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1. Introduction
Age UK Norfolk was established in 1947. Today our mission is to make Norfolk a great place to grow older. We recognise that service standards are necessary to ensure consistent and quality services to the people to whom we provide help and support
The Physical Activity Service aims to support adults aged 65+ to improve their health, wellbeing, confidence and social connections through safe, inclusive and enjoyable physical activity opportunities.
This manual provides guidance and procedures for staff, volunteers and qualified instructors involved in the delivery of community-based physical activity classes. It should be used during induction, training and as a reference document during service delivery.
The service is committed to continuous improvement. Feedback from staff, volunteers, instructors and participants is welcomed and may inform future revisions of this manual.

2. Vision, Mission and Objectives
Our aim is to support people to lead healthier, more active and independent lives.
Objectives
· Increase participation in safe physical activity.
· Improve strength, balance, mobility and confidence.
· Reduce social isolation and loneliness.
· Support people to remain independent for longer.
· Create welcoming and inclusive community environments.
· Promote positive physical and mental wellbeing.

3. Principles of the Physical Activity Service
The service will:
· Treat every participant with dignity and respect.
· Promote inclusion, equality and diversity.
· Deliver activities that are safe and appropriate.
· Encourage independence and confidence.
· Respect personal choice and individual goals.
· Maintain clear professional boundaries.
· Follow safeguarding and confidentiality requirements.

4. Expectations and Limitations of the Service
The service provides group-based physical activity sessions led by appropriately qualified instructors.
The service is not:
· A medical treatment service.
· A physiotherapy service.
· A counselling service.
· A personal care service.
· A one-to-one rehabilitation service.
Participants should seek advice from their GP or healthcare professional if they have concerns regarding their ability to participate.
Instructors may modify activities where appropriate but will work within the scope of their qualifications and competencies.

5. Staff Roles
Staff are responsible for:
· Recruiting and supporting instructors and volunteers.
· Managing referrals and registrations.
· Monitoring quality standards.
· Responding to safeguarding concerns.
· Completing risk assessments.
· Supporting participants and instructors.
· Monitoring incidents and accidents.
· Managing venue relationships.
· Maintaining accurate records.

6. Instructor Roles and Responsibilities
All classes must be led by a suitably qualified instructor who is covered by Age UK Norfolk’s insurance and holds a current first aid certification. Instructors must hold a Level 3 Personal Trainer qualification or, as a minimum, a Level 2 Fitness Instructing qualification.
Instructors must:
· Deliver safe and inclusive sessions.
· Arrive in sufficient time to prepare the venue.
· Conduct pre-session safety checks.
· Adapt activities to suit participant needs where appropriate.
· Promote a welcoming and supportive atmosphere.
· Record attendance when required.
· Report concerns, incidents or safeguarding issues.
· Maintain professional boundaries at all times.
Instructors should not:
· Provide medical advice.
· Diagnose health conditions.
· Undertake personal care tasks.
· Lift or physically support participants unless specifically trained and authorised.
· Provide services outside their qualifications.
· Attend participants' homes as part of the activity programme.

7. Volunteer Roles Group Activities Volunteer Role and Refreshments and Welcome Volunteer Role
Volunteers may support classes by:
· Greeting participants.
· Assisting with registration.
· Providing general encouragement.
· Providing refreshments and social activities.
Volunteers must not:
· Lead exercises.
· Provide medical advice.
· Lift or physically assist participants.
· Handle safeguarding concerns independently.
· Collect or store participant information outside approved systems.
· Disclose your personal information to the member e.g. address, phone number.
· Accept or provide gifts (Review gift policy).
· Maintain contact with the member after the case has been closed.
· Criticise services the member receives—remain neutral and supportive.
· Provide counselling or emotional support beyond your role. (Contact the staff team if concerns arise.
· Provide medical advice – refer to their doctor, 999 or NHS 111 for health concerns.
What makes a good Volunteer
· Engage your support network within and outside the organisation.
· Demonstrate empathy - listen attentively, acknowledge concerns, and encourage a positive outlook. 
· Communication effectively- use active listening, a calm voice, be attentive warm, open and respectful. Avoid sharing personal opinions or attitudes.
· Identifying any extra support, you may need and report this to the staff team.
Volunteer induction
Volunteer’s induction will be booked as per the instructions in the volunteer handbook procedure. Once a volunteer has been fully vetted and inducted, they can start to support the service.
Note to staff- A volunteer cannot be made active on CLOG until they have completed all the sections in the recruitment procedure and returned all relevant documents.
When the staff member is making the volunteer active on CLOG you will need to ensure you are completing the following for volunteers:
· Add the volunteer to the ‘Groups and Skills’ tab and mark the ‘Preferred method of contact’ box.
· Set required actions for the relevant service
· While the volunteer is active it is the responsibility of the staff team to keep the volunteers record up to date.
· Ensure at the Annual Review that details are checked and updated if necessary.
· Update CLOG with training events attended in the clubs and Clinics section.

