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YHU Terminal Volunteer Program Outline & Highlights
Experience Ambassador – Toujours prêts à accueillir
PROGRAM OVERVIEW
Experience Ambassador YHU is the official volunteer program of YHU Terminal, designed to welcome and assist passengers while enhancing the overall customer experience. Volunteers act as goodwill ambassadors, providing guidance, information, and support to travelers throughout the terminal. 
As the face of YHU, our volunteers embody the airport’s values of Safety, Hospitality, Inclusivity, Efficiency, and Responsibility, ensuring that every passenger interaction reflects YHU’s commitment to excellence and care. 
PROGRAM MISSION & OBJECTIVES
Mission: To enrich the passenger journey by providing friendly, informed, and proactive assistance that reflects YHU’s commitment to exceptional hospitality and community spirit.

Objectives: 
· Deliver a consistent, warm welcome to all airport guests
· Provide accurate and timely information on airport services and transportation options
· Support airport partners by guiding passengers and assisting during peak travel times or irregular operations.
· Promote YHU’s image as a safe, efficient, and welcoming regional gateway
· Build community engagement and pride through volunteerism. 
VOLUNTEER ROLES & RESPONSIBLITIES
Volunteers are stationed throughout the terminal to assist passengers in key areas such as check-in areas, security waiting areas, arrival zones, and curbside entrances.
Typical duties include:
· Greeting passengers and offering assistance proactively.
· Providing information about airport facilities, retail, and amenities.
· Guiding passengers to ground transportation and regional connections.
· Assisting with wayfinding and flight information inquiries.
· Supporting operational teams during flight disruptions or high passenger volumes.
· Promoting Montreal-area attractions and services to visitors.
· Providing support to terminal stakeholders and partners.
VOLUNTEER PROFILE
Ideal candidates are personable, dependable, and community-minded individuals who share a passion for helping others and representing YHU Terminal. Preferred qualifications include the following: 
· Minimum 19 years of age
· Previous experience in customer service or tourism
· Friendly, approachable, and adaptable demeanor
· Excellent listening and communications skills
· Fluency in French and English (additional languages an asset). 
· Basic computer literacy (email, internet navigation)
· Ability to obtain and maintain an Airport Security Pass
· Commitment to at least one four-hour shift (or two two-hour shifts) per week for a minimum of one year.
TRAINING & ORIENTATION
YHU Terminal provides comprehensive onboarding to ensure volunteers are confident and prepared. Training components will include: 
· Airport orientation and customer service excellence.
· Security and safety procedures.
· Accessibility awareness and working with persons with disabilities.
· Communication skills and conflict resolution.
· Wayfinding, terminal layout, and transportation services.
· Mentorship from experienced volunteers.
Volunteers will receive a uniform, name badge, and ongoing support from YHU’s Volunteer Program Coordinator.
VOLUNTEER COMMITMENT & SCHEDULING
Volunteers are asked to commit to a minimum of one four-hour shift or two two-hour shifts per week, with schedules that remain flexible from Monday through Sunday to align with the airport’s flight operations. Availability during holidays and peak travel seasons is considered a valued asset, as these periods often bring increased passenger activity and opportunities to assist. The standard program participation term is one year, with the option to renew for continued involvement and growth within Experience Ambassador YHU.
BENEFITS OF VOLUNTEERING
While the role is unpaid, volunteers receive meaningful recognition and a range of perks, including:
· Complimentary parking during shifts
· Access to light refreshments (drinks and snacks)
· Invitations to volunteer appreciation and recognition events
· Training and mentorship opportunities
· A YHU uniform and ID badge
· The satisfaction of contributing to a safe, welcoming and vibrant airport community
SAFETY AND SECURITY
Volunteers with Experience Ambassador YHU operate in both public and secure areas of the terminal and must adhere to all YHU Terminal safety, security, and emergency procedures. As part of the onboarding process, all selected candidates are required to obtain an Airport Security Pass before beginning their duties. In addition, each volunteer will participate in a safety and security response training and orientation to ensure they are prepared to respond appropriately in any situation and maintain a safe environment for passengers, staff, and fellow volunteers.
PROGRAM RECOGNITION & COMMUNITY IMPACT
Experience Ambassador YHU is part of a growing network of Canadian airport volunteer programs that showcase the human side of aviation. Through their kindness, professionalism, and commitment, volunteers strengthen community ties, improve passenger satisfaction, and promote YHU as a welcoming regional hub for Greater Montreal. Annual recognition initiatives include:
· Volunteer Appreciation Luncheon
· Years of Service Awards
· Spotlight Ambassador Program recognizing exceptional contributions
HOW TO APPLY
Interested applicants can submit their Volunteer Application Form (attached) by email to: 
YHU Terminal
Attention: YHU Volunteer Program Coordinator
Email: info@yhuterminal.com
Following submission, applicants will be contacted to schedule an interview and discuss placement opportunities. 

