypress
Mountain to compete in the:
Canada Post Freestyle Grand Prix at Cypress Mountai n
presented by Ernst & Young : February 5-7, 2009
2009 LG Snowboard FIS World Cup : February 12-15, 2009
Event
Information The World Cup 09 Cypress Mountain has two different world calibre

events. Here are some interesting facts and figures about each:

Canada Post Freestyle Grand Prix at Cypress Mountai  n presented
by Ernst & Young:

Number of participating athletes: 255
Number of participating countries: 25

2009 LG Snowboard FIS World Cup:

Number of participating athletes: 310
Number of participating countries: 27

Continued on next page
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Event Training: Canada Post Freestyle Grand Prixan d LG
Snowboard FIS World Cup, continued

Event
Schedule The tables below outline the dates of key activities for these events:

Canada Post Freestyle Grand Prix
[Date IEvents

{0915 — 1300 SX Qualifications (Ladies’
& Men’s)

1530 — 1630 AE Quialifications (Ladies)
1900 — 2015 AE Qualifications (Men'’s)

1300 — 1415 SX Finals (Ladies’ &
[Men’s)

1900 — 2030 AE Finals (Ladies’ &
[Men’s)

1500 — 1545 MO Qualifications (Ladies’)
1645 — 1800 MO Qualifications (Men'’s)
Saturday, Feb 7, 2009 11900 -1925 MO Finals (Ladies’)

19:30 — 19:55 MO Finals (Men’s)

Thursday, Feb 5, 2009

|Friday, Feb 6, 2009

SX = Ski Cross
AE = Aerials
MO = Moguls

LG Snowboard World Cup
[Date [Events

Snowboard cross

\Wednesday, Feb 11 2009 {100 — 1200 Training (Men)

1215 — 1400 Training (Ladies)
Snowboard cross

Thursday, Feb 12, 2009 1000 — 1200 Qualification (Men)
1300 — 1425 Qualification (ladies)
Snowboard cross

1330 — 1445 Finals (Men’s & Ladies’)
Halfpipe

0825 — 1400 Qualifications (Men’s &
Ladies’)

1500 — 1600 Finals

Parallel giant slalom

0900 — 1100 Qualifications (Men’s &
Ladies’)

1300 — 1500 Finals (Men’s & Ladies’)

|Friday, Feb 13, 2009

Saturday, Feb 14, 2009

Sunday, Feb 15, 2009
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Sport Information for World Cup 09 Cypress Mountain

Overview
This section covers information about the individual sports competed
in these events.

Section

Overview Specifically, you will review:

Sport History

Competition Events

Sport Overview

Canadian Sport Highlights
International Ski Federation

Local & Canadian Governing Bodies
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Sport Information for World Cup 09 Cypress Mountain

Sport
History Freestyle Skiing

The 1960s were a time of revolution; of young people
challenging authority and demanding change. Freestyle skiing
began in that decade, when social change and freedom of
expression led to new and exciting skiing techniques. Originally
a mix of alpine skiing and acrobatics, the first freestyle skiing
competition was held in Attitash, New Hampshire, in 1966.

A relative newcomer to the Olympic Winter Games program,
freestyle moguls became an Olympic medal discipline in 1992,
at the Games in Albertville, France. Freestyle aerials were
added to the Lillehammer 1994 Olympic Winter Games. Making
its Olympic Winter Games debut in 2010, ski cross, an event
within freestyle skiing, is based on a simple concept - first
across the finish line wins.

Snowboard

Combining elements of surfing, skateboarding and skiing,
snowboard — one of the fastest growing sports — is a recent
addition to the Olympic Winter Games. The first official
snowboard competition was held in Colorado in 1981.

Two snowboard events were introduced at the Nagano 1998
Winter Games — halfpipe and individual giant slalom. Parallel
giant slalom replaced individual giant slalom at the Salt Lake
City 2002 Olympic Winter Games and snowboard cross was
introduced at the Torino 2006 Olympic Winter Games.

Continued on next page
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Sport Information for World Cup 09 Cypress Mountain , continued

Competition
Events Freestyle Skiing
Men'’s Aerials

Ladies’ Aerials
Men’s Moguls
Ladies’ Moguls
Men'’s Ski Cross
Ladies’ Ski Cross

Snowboard
Men’s Parallel Giant Slalom

Ladies’ Parallel Giant Slalom
Men’s Halfpipe

Ladies’ Halfpipe

Men’s Snowboard Cross

Ladies’ Snowboard Cross

Sport
Overview Freestyle Skiing

Aerials

Strategically, competitors determine their inrun location based
on the type of jJump performed, their own freestyle technique
and the current environmental conditions. Correct inrun speed
is critical to successful aerial performances and athletes can
choose two of many different jumps that combine back flips and
twists with differing degrees of difficulty. Athletes are judged on
the quality of take-off, height gained, form and body position,
and how they maintain balance upon landing. All competitors
complete two jumps in a qualification round. The 16 aerialists
with the highest total scores from the qualification round move
on to the final round. In the final round, competitors complete
two more jumps in reverse order from the qualification results.
The aerialist with the highest combined score from the two final
jumps wins.

Continued on next page
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Sport Information for World Cup 09 Cypress Mountain , continued

Sport

Overview,

continued

Freestyle Skiing

Moguls

Athletes choose which of the three to four different lines they
will ski down on the mogul course. After the start signal, they ski
down a steep slope over a series of offset large bumps
(moguls) as high as 1.2 metres, spaced between 3 to 4 metres
apart. There are two sets of “air bump™, one near the top of the
course, the other near the bottom, where the skiers are required
to perform two different jumps of their own choice.

The goal is to ski down the course as fast as possible while
performing the two jumps without technical errors or loss of
balance. Different mogul jumps include the 360 to 1,080-degree
spins, loops (side flips), off-axis jumps, back and front flips, and
flips with twists. The jumps can incorporate different grabs or
holds of the legs or skis. Going down the moguls, skiers need to
keep their upper bodies facing straight down the hill while their
lower body and skis are constantly turning. Maintaining snow
contact with the skis is an important element.

All competitors participate in a qualification round. The top 20
skiers from the round move into the final with the start list in
reverse order of the qualification results. The five “turn” judges
award points based on the quality of the skiers’ turns, making
deductions for technical mistakes. The two “air” judges
determine what jump was performed, how high they are off the
jump, and the jump’s quality. Each run is timed and compared
to a pace-time set for the course, with the fast skiers being
awarded more points. The skier with the highest score in the
final round wins.

Continued on next page
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Sport Information for World Cup 09 Cypress Mountain , continued

Sport
Overview, Freestyle Skiing
continued

Ski Cross

Although new to the Olympic sport program, ski cross has
existed as a sport since the early days of alpine skiing
competition. The “mass start” appeal of ski cross, also seen in
snowboard cross, sets the stage for fast and exciting
competition.

Not restricted by formal structures and formats, ski cross is part
of the FIS (International Ski Federation) freestyle discipline. The
majority of competitors have an alpine skiing background.

The ski cross course, designed to test skiers’ skills,
incorporates turns in a variety of types and sizes, flat sections
and traverses, as well as rolls, banks and ridges similar to those
found on a normal ski slope. Structures on the course resemble
those found in snowboard cross events. Physical endurance
and strength play a key role in ski cross as athletes ski four to
five runs lasting 60 seconds or longer.

A timed qualification run is used to seed skiers into different
heats, of four skiers each. At the sound of the starting device,
the athlete begins racing down the course. The start, as well as
the first sections before the first turn, are critical parts of the
course as passing can easily occur here. While other passing
areas are designated on the course, interference with other
skiers can lead to an athlete’s disqualification.

Each race is limited to four starters. The top half of the finishing
field then moves on to the next round in a series of quarter-final,
semifinal and final rounds.

During each heat, the first two competitors to cross the finish
line advance to the next heat, while the last two competitors are
ranked based on qualification times. The “big final” round
determines which athletes place first to fourth, while the “small
final” determines those who rank from fifth to eighth place.