If group emails are being sent, the volunteers email address will always be hidden by using the BCC function

Volunteers - Leaver
If a volunteer wishes to end their volunteering with Age UK Norfolk the volunteer must remember that they are unable to continue to support any Age UK Norfolk service users once they have left and they must:
· Delete/destroy all contact information they hold for any service users.
·  Return all AUKN property including their I.D badge.
In all cases the volunteer needs to end contact with the service user and both parties need to be advised that if they continue a relationship this is outside of AUKN and there will be no insurance cover in place.
Note to staff remember to update CLOG (including groups and skills)
Volunteer Support and Supervision
Each volunteer can expect support from the whole of the Communities in Motion Team.
Volunteers may request a face-to-face Supervision session with their coordinator at any time
· Volunteers receive training and annual reviews.
· Support is always available from coordinators.

8. Participant Rights and Responsibilities
Participants have the right to:
· Be treated with dignity and respect.
· Attend a safe and inclusive class.
· Receive information about the activity provided.
· Raise concerns or complaints.
· Withdraw from the service at any time.
Participants are expected to:
· Arrive on time where possible.
· Inform staff of any relevant health changes.
· Wear suitable clothing and footwear.
· Treat staff, volunteers and other participants respectfully.
· Follow instructor guidance and safety instructions.

9. Health, Safety and Safeguarding
The safety of participants, volunteers and instructors is a priority.
Risk Assessments
Unique risk assessments will be completed for:
· Each venue.
· Activities undertaken and equipment used
· Identified participant risks where necessary.
All known or identified risks will be recorded and shared in line with our policies.  Volunteers will be informed of any risks and applicable restrictions.
Safeguarding
Age UK Norfolk is a co-signatory to the Norfolk Safeguarding Adults Joint Policy and Procedures and is committed to always protecting vulnerable adults.
If you suspect or identify any form of abuse affecting participants of this service, report it immediately to the Instructor or Health and Wellbeing Team. Do not promise confidentiality, safeguarding requires full transparency. Stay calm, listen carefully, and support the member appropriately.
The staff team will manage safeguarding concerns following our policy, which may involve Social Services or the client's GP. Volunteers will be informed of any necessary next steps. Lack of updates from Norfolk County Council or GPs does not mean action isn’t being taken.
For further guidance, refer to the documents in the appendix
Medical Emergencies
If a participant becomes unwell:
· Follow the instructor’s guidance
· Stop the activity if required.
· Follow emergency procedures.
· Contact emergency services if necessary.
· Complete an incident report.
Transporting a Service User and Manual Handling
Volunteers and staff should not transport a service user in their car even if they have the correct insurance. No staff or volunteer should help lift service user or push them in a wheelchair.

Personal Safety
Age UK Norfolk have a responsibility under the ‘Lone Workers Policy’ to provide you with support should you ever feel unsafe or in danger whilst attending a Physical Activities class.
· Classes must take place during office hours (10am-4pm) so you can access staff for support.
· Risks are assessed, but volunteers must remain vigilant.
· Any concerns should be reported to the instructor promptly.
· Ensure you have the relevant Age UK Norfolk staff contact information with you.
· Park in a well-lit area if possible, so that the vehicle is safe, and you will not be at risk when you leave or return to it.
· If someone falls, do not attempt to lift them, but call for assistance.

