
URHM Public Privacy Policy  

The URHM is committed to protecting the privacy of the personal information provided to us. 

Any personal information that the URHM retains is kept in such a manner as to ensure its 

security and confidentiality at all times. The URHM is dedicated to protecting the personal 

information of our clients, members, donors, staff and volunteers. We are committed to meeting 

or exceeding the privacy standards established by federal and provincial legislation. Our 

information handling practices comply with the Personal Information Protection and Electronic 

Documents Act (Canada).  

Definition of Personal Information  

Personal information is any information that is identifiable to individuals. This may include, but is 

not limited to, name, gender, age, date of birth, language of correspondence, mailing address, 

telephone number, fax number, email address, and membership in an organization. Personal 

information does not include publicly available information about an individual in their capacity 

as an employee of an organization such as name, job title, work mailing address, work email 

address, work fax number, or work telephone number.  

Collection of Information  

The URHM only collects personal information from:  

• Donors   

• Members  

• Volunteers  

• Employees 

• Clients (for client intake through Link2Feed)  

• Others who have shown an interest in the URHM  

This information is collected by a variety of methods: phone, fax, mail, email, online, or in-

person.  

Disclosure of Information  

The URHM treats its obligations with respect to the use and disclosure of personal information 

very seriously. The URHM will only use or disclose personal information for the primary purpose 

that it was collected or for a purpose related to the primary purpose that you would reasonably 

expect it to be used. The URHM will not sell, trade or rent this information to third parties. 

The URHM may transfer information to service providers where information processing is 

outsourced by the URHM in the course of its administrative procedures. 

Storage of Information  

Personal information is stored in our database(s) on a secure server and in hard copy files. Only 

authorized personnel have access to this information. The URHM uses personal information to 

better serve our stakeholders and to expand our community of support.  

 

 



Online Privacy and Electronic Communication  

The URHM is committed to protecting the privacy of those who use our website. We do not 

collect any personal information about individuals browsing our website. 

Unfortunately, no data transmission over the Internet can be guaranteed to be 100% secure. As 

a result, while we strive to protect your personal information, we cannot ensure or warrant the 

security of any information you transmit to us or receive from us electronically. This is especially 

true for information you transmit to us via e-mail. We have no way of protecting that information 

until it reaches us. Once we receive your transmission, we make our best efforts to ensure its 

security on our servers 

Clients  

The URHM uses Link2Feed for client intake and ensures all clients are aware of and consent to 

the use and storage of their personal information. Link2Feed is a cloud-based software used by 

food banks across Canada to collect, access and manage client information in a secure 

manner.   For the purpose of this policy, “clients” refers to any individual who accesses URHM 

services.   

Donors   

The URHM will only request specific information from you in order to complete a donation 

transaction. Your information is added to our donor database, but this information will not be 

sold, traded or otherwise distributed to any other organization or companies. Any credit card 

information is taken in a secure environment. The URHM utilizes CanadaHelps. The information 

you enter is handled directly by CanadaHelps. For further information on CanadaHelps’ privacy 

policy please see https://www.canadahelps.org/en/privacy-policy .  

Contact Info   

Questions, concerns or complaints relating to the URHM privacy policy on the treatment of 

personal information should be e-mailed to info.urhm@gmail.ca or 15 Plywood Place,  

Charlottetown, PEI, Canada, C1A 5H2.  

The URHM does its best to ensure that all information is recorded accurately—if you notice any 

errors in our correspondence with you or if your personal information changes, please contact 

us at info.urhm@gmail.ca or 15 Plywood Place, Charlottetown, PEI, Canada, C1A 5H2 to 

update your file. If you do not wish to be contacted by phone, mail, or email, please contact us 

and we will ensure that your request is honoured.  

Further information on privacy and your rights in regard to your personal information may be 

found on the website of the Privacy Commissioner of Canada.   

