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On behalf of us all here at Age UK Oxfordshire, I would like to thank you for showing interest in 
becoming a volunteer. 
 
I am thrilled that we attract people of talent and energy to our work, to support what we are 
trying to achieve with older people and their families. The commitment, time and enthusiasm that 
volunteers offer makes a major contribution to all our work and we recognise that volunteers bring 
something special to our teams, adding value, diversity and meaning.
 
I believe that together we will succeed in creating the world we want: where people can grow 
older in decent comfort, with the support they need when and where they need it, and above all 
with chances to live life their way, to the full; and where those who care for their loved ones can be 
helped to do so and at the same time enjoy their own life.
 
We are unusual, because of the wide variety of what we offer. From dancing and singing, to helping 
people claim their rights, to helping people get on with day-to-day life, to help around the end of life, 
through to a range of ways in which we help people stay connected. We recognise that people need 
people. All our work, in some way, is of service to that fundamental human needs for contact and to 
be valued.
 
We therefore believe that volunteers also deserve and should expect to receive as much 
information, support and training/development as any paid member of staff and should be valued, 
involved and respected in the design and delivery of the services we provide.
 
I really hope that we can be of use to you, and that you will find fulfilment and enjoyment by 
working as part of our team. Your support is precious to us – and above all, to the people we help, 
who may have a struggle on their hands in having the life they want and which they deserve to live.

This handbook will cover general guidance about volunteering opportunities and what you can 
expect from Age UK Oxfordshire.

By visiting our website you will find more information about our organisation, along with our various 
publications, reports and the charity’s strategy. 

We hope you enjoy your volunteering experience with us and we will do all that we can to help and 
support you in your role.

Thank you!

Paul Ringer
Chief Executive

Hello & welcome
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We are working for a world where all older people are living their best lives. 

 

Enabling and empowering individuals and communities to support older people to stay independent and 
live life to the full. 

 

Age UK Oxfordshire is an independent local charity. We work with all older people across the county but 
focus most resources on tackling inequality and reaching older people who face a struggle, whether 
through low income, poor health, isolation and loneliness and/or the ‘digital divide’. Our vision is of a 
world where all older people are living their best lives. 

Our aim is to enable and empower older people to stay independent and live life to the full. 

We do this by influencing and campaigning and delivering a wide range of services, reaching an average 
of 30,000 people a year. 

Our services include: 
• Information, advice and support, including a helpline, support to connect people into their community 
(Community Links Oxfordshire), dementia support (Dementia Oxfordshire), hospital discharge support, 
social prescribing, welfare benefits advice and support for carers (through Carers Oxfordshire, delivered by 
our sister charity, Action for Carers Oxfordshire). 

• Practical assistance, including digital support, foot care, Homeshare, fraud and scams support and 
support to people at home (Home Support Options). 

• Bereavement support, creative opportunities, physical activity (including falls prevention) and telephone 
befriending (Phone Friends).

Our vision

Our mission

What we do

Caring Listening & 
amplifying people’s 

voices

Passionate for 
better

Enabling & 
empowering

Collaborative

Our values underpin everything we do:

About Age UK Oxfordshire
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Our five strategic goals 2022-2025 

Our plan for this three year period sets out five goals, with thoughts about how we will deliver them and 
monitor progress. 

The goals focus on: 
• making sure people can find the right help at the right time to live well in their communities 
• a preventive approach, promoting good health and wellbeing for all 
• enhancing meaning, joy and celebration in all lives 
• ensuring that age is not a barrier to living well in age friendly communities
• strengthening the infrastructure and resilience of the organisation 

We recognise the paramount importance of ensuring that services and support are as joined up 
as possible and are committed to strengthening our partnerships with a wide range of partner 
organisations.
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Information and advice 
• Our Helpline offers free and confidential information and advice for older people, their families and 
carers, on a range of subjects, including staying independent at home, social opportunities, welfare 
benefits and entitlements, and much more.  

