
 

 

 

Durham Wayfinder Policies & Procedures 

The Durham Wayfinder program was established in 2008 as a collaboration between the Durham 
Convention & Visitors Bureau (DCVB) and the Durham Performing Arts Center.   

It is designed to be the means by which Durham will:   

• Exceed expectations by providing first rate customer service and helping visitors have a great 
experience.   

• Provide cultural facilities and events with a reliable pool of trained volunteers.   
• Increase visitor circulation and spending throughout the county by providing visitors with 

directions and information on restaurants, hotels, shopping areas, and other amenities. 
 

To become a member of the Durham Wayfinder program, individuals must have a current email address 
and be able to access the internet to sign up for shifts.  All Wayfinder volunteers are required to attend 
a destination-level orientation and training on the use of the Durham Wayfinder scheduling platform 
conducted by DCVB.  Additional orientations and training sessions may also be required by individual 
venues and events.   

DCVB administers the online scheduling system that allows volunteers to easily register and search for 
volunteer opportunities at Durham’s cultural facilities, events, festivals, convention information desks 
and visitor center.  It also provides training to cultural facilities and events on setting up their own teams 
in the Wayfinder system, as well as instructions on recruiting volunteers.  DCVB does not establish 
specific rules or protocols for a volunteer; that is handled by each venue and facility, most of whom have 
their own volunteer handbook or policies.  

Service as a volunteer is at the discretion of the various Durham Wayfinder Teams.  The individual 
administrators/team managers may, at any time, and for any reason, decide to terminate a volunteer’s 
relationship with specific groups, events, or even with the entire organization.   It is not DCVB’s role to 
intervene in these matters.  Similarly, volunteers may, at any time, and for any reason, decide to 
terminate their membership with specific “teams” in the Wayfinder system.  

The Wayfinder Coordinator will be notified by the team manager in writing if s/he dismisses a volunteer 
due to poor performance or behavior that is not conducive to creating positive interactions with the 
public, the venue and other volunteers.    

 

A notation will be made in that individual’s record, but in most cases the volunteer will still be allowed 
to participate on other teams. 

If a volunteer is dismissed from a second organization or team for poor performance or behavior that is 
not conducive to creating positive interactions with the public, the venue and other volunteers, then 



that individual will be placed on probation for 3 months, or until the volunteer has worked a minimum 
of 3 additional shifts. 

While a volunteer is on probation, the Wayfinder coordinator may check in with other teams to ensure 
the volunteer’s performance is acceptable.  If it is, at the completion of the probation period the 
volunteer will be removed from probationary status.  This does not mean the volunteer will be accepted 
back onto any specific team.  That is done at the discretion of the venue or event.   

If there are further performance or behavior issues during the probation period, the volunteer will be 
removed from the Wayfinder program.   

Following the probation, if the volunteer is dismissed from a third organization for poor performance or 
behavior that is not conducive to creating positive interactions with the public, then the volunteer will 
be removed from the Wayfinder program.   

Note that depending on the nature of the infraction, particularly if the infraction was egregious or 
violent, DCVB may, at its sole discretion, dismiss the volunteer from the entire program.  

 

 

 