The Upper Room Hospitality Ministry Inc. Charitable Registration Number: 108102906RR0001 
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URHM Complaint Policy  

 

The Upper Room Hospitality Ministry Inc. is committed to providing quality services to our clients 

by providing a safe, warm, and welcoming environment to all staff, volunteers, clients, and 

visitors.  We recognize and value your feedback and concerns towards our organization.  Please 

review our process for handling complaints: 

1. Complainants may submit their complaints through our general email info.urhm@gmail.com 

or fill out a paper form available at our Food Bank or Soup Kitchen location. 

2. All complaints will be given to Manager on Duty or Executive Director who will sign, date, 

give description of complaint, and contact details of complainant.  

3. Complaints will be handled within 5-7 Business Days upon receipt. Third party investigation 

will be brought in if complaint cannot be rectified through organization.  

4. If complainant feels the situation was not handled to their satisfaction, they are welcome to 

contact Food Banks Canada Customer Experience Hot Line at 1-877-280-0329 or 

complaints@foodbankscanada.ca 

5. URHM is committed to ensuring  that individuals who make complaints in good faith are not 

subjected to any form of retaliation. We encourage open communication and feedback to 

help us improve our services and operations.  

6. URHM will not retaliate against individuals who make good-faith complaints 

7. This policy will be reviewed on an annual basis  

We thank you for your cooperation and know that your feedback helps make URHM a better 

place for all. This grows us further in addressing the food insecurity needs of our communities in 

Charlottetown, and all across Prince Edward Island.  
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Complaint Form 

 

 

Complaint Details  

 

 

 

 

 

Date of Incident  

Location of Incident  

Product/Service Involved  

 

Description of Complaint (Please provide a 

detailed description of your complaint. Include 

any relevant date, times, and the names of 

anyone involved) 

 

 

 

 

 

 

Desired Resolution (Please explain what 

action you would like to see taken to resolve 

your complaint) 

 

 

 

 

 

 

 

 

Complaint Print Name: 

_____________________________________________________________ 

Complaint 

Signature:_______________________________________________________________ 

Date:________________________________________________________________________ 

OFFICE USE ONLY: 

Date received  

Action Taken  

Resolution Date  

Comments:   

Full Name  

Address  

Phone Number  

Email Address  



 

No-Cost Food Access  

 

1. Our Misson: At the Upper Room Hospitality Ministry Inc, we believe all people should be 

able to access health food. We believe in creating a non-judgemental and inviting 

atmosphere in which those who are in need can enjoy a warm meal or take-home grocery 

hampers to help round out their food needs.  

 

2. No Financial Cost: Our services for clients at both our Food Bank and Soup Kitchen 

locations are at no cost to our clients.  

 

3. Our no-cost food access policy is not tied to any conditions such as: volunteer 

participation, donation requirements, engagement in faith-based activities, etc.  

  

4. Non-Discrimination: Our food bank is committed to providing services without 

discrimination. We serve all individuals in need, regardless of their race, color, religion, 

national origin, sex, age, or disability. 

 

5. Confidentiality: We respect the privacy of all individuals who seek our services. All 

personal information will be kept confidential and used solely for the purpose of 

providing food-support services (see privacy and confidentiality policy). 

 

This policy reflects our dedication to being a welcoming, inclusive, and supportive resource 

for the community. At Upper Room Hospitality Ministry Inc., we are committed to upholding 

the dignity and respect of every individual we serve 

 

 

 

 

 

 

 

 

 

 



THE ETHICAL FOODBANKING CODE  

PREFACE 

Food Banks Canada, Its Members (provincial associations), affiliate member food banks 

and associated agencies will:  

1. Provide food and other assistance to those needing help regardless of race, national or 

ethnic origin, citizenship, colour, religion, sex, sexual orientation, income source, age or 

mental or physical ability.  

2. Treat all those who access services with the utmost dignity and respect. 

3. Implement best practices in the proper and safe storage and handling of food. 

4. Respect the privacy of those served and will maintain the confidentiality of personal 

information.  