• Oxfordshire Specialist Advice Service is for people who have a long-term disability or ill health, and their 
families or carers. Helping with queries around benefits, money advice, budgeting, and other welfare 
issues. 

• Our support service, Dementia Oxfordshire, provides support and advice for people with dementia and 
their families, from the point of diagnosis until end of life or a move to a care home.
Our Dementia Advisers and Support Workers provide ongoing support and information on any aspect 
relating to dementia, including links to local services and opportunities, education and awareness, 
support for carers, advice on planning for the future, and financial and legal information.

• Community Links Oxfordshire is a free information service for all adults aged 18+, linking people into 
what matters to them. Helping people to discover local activities in their area, holding regular information 
drop-in sessions in local venues and providing email, telephone, face-to-face and home-visit support 
through locally based community teams. 

Practical assistance  
 
• Our Digital Support Team assist those who may need help with their phone, computer, or tablet. Helping 
develop skills and safely getting people involved with the online world.  

• Our Foot Care Service offers a basic toenail cutting service for adults over 50.  

• Homeshare Oxfordshire carefully matches older people who may need a little help to continue to live 
independently at home, with another person who needs affordable accommodation, wants to be part of 
a home, and can lend a hand. 
 
• Our Home Support Options Team provides tailored support to help older people stay independent at 
home. Offering support with domestic tasks, shopping, getting out and about and companionship. 

• Our Fraud and Scams Support Team offer group talks to raise awareness of scams, and one-to
one sessions for those who have been affected by scams.

Social, creative and physical activities  
• Our Physical Activity Team offers in-person and online exercise and wellbeing classes to help people get 
moving in later life, along with a specialist falls prevention programme. 

• Phone Friends provides a free and friendly telephone call from a caring, trained volunteer at the same 
time each week to someone who feels lonely. 

• Our Bereavement Support Team helps people who have been bereaved and would value the 
opportunity to meet others who understand.

Our services

Paul Ringer
CEO

Incl Age Friendly Banbury, Carers 
Support Services, Creativity, 

Fundraising & Marketing, Voice. 

Kerry Tuson
Executive Assistant, 
Office Manager, Live 

Well Oxfordshire

Mel Paterson
Head of Fundraising & 

Marketing

Farrell Renowden 
Head of Cultural 

Partnerships

Juliet Cocks
Head of Carers 

Support

James Voller
Director of Services

Community Links Oxfordshire, 
Dementia Oxfordshire, Activity 
& Wellbeing, I&A, Foot Care, 
Home Support Options and 

Homeshare

Rachel Boland
Head of Information & 

Advice incl Phone 
Friends

Jason O'Callaghan
Head of Physical 

Actvivity

Peter Johnson 
Head of Dementia 

Support

Danielle Beaumont-Orr
Head of Community 

Development

Jay Elliot
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Resources
Finance & Enterprise incl HR, 

Property and IT

Sarah Jackson 
HR Manager

Graeme Alsford
IT Manager
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The Age UK Oxfordshire ‘family’ comprises four separate legal entities: 

Age UK Oxfordshire has a strict company position which states that volunteers will not be used to replace 
paid staff under any circumstances. All volunteer job roles are assessed against professional job roles 
to ensure there is clear separation and delegation of role, function and accountability. Some of our core 
services are funded by Oxfordshire County Council, whilst other and new initiatives obtain funding from 
independent trusts and funders, fundraising and donations.

Governance

• Age UK Oxfordshire (the main charity),
• Action for Carers (Oxfordshire) - Age UK Oxfordshire is the sole member of Action for Carers  

(Oxfordshire) Ltd.
• Age UK Oxfordshire Trading Ltd (limited non charitable trading),
• Ethical Legal Services Ltd, trading as Beacon, is a social enterprise delivering free advice and af-

fordable advocacy to people across the country who are struggling to navigate the maze of NHS 
Continuing Care.

The boards have overall legal responsibility for the work and finances of the organisation.  In charity law, 
committee members are known as ‘trustees’.  The role of the trustee is to carry out the purpose of the 
organisation and promote the interests of beneficiaries whilst taking responsibilitiy for the organisations 
funds and property.

