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Volunteer Induction

supporting you in your volunteering

Volunteering Policy

Age UK Camden recognise the benefit of volunteering in the organisation as something that:

· Enhances the services provided to clients

· Brings a wide range of skills, experience, and knowledge to the organisation.

· Reflects the broad community the services are aimed at.
The Volunteering Policy sets out the framework for volunteer involvement in the organisation, covering good practice, expectations, and boundaries.  
Volunteers are expected to carry out their agreed tasks within the framework of the policies, procedures and guidelines laid out in these documents.

Structure of Support 

Each project and service at Age UK Camden that involves volunteers has a key person who is responsible for supporting volunteers.

This person will be your main point of contact in your day-to-day activity and volunteering.  

Volunteering Manager

The Volunteering Manager oversees the recruitment of volunteers across the organisation and ensures good practice.

They are also available for support if your key person is not available, or the issue is something you do not wish to discuss with them.

Out of Pocket Expenses 

Age UK Camden reimburses travel and other agreed out of pocket expenses. as is explained in the Volunteer Expense Policy 

Please talk to your Key person or the Volunteer Manager to set up your claim or if you have any questions.
Refer: Expenses Policy and Claim Form 
Expectations
As a volunteer it is important to remember that you are representing the organisation during the time you are volunteering and it is important you do this in a positive and constructive manner. .

Volunteers are expected to be:
· Reliable and constructive
· Turn up and doing what you agreed to do
· Represent the organisation in a positive and competent manner.
· Keep in touch with your key person (respond to message and requests for information)
· Adopt a non-judgemental approach to the people we support 
· Honesty is both presumed and expected.
· Not to make false statements about individuals linked to Age UK Camden or the organisation itself.
· Stay within the boundaries
· If an individual has more than one role within the organisation (e.g., member and volunteer or volunteer and staff) – they are expected to adhere to guidance and procedures linked to the most senior role.
Also:
· Smoking is not permitted on any of our premises.
· If you turn up to volunteering under the influence of alcohol or drugs, you will be asked to go home
· If, at any time, you have concerns that personal issues /changes in health/ medication etc. is impacting on your ability to carry out your role safely, please speak to your key person as this will allow us to put supportive measures in place.
Publicity/Press:

Volunteers and Staff are not authorised to speak on behalf of the organisation without prior knowledge and consent of the relevant senior manager and CEO. You can tell people about the services we offer them our contact and website details.  As a representative of the organisation, you are asked to represent Age UK Camden in a positive manner. 
Volunteers can expect:

· Support appropriate to the role they are undertaking 
· Out of pocket expenses (see Expenses Policy)
· Training to support undertaking the role
· Appropriate Policies and Procedures in place
· Covered by Insurance
· Acknowledgement of volunteer contribution Opportunity to contribute to the development of the organisation
Communication and Resolving Problems
Good communication is a key element to a successful volunteering experience.

Everyone has a responsibility to ensure this happens
· 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. 
If a complaint is brought against a volunteer (by a client, staff or another volunteer) the process ensures it will be handled sensitively and appropriately.

 The key worker may use these procedures to deal with issues that cannot or have not been satisfactorily resolved through regular support and communication.  

In some instances where theft, verbal abuse, safeguarding concerns or anything else that is construed as Gross Misconduct are being investigated a volunteer may be suspended, while the matter is investigated
If a volunteer believes that an issue has not been resolved satisfactorily or dealt with appropriately, they can request a formal meeting as is laid out in the document 
Refer to: Communications and Resolving Problems Procedure

Data Protections and Information Sharing 
At times and depending on the role, volunteers will be entrusted with information about a service user which is confidential. 
The organisation needs to be able to trust its volunteers with such information.  People’s trust in Age UK Camden may be undermined if a volunteer of AUC unnecessarily discusses issues that should not be publicly discussed. 
Key points relating to this are covered at Induction and again when the volunteer starts in their role.

Volunteers complete an online course on Data Awareness
Adult Protection & Safeguarding 

Volunteers in certain roles must complete Safeguarding Adults Awareness training either on online or training session.  

All volunteers are encouraged to complete Safeguarding Adults Awareness training either on line or training session.

Age UK Camden has adopted the Pan London Safeguarding Guidelines

In all cases regarding the abuse or inadequate care of vulnerable adults, Age UK Camden volunteers must alert the key person as soon as possible.
Refer to:  Guidelines on Data Protection, Information Sharing and Safeguarding for Volunteers

Equality and Diversity (Extract from AUC Equality and Diversity Policy)
Age UK Camden (AUC) promotes the well being of all older people and works to make later life a fulfilling and enjoyable experience. 

We recognise that every person is an individual with different needs, preferences, and abilities.  We aim to reflect this diversity in everything we do, including making our services inclusive and accessible to older people from all sections of the community, and attracting and retaining a diverse workforce.

Diversity welcomes difference.  By understanding, respecting, and using these differences we can maximise our impact through meeting individual needs and staying in touch with the changing societies in which we work.

Staff and volunteers need to recognise and fulfil their personal role in making AUC a genuinely inviting and inclusive organisation.