Continued on next page
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Sport Information for World Cup 09 Cypress Mountain , continued

Sport

Overview, Snowboard

continued
In the halfpipe, one snowboarder at a time performs a routine of
acrobatic jumps, twists and tricks on the inside of a half-cylinder-
shaped snow tube or ramp, while moving from one side of the halfpipe
to the other.

The riders are judged on the height and style of their tricks.

In the parallel giant slalom, two snowboarders race head-to-head
down a course, turning through a series of gates. The fastest goes on
to the next round. The top finishers compete in a total of nine runs.

In snowboard cross, four racers start in a pack down a course, racing
against each other over rolling terrain and a series of jumps and
ramps. The fastest two racers from each heat move on to the next
round

Canadian Freestyle Skiing

Sport

Highlights Canada won the “Nations Cup”, emblematic of the top team on the FIS
World Cup circuit for the fourth time in five years in 2007-2008.

Steve Omischl, from North Bay, Ontario, had an incredible 2007/08
season winning six of nine aerial competitions, earning the FIS World
Cup crown in both Aerials and Overall.

At the 2007 FIS World Championships. Canadians Pierre-Alexandre
Rousseau and Kristi Richards won in single moguls and Jenn Heil won
the dual moguls title.

At the 2006 Winter Olympics in Torino, Italy, Jennifer Heil won the gold
medal in women’s moguls.

Continued on next page

Event Orientation — World Cup 09 Cypress Mountain 9 Please re-use or recycle this booklet



Sport Information for World Cup 09 Cypress Mountain

Canadian
Sport
Highlights,
continued

International
Ski
Federation

Local &
Canadian
Governing
Bodies

. continued

Snowboarding

Canadians won Gold, Silver and Bronze in Limone, Italy- Matthew
Morison, Jasey-Jay Anderson and Kimiko Zakreski took first, second
and third in the men’s and women'’s parallel giant slalom races.

Maelle Ricker won a bronze medal in the opening of the World Cup
season in Argentina, Sept 2008.

Canadians capped the 2007-08 World Cup season with seventeen
medals, six of which were gold.

The International Ski Federation (FIS) is the International Sport
Federation who governs each sport globally for both freestyle skiing
and snowboard. To learn more about FIS, visit the FIS website at:
fis-ski.com.

The Canadian Freestyle Ski Association (CFSA) and the Canadian
Snowboard Federation (CSF) are the National Sport Organizations
responsible for coordinating freestyle skiing and snowboard across
Canada, from snowboard instruction to competing at the elite level. To
learn more about the CFSA and CSF, visit their websites at
www.freestyleski.ca and www.csf.ca.
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Event Location Information

Overview
This section outlines detailed information about the venues at Cypress
Mountain, along with sustainability initiatives.

In this

section This section will review:

Venue

Venue Layout
Sustainability
Venue Workforce
Venue Accessibility

Event Orientation — World Cup 09 Cypress Mountain
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Event Location Information

Venue

Cypress Mountain

Located in Cypress Provincial Park, adjacent to the District of West
Vancouver, Cypress Mountain offers spectacular views of Vancouver
and its harbour.

The Moguls and Aerials competitions will take place in the Freestyle
Skiing Stadium. Snowboard Cross, Ski Cross, Halfpipe and
Snowboard Parallel Giant Slalom will take place in the Snowboard &
Ski Cross Stadium.

The Cypress Mountain base area elevation is approximately 850
metres, with peak elevation of Black Mountain being approximately
1200 metres. Cypress Mountain is one of the most popular skiing
areas in British Columbia, attracting hundreds of thousands of visitors
each year. The following venue improvements were completed in fall
2007:

New in-ground halfpipe

New freestyle site for aerials and moguls

Re-graded course for PGS, Ski Cross and Snowboard Cross
Full snowmaking system and improved water reservoir
Lighting upgrades

Modifications to existing runs

Continued on next page
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Event Location Information, continued

Sustainability ~ As part of our commitment to a sustainable event, the following are
examples of our initiatives:

- Snowboard venue developed on existing Cypress Mountain ski
runs

- Freestyle skiing venue located within existing Cypress Mountain
ski area, in previously harvested forest

- All wood is waste chipped and re-used on site
- Wetland plant species of local significance were moved from

the new snowmaking reservoir site to nearby wetlands that
remained unaffected by construction

Venue Preparing for and hosting a world-class event requires extensive
Workforce staffing. There are multiple teams at work here, including:
Sport Workforce Anti-Doping
Venue Technology Food & Beverage
Management
Medical

. . Press Operations
Accommodation | Services P

_ Finance Snow Removal, Cleaning
Event Services & Waste

Energy
Sport Services | Services

Sport Production

International Client

Logistics Services

Accreditation

Overlay Ticketing Risk Management

Environmental
Management and
Sustainability

Continued on next page
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Event Accessibility Information

Accessibility
Commitment We are committed to providing meaningful access and participation for
persons with a disability, and welcome spectators with a disability to
attend and enjoy all the Sport Event has to offer.
Accessibility has been incorporated into the planning for sport events
and we have worked to ensure that, wherever possible, venues and
services are accessible to people with a disability. Details on the
following accessibility features will be up on the sport event web sites
4-6 weeks prior to the event:
- Accessible amenities
Accessible drop off / load zones
Accessible seating
Dog relief areas
Parking
Wheelchair access (snow cleared pathways)

Accessibility planning benefits not just those with a disability, but also
people that have specific needs, for example; older adults, pregnant
women and people who have temporary injuries such as a broken leg.

Important
Accessibility Please note that the 2009 LG Snowboard FIS World Cup will be held
Note part way up Black Mountain on Cypress Mountain. Please be advised

that this is rugged, snowy terrain and it will be a strenuous walk up.
Those spectators who wish to view the event from the finish line will be
on an operating ski run.

It is recommended that you are in good physical shape, have
appropriate footwear and are able to hike in the snow if you would like
to view this event from the finish line.

Please note that by 2010 access to the snowboard venue will be
accessible.
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Event Leadership

Overview
This section highlights the senior leadership of these events including
a short description of job duties.

In this

section This section will review the roles of:

Venue General Manager (VGM)
Sport Manager

Workforce Venue Manager
Function Manager
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Event Leadership

Venue
General
Manager
(VGM):

Stuart
Aldred

Sport
Manager
(SM):

Eric Fremont

Assistant
Sport
Managers:

Rob Price —
Freestyle
Skiing

Karen Hope -
Snowboard

Workforce
Venue
Manager
(WVM)

Beverly Toy

The Venue General Manager (VGM) has the ultimate responsibility for

the operations at the venue including:

Making decisions on venue-specific issues where agreement
cannot be reached by the function managers (taking into
consideration customer priorities and resource limitations); and.

Communicating issues that have implications for the urban
domain, budget, sponsorship or broadcast directly to the

relevant managers.

The Sport Manager (SM) ensures the smooth operation of the

competition and is responsible for:

Communication with the International Sport Federation (IF),
Technical Delegates, and Technical Officials;

Preparation and maintenance of the field of play;

Coordinating all technical aspects of the competition including
timing, scoring, and competition schedules;

Ensuring that the competition is conducted according to IF

rules; and

Coordinating athlete services and information at the venue.

The Workforce Venue Manager (WVM) is responsible for managing
the workforce team, as well as overseeing the implementation of all

workforce activities at the event. The WVM:

Provides human resources advice and support to the venue

team and Function Managers; and

Supervises workforce deliverables at the venue, including
check-in, refreshment distribution, and management of break

areas.

Continued on next page
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Event Leadership, continued

Function
Manager Each Function Manager (FM) reports directly to the VGM and is

responsible for:
Resolving issues with other members of the Venue Team

Escalating issues for decision to the VGM only when:

o0 Agreement cannot be achieved between Functions on
Venue Team and/or

0 The stakes are high

o0 There are implications beyond the venue

Communicating significant open issues and their resolution to
the VGM.
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Workforce Procedures

Overview

This section outlines detailed information pertinent to volunteers
working at both the Canada Post Freestyle Grand Prix and LG

Snowboard FIS World Cup at Cypress Mountain.