For more information, please contact us at info@yhuterminal.com


Volunteer Application          
Thank you for your interest in becoming a volunteer with YHU Terminal. The information on this form will help us to find the most satisfying and appropriate volunteer placement for you. Please return this signed application once completed.
Personal Information: 
	Name:

	Address: 
	Postal Code:

	Phone No.:
	Email:



Why are you interested in volunteering for YHU Terminal?
	

	

	



What do you hope to gain from your volunteer experience?
	

	

	



What are your personal goals volunteering with YHU Terminal?
	

	

	



Skills and Abilities: (Please check any of the following skills/abilities that you bring to a volunteer position)

	
	Microsoft word
	
	Able to navigate the internet
	
	Aviation/Airline experience
	
	Friendly/outgoing personality
	
	Airport operations experience

	
	Outlook/Email
	
	Working with people with disabilities
	
	Record keeping
	
	Prepare reports & presentations
	
	Working with a team

	
	Excel/ PowerPoint
	
	Customer Service experience
	
	Telephone-answer and forwarding
	
	Ability to listen, understand and respond
	
	Work with people from diverse communities

	
	Working alone
	
	Problem solving skills
	
	Reception duties
	
	Detailed and process orientated
	
	Good communications skills

	
	Other skills or abilities
	
	
	
	
	
	
	
	



Previous Experience: (Volunteer or Work; attach resume if applicable)

	Name of Organization
	Dates
	Address
	Position

	

	
	
	

	
	
	
	

	
	
	
	



Areas of Volunteer Opportunities: (please indicated areas of interest)
|_|  Customer Service/Meeter and greeter      
|_|  Airside passenger movement management  
|_|  Groundside passenger movement management   
|_|  Information Desk/Passenger inquires    
    
Availability:
How many hours per week/month can you realistically devote to volunteering? ___________________________
What is the expected duration of your volunteer commitment? _______________________________________________

What days and hours are you available?
	
	AM
	
	PM
	
	Other (please specify)

	Sunday
	
	
	
	
	

	Monday
	
	
	
	
	

	Tuesday
	
	
	
	
	

	Wednesday
	
	
	
	
	

	Thursday
	
	
	
	
	

	Friday
	
	
	
	
	

	Saturday
	
	
	
	
	



When are you available to begin volunteering? ___________________________________________________
What other languages do you speak other than French/English? ______________________________________
Write: __________________________________________ Read: ____________________________________
How did you find out about the volunteer opportunities with YHU Terminal?
______________________________________________________________________________________________
Emergency Information:
Emergency Contact Name: __________________________ Phone Number: ___________________________ Relationship: ___________________________________________
Do you have any medical conditions, allergies, or physical limitations that we should be aware of to accommodate you while volunteering?						 No ____	 Yes   ____
If yes, please describe any accommodations you may require. You are not required to disclose a diagnosis: __________________________________________________________________________________________
Confidentiality: This information will remain confidential and will only be used to ensure your safety or provide reasonable accommodation while volunteering. 




References: 
(please print clearly and supply name, address, postal code, and telephone number)

Please provide the names of three persons (not family members) who are familiar with your character and/or qualifications. Ideally, your references should have known you for at least two years. Each will be contacted by phone and asked to respond to a short questionnaire. All responses will be confidential. 

	
	Name, Address, Phone Number, and Relationship (please print clearly)

	
1.
	


	
2.
	


	
3.
	





Authorization for collection of personal information:

I, _______________________________, authorize YHU Terminal to collect personal information appropriate to the position applied for concerning my academic background, employment history, and verify the character references I have supplied.

___________________________________                              _____________________________________
                         (Signature)	                                                                                     (Day/Month/Year)					

Please Read Carefully Before Signing:  

I understand and agree that volunteering and continued volunteer service with YHU Terminal is conditioned upon:

1. Observance of the rules, regulations, and instructions governing volunteerism by YHU Terminal as in effect at the time of volunteering or established at any subsequent time.
2. The verification of statements made by me in this application.
3. Compliance with all safety, security, and emergency procedures of YHU Terminal. 


Statement: I hereby certify that all statements made in respects to my application are true and complete to the best of my knowledge. I understand that any false statements of material facts in my application will forfeiture my right to volunteer with YHU Terminal. I also acknowledge that YHU Terminal is not obligated to use my services as a volunteer in any way, and that this does not constitute an employment relationship.

Signature:  __________________________________________________Date:  ______________________________
(Please sign that you have read and understand the above statement)


Completed applications can be emailed to: info@yhuterminal.com

Notice of Collection of Information
Personal information collected on this form is collected under the Act Respecting the Protection of Personal Information in the Private Sector (Quebec) and is used solely for the purpose of administering the YHU Terminal Volunteer Program. The information will be retained in accordance with YHU Terminal’s privacy policy and destroyed securely when no longer required. 
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