The Executive Director and Senior Management Team are responsible for the day-to-day management of 
our services and activities.

Paul Ringer
CEO

Incl Age Friendly Banbury, Carers 
Support Services, Creativity, 

Fundraising & Marketing, Voice. 

Kerry Tuson
Executive Assistant, 
Office Manager, Live 
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There is no upper age limits to who can volunteer, we believe that volunteers, across all ages, bring a 
wealth of personal interests, skills and experience – all of which can be channelled into volunteering 
activities that benefit our service users and support the work of the charity. Service volunteers must be 18 
years and over. Occasionally we can consider younger people for supported volunteering activities. 

We strive to be an inclusive charity and encourage people with personal experience to volunteer.
We recognise the huge benefits that can be derived from volunteering, not just for the people we support 
but also for volunteers as it can help bridge the gap of understanding, stigma and discrimination which 
continues to impact on the lives of older people, their carers and families.

Recruitment and application process

Who are our volunteers?

Volunteering

We are open to applications all year round and details of the current roles can be found on our website or 
you can call 0345 450 1276 or email volunteering@ageukoxfordshire.org.uk.

Following an enquiry you will be offered an informal chat to establish that the role, service and you are 
a good fit. It is important for everyone that there is a clear understanding of requirements before any 
applications are made.

Following this you will be asked to complete an application form and the process will begin! The Central 
Volunteer Admin Team and your team lead will keep in touch with you to ensure that references are 
taken and a DBS (if required) is completed, along with any mandatory training. This can all be completed 
simultaneously and after your induction with your service lead you’ll be ready to go! 
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• Commit to our charitable objectives and to abide by our values in all activities
• Perform your volunteering role and key responsibilities, as outlined in your role description, to the best 

of your ability
• Participate in training, in line with your job role, and as identified through support and supervision 

sessions
• Keep yourself regularly informed about our policies and procedures relating to service users supported 

by us, whether you work with individuals or in groups
• Act in the best interests of service users supported by us and work in a manner that is empowering 

and motivating and which enable service users to achieve their personal outcomes
• Follow any service reporting requirements, as set out in your volunteering role, and maintain 

regular contact with your service lead, informing them if your contact details change or if personal 
circumstances affect your availability to volunteer

• Maintain client confidentiality at all times, as well as all matters relating to the charity.

Our volunteer commitment

What you should expect from us

We require you to…

We see volunteering as a reciprocal relationship between Age UK Oxfordshire and the people who 
volunteer, one that is built on mutual trust and respect. We believe it is important therefore to set out 
clearly what we expect from you and what you should expect from us.

• An induction about Age UK Oxfordshire, including its vision, mission and values; in-service training and 
support on your chosen volunteering activity and any other training needs which may be identified in 
the course of your volunteering

• A dedicated service contact who will provide regular support
• Guidance on standards we expect from you, in line with our charity’s policies and procedures
• Reimbursement of all reasonable travel and out-of-pocket expenses
• Insurance cover for approved volunteer activity
• Fair hearing and resolution of any problems, grievances and difficulties and, in the event of an 

unresolved matter, the offer of an opportunity to discuss the issues in accordance with our 
complaints policy and procedure

• The opportunity to feedback on your volunteering experience
• Regular and timely updates about the charity 
• Opportunities to change or add to your volunteering opportunities if wished.

“On a personal level Age UK [Oxfordshire] volunteering has 
brought me such joy, confidence, and structure to my week. 
Not to mention such valuable experience I have learnt making 
these calls each week. I take so much pride in these calls, and 
always go above and beyond.” Phone Friends Volunteer
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• Are kept informed of changes and developments that may affect you in your volunteering role, and of 
any new volunteering opportunities

• Have the opportunity to be involved in discussion groups and decision making across all areas of 
volunteering, but particularly from your area of experience

• Are able to say no to inappropriate requests outside the volunteer role
• Have access to a complaints procedure via an independent member of staff
• Feel your contribution is valued by us
• Are able to see how your contribution fits into the broader charitable objectives.