In this
section This section will review:

Transportation
Accreditation
Documentation
Check-in

Uniforms

Workforce Schedules
Workforce Communications
Meals

Breaks

Personal Property
Security
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Workforce Procedures

Transportation
There will be NO PARKING at Cypress Mountain for all Workforce members. A
free park & ride is available on the northeast corner of Park Royal Shopping
Centre located in West Vancouver (Marine Drive and Taylor Way). The bus
service will operate on a regular basis and will see a bus drop zone located at
the base of the mountain — 100m from the workforce check-in area. The shuttle
should take approximately 30 — 45 minutes. Please ensure you have factored
this trip time into your schedule to ensure you arrive for your shift on time.

This bus solution removes the inconvenience of road conditions, parking and
carrying equipment long distances normally associated with driving to Cypress.

Directions to Park & Ride:

From the Lions Gate Bridge:
o Follow the signs into West Vancouver
o Take a Right at the first set of lights onto Taylor Way
o Take your first Right onto Clyde Avenue
o Take an immediate Right into the Parkade and follow signage to event
parking.

Continued on next page
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Workforce Procedures, continued

Transportation.
continued From Highway 1 :
o Take the Taylor Way Exit
o0 Head south on Taylor Way
o Turn Left on Clyde Avenue (last street before Marine Drive)
o Take an immediate Right into the Parkade and follow signage
to event parking

By Bus:
0 Nearest stop: PARK ROYAL SHOPPING CENTRE, MARINE
DR @ TAYLOR WAY, WEST VANCOUVER
o From the bus stop, walk to the north side of Park Royal
Shopping Centre (mountainside)
o Walk across Taylor Way and follow signage to event park &
ride

Parking and return bus transfer to Cypress is a FREE service
provided by the organizer to all event staff. A pass is not required for
your vehicle in the designated area.

Accreditation o _
As a workforce member your accreditation is required to enter the

venue. The venue is divided into various access zones, each of
which is controlled (as identified on your accreditation pass) to enter.
Access to each zoned area of the venue is only granted to those
needing access to fulfill their assigned role.

If you use your accreditation privileges inappropriately, your access
could be revoked. Wear your accreditation badge where it is visible
at all times at the venue. Do not loan or give your pass to anyone
else.

If your accreditation is lost or stolen, report it immediately to the
Venue Accreditation Centre, located adjacent to Workforce Check-In.
The Workforce Check-in desk is located at the Cypress “Old Day
Lodge”

Continued on next page
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Workforce Procedures, continued

Documentation
You and your supervisor will complete a job-specific Safety
Orientation Checklist during your job-specific training, which will be
collected when you pick up your uniform and accreditation. You will
not receive your uniform or accreditation without a completed and
signed (by you and your supervisor) Safety Orientation Checklist.

Check - in
Prior to every shift, you will be required to check-in at the Workforce

Check-In area, located at the Cypress “Old Day Lodge”
At Workforce Check-In you will:

Check-in to start your work day
Receive your meal voucher
Pick up a copy of the daily workforce newsletter

In addition, most functions will require volunteers to check-in with
their supervisor or manager. You will receive any function-specific
check-in instructions during your job-specific training.

Uniforms
The workforce uniform consists of an outdoor mountain jacket with
an attached hood and is required to be worn while you are working.
Your uniform should be worn and maintained with pride and in
accordance with the Uniform Guidelines, which are attached to this
manual as Appendix B. No other items and/or garments containing
visible logos that conflict with the primary sponsors of these World
Cups are to be worn while the workforce member is at work. There
will be no other provisions made for wet weather gear at mountain
Sport Events. In the case of extreme weather conditions, a workforce
member may use their own wet weather gear provided it does not
contain logos or brand marking. Following the event, your uniform is
yours to keep, in appreciation of your time commitment and hard
work in making the event a success.

Please wear winter footwear: snow boots are suggested. If your role
requires specialized footwear (such as protective boots, skates, or
cleats), you will receive this information during your job-specific
training.

Continued on next page
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Workforce Procedures, continued

Workforce

Schedules A detailed work schedule ensures there are always enough team
members working throughout the venue, allowing us to effectively
meet the needs of our athletes and other customers.
You are expected to arrive and be in your uniform at least fifteen
minutes prior to your scheduled start time . If circumstances arise
that will either make you late or not allow you to work your shift,
notify your supervisor as soon as possible.

Workforce

Communica- Daily Briefings

tions Your team will hold a daily briefing at the beginning and/or end of

each shift. The briefing will provide you with updates to event
schedules, work assignments, safety updates or other appropriate
information.

Newsletter

The Workforce Communications team produces a daily newsletter
that will keep you up-to-date on essential information and interesting
stories throughout the event. The newsletter will be available when
you check in for your shift. If you have information or a good story for
the newsletter, please contact the Workforce Communications
volunteers (located at Workforce Check-In).

Notice Board

A notice board located near Workforce Check-In provides important
updates or announcements throughout the day. Check back
frequently throughout the day to ensure you have the latest news.

Continued on next page

Event Orientation — World Cup 09 Cypress Mountain 23 Please re-use or recycle this booklet



Workforce Procedures, continued

Meals
Workforce meals will be available in the Workforce Break Area (Old
Day Lodge). You will be provided with one meal voucher per day
during your shift, unless working over a 10 hour shift where you will
receive two meals. Meal service will commence in the Workforce
Break Area starting Feb 2 — Feb 15. If you have other food
requirements, please note the following:

There are no refrigeration, microwave or food preparation
facilities available at the venue; please ensure that any
additional food items are non-perishable and do not require
refrigeration or cooking.

Additional food may be available for purchase at the venue.

If you have special dietary requirements, please advise your
supervisor as soon as possible so your needs can be
accommodated.

Breaks
You will be provided with time for a meal break for each shift. In
consideration of your fellow team members and to ensure the
continuous smooth operation of the event, be sure to return from
your break promptly.

Please also note the following:
You are expected to remain onsite during your breaks.
Meals are to be eaten in designated break areas.
Smoking is not permitted inside any buildings.

Personal

Property Please do not bring personal valuables such as portable music
players, cameras and laptops to the event, as there are no secure
personal storage facilities available at the venue. We will not assume
responsibility for the loss, theft, or damage to personal property.

Continued on next page
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Workforce Procedures, continued

Security
Event security is a top priority. A number of procedures have been
established to ensure the security of members of the workforce, the
spectators and the athletes.

Your accreditation pass is an essential component of security and
indicates the secure areas you are able to access, based on your job
requirements. You must wear your accreditation at all times at the
venue as you will be unable to enter the venue without it.

Workforce members control access to restricted areas and are
present throughout the venue to ensure the safety and security of
our customers. Please cooperate with your workforce colleagues by
stopping and showing your accreditation pass and only proceed
through check points after being directed to do so.

Please immediately inform your supervisor if you hear of any threats,
witness suspicious activity, or see unauthorized access to a secure
area.
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Service Excellence

Overview
Our commitment is to provide Service Excellence to all our customers.
We call our customer service philosophy Service Excellence because
we believe in always delivering the highest standard of customer
service. We strive for our every action to reflect warmth, passion, pride
and professionalism.

In this

section This section will review:

Think.Say.Do. Our Service Standards
Think

Say

Do

Communications Strategies

GAMES Customer Care Model
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Service Excellence

Think. Say. Do.

Our Service A commitment to Service Excellence sounds great, but how do we

Standards deliver? Through our actions, which tell our customers just how
important they are to us.

Our service standards can be easily remembered as Think.Say.Do.

Think
Think: A positive approach and attitude

The way we approach people is dependent on our attitude. If we
have a positive attitude, we’ll approach people and things in a
positive way: we are happy to be here, confident in our ability to
provide Service Excellence, and enthusiastic in our interactions with
everyone.

