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ROOF Program Client Handbook
Responsible Oversight for Observed Family Time (ROOF)

Welcome!
Welcome to the ROOF Program. Our goal is to provide a safe, structured, and child‑focused environment for supervised visitation as ordered by the court. This handbook outlines the expectations, procedures, and responsibilities for all participants. Please read carefully, as compliance with these guidelines is required for continued participation.

1. About the ROOF Program
1.1 What the Program Provides
· Court‑ordered supervised visitation
· A safe, neutral environment for parent–child contact
· Objective observation and documentation for the court
· On‑site drug screening
· Visits can be scheduled up to once weekly, or until RTOV’s capacity to serve has been reached.
1.2 What the Program Does Not Provide
· Legal advice
· Custody recommendations
· Counseling, therapy, or mediation
· Parenting coaching

2. Getting Started
2.1 Intake Requirements
Before visits can begin, each adult participant must:
1. Complete an individual intake appointment
2. Provide identification and income verification, if seeking income-based rates
3. Review all program rules
4. Sign required consent forms
Note: If no income documentation is provided, the standard fee applies.
The intake, screening, and orientation process is designed to:
· Verify eligibility for services based on a valid court order
· Establish a payment scale based on income. If no income is provided, the base rate will apply. 
· Identify and mitigate safety risks prior to visitation
· Ensure all participants understand program rules, expectations, and limitations
· Establish clear boundaries regarding staff neutrality and confidentiality
Completion of intake and orientation is mandatory before any supervised visitation occurs.
During intake, staff shall review the following with each participant:
1. RTOV’s neutral role and lack of advocacy for either party
2. Child-focused expectations during visits
3. Prohibited behaviors and grounds for visit termination
4. Arrival and departure procedures
5. Drug screening requirements
6. Documentation and reporting practices
7. Staff shall provide opportunities for questions but shall not offer legal advice.
2.2 Intake Scheduling
Missed intake appointments may delay or suspend services. Please call our intake specialists at 276-236-7131 ext. 223 and 221 to schedule your intake appointment. You will need:
1. ID or Proof of Identity
2. Income documentation for everyone in the home
3. The fee for your intake appointment: $20. We accept cash or cards; cash must be exact. 
4. Your court order
5. 1-2 hours of time
Visits may be scheduled with the Impact Coordinator only after intake and orientation are complete for the participating parent.
RTOV reserves the right to suspend or delay services if new safety concerns arise at any point in the intake or visitation process. RTOV also reserves the right to suspend or delay services when our capacity threshold has been reached.

3. Fees and Payment
3.1 Fee Structure
The cost of a visit is determined by a sliding scale and is based on the visiting parent's income. If no income documentation is provided at intake, the standard fee of $45 for a visit and $20 for an intake appointment, shall apply until income documentation is provided. If you wish to change your payment fee after intake has already been completed, you must schedule a new intake appointment and pay the $20 intake fee. 
Rooftop of Virginia accepts:
· Exact Cash
· Card payments through Zeffy, our secure money processing platform
3.1.1 Fees
Fees will be based on the family’s current household income and family size, referencing Federal Poverty Guidelines (FPG). Cash must be exact.

For an intake appointment:
· $20

For a 1-hour visit:
· Below 100% FPG: $15 nominal fee
· 101–150% FPG: $25
· 151–200% FPG: $35
· Above 200% FPG: Full rate $45

4. Arrival & Departure Procedures
· Direct parent-to-parent contact is prohibited
· Parents arrive and depart on staggered schedules to prevent contact.
· The custodial parent is responsible for ensuring the child meets their appointment time. Custodial parent enters through the main lobby at the white ramp; the custodial parent must stay on site. 
· Visiting parents enter through the downstairs concrete ramp entrance off Main Street fifteen minutes prior to the visit. 
Failure to arrive 15 minutes early will result in cancellation.
Departing:
· The observer will call upstairs to come down to retrieve the child, who will be returned to the custodial parent.
· Observer and visiting parent wait fifteen minutes after the visit to depart
If the visit is terminated due to safety concerns, the visiting parent shall leave the site first.