Volunteers give their time and effort so that the charity can be there when it is needed most. Whatever 
you choose to do, and however much time you have to give, you will be making an incredible difference 
for older people at a time in their lives when they need help the most.  We are always looking for friendly 
and enthusiastic volunteers to join our team. Our roles are flexible in terms of time and are available 
across the whole of Oxfordshire. Whether you have family commitments, work full time, part time, are 
retired or currently unemployed, we’ve got a role for you.

We know that you will help to make a real difference when you volunteer but being a volunteer can make 
a difference to you too; 

• Make a positive impact to those you are supporting
• Support your local community
• Share your knowledge
• Learn new skills
• Meet new people and make new friends
• Make a positive impact to your own wellbeing
• Enhance your CV by gaining valuable work experience

We will also try to ensure that you…

Bereavement Support: As a Bereavement Support volunteer you can help support older people in the 
county who have been bereaved. Support is provided in a variety of settings. 

Befrienders: Help support people to overcome barriers and loneliness, build social connections and 
rebuild confidence. A DBS check will be required.

Digital Support: In the digital age we live in, you can make a real difference by helping to build 
someone’s confidence online by guiding them to get online and help provide support to get the best use 
out of their tech. A DBS check will be required.

Admin Support: Providing general administration support, across many of our services.

Physical Activity: The physical activity team offer a variety of classes across the county, all suitable 
for people in later life, as well as online classes. The role would include supporting the exercise tutor to 
welcome and register participants, helping create a friendly and sociable environment.

Phone Friends: Help us fight loneliness in Oxfordshire, by becoming one of our telephone befrienders. 
Make regular calls and build friendships while being supported by the team.

Activity & Group Volunteer: Do you have a hobby or take part in an activity which you think you could 
help deliver in one of our groups?

Our current volunteering roles:
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There is no time limits as to how long anyone can volunteer, but we usually seek a minimum 
commitment of six months for volunteering in administration roles and would seek a longer 
commitment for those who wish to befriend. 

On average, volunteers usually give between two to four hours per week but this may depend on the 
volunteering activity. For example, a befriender volunteer may spend 2 hours per week with a client 
with a little bit of travel time on top of that. Whereas office volunteers may be able to offer half or full 
days on a regular or intermittent basis. In some instances, volunteers are engaged in more than one 
regular volunteer activity at a time, while others support one-off fundraising, focus groups or information 
awareness raising activities. 

We actively encourage volunteers to explore new opportunities as they arise within the charity as training 
and support is given.

 

How much time do I need to give?

What happens if I need to stop volunteering?

FAQs

Age UK Oxfordshire is pleased to offer volunteers references provided they have completed six continuous 
months of satisfactory volunteering work with us. All references will be provided by a senior manager and 
will contain only the factual information about the dates of volunteering, a brief overview of the role/s 
undertaken and training completed. A copy of any references will be retained in your volunteer notes by 
the central volunteer administration team.

Can I ask for a reference?

Yes you can. Many of our volunteer roles are available to asylum seekers and refugees.  
Can I volunteer if I am an asylum seeker or refugee? 

We understand that from time to time volunteers may need to take time out from volunteering or bring 
their volunteering to a premature end due to unforeseen circumstances. 

We ask volunteers to give us as much notice as they can so that we can put in alternative or new 
measures to ensure service continuity. For example, if volunteering within the Phone Friends team we 
may need time to find a suitable volunteer replacement to continue support to the client without much 
interruption. 

It may be that a volunteer is finding the volunteer role challenging and that even with additional support 
and discussion with the service lead it is judged that this may not be the most appropriate placement 
for them. Some volunteers may decide to end their volunteering altogether while others may wish to be 
considered for alternative opportunities, either within the same service or elsewhere. 