Think: Issues can be opportunities

Issues, and how we respond when they come up, are very much an
opportunity to make things right. An upset person quickly becomes
calm once they get a sense that they are being heard and
understood — and that their concern is being addressed. Once the
iIssue is resolved, most people are appreciative, even friendly.

Say
Say: Our tone and manner

Our tone is always warm, welcoming and friendly. We want our
customers to have an experience that is uniquely Canadian. We feel
this service standard for tone captures the essence of Canada:
outgoing, humble, forthright and proud.

Say: We graciously thank our customers every time — “Thank you.
Merci.”

We appreciate our opportunity to welcome the world at this event.
We are grateful for the chance to show the world what Vancouver,
BC and Canada have to offer. We show it by thanking our customers
in both English and French because both are the official languages
of Canada.

Continued on next page
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Service Excellence, continued

Say, continued
Say: When we cannot say yes

When we cannot say “yes”, we say “unfortunately, no, however...” or
“unfortunately, no because...”. This is because our customers
deserve to know why we cannot fulfill their requests.

In reality, some requests might be unrealistic. Others we would love
to fulfill, but cannot — usually because of operational requirements
or safety concerns. Although perhaps initially unhappy, most people
will accept having a request declined if an alternative action
addresses their needs. On those few occasions when we cannot
fulfill a request, we offer a clear explanation of the decision — using
clear language, rather than merely quoting policy.

Do
Do: we are proactive and courteous hosts

Rather than only being ready to respond to situations or issues, we
actively search for opportunities to provide service, before they
appear. In particular we:

Spot issues as they arise, addressing them before they have
a negative impact

Anticipate needs and look for ways to offer service

Are “on” anytime we are in uniform — anytime, anywhere,
including on your way to your shift.

Examples of this could include litter on the ground, a spill or other
hazard, or someone who looks lost or confused. In each instance we
act as soon as we see an opportunity. We seek such things out —
we do not wait for them to find us.

Do: | will find out

Our customers do not expect us to know everything. They do,
however, expect we can help them. When we do not know
something, we avoid saying, “I don’t know.” Instead we say, “I will
find out,” and call upon the range of resources available to us,
including our colleagues and supervisors. We should never be
unable to find an answer.

Continued on next page

Event Orientation — World Cup 09 Cypress Mountain 28 Please re-use or recycle this booklet



Service Excellence, continued

Communica-
tion Strategies

The following communication strategies give all of us confidence in
our ability to provide Service Excellence through effective
communication. While these strategies are geared towards one-on-
one, face-to-face communication, they are also transferable to other
situations.

Avoid Slang

Part of the richness of the English language is that it is flexible.
English easily absorbs words from other languages and lets us
combine words to make new ones. Many who function well in one
English speaking country, struggle in others because of slang: local
expressions that can be difficult for outsiders to understand. Some
slang is specific to BC; others to Canada or North America. Slang
often confuses visitors.

Avoid Jargon

Delivering an elite sporting event requires technical expertise. Highly
skilled professionals often use jargon: words or phrases with unique,
precise meanings for a particular technical audience, but with a
different meaning (or no meaning) for most other people.

Jargon is not always bad; it makes sophisticated communication
about a complex subject more efficient and effective and allows the
easy assessment of a person’s knowledge. But using jargon with
customers almost always creates confusion — please try not to do it.

Continued on next page
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Service Excellence, continued

Communica-

tion Use appropriate non-verbal communication techniques

Strategies ,

continued Communication is not only about what we say or hear; how we hold

our bodies when we communicate is also important. We try to
position ourselves with customers in a manner that is approachable,
friendly and professional. This is called having an open posture.

An open posture is characterized by:
Squaring: facing the customer
Smiling: warmly and genuinely (a shy smile is better than a
cheesy one)
Making soft eye contact: not staring, not looking elsewhere
Relaxing our arms: not crossed, nor with hands on hips
Pointing with an open hand, palm up, not with our fingers

An open posture is an invitation to communicate and conveys
respect and attention

Give clear directions

In many instances as event team members, we are required to give
directions. Giving clear directions in a consistent manner is a very
important part of Service Excellence.

When giving directions:

Keep them as simple as possible

The most direct route might not be the easiest. Avoid short
cuts if they make things harder to explain

Estimate travel time based on walking, using public transport
or taxi

Pause between describing steps/stages to see that they
understand before continuing

Use maps whenever you can. Trace or draw the route on the
map if possible

Use landmarks when a map is not available

Summarize the instructions at the end, and point customers in the
right direction. With your open hand, palm up, of course!

Continued on next page
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Service Excellence, continued

GAMES
Customer On those rare occasions where issues emerge, use the GAMES
Care Model system:

Get their story

Acknowledge their feelings

Make a proposed plan of action

Execute it with consent

wl mZ O

Send them off with “Thank you/Merci”... and a
smile!
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Safety

Overview
In this section you will review important information regarding keeping
you and others safe during these events.

In this

section This section will review:

Our Commitment to Your Safety
Health and Wellness

What to Expect — Training and Safety
Safety Officer and locations
Safety Rules and Procedures
Ice and Snow Information
Prohibited Items

Temperature

Fatigue Management

Hazards and Incidents

Safe Workplace

Injuries

What to do if there is an injury
Emergencies

Demonstration Safety
Hazardous Substances
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Safety

Our

Commitment  We are deeply committed to the health and safety of everyone at the
to Your event — that includes you, our athletes, the spectators and all of our
Safety other customers.

Every member of the workforce is considered a key member of our
safety team, and as such, plays an important role in ensuring this
event is safe. You have important responsibilities toward safety,
starting with training.

We want you to be healthy, safe, and injury-free. Only then can we
have the best experiences, the most fun, and lasting memories.

If anyone or anything compromises safety in your area, tell your
supervisor immediately. Raise all of your safety concerns so that the
issue can be identified and resolved before an incident occurs.

Part of staying safe and reducing injuries includes taking care of your
wellbeing leading up to the event and during your shift.

In this section we will explain our commitment to safety—a Legacy of
Safety. We will provide you with information to keep yourself safe and
well, and look at various aspects of risk reduction and incident
prevention that are likely to come up in various volunteer roles. Finally,
we will explain what processes are in place when an incident or injury
occurs.

Continued on next page
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Safety, continued

Health and

Wellness The key to keeping safe and well is to be prepared for the environment
that you'll be working in and to keep your wellness ‘in check’
throughout your shift.

Being prepared for your role is very important but it is only half of it. It
is just as important to take care of yourself throughout your shift.
Following these five wellness tips will help you make the most of your
experience:

Keep hydrated — drink plenty of water. *Remember that you
may not notice that you're thirsty in cold weather and can easily
become dehydrated.

Stretch before, during and after your shift.

Take your breaks - you deserve the rest!

Fuel your body with nutritional food — start the day off with a
healthy breakfast.

Know your limits — don’t push yourself beyond what your body
is capable of. Ask for help from another volunteer or your
supervisor.

What to
Expect — Understanding your role and how to work well as a team is essential to

Training and  hosting a successful event. Therefore, it is extremely important to
Safety attend all of your training sessions  for this event to ensure you
know how to keep yourself and others safe.

You will work under the guidance of an experienced supervisor, who
will provide you with job-specific training that gives you the information
on how to perform your individual tasks in the most effective, efficient
and safest ways.

Be sure you understand the safety instructions for each task you're
assigned. If you don’t understand, ask. And remember:

Only perform tasks you have been trained to do.

Only use equipment you have been trained to use.

Comply with all safety procedures.

Continued on next page
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Safety, continued

Safety
Officers and
Locations Safety Officers and Locations
The onsite safety and medical team includes:
Your safety representative, contactable on 778 231 4708
Your function’s first aid officers
The Medical Services Team
Beverly Toy— First Aid Officer (Workforce Venue Manager)

Safety Rules

and In order to ensure the safety of every person involved in the event,

Procedures safety rules and procedures have been developed. Please ensure
that you are familiar with all policies and procedures.

