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Communication and Resolving Problems
Age UK Camden recognises the benefit of volunteering which brings a wide range of skills experience and knowledge to the organisation.  Age UK Camden aims to make volunteering a positive experience. Good communication and following boundaries and guidelines are integral to making this work. 
Everyone has a responsibility. 
This document provides steps and guidance for:

· Volunteers on how and who to speak to if you have questions, challenges or difficulties with your role
· Staff who support volunteers on what to do if problems or issues arise with a volunteer within their role. 
Volunteers – What to do if you have a problem or issue 

Volunteers can expect to be treated fairly and with respect by colleagues and clients as you carry out your tasks. 

All projects and services that involve volunteers have a named person(s) who are responsible for the day to day support of volunteers.
If you don’t know who that person is – ask the Volunteering Manager.

If you don’t have their contact details – ask the Volunteering Manager.

This named member of staff is the person volunteers bring any questions that they have about their role.
For example:

· You’re not clear what is expected of you
· You don’t feel confident to carry out the task with more support

· You want to talk about the times or days you volunteering or what you are doing
· Any concerns you have that relate to the person you are supporting

· Any concerns that relate to your ability to volunteer (changes in health, personal circumstances etc)

We recommend that volunteers keep in regular contact with the person who supports them via phone, email or in person. 
It is better to communicate/ discuss issues as soon as possible and not allow situations to escalate or go unnoticed. 
Here are options for Volunteers 
Options 1 
A volunteer can request a meeting with the person who supports them to discuss an issue.   Depending on what the issue is, the staff member or volunteer may request that the Volunteering Manager and/or relevant Service Manager also attend.

Option 2 

If the issue is about the person who supports them, the volunteer should contact the Volunteering Manager or the relevant Service Manager and ask for a meeting.  

Option 3

If a volunteer thinks that an issue has not been dealt with fairly or appropriately, they can write to the Senior Manager responsible for the member of staff/service.  The manager may ask to meet and discuss the matter further.  

Other Issues:

If you need to speak to someone urgently and the member of staff who supports you is not available, you can ask to speak to:

· Volunteering Manager 

· The Service Manager responsible for your service

· Any other Service Manager

· CEO

If volunteers are telephoning, they should use the main reception number.*

Boundaries

Any notes or actions will be agreed by all people involved in a meeting.  
Timeframes will be put in place where necessary.

Any information that may need to shared; will be done with knowledge of everyone involved in the process.
Should other staff or volunteers need to be involved it will be with the knowledge of everyone involved in the process.
Organisation – What the Age UK Camden will do if it has any issues or concerns relating to a volunteer.
Volunteers are expected to follow the guidelines, good practice and boundaries for volunteering with Age UK Camden.

Staff responsible for supporting volunteers must also ensure that volunteers know and understand these boundaries and guidelines.   They are responsible for ensuring the volunteer has the names and contact details of other relevant staff (e.g. main reception number / Service Manager)

If a volunteer does not follow these guidelines or breaks boundaries, the staff member responsible for supporting them must speak to them at the earliest opportunity. 

It is important to establish:

· What happened

· What the context was

· Were there any extenuating circumstances

· Explain why the action was not appropriate 

· Remind and revisit necessary guidelines

· Check if the volunteer needs additional support 

· Agree a plan to move forward and if necessary a review date.

If a volunteer continues to breach boundaries and guidelines the following options are available to the member of staff.

Step 1 

Arrange a meeting with the volunteer. Talk through the issue and agree next steps. This may include a plan of action for the volunteer to follow and a review date.  Any review date should be set no longer than 6 weeks from the first meeting.  

During the review meeting the staff member will determine whether or not the matter is resolved.

If it is not resolved the member of staff moves to 

Step 2

A further meeting will be called to include the Volunteering Manager and if appropriate the Service Manager, with a view to determining the reasons why the volunteer continues to breach boundaries.  If it is determined that the volunteering is unwilling to stay with the guidelines and boundaries, they will be asked to leave. 
Boundaries

Any notes or actions will be agreed by all people involved in a meeting.  

Timeframes will be put in place where necessary.

Any information that may need to shared; will be done with the knowledge of everyone involved in the process.

Should other staff or volunteers need to be involved it will be with the knowledge of everyone involved in the process.
Appendix 1 

Gross Misconduct – what is means and how it is managed
Appendix 1
GROSS MISCONDUCT

Gross misconduct is defined as misconduct of such a serious nature as to warrant asking a volunteer to stop volunteering with immediate effect.

Examples are given of some of the occurrences that could be so regarded.  This list of examples is not intended to be exhaustive and there may be other offences of similar gravity that will constitute gross misconduct and, therefore, result in asking a volunteer to stop, pending investigation of the allegation.  If the decision is to ask a volunteer to leave, the volunteer has the right to appeal to the Chair of the Appeal Panel.

Examples of gross misconduct: - This is not exhaustive
-
Serious or repeated personal harassment or discriminatory behaviour which contravenes the organisation's equal opportunities or protection from harassment and bullying policies or its aims and objectives;

-
Any expression of ageism in contravention of the aims and objectives of the organisation

-
Serious acts of insubordination and disloyalty, including the unauthorised release of confidential information;

-
Unauthorised use or possession of property belonging either to the organisation, other employees, volunteers or service users;

-
Corrupt practices such as the improper receipt or offer of money, goods or favours;

-
Fraud, any attempt to defraud or misappropriate funds, including 


deliberate falsification of expenses claims;

-
Physical assault, violence or malicious treatment of any other person connected with the organisation, or receiving services from it;

-
Incapacity through alcohol or misuse of drugs;

-
Intentionally causing damage to property belonging to either the organisation, other employees, volunteers or service users;

-
Serious breach of trust and confidence;

-
Any action which could seriously endanger the health and safety of a member of the organisation, other employees, volunteers, users of the organisation's premises or services;

-
Providing false information to volunteer with Age UK Camden.

-
A criminal conviction that disqualifies the volunteer from carrying out the agreed role.
-
Any action which brings the organisation into disrepute. 

Actions
The member of staff who supports the volunteer will arrange a meeting with the volunteer to determine what happened and give the volunteer an opportunity to explain actions or what happened from their perspective.

If appropriate, the Volunteering Manager and/or Service Manager may be asked to attend this meeting.

If the incident involves any of the above members of staff, the meeting will be chaired by another Service/ Senior Manager.

If it is necessary to get witness statements or interview other people, this will be done prior to this meeting.

The volunteer can request witness statements or other information to be included in the meeting. 

Age UK Camden will endeavour to deal with the matter as promptly as possible, though it may take time to gather evidence.

Once all the information has been looked at and a decision made, the volunteer will be informed.

If a volunteer is not happy with the result, they can appeal the decision with the Board of Trustees. This should be done in writing to the Chair of the board.  The Chair or delegated member of the board will respond within 14 days, unless further investigation delays any response.
The Volunteer will be kept informed of any delay.

Volunteers can have another Age UK Camden volunteer, member of staff or friend attend these meetings with them for support. 