Should there be a complaint from or about a volunteer this will be conducted in line with our complaints 
policy and procedure. We do however reserve the right to end a volunteer’s role, as a last resort, if we 
feel that the task or their performance is not benefiting service users or the charity, or there has been an 
irresolvable complaint.
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When am I normally expected to volunteer?
Most volunteer roles take place during office opening hours (Mon-Fri 8.30am – 4.30pm). This is so 
that there is always someone around should you have any questions/queries or need to get hold of 
someone.  Anything outside of these hours must be pre-arranged and you will be given a separate 
contact number in case of any emergencies.

Our volunteering roles are mainly Oxfordshire based, therefore whilst volunteering for us, you must 
be a resident in the UK and we are unable to support a sponsorship application.

Can I volunteer for you if I live outside the UK?

Can I volunteer if I am under 18 years of age?
Most of our volunteer roles are for those aged 18 and over. Occasionally we do have opportunities 
for those aged 16-17. If these opportunities are available, they will be advertised on the volunteer 
webpage.

If your volunteer role requires any particular clothing or equipment, this will be discussed with you as 
part of the application process and provided free of charge.

Will I be given equipment or a uniform?

Having a criminal record does not necessarily mean you can’t volunteer with us. If you want to apply 
for a role, there’s a section on the application form for you to add details about the offence. We will 
then make a decision based on the information you’ve provided and the role you’ve applied for.

What if I have a criminal record, can I still volunteer?

What if I don’t have experience, can I still apply? 
You don't need to have any experience, specialist skills or qualifications for the majority of our roles. 
The qualities we look for in volunteers are:
• Reliability
• Ability to relate to and empathise with the people we support and their aspirations
• Excellent interpersonal and communication skills, especially listening skills
• Ability to be non-judgemental, self-aware, patient, understanding, flexible, positive and supportive 
in all situations
• Ability to challenge own assumptions and negativity
 Plus you will receive full training and ongoing support by the charity.

Can I claim benefits while volunteering?
Yes. The benefit regulations are clear that you can volunteer but you should inform the appropriate 
agency before you start volunteering. For more information please visit
www.gov.uk/guidance/volunteering-and-claiming-benefits.
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“I would encourage anyone to give Phone Friends 
volunteering a go. There is a real need for it and it’s a great 
way to make friends. I have a good laugh with my friends and 
it is a privilege to share in their lives. I hear so many good 
stories. You only need a couple of hours a week to spare. We 
have a good support system and I always have support if I 
have any worries about someone I talk to.”

Phone Friends Volunteer
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Each volunteer will have a named service lead contact who is their main ‘go to’ for all usual 
questions and queries. If they are unavailable or it is a more general question, support is available 
from our main office during normal working hours.

Volunteers are actively encouraged to participate in support and reflection sessions. Some sessions 
may happen on an individual basis and some as part of a team meeting. They are designed to help 
volunteers talk through any difficult situations individually and as part of the team, build team 
morale, increase confidence and promote a sense of togetherness.

Age UK Oxfordshire aims to treat all volunteers with fairness and respect. If you should ever 
encounter a personally distressing or difficult situation involving a client, staff member or other 
volunteer/s please discuss this with your service lead, in the first instance. If this is not possible, you 
should contact the main office as soon as possible.

Induction and training

All volunteers must complete our basic volunteer training courses as this is part of the recruitment 
process. These are held online and if you don’t have access to a computer we can set this up in the 
office. Our essential courses are listed below but we may add to these. 

• Safeguarding
• Data protection/GDPR/Confidentiality
• EDI (equality, diversity and inclusion) 

Once completed, volunteers are provided with an induction to their volunteering role by their service 
lead.

A lone working course may be required dependent on your role.

Additional training
There is additional training available to volunteers through our ‘Grey Matters’ online courses.  As 
part of your induction your service lead will talk through the different options available to you to 
enhance your volunteer role.  From time to time there may be ad hoc training opportunities which 
the charity will share with you.

Support and supervision

Supporting volunteers

“It doesn’t take up a huge amount of time and makes me feel 
helpful. I look forward to making my calls; it’s a lovely way of 
giving something back to the community. I have really made 
friendships over the phone.” 