All workforce members must comply with all safety
requirements (policies, procedures, instructions and signage),
whether written or oral, generic or specific, to their venue, role
or function.

Supervisors are to ensure that all their team receives
appropriate job-specific safety training and complies with all
safety requirements.

Plant, machinery, equipment or tools that pose a risk to health
and safety are only to be used by a person who has received
instruction in their safe operation and should be used only in
the manner intended by the manufacturer.

Anyone required to perform an activity that poses a risk to
health or safety can only begin the activity once specialized
training has been completed.

Without exception, anyone operating an event vehicle must
receive proper instructions, and have completed all relevant
paperwork prior to operating the vehicle.
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Safety, continued

Ice and Snow

Information Due to the nature of the environment, a build-up of snow on
walkways, roofs and equipment throughout the day can be expected.
The snow removal team will be hard at work throughout the day, but
it is important that you are aware of a number of issues related to
snow build-up that have the potential to impact your health & safety.

Snow build-up on roofs is common. When walking from and
to buildings, be sure to glance up and make sure nothing is
about to fall on you.

Footpaths and walkways are slippery, especially when snow
turns to slush as the temperature rises. Always watch where
you walk and proceed slowly in icy areas

Snow removal equipment is mobile. When walking or working in
areas where equipment is operating, but sure to let the driver know
you are there.

Prohibited
Items For safety and security reasons, certain items are prohibited at
Cypress Mountain. Prohibited items include:

Weapons e.g., firearms, ammunition, knives
Fireworks, explosives, or other incendiary devices
lllegal drugs
Animals (except service animals)
Alcohol (unless purchased by spectators on-site)
Use of personal two-way radios.

The following activities are also prohibited:
Smoking (except at designated external locations)
Unauthorized entry into restricted areas
Dangerous, disruptive or violent behaviour.

Please do not bring prohibited or restricted items into the venue. If you
see (or think you see) any such items or actions, immediately report
their presence to your supervisor.

Continued on next page
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Safety, continued

Temperature
Outdoor

Cypress Mountain is an alpine area. During this event, temperatures
may vary between - 20C and + 5C. What's more, weather conditions
may change suddenly and dramatically, especially at higher
elevations — so be prepared for and expect the unexpected.

In cases of snow and freezing temperatures, travel times to venues
may increase, and in extreme cases, cause cancellation and
rescheduling of the event.

When working outdoors, follow these guidelines to protect yourself
and maintain comfort:
- Your uniform will retain heat and provide protection from
wind/water (when worn appropriately)

- Dress in layers so you can add/remove items to adapt to
changes in conditions or temperatures

- Keep microfiber clothing closest to your skin to stay warm and
dry (cotton and wool retain moisture)

- Wear cold weather undergarments (“thermals”) for additional
warmth and protection

- Be careful not to overdress, which can actually cause cooling
through excessive perspiration

- Wear waterproof, cold-weather footwear (boots), gloves and
headwear designed to keep you warm in extreme cold

- Wear sunscreen, lip protection and sunglasses in the alpine,
even if it's not sunny

- Stay hydrated by drinking plenty of water

Continued on next page
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Safety, continued

Fatigue

Management Fatigue can have serious consequences for both worker safety and
job performance. We are committed to ensuring that everyone
receives adequate breaks (while on shift) and recovery time
(between shifts) to minimize the impact of fatigue.

Getting adequate rest and sleep between shifts is essential, and
particularly important if you will be working long shifts. If you feel that
fatigue is impeding your ability to perform your duties, let your
supervisor know immediately. Your supervisor will work with the
Workforce Venue Manager to assist in finding a solution and
redeploying tasks.

Hazards and

Incidents If you are involved in an incident or become aware of any hazardous
circumstance with the potential to cause an injury, you must report
the details to your supervisor immediately. An Incident Report Card
must also be completed and handed in to Workforce Check-In by the
end of your shift

A hazard is something that could result in an injury or cause
damage. For example, a hazard could include a broken fence, a
pothole, broken glass, icy or slippery walkway, etc.

An incident is an unwanted event that has just occurred or is
occurring. An incident may include an injury, a security breech, a
violent attack, theft, a vehicle accident, or a wild animal on the field
of play.

Continued on next page
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Safety, continued

Hazards and
Incidents,
continued

Hazards
Specific hazards at Cypress Mountain could include:
- Slip, Trip, Falls
Melting ice
Carts and other mobile equipment
Food and drink spills
Crowds.

As a member of the workforce, you can control hazards by:
Being proactive
Inspecting your work areas for hazards
Eliminating any hazards you find (if you can do so safely) or
reporting them to your supervisor.

Hazards must be reported directly to your supervisor who will
communicate the information to the Venue General Manager, if
needed.

Incidents

Incidents could include:
Slipping and falling resulting in injury
An environmental incident such as a spill
Unauthorized access of a restricted area.

Similar to the process for controlling hazards, you can reduce the
occurrence of incidents by being proactive and observant and
reporting any concerns to your supervisor.

Even when everyone has dedicated themselves to creating the
safest work environment possible, incidents do happen. Any sort of
incident — even if it seems minor at the time — must be reported. The
procedure for reporting incidents is:
Report the incident immediately to your supervisor. State your
name, location, if anyone is injured and any details of the
injury.
If the incident is serious, contact the VCC immediately
If there are any witnesses available, ask them to remain with
you until the incident is resolved.
Remain in contact with your supervisor
Submit a completed Incident Report Card to Workforce
Check-In by the end of your shift to be completed as soon as
possible
If you cannot return to your regular duties, your supervisor will
arrange for someone to replace you.

Continued on next page
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Safety, continued

Safe

Workplace We are committed to providing a work environment free of violence.
If you experience or witness any abusive, threatening or intimidating
behaviour, contact your supervisor immediately. The Workforce
Venue Manager is also available to help.

Injuries

Medical Areas

The venue has a medical area in the Old Day Lodge, which will be
staffed with a physician whenever there are athletes on the field of
play. Members of the Medical Team will also be positioned at other
specific locations at the venue.

The Medical Response Team

The Medical Response Team is responsible for the medical care of
all athletes, workforce members, and spectators and will be on site
during athlete training and competition days.

Name Role
Freestyle Venue Medical
Dr. Jeff Purkis Supervisor
Snowboard
Dr. Adam
Kendall
Ski Patrol
Chris Frampton | Supervisor
Event Medical
Rick Celebrini Director

Beverly Toy (Workforce Venue Manager) has been trained in first aid
and can also provide assistance. Off-hours, see your supervisor or

manager.

Continued on next page
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Safety, continued

Injuries,

continued What to Do If There is an Injury
Report the injury to your supervisor and proceed to the most
appropriate treatment area.

First Aid Kits are located in the Workforce Check-In area and will be
available for anyone requiring minor treatment (e.g. bandages,
splinter removal etc.) Very minor injuries can be treated by the
Workforce Venue Manager or other qualified first aider.

If the injury is more severe, treatment will be provided by the Medical
Team or another medical professional.

If you are injured, the medical professional will record the details of
your injury and indicate whether you are fit to return to work
immediately or if you require further treatment.

Situations that arise outside of competition and training days will be
handled by the Workforce Venue Manager, local ambulance, fire or
other emergency medical services.

Emergencies
While it is rare that emergencies like fires, floods, and/or
earthquakes happen, all of us are responsible for knowing what to do
when and if one occurs.

Reporting an Emergency
If you withess an emergency, contact your supervisor or the Venue
Communications Centre (VCC) directly and report the following
information:

The exact nature of the emergency

The exact location

The present situation

Any casualties

The name and radio channel (or mobile phone number) of the

person reporting the emergency.

Continued on next page
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Safety, continued

Emergencies,
continued Emergency Alert
In the event of an emergency, you will be alerted by one or all of the
following:
An instruction from your supervisor
An instruction over the public address system
A fire alarm
An instruction from emergency services (police, fire, etc.).