AUC has a commitment to diversity, which is about:

· Recognising and seeking to redress inequality and disadvantage

· Recognising and valuing difference

· Treating all in a fair, open and honest manner

· Recognising the right of service users, volunteers and employees to be treated with dignity and respect

AUC is committed to:

· Equality of opportunity

· Tackling discrimination and disadvantage

· Tackling harassment, victimisation and intimidation

· Making its workforce and the organisation as a whole more representative of the diverse communities that make up Camden
Whistle blowing (extract from AUC Whistleblowing Policy)
Whistleblowing encourages and enables employees and volunteers to raise serious concerns within Age UK Camden (AUC) rather than overlooking a problem or 'blowing the whistle' outside.

Employees and volunteers may be the first to realise that there is something seriously wrong within AUC. However, they may not express their concerns as they feel that speaking up would be disloyal to their colleagues or to the Charity.

What Types of Concern are Covered?

Volunteers and staff do not need to have conclusive proof; they should report any reasonable suspicions as well.  Staff and volunteers should report anything relating to work: 

· which they believe involves or may involve criminal activity. 

· which does or may have adverse health and safety implications. 

· where they suspect abuse or potential abuse (physical, mental, sexual or financial) of AUC staff, members, volunteers or clients.
· where they believe there has been any work-related wrongdoing by Age UK Camden as an organisation (such as breach of contract or administrative law or other failure to comply with legal obligations), or by its trustees, staff and/or volunteers. 

· where there is possible or actual conflict by or between AUC staff, AUC members or service users, or staff from other organisations or bodies as they affect AUC’s staff, volunteers, members, or clients. 

· which they feel could cause some problem in the future if not tackled now. 

· which they are uncomfortable about and on which they need advice or assistance. 

How to Raise a Concern

Volunteers should generally take their concerns or issues to their lead support person/ manager in the first instance. If the concern involves this person, ask to speak to the Volunteering Manager or a member of the Senior Management team. The issue will be treated in confidence, with only the staff and volunteers that need to know being informed (unless the Manager feels there is an obvious need to break confidentiality to stop or prevent, for example, criminal activity or abuse or clear danger). 

Confidentiality

All concerns will be treated in confidence and every effort will be made not to reveal your identity if you so wish. At the appropriate time, however, you may need to come forward as a witness.

This policy encourages you however to put your name to your concern whenever possible. 

Other Boundaries to follow:

· Volunteers must not give their private telephone numbers/email address etc to the older person.
· Volunteers should not accept / ask for or offer money to/from a client. 

· Volunteers should not ask for /of give money to other volunteers or staff unless there is a mutual agreement. * (make sure you know about claiming out of pocket expenses)
· Volunteers must not handle the older person’s money /withdraw cash/use bank cards 

· Volunteers can accept nominal gifts from the older person (value of £5 approx.) but must always report to their key person.

If an older person tries to give substantial gifts, you 
need to explain that you are not allowed to accept 
these and always tell your key person.
· If an older person shares anxieties about their ability to look after themselves, their finances, or any other aspect of their lives – bring it to attention of your key person. Do not get involved or try to sort these issues out as an individual. 
· Do not put yourself or anyone else at risk during your volunteering.

.
Health and Safety

Age UK Camden has a comprehensive Health and Safety Policy (H&S), and all our services are expected to operate within the policy.

AUKC is committed to providing a safe environment for its clients, volunteers, and staff alike.


The coordinator or manager of each service is responsible for H&S in that area.

Volunteer Responsibilities 
A safe environment is achieved where everyone plays a part. As a volunteer you are expected to:

· Operate within the Polices, Guidelines and Boundaries
· Take reasonable steps to ensure your own and others safety

· Report any accidents immediately.

· Report any dangerous situations.

· Keep relevant staff informed of your activities.  

· Never take on a task for which you have not been trained.

· Attend Health and Safety training or any other training as required.

Health and Safety within your Project 

The manager/ coordinator for volunteers within each service is responsible for informing volunteers of H&S practice in relation to the services
Volunteers involved with Befriending / Home Visitors 

· Are not allowed to carry out personal care duties 
· Are not allowed to lift or carry client.

· Are not allowed to cook, clean or complete DIY tasks 

· Are not allowed to give our personal contact details/ address/ email etc*
Personal Safety for Volunteers in the Community 
· Tell someone where you are going and what time you expect to leave/finish

· Check your route and transport links if the area is unfamiliar
· Be aware of the time of day you make your visits and keep to main routes.

· Speak to your coordinator if you have any concerns for your safety while volunteering. 
Refer to:  Emergency Guidelines for Lone Volunteering also AUC Health and Safety Policy
Contact Information

Make sure you have the name and contact details of the person who is your manager/key support in your volunteer role. 
Main reception: Age UK Camden - 020 7239 0400 / info@ageukcamden.org.uk 
Volunteering Manager:  Volunteering@ageukcamden.org.uk 

Other Premises 
Henderson Court Health and Positive Living Hub
102 Fitzjohn’s Avenue

London NW3 6NS
Tel: 020 7794 6588
Good Neighbour Scheme - Address as Henderson Court 
Tel: 020 7443 9241

Great Croft Health and Positive Living Hub
Cromer St

London WC1H 8LF

Tel: 020 7278 5090 

Age UK Camden Shop

53 Leather Lane

Holborn EC1N 7TJ
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