Phone Friends Volunteer
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We have clear policies and procedures for reporting accidents and incidents for staff and volunteers, 
whether these occur in our premises or elsewhere when working with service users, this includes 
threatening or aggressive behaviours. These will be covered during your induction and training. 

Volunteers must report any accidents or incidents they, or any client or service users, have had to 
their service lead immediately ensuring that no-one is left in any vulnerable or unsafe position or 
place. If the service lead is not available contact should be made with the main office. Volunteers will 
be required to complete accident and incident reports. In the event that follow up is required this will 
be undertaken by the Head of Service and you will be informed of the outcomes. 

Emergency situations - In situations where this relates to one or more service users and depending 
on the situation, if anyone has been physically injured, or becomes suddenly unwell, it may be 
necessary to call for an ambulance or their GP for medical advice. Some situations may necessitate 
calling the police. Again, dealing with emergency situations is covered in your induction which sets 
out our Health and Safety at Work Policy and procedure. However, nothing can quite prepare you for 
an emergency when it occurs. It is important however that you stay calm and focused, and follow 
health and safety procedures set out in our policy should you be working outside of our premises.

Accidents and incidents*

The essentials
Throughout the essentials where you see asterix (*) there is further guidance and policy. All of these are 
available on request. Please contact volunteering@ageukoxfordshire.org.uk or call 0345 450 1276.

You must not disclose any information you are given in confidence by a service user, to any person 
outside of the Charity, and only then to your service lead. Support sessions provide you with the 
opportunity to discuss any matters regarding your direct work with service users, but where you are 
unsure or have some concerns these must be reported directly to your service lead or the Head of 
Service immediately. If you believe that a service user may be at risk (and your usual contact routes are 
unavailable) you should contact the main office immediately.  

Please also note that the principle of confidentiality remains after you have completed a task or are no 
longer a volunteer for Age UK Oxfordshire and you should not disclose sensitive information obtained 
whilst a volunteer under any circumstance.

Confidentiality

Disclosure and Barring Service check (DBS)
Age UK Oxfordshire may request a DBS check as part of its volunteer recruitment process, if it is 
warranted by the role.  For certain roles the check will also include information held on the DBS children 
and adults barred lists, together with any information held locally by police forces that is reasonably 
considered to be relevant to the applied for post.

These checks are to assist the Charity in making safer recruitment decisions.  However, this is just one 
part of a robust recruitment practice.  When a check has been processed by the DBS and completed the 
individual will receive a DBS certificate which remains in their possession.  All volunteers must inform the 
Central Volunteer Admin Support of their certificate number and date of issue of DBS certificate.
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Volunteers must comply with the Data Protection Act 2018 and our Policy and Procedures where any 
task they are involved in requires access to the personal details of service users, staff, other volunteers or 
any other person that you may deal with on behalf of the charity. You must not keep records on personal 
systems, manual or otherwise, that we do not have access to, without permission. The charity ask you to 
sign a declaration confirming that you will abide with our policy on data protection and confidentiality. 

We will hold your details on record – this is usually in a digital format. 

• Your volunteer application form and references will be held in in electronic form in a secure format.
• You will be entered into the volunteer database – this will be updated by the Central Volunteer 

Support Team on a regular basis but only designated members of staff will have access to it. The 
database provides important statistics that we use for our annual reports – annual accounts and 
charity report. All information is confidential.

Data protection*

Expenses
All volunteers are given guidance when they first start on what expenses they can claim and how to 
submit their claims. This guidance is also reviewed from time to time.

We cover out-of-pocket expenses, usually agreed in advance with your service lead (parking and 
travel costs – bus/train/mileage) based on the shortest journey from your home, place of work or 
study to the place where you volunteer. In some exceptions, we will cover exceptional out-of-pocket 
expenses provided these have been agreed beforehand by your service lead and are aligned to your 
volunteering activity. The charity will not pay any parking fines incurred by the volunteer unless there 
is an exceptional case and by agreement of the Chief Executive. All volunteer expense claims must 
be completed, signed and submitted with receipts to their Service lead by the 1st of each month.  
Proforma expense forms will be available as part of the Volunteer Welcome Pack or by request to 
volunteering@ageukoxfordshire.org.uk. 