If you are instructed to evacuate:
Remain calm
Move quickly and assist others to the nearest exit
Assist people with mobility impairments
Assist where needed, as requested by your supervisor
Move to the specified evacuation assembly point (“muster
points”)
Stay at the evacuation assembly point until instructed to move
on (headcount will need to be taken, and all workforce will
need to be accounted for).

In the event of an emergency, the VGM may be required to defer his
or her authority (for part or the entire venue) to the relevant public
safety officials, such as police or firefighters.

Continued on next page
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Safety, continued

Demonstrations |t is possible that persons who do not support the event might
exercise their democratic right to peacefully protest. If you encounter
a demonstration:

Do not attempt to pass through a group of demonstrators in
front of a door or gate.

Call your supervisor from a safe location, explain the situation,
and ask for further instructions.

Do not speak to demonstrators or provoke a confrontation
with them.

If you must leave the building for a personal emergency, ask
your supervisor to provide an escort to take you to a safe
location outside the building.

If you encounter a demonstration on premises, all employees must:
Seek help, take steps to ensure your personal safety, and
follow the instructions of the designated senior management
representative or police.

Treat demonstrators in a civil, non-provocative manner.
Not risk personal injury to protect property.

Maintain as normal a level of composure as possible: overt
expressions of anxiety or panic may serve only to meet the
disruptive intentions of the demonstrators.

If demonstrators enter any premises, employees making initial
contact must:
Neither attempt to stop nor evict demonstrators.
Not interact with demonstrators other than to connect
demonstrators with management personnel.
Ask the demonstrators to wait in a reception area and contact
a management representative to meet with them.
Treat demonstrators in a civil, non-provocative manner.
If demonstrators leave the reception area, attempt to alert by
telephone the area to which the demonstrators are moving.

Continued on next page
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Safety, continued

Hazardous

Substances Only persons who have undergone WorkSafeBC regulated WHMIS
training and received training on the safe use of the specific
substance are permitted to handle hazardous substances.
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Resources

Overview
In this section you will review a Glossary of important terms, FAQs and
directions to other online resources.

In this

section This section will review:

Glossary

Frequently Asked Questions (FAQS)
Online Resources

If You Don’t Know...

Feedback

Thank You!
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Resources

Glossary
The table below lists some terms you may encounter during this
event. If you come across additional unfamiliar words, ask your
supervisor.

Accreditation

An official badge and lanyard issued to all individuals
entitled to participate in, or perform an, official
function at the event. Accreditation must be worn at
all times on-site.

Back of
House (BOH)

Back of House refers to the area within and/or
surrounding a venue that is not accessible to
spectators. Typically BOH includes loading docks,
administration offices, construction compounds,
materials transfer, drop off areas, parking, storage
and site sheds.

Call Sign

A means of identifying users of the radio network.
Each radio user will be assigned a call sign that is
descriptive of their function, i.e. Accredl or Medical2.
Do not use any personal names over the radio—only
call signs.

Field of Play
(FOP)

Field of Play refers to the area used for the sporting
competition, plus the immediate and surrounding
support areas at which a boundary separates the
attendant spectators.

Front of
House (FOH)

Front of House is the area within a venue, accessible
to ticketed spectators located after the ticket-rip point.
FOH usually contains seating, as well as services
such as toilets, food and beverage, concession
stands and first aid.

Mixed Zone

The Mixed Zone is an area specifically designed to
facilitate contact between the athletes and the media
at the completion of competition.

Talk Groups

Similar to a radio channel. Each radio user will be
assigned to a talk group relating to their role at the
venue. Radio users with similar operational tasks will
be on the same talk group. For example,
Transportation Parking Attendants will be on the
same talk group as Permitting and Loading
Attendants. Your radio should be kept on your
assigned talk group.

Workforce

Workforce includes paid staff, volunteers, contractors
and suppliers, security personnel and other members
of the team that deliver the event. The term
Workforce excludes athletes and team officials,
national and international sport executives, media
representatives, broadcasters, and technical officials.

Continued on next page
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Resources, continued

Frequently
Asked
Questions

Online
Resources

If You Don'’t
Know...

Feedback

Thank Youl!

There is a comprehensive, up-to-date FAQ section on the general
sport event volunteer website at: sporteventvolunteer.com.

For more information on freestyle Skiing and snowboard, visit the
following websites:

www.fis_ski.com

www.freestyleski.ca

www.csf.ca

If you still have a question, ask. Your supervisor will be your main
resource and will find an answer to your question.

Your feedback is important to us. It helps us to continually improve
our training programs. Please complete the evaluation form during
training and hand it to the session facilitator or your manager.

Thank you, again, for volunteering your time at this event. We are
thrilled to have you here and look forward to building lasting
memories as we make these events a huge success!
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Appendix A: Workforce Code of Conduct

How to Use the Workforce Code of Conduct
As a member of the event workforce, you contribute to the success of the event.

Your daily actions will help shape the experience of athletes, officials, spectators, and other
workforce members. During the event, no job is a small job, every interaction matters, and
every task counts.

This Workforce Code of Conduct is your guide for all of these interactions and tasks. It helps
you know what we expect of you and what your rights and responsibilities are. Some parts
may seem like second nature, and other concepts might differ from what you are used to.
Above all, the Code of Conduct is a tool to help you be a part of delivering a successful event.
A full list and description of policies and procedures is available through your Workforce
Venue Manager if you want more detailed information.

All members of the workforce must comply with the Workforce Code of Conduct as a
condition of engagement. There may be times where the guidelines are impractical or not
possible to implement for particular roles, venues or places of work. You will be advised by
your supervisor/manager if you are exempt from any of the conditions mentioned in this
document. You will also be advised of any policy changes that affect the Workforce Code of
Conduct.

By using the Code of Conduct as your guide, you are contributing to the team environment
and the success of the event.

Aboriginal Participation and Awareness

As a member of the event workforce, you should be aware that the event is taking place on
the traditional territories of one or more of the Four Host First Nations (Lil'wat, Musqueam,
Squamish and Tsleil-Waututh First Nations). It is important to show respect for the culture and
protocols of the Four Host First Nations.

Accreditation

As a workforce member, your accreditation is required to enter the venue. Inside the venue,
certain areas are zoned and require the proper access privileges (as identified on your
accreditation badge) to enter. Access to zoned areas of the venue should only occur as
required in order to fulfill your assigned role. If you use your accreditation privileges
inappropriately, your access could be revoked.

Wear your accreditation badge where it is visible at all times at your venue. Do not loan or
give your pass to anyone else.

Athlete/VIP Approaches, Autographs and Photography

Seeing world-class athletes can be very exciting. Keep in mind that athletes are here to
compete, and their preparation could be disrupted if approached. Asking athletes (or VIPs) for
autographs or photos is not appropriate while at the venue or in uniform. Over and above
being disruptive to an athlete’s preparation and performance, approaching an athlete can also
pose a security risk. We ask that you leave your camera at home, as we assume no
responsibility for it and you will not be able to store it securely. Outside of work hours, outside
of the venue, and when out of uniform, please be polite and discreet when approaching

Event Orientation — World Cup 09 Cypress Mountain 48 Please re-use or recycle this booklet



athletes and VIPs: be prepared to take “no” for an answer. At this event photography from
the seating area is not permitted.

Bringing Family Members/Children to Work

When scheduled for a shift or training session, it is not practical to bring children or other
family members to the workplace. Access will be granted to accredited workforce members
only.

Blogging

Blogging is an appropriate form of personal expression as long as it is in good taste and is
confined to your personal experience. No confidential information in relation to any third party,
nor any Sport Event, marks (emblems, logos or other copyrighted materials) should appear
on blogs.

Still photos, sound or moving images from within Accredited Zones that contain sporting
action, or the Opening, Closing or Victory Ceremonies of the event are not permitted. The
only exception to this is still photos where the only images are of you and other people who
have consented to be in the photo.