5. Not sell donated food 

6. Acquire and share food in the spirit of cooperation with other food banks and food 

programs. 

7. Strive to make the public aware of the existence of hunger, and the factors that 

contribute to it.  

8. Recognize that food banks are not a viable long-term response to hunger and devote 

part of their activities to reducing the need for food assistance.  

9. Represent accurately, honestly, and completely their respective mission and activities to 

the larger community.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Accessibility For People with Disabilities Policy 

Purpose 

URHM is committed to excellence in serving all stakeholders (clients, volunteers, donors, and 
partners), including people with disabilities. 

At the Upper Room Hospitality Ministry, we strive to provide services and resources in a way 
that respects the dignity and independence of all members of our community. We also commit 
to giving people with disabilities the same opportunity to access our services and resources and 
allowing them to benefit from the same services, in the same place and in a similar way as other 
users. If a barrier to accessing our services and resources cannot be removed, we will seek 
alternative ways to access the services and resources. 

This policy complies with applicable legislative requirements regarding accessibility, including 
meeting the requirements of the PEI Human Rights Act, 1976. This Act states that every person 
is free and equal in dignity and rights. To promote this principle, the Act prohibits discrimination 
on PEI in certain areas, such as employment, public services, and accommodations, based on 
certain characteristics or grounds, such as age, race, sex, and disability. 

Policy Statements 

Assistive Devices 

We welcome persons with disabilities to use their personal assistive devices while on URHM 
premises.  

We will assist our staff in receiving training and becoming familiar with assistive devices that 
may be used by members with disabilities while accessing our goods or services. We will work 
with our clients and community partners to help us discover any new assistive devices. 

Communication 

We will communicate with people in ways that consider their abilities. We will work with our 
clients to identify specific communication methods they require and do our best to 
accommodate them.  

Service Animals 

We welcome on our premises service animals upon whom persons with disabilities rely. We ask 
that only service animals to be allowed on our premises to meet food safety standards.  

Support Persons 

Support persons accompanying someone with a disability are permitted the same access as the 
person they are accompanying. At no time will a person with a disability who is accompanied by 
a support person, be prevented from having access to their support person while receiving 
URHM services. 

 

 

 

 



Notice of Temporary Disruption 

URHM will do our best to share communications of any planned or unexpected disruption to 
services or facilities through social media, media, and other public areas, where possible. These 
notices will be provided in accessible formats.  

Training 

To create awareness and ensure compliance, Upper Room Hospitality Ministry will provide 
relevant training to employees, volunteers, and others who work with our stakeholders. 

Training will include areas such as the following: 

• An overview of the accessibility for people with disabilities through the PEI Human Rights 
Act and any service requirements 

• Any customer service standards/guidelines used by URHM. 

• How to interact and communicate with people with various types of disabilities 

• How to interact with people with disabilities who use an assistive device or require the 
assistance of a service animal or a support person 

• How to use any equipment that may help with providing goods or services to people with 
disabilities 

• What to do if a person with a disability is having difficulty accessing services 

Staff will be made aware of and have access to training when changes/updates are made to 
URHM’s accessibility policies, practices, and procedures. 

Notice of Availability 

URHM will ensure that information in this accessibility plan is available to its stakeholders upon 
request and on its website. 

Any policy of URHM that does not respect and promote the dignity and independence of people 
with disabilities will be modified or removed. 

Questions or Feedback 

Stakeholders who wish to provide feedback on the way directly reach out to PEI Food Banks its 
work with people with disabilities can be made: 

By email: info.urhm@gmail.com 
By telephone number: 902-892-7092 
By mail: 15 Plywood Place Charlottetown, PE C1A 5H2 

Alternative methods of communication are also available on request. 

If you would like to be contacted regarding your feedback, please include your name and 
contact information. We will do our best to respond to you as promptly as possible. 

All feedback, including complaints, will be handled within 5 business days by the appropriate 
staff person, depending on the nature of the feedback. 

 

 