Car mileage is currently paid at 40p/mile. Cycle mileage will be paid at 25p/mile. All claims must be 
no older than 3 months than the date of the activity/receipt. Payment is usually made directly into 
your nominated bank account by BACS.

Health and wellbeing
There are many reasons why you may have volunteered and volunteering can itself impact positively 
on your general health and wellbeing. For instance, by making new friends and helping others, many 
volunteers feel an improvement in their own self-esteem. We do however require to know from you if you 
have any health conditions that may affect your volunteering, such as asthma or other allergies, epilepsy 
or any mental health conditions. We require you to inform us of any health conditions and any additonal 
support that you require. All information is treated in the strictest confidence.

Equality and diversity*
Age UK Oxfordshire is committed to ensuring that services are accessible to people across all 
equality characteristics as defined by the Equality Act 2010 and that opportunities for employment 
or volunteering are made available without bias or discrimination.
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It is important that you tell us in good time of any planned holidays or if due to sickness you are not 
able to fulfil your volunteer role. This is particularly important when supporting service users on a 
one-to-one basis, or where you might be facilitating a group or social activity.

Holidays and sickness

Health and safety*
Age UK Oxfordshire is committed to looking after the health, safety and wellbeing of everyone who 
works for us, whether this is in our premises or when working with service users in their own homes 
or other locations. Any activities carried out on a voluntary basis are covered by the same health and 
safety legislative requirements as those carried out by our paid staff. It is therefore important that you 
understand and accept your personal responsibility towards promoting and maintaining health and 
safety standards in order to provide a safe working environment for all.

As a volunteer it is important that:
• You carry out your tasks in such a way as to not risk your own health and safety or that of service 

users, staff and other volunteers
• You follow our health and safety policy and procedures and, where appropriate, lone worker policies 

and procedures
• Report any health and safety concerns you may have in good time to your service lead, or if you feel 

uncertain about anything.
• You complete any training as required.
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A personal gift should only be accepted on a ‘one-off basis’ and must not exceed £5.00 in value. Frequent 
offers of such gifts must not be accepted. If the giver insists on giving any gift, he/she should be advised 
that you are unable to accept such gifts personally and that the gift would have to be given for the 
benefit of the charity. If a giver offers a gift of cash this must be given to the Fundraising Manager with 
full contact details of the giver. Any gifts offered to the charity will be acknowledged by the charity.  
In all cases, volunteers must inform their service lead who is obliged by the charity’s policy to record it on 
our Gifts Register.

Offers of gifts*

Insurance
Age UK Oxfordshire does not provide motor insurance cover for volunteers. If you claim 
reimbursement of mileage (40p/mile) you will be obliged to have Business Use on your insurance 
as this is declared to the HMRC (His Majesty’s Revenue and Customs). Mileage costs may not be 
reimbursed without valid evidence of business cover. 

When supporting service users, it is essential that you have read and understood the relevant 
company policies to minimise any risk to yourself, service users or others when you are using your 
own vehicle. 

Volunteers failing to comply will have their volunteering contract terminated. 

We provide Employers Liability, Public Liability and Professional Indemnity cover for all volunteers 
while volunteering with us. To qualify volunteers must be aged 16 and over.
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Planning activities and events
Where volunteers are involved in planning activities or events on behalf of the charity, or for a particular 
service, they must be planned in line with the charity’s events management guidelines and risk 
assessment and in conjunction with the service lead.

Observing professional and personal boundaries are central principles for all staff and volunteers. For 
example, staff and volunteers should not give personal contact details nor should they buy or receive 
gifts or accept offers of cash from service users, except where these may be permitted according to our 
policy.