Confidential Information

As a member of the event workforce, you are obligated to protect confidential information
about the event organizing committee, the National and International Sport Federations, and
any other relevant parties.

Confidential information (including addresses and telephone numbers of fellow workforce
members) should never be discussed or disclosed to anyone other than those authorized to
receive it. This applies to both during and after your involvement with the event.

Contact with the Media

All requests from the media for comments or information should be politely directed to your
venue’s Venue Media Centre or to your supervisor/manager if you are not in a position to
contact the Venue Media Centre. This will ensure the accuracy of all information and help
maintain good relationships with the media.

Similarly, you should not give any interviews, appear in any promotions, advertisements or
endorsements, or give any assistance to the media relating to the event, the National and
International Sport Federations, and any other relevant parties without the prior consent of
your supervisor/manager.

Cultural Awareness

The event brings together athletes, dignitaries, visitors, officials, staff and media with a range
of cultural and language backgrounds. Members of the workforce are expected to consistently
demonstrate a high standard of customer service when dealing with people, regardless of
their cultural background or language spoken.

In helping with visitors, the public, your colleagues or any member of our team, remember to
treat everyone with respect by focusing on their needs and providing them with accurate
information and timely assistance. In particular, comments (including jokes) about particular
cultures, races or ethnicities are not acceptable.
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Disability Awareness

People with a disability will be contributing to the event, both in an official capacity and as
visitors. When interacting with people with a disability, focus on the person, not the disability.
Respect and good communication skills are most important: always ask if they require
assistance before rushing to help.

Discrimination and Harassment Resolution

All members of the workforce are responsible for maintaining a work environment that is free
of harassment and discrimination, in which everyone is treated fairly on the basis of merit and
performance.

If you believe a situation is occurring contrary to this environment, immediately notify your
supervisor/manager or the Workforce Venue Manager. All allegations of discrimination will be
thoroughly and confidentially investigated. If substantiated, appropriate action will be taken.
Harassment /discrimination is defined as any inappropriate behaviour, comment, suggestion,
gesture or communication, which:

Is likely to cause offence, humiliation or intimidation to any member of the

workforce;

Is unwanted or unwelcome, whether intentional or unknowing;

Might be perceived, explicitly or implicitly, as placing a term or condition on

employment, training or promotional opportunities;

Interferes with an individual's job performance;

Has the effect of creating a poisoned or hostile working environment

Harassment/discrimination by a workforce member is subject to disciplinary action, which may
lead to termination.

Drugs and Alcohol
We prohibit the possession, sale, distribution, use or being under the influence of alcohol,

illegal drugs or any other substances that may affect your performance and behaviour in the
workplace.

Consumption of alcohol, illegal drugs or other performance-impairing substances prior to
and/or during a work shift is not allowed and may result in termination.

Consumption of alcohol at the venue is only permitted on special occasions when supplied by
management and should be enjoyed in moderation. Do not consume alcohol in a public place
while in uniform.

Environmental Stewardship

We are committed to demonstrating respect for our natural environment. Members of the
workforce are expected to support this commitment by:

Reducing paper use - minimize printing, print on both sides of a page and recycle all
used paper

Reducing waste - use refillable mugs and water bottles where possible

Recycling waste - put recyclables and waste in the correct bins

Reducing litter - assist and encourage coworkers and/or spectators to place their
waste and recycling in the correct bins. If you see litter around the venue, please pick it
up and dispose of it properly.
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Choosing sustainable transportation methods — ride share, take transit, bike, or walk to
the venue

Conserving water - water is a valuable resource, please take care to not leave taps
running unnecessarily and avoid other wasteful water use practices

Reducing energy consumption - please avoid idling your vehicles and turn off lights
and equipment when they are not required to be in use

Be a champion — encourage others to demonstrate environmentally sustainable
behaviour

Facilities and Property

We are budget-focused with significant constraints on available resources and a high level of
public accountability for the use of these resources. We ask you to be efficient and
economical, and to care for and protect all assets. This covers all consumables and
equipment including, but not limited to, stationery, communication devices, computers, office
equipment and sports equipment.

No property (including consumables) is to be removed from the premises and/or used for
private purposes without prior authority from your supervisor/manager. Due to the limited
amount of resources and security considerations at all venues, you are prohibited from using
the organization’s equipment for private purposes.

Fatigue Management

We are committed to ensuring that all members of the workforce have adequate breaks and
recovery time between shifts and activities. Be sure to get adequate sleep between shifts.
Fatigued workforce members pose a safety risk to themselves and others. If you are
experiencing symptoms of fatigue let your supervisor/manager know immediately.

Fraud and Corruption

Fraudulent and corrupt activities are in fundamental opposition to the spirit of team. If you
suspect fraudulent or corrupt behaviour, report it to your immediate supervisor, the Venue
Manager or the Workforce Venue Manager. All reports will be investigated promptly, fairly and
confidentially. Workforce members who report a fraudulent or corrupt activity will be protected
from recrimination. Anyone found to be engaged in such conduct will be subject to disciplinary
action and referred to the police if appropriate.

Firearms/Dangerous Weapons

Possession of firearms or dangerous weapons is not permitted, except when authorized and
appropriately licensed as part of your event role.

Gambling

Gambling is prohibited at the venue. In addition, the use of work time, telephones or
equipment to conduct gambling activities during a work shift or while in uniform is prohibited.

Gifts and Gratuities

Gratuities should be politely declined by workforce members under all circumstances. Any
gifts, including complimentary tickets, with a value in excess of $25 will be construed to be a
contribution to the entire workforce, and should be given to the Workforce Venue Manager.
Accepting gifts could be perceived as an attempt to gain preferential treatment or influence a
decision.
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Hazards, Incidents and Injuries

If you are involved in or become aware of any hazardous circumstance or incident with the
potential to, or having resulted in, an injury to any person, report the details to your
supervisor/manager immediately, complete an Incident Report Card and hand the completed
card in Workforce Check-In by the end of your shift. Copies of the Incident Report Card are
available at Workforce Check-in.

Health and Safety Rights and Responsibilities

We are committed to providing you with a safe work environment. Everyone has a right to a
healthy and safe workplace along with an individual responsibility to ensure this is upheld.
During the course of this event, you are required to perform your activities in a safe manner
and ensure that your activities do not put you or others at risk, in order to ensure the safety of
every person involved in the event.

All workforce members must understand and comply with all written or spoken safety
requirements (policies, procedures, instructions and signage) generic or specific, to their
venue, role or function.

Supervisors/managers must ensure that their workforce members receive all appropriate
safety training and comply with all safety requirements.

Plant, machinery, equipment or tools that pose a risk to health and safety may only be used
by workforce members who have received instruction in their safe operation and only in the
manner intended by the manufacturer.

Workforce members required to perform activities that pose a risk to health and safety should
begin this activity only after they have received the appropriate safety training.

National Anthems

During the playing of a country’s national anthem, please show respect by removing your hat,
being quiet and standing still, if possible.

Notice Boards and Information Display

Notice boards, newsletters and other forms of displaying information are for the benefit of the
whole team. Personal material may not be distributed or placed within the workplace without
the prior approval of the Workforce Venue Manager or your function supervisor/manager. Do
not remove any items without permission.

Non-Smoking Environment

We provide a smoke-free work environment. You may not smoke while on duty. Smoking is
only permitted in the designated workforce smoking areas, and only during breaks as
approved by your supervisor.

Open Door Environment

We are committed to encouraging an open environment in which all members of the
workforce can express themselves freely and responsibly, where issues raised are responded
to in an appropriate and timely manner, and where everyone is treated with dignity and
respect. Above all, we are committed to the fair and honest settlement of any issues
surrounding resentment, suffering or distress.
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Other Duties

Depending on the nature of your role, you may be asked to perform duties other than those to
which you were originally assigned. Your cooperation and flexibility will help in running the
event as efficiently as possible.

Personal Presentation

Please maintain a high level of personal hygiene at all times. Be neatly groomed, presentable
and scent-free.