5. During the Visit
5.1 Expectations
Visits can be scheduled up to once weekly, or until RTOV’s capacity to serve has been reached. RTOV can host visits for up to 5 children per vising parent, at the same time. If additional children require a visit, an additional visit window must be scheduled. 
· Visits are always supervised by trained RTOV staff
· RTOV maintains continuous camera monitoring with sight and sound
· Staff must maintain continuous sight and hearing of all interactions.
· Supervision may be enhanced based on safety concerns, court orders, or prior incidents.
· Staff shall position themselves to allow clear observation of the child and visiting parent.
5.2 Expectations for Parent–Child Interaction
Participants are expected to:
· Focus interactions on the child’s needs, interests, and developmental level
· Use age-appropriate language and behavior
· Follow staff direction promptly
· Respect the child’s emotional cues and boundaries
· The child shall be permitted to contact the custodial parent during visitation, unless otherwise noted by the court order.
· Visits shall be presumed to begin on the date and at the time designated by RTOV during scheduling. 
· No parent shall allow a child to miss visitation because they do not want to go
RTOV staff may provide brief redirection to support child-focused interaction but shall not coach, counsel, or parent.
5.3 Personal Belongings
All belongings will be locked outside the visitation room.
No phone use, food, recording, photography, or personal items are permitted during the visit. No gifts can be given during the visit. Gifts must be vetted through the custodial parent. 
5.4 Prohibited Behaviors
The following behaviors are strictly prohibited and may result in intervention or termination:
· Discussion of court cases, custody matters, or legal disputes
· Questioning or pressuring the child about the other parent or home environment
· Threats, intimidation, verbal aggression, or hostile behavior
· Negative talk of the custodial parent 
· Physical discipline or behavior causing emotional or physical harm
· Arriving under the influence of alcohol or drugs
· Use of phones, recording devices, or photography
· Attempts to leave the visitation area without authorization
· Involvement of unauthorized individuals
· Bringing outside food into the visitation room
· Bringing gifts into the visitation room. Gifts must be arranged through the custodial parent. 
· Bathroom breaks during the observation window
· Bringing personal belongings into the visitation room
· Personal belongings shall be in a locked storage outside of the visitation room
5.5 Bathroom Break Procedures
5.5.1 Before the Visit
· Both the child and visiting parent should use the restroom before the visit begins.
· A urine drug screen is completed by the visiting parent before every visit.
· Staff will remind participants at check‑in.
· Visiting parents may not take children into the restroom.
· Visiting parents cannot be left unobserved.
· Children cannot be left unsupervised at any time.
If an urgent need arises:
· A staff member from upstairs will escort the child to the custodial parent, who may take the child to the restroom.
· The visiting parent must remain in the visitation room.
· No time lost will be added back to the visit.

6. Drug Screening Requirements
6.1 Who Is Tested
Drug screening is required for all parents visiting through RTOV.
6.2 Method
ROOF uses instant urine drug screens (presumptive only). Tests are completed before the visit.
6.3 Refusal or Positive Results
If a participant:
· Refuses to test
· Tests positive
· Produces an invalid or inconclusive sample
The visit will not occur.
ROOF does not provide confirmatory testing.

7. Visit Termination Procedure
When terminating a visit, staff shall:
1. Inform the participant the visit is concluding
2. Ensure the child’s immediate safety and emotional support
3. Separate parties according to termination arrival/departure protocols
a. The visiting parent will leave first, and the custodial parent will wait 15 minutes to leave the site
4. Contact a supervisor 
5. Contact law enforcement if required to maintain safety
Staff shall not engage in arguments or debate with participants regarding termination decisions.
7.1 Visit Cancellations
24-hour notice of a cancellation of a scheduled visit is required except in the event of sudden illness in the part of the child or visiting parent.  
In the event a visit is cancelled, a makeup visit shall occur within 30 days, to be scheduled with agreement with the parents and RTOV. No makeup visit is required if the visiting parent cancels for a reason other than illness unless both parents are in agreement. 
7.2 Missed Visits Policy
If 3 consecutive visits are missed, or if the visiting parent does not establish a visit within 30 days of receiving their court order, the visitation time is terminated, by court order. The parent will need to petition the court regarding future visits.
8. Confidentiality
ROOF protects participant information but may share limited details:
· When required by court order
· When required by law
· When necessary for mandated reporting
8.1 Limits of Confidentiality (Mandatory Disclosures)
RTOV may disclose information without participant consent when:
· RTOV staff have reason to suspect child abuse or neglect and are required to make a report to appropriate authorities
· There is an imminent safety concern requiring emergency response
· RTOV receives a subpoena, court order, or other lawful directive requiring disclosure
RTOV staff will disclose only the minimum information necessary to meet the obligation.

9. Court Reports
Written reports are submitted after each visit or as required by the court, following secure transmission protocols.
9.1 Communication Boundaries and Neutrality
To preserve neutrality and safety:
· RTOV does not provide legal advice, custody opinions, or recommendations
· RTOV does not engage in informal updates by phone/text that are not documented
· RTOV staff do not discuss one party’s statements with the other party
· RTOV limits communications to scheduling, rules, safety requirements, and court-required reporting
· RTOV staff do not provide testimony or records informally; they must be subpoenaed by a court of law.

10. Safety and Risk Management
RTOV reserves the right to:
· Delay or cancel visits if safety concerns arise during intake or visitation
· Delay or reschedule visits due to weather conditions or related accessibility issues
· Contact supervisors or law enforcement when necessary to maintain safety

12. Questions and Communication
ROOF staff are available to answer questions related to:
1. Scheduling
2. Program rules
3. Safety procedures

13. Contact Information
Rooftop of Virginia CAP
206 North Main Street,
Galax, VA 24333
276-236-7131
Intake Specialists: *For intake and intake scheduling 
Olivia Cook | ocooke@rtov.org
276-236-7131 ext. 221 
Melanie Brickman | mbrickman@rtov.org
276-236-7131 ext. 223
Impact Coordinator: *For visits and scheduling
Caitlen Crotts | ccrotts@rtov.org
276-236-7131 ext. 253
Administration:
Terri Gillespie | tgillespie@rtov.org
276-236-7131 ext. 222
Amanda Funk | afunk@rtov.org
276-236-7131 ext. 238
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