How we relate to service users is essential for building trust and confidence in our services and in their 
relationships with staff and volunteers. It is important then that our communication with service users is 
clear and open, that we avoid speaking in a way that may be ambiguous or which can be misconstrued 
or misunderstood and lead to a breach of that client trust and confidence. Boundaries can change over 
time, often for very positive reasons, and volunteer activities will need to re-appraised if requested.

Personal boundaries

Personal safety and ID cards
Volunteers whose roles require them to be out of the office or away from home will be issued a Charity ID 
Badge which must be worn/carried at all times when volunteering.  As part of the recruitment process we 
ask for an emergency contact and telephone number in case of emergencies.

If you are in contact with service users or members of the public (or both), then it is very important that 
you convey a professional manner in your personal appearance and dress appropriately at all times. This 
is important to service users you may be supporting and also because you are a representative of this 
charity.

Personal appearance and what to wear

From time to time Age UK Oxfordshire will ask service users and volunteers participating in activities 
if they agree to having their photograph taken for use in one of our publications, such as the charity’s 
annual report or to depict services or projects for publicity materials. Similarly we may wish to include 
quotes from service users/volunteers to involve them in multi-media events for campaigning.   

As part of the Volunteer Welcome Pack a photograph and media consent form is included and the 
Charity would be grateful if you felt able to complete and return.  It is usual practice that at events you 
will be informed of the likelihood of photography taking place. 

It is important that volunteers do not photograph or record service users (audio or video) themselves as 
this may constitute a breach of trust and lead to disciplinary action.

Photographs and multi-media
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We need to ensure that all staff and volunteers working directly with service users, whether 
individually or in groups, feel that they are safe and well supported in their work, and are confident 
that they know how to and can respond appropriately should any difficult or challenging situations 
arise.
We recognise and accept that service users may become unwell, feel stressed and anxious at 
times and that this may sometimes present in ways that can be seen as challenging and possibly 
threatening. It is our duty to ensure that we have the right policies and procedures in place for 
staff and volunteers, whether they are lone workers and therefore working outside of the office, or 
working from our premises.

Preventing and responding to challenging client behaviours

As a volunteer you may find that you have concerns about a client, or a client may confide in 
you that they have been or are being abused. If a client confides in you, reassure them, but keep 
questions to a minimum. You are not expected to investigate child or adult protection issues but 
rather to report, in line with our policies and procedures. It is important that you make a full and 
accurate record of your concerns, of what is said, heard and seen and pass this information on 
immediately to your service lead or, in their absence Head of Service.

Safeguarding

It is important that you are punctual and ready to start your volunteer role at the agreed time. This is 
a matter of courtesy to service users, other volunteers and staff. If you are persistently late or fail to 
meet agreed commitments, your service lead will meet with you to discuss any problems or diffculties in 
meeting existing commitments.

Reliability and commitment

Smoking policy*
Smoke free laws have been introduced across the UK to protect employees and the public from the 
harmful effects of second-hand smoke. All premises and vehicles used by Age UK Oxfordshire must be 
smoke free and volunteers are not permitted to smoke when working with service users. Service users 
should be requested not to smoke when they are with you, even if you are in a public place. 
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What’s next?

Although dealing with complaints can be difficult, it can give us a positive opportunity to improve and 
provide a better service for people.

We have a complaints policy and procedure to ensure that we respond to all complaints, whether 
informal or formal, and that the complainant sees that we will respond quickly to any complaint. If you 
wish to make a complaint or you receive a complaint from someone about your service or anything to do 
with the work of Age UK Oxfordshire, please pass this onto the Chief Executive’s Assistant on 
contactus@ageukoxfordshire.org.uk. If unavailable this should be forwarded to the HR Team via 
personnel@ageukoxfordshire.org.uk.

If you need to make a complaint

We have a range of volunteering opportunities available, each with a different ask, but all come with 
support and training so you can feel confident and enjoy supporting others. 

Call 0345 450 1276
Email volunteering@ageukoxfordshire.org.uk
Visit www.ageuk.org.uk/oxfordshire 
Write to Age UK Oxfordshire, 9 Napier Court, Barton Lane, Abingdon, OX14 3YT