Personal Property

There is no secure storage available for personal effects. We will not assume responsibility
for the loss or theft of, or damage to, your personal possessions.

Performance Issues and Inappropriate Practices

We will always attempt to resolve any performance issues fairly and equitably. In such cases,
your function supervisor/manager will discuss the relevant concerns with you and seek to
resolve the matter in a timely and courteous manner.

Inappropriate practices will be dealt with by the function supervisor/manager. Dismissal can
occur as a result of consistently unsatisfactory performance or serious misconduct. The
Workforce Venue Manager is available to assist if required.

Professional Behaviour

All members of the workforce have a responsibility to behave professionally at all times. If you
travel to and from your place of work while in uniform, you will be highly visible as a
representative of the event. Be alert, friendly and committed to Service Excellence— these
qualities are an integral part of your role

Obscenities, offensive language and inappropriate jokes are unacceptable in the workplace.

Selling or Canvassing on Premises

You may not engage in personal business or other interests during your work shift, while at
the venue, or when in uniform. This includes use of event telephones to make calls in relation
to personal business interests, the display or distribution of posters, pamphlets and
catalogues, and approaching colleagues in relation to those activities.

Shift Start

Workforce members should plan to arrive at the check-in area at least 15 minutes, but no
earlier than 45 minutes, prior to the beginning of their shift to allow adequate time for check-
in, preparation and deployment.

Special Dietary Requirements

If you have special dietary requirements, please advise your supervisor as soon as possible,
SO your needs can be accommodated.

Training Attendance

Training will form an exciting part of your workforce experience. As it provides valuable
information to help you do your job, you are required to attend all designated training
sessions.

Event Orientation — World Cup 09 Cypress Mountain 53 Please re-use or recycle this booklet



Uniforms

Your uniform should be worn and maintained with pride and in accordance with the published
guidelines, including comfortable footwear. In addition to your uniform, any visible clothing
items should be free from logos or markings inconsistent with event sponsors. See the
Uniform Guidelines Appendix B for more information.

Use of Mobile Phones

Some roles will require the use of a mobile phone. In these cases, the phone will be issued by
your supervisor or manager (or a contracting organization) and may be used while on shift.
Please limit the use of your personal mobile phone to when you are on a break.

Working Alone

When working alone, always carry a communication device such as a radio or mobile phone.
Check in and out with your supervisor/manager regularly during your shift at scheduled,
predetermined intervals. If you are managing somebody who is working alone and they do not
check in with you, try to contact the individual. If there is no response, contact the Workforce
Venue Manager immediately.

Working in the Cold

To prevent cold-induced illness or injury, ensure you wear appropriate layers for cold, wet,
and windy conditions. Protect your head, face, hands and feet, and avoid skin contact with
metal objects. Take frequent short breaks in warm, dry shelter. If you do get wet, make every
effort to dry yourself immediately.

Workplace Violence

We are committed to providing a work environment free of violence. If you experience or
witness any abusive, threatening or intimidating behaviour, contact the Workforce Venue
Manager.
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Appendix B Uniform Guidelines

Mountain Sport Events -- Uniform Guidelines

These guidelines apply to all workforce members (paid staff and volunteers), on and off the
field of play, for Sport Events occurring in mountain venues. Contractors will not be provided
with a uniform.

M1. Partnership Commitment
The workforce team is an integral part of an event. A great deal of time and effort are
needed to make each event a success. Workforce members who fulfill their
commitments are allowed to keep their uniform, in recognition of their achievements.

M2. Uniform Pick-Up

- Workforce members pick up their uniforms, by invitation, prior to their assigned Sport
Event. This will occur in conjunction with their Event Orientation Training date.
Workforce members must pick up their own uniforms. Uniforms will not be distributed
to friends or family members on a workforce member’s behalf.
The standard uniform for mountain Sport Events is an outdoor technical jacket. Please
visit the Sport Event volunteer website for more information at
sporteventvolunteer.com. Click on your assigned Sport Event, then select “Pre-Event”
and “Uniform and Accreditation”.
Workforce members are responsible for providing their own footwear and for ensuring
footwear is appropriate for their assignment.
Workforce members working on multiple assignments will not be issued with more than
one (1) uniform.

M3. Uniform Replacement
Uniforms sold, lost, stolen or damaged cannot be replaced.
Upon receipt, each workforce member is responsible for thoroughly examining their
uniform for defects. If a defect is found, the uniform will be replaced if the defect is
reported to the Uniform and Accreditation Centre (UAC) within 24 hours of receipt.
The workforce venue manager will be supplied with a limited number of contingency
uniforms available to be borrowed only under exceptional circumstances.

M4. Uniform Substitutions
No uniform substitutions will be accepted at this time.

M5. Uniform Requirements on Duty
- In order to maintain a consistent appearance for each of the mountain Sport Events,
workforce members receiving a uniform must wear their uniforms while on duty.
No other items and/or garments containing visible logos that conflict with the primary
sponsors of the mountain Sport Event are to be worn while the workforce member is at
work.

M6. Start Dates for Wearing Sport Event Uniform
Workforce members begin wearing their uniforms as determined by each Sport Event
venue team.
Some workforce members may have shifts prior to the commencement of the actual
Sport Event and may be asked to wear their uniform prior to the date specified by the
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venue team, in which case Uniform Guidelines point M5 -- Uniform Requirements on
Duty -- shall apply.

M7. Provision for Wet Weather Gear

The uniform provided includes an attached hood. There will be no other provisions
made for wet weather gear at mountain Sport Events. In the case of extreme weather

conditions, a workforce member may use their own wet weather gear provided it does
not contain logos or brand markings.

M8. Other
The organizing committee assumes no responsibility for the loss of personal items.
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Appendix C: Radio Communications Guidelines

Radios
Radios are the fundamental communications device in the venue and are used by
most key positions including medical crews, field of play marshals, event services staff
and functional area managers.
Radios and all radio accessories will be distributed and maintained by the Radio
Distribution Centre (RDC).

Definitions

Call-Sign

A Call-Sign is a way to identify yourself over the radio. Examples include Helpdeskl, Sport2,
Medicall, etc. When making a call over the radio network, address others and yourself by
Call-Sign and not personal names. A list of all Call-Signs is located on the Venue Talk Group
Assignment Sheet in the Radio Distribution Centre (RDC).

Talk Group:
A Talk Group is similar to a radio channel. You will be assigned to the same Talk Group as

those you need to communicate with most often. Examples of Talk Groups include: Sport,
Medical, Technology, etc. Within a Talk Group, you have the ability to communicate
exclusively with your team and the Venue Communication Centre (VCC). Radios are pre-
programmed with the various Talk Groups available at each venue.

Venue Communication Centre (VCC)

The Venue Communications Centre ensures proper radio protocols are followed, monitors
conversations of select Talk Groups, and bridges conversations with other radio users within
the venue (example: Cleaning to Medical). The VCC is operational during Competitions and
Celebrations.

When using the Radio- Follow the 6 Step Process
1. THINK About what you need to say.
2. LISTEN To ensure your talk group is clear.
3. PRESS And hold the Push-To-Talk (PTT) button.
4

. WAIT Once to you hear the talk-permit tone, wait another second before
speaking.
SPEAK Into the microphone, holding it about (3) inches from your mouth.

oo

RELEASE The Press-To-Talk (PTT) button.
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Radio Etiquette & Guidelines

1. Remember: All radio users AND everyone near a radio can hear all conversations.
a. Never use profanity or slang.
b. Be professional.
c. Never give confidential information over the radio — use a telephone.
d. Keep the volume at an easy level for you to hear but low enough so it does not

disturb others.

2. Keep radio chatter to event-related information.
a. Be Brief!
b. Speak slowly and clearly.
c. Keep the volume of your voice at a normal conversational level.
d. Be concise but give complete information.
e. Stay calm when relaying important information.

3. Your radio is your responsibility
a. Report any lost, stolen, or malfunctioning radios to your supervisor.

4. Need Help?
a. Ask your Supervisor
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