10. Referral and Registration Process
Participants may join through:
· Self-referral.
· Family or carer referral.
· Professional referral.
Prior to joining, participants will be asked to complete:
· A referral form forms.
· Health questionnaires.
· Attend an in-person health assessment
· Provide emergency contact information.
Information will be stored in accordance with data protection requirements. More information can be found on our website Age UK Norfolk | Privacy policy

11. Delivery of Physical Activity Classes
Classes should:
· Be welcoming and inclusive.
· Follow a planned session structure.
· Include a warm-up and cool-down.
· Be suitable for the advertised audience.
· Encourage participation at individual ability levels.
Examples of potential classes we may provide-
· Chair-based exercise
· Strength and balance exercise 
· Walking groups
· Yoga/Pilates 
· Dance and movement classes
· Fitness and wellbeing groups
Participants should be encouraged to work at their own pace and rest whenever required.

12. Attendance Monitoring and Reporting
Attendance records should be maintained for every session.
Monitoring information may be used to:
· Measure outcomes.
· Support funding requirements.
· Identify support needs.
· Monitor participation levels.
· Demonstrate community impact.

13. Incident Reporting
An incident report must be completed following any accident, near miss, participant injury, safeguarding concern, aggressive or challenging behaviour, damage to property, or medical emergency. All incidents should be reported to the Service Manager as soon as possible, with the relevant details recorded accurately and objectively.

14. Closing or Suspending a Class
A class may be suspended or closed due to:
· Venue issues.
· Staffing challenges.
· Health and safety concerns.
· Severe weather or emergency situations.
Participants should be informed as soon as possible and alternative options offered where available.

15. Dealing with Challenges
Participants Requiring Additional Support
If a participant's needs exceed what the service can safely provide, staff should discuss available alternatives and signpost to appropriate services.
Challenging Behaviour
If a participant behaves in a way that causes distress to others, creates safety concerns, or is discriminatory, abusive or otherwise inappropriate, staff should address the behaviour in a calm and appropriate manner. This may include speaking with the participant about their behaviour and, where necessary, issuing a warning. If concerns continue, it may be necessary to withdraw access to the service permanently in order to protect the safety and wellbeing of participants, instructors, staff and volunteers.

Falls During a Class
If a participant falls during a class, they should not be lifted or moved unless it is necessary for their immediate safety. The instructor should remain with the participant, keep them calm and comfortable, and assess whether medical assistance is required. Depending on the circumstances, the class may need to be paused or ended to ensure the participant receives appropriate support and the safety of others is maintained. Following the incident, an incident report must be completed in accordance with the organisation’s incident reporting procedures.

16. Frequently Asked Questions
What should I do if I cannot attend my class?
Please inform the instructor or service team as soon as possible. Via email to healthandwellbeing@ageuknorfolk.org.uk or by telephone to 01603 785206

What happens if a class is cancelled?
Participants will be contacted at the earliest opportunity using the communication method held on record. Participants are encouraged to keep their contact details up to date.
Can participants attend if they have health conditions?
In many cases, yes. However, participants should inform staff of relevant health conditions and seek medical advice when appropriate. Please contact the team if you feel you would like to check. Via email to healthandwellbeing@ageuknorfolk.org.uk or by telephone to 01603 785206
Can family members or carers attend? 
If a participant requires a carer, family member or other support person to attend a class with them, this should be considered on an individual basis. Factors may include the participant’s support needs, the level of involvement required, available space at the venue and the potential impact on other group members. Arrangements will vary depending on the class and venue and should be discussed with the service team before attendance is agreed.

17. Useful Information
Recommended Participant Guidance
· Wear comfortable clothing.
· Wear supportive footwear with toes covered. 
· Bring drinking water.
· Bring Emergency medication – (e.g. Inhalers GTN spray)
· Exercise within personal ability and comfort levels.
· Inform instructors of any concerns.







18. Appendix
	Document 
	Purpose

	Incident Report Form- Operational Incident Report Form.doc

	Used to record accidents, incidents or concerns arising during a class.

	Risk Assessment Template- RA MASTER Delivery of Physical activites service 03.09.26.doc

	Used to identify and manage potential risks associated with classes and venues.

	Participant Registration Form- Communities in Motion Referral Form
	Records participant details and relevant information required to support safe attendance.

	Safeguarding Flowchart- Safeguarding: Flowchat
	Provides clear steps to follow if a safeguarding concern is identified.

	Safeguarding report form- Safeguarding: Report Form
	Records participant details and relevant information required to support a safeguarding referral

	Volunteer Handbook- volunteer-handbook----january-2025.pdf
	Provides details pertinent to your role
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