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1. Introduction 

 
a) Age UK York (AUKY) exists to promote the well-being of all older people in the City 
of York and surrounding area, recognising their right to independence, fulfilment, 
dignity and choice, working with them to help make later life a fulfilling and enjoyable 
experience. AUKY seeks to achieve these ends through direct service provision, 
campaigning, public education and advocacy, research and consultation, and working 
in partnership; 
 

b) AUKY has created the Volunteering Policy which explains the process of recruitment 
of volunteers, their possible roles and entitlements; 

c) Volunteers do not have the same legal rights as employees.  In consequence, AUKY 
regards the safety and well-being of its volunteers of especial importance and seeks 
to demonstrate its appreciation of the valuable contribution they make to its service 
provision; 

d) AUKY will oppose proposals which specifically encourage the use of volunteers to 
displace paid staff, whether within our own or another organisation. 

2. The importance of volunteers 

a) AUKY's commitment to working in partnership is enhanced by involving the widest 
possible range of people in our activities. Volunteers who are working with us and 
share our values and aims will help to promote awareness of the needs and concerns 
of older people, broadening our social advocacy and public education as well as 
through service provision.  

 

b) The quality of life of most older people is enhanced by their membership of 
communities, and AUKY plays an important role in building and strengthening 
communities; 

 

c) Using volunteers brings a wider range of skills and experience to the tasks we 
undertake; 

 
d) We recognise that there will never be sufficient resources to meet all the needs of 
older people within York through paid services. Consequently, volunteers offer 
opportunities for people to: 

• Involve themselves in community activities; 

• Increase their own skills and experience; 

• Provide valuable and valued services to the community. 

3. Definition 

a) A volunteer within AUKY is an individual who: 

• Works without a wage or salary; 

• Does not have the same rights as an employee, that is, someone who is paid 
a wage or salary 

• Is expected to carry out their assigned roles, in accordance with their 
instructions and training, under the supervision of a line manager or supervisor; 

• Is not expected to take ultimate or sole responsibility for any assigned task but 
is expected, if they are unable to carry out any such task, to report this fact 
immediately to their line manager or supervisor; 
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• Recognises that AUKY carries insurance in connection with the safety and well-
being of its service users so that volunteers must at all times adhere to the 
reasonable requirements and instructions of their line manager or supervisor.  

4. Rights of volunteers 

a) As indicated above, volunteers do not have employment rights. However, a 
volunteer is entitled: 

• To have personal information respected as confidential; 

• To the same levels of support and supervision as an employee; 

• To be offered training that will enable him or her to carry out the work required 
of their assigned role and is not expected to pay for any such training; 

• To refuse to carry out any task for which they have received no, or inadequate, 
training or instruction and to refuse a particular role or task without criticism, 
even though alternative roles or tasks may not always be available;  

• To be treated with respect and to have their assistance, experience and 
knowledge listened to in appropriate circumstances; 

• To be offered roles of their own preference, where possible and appropriate; 

• To take 'leave' and holidays although it is expected that they will do so, 
whenever possible, with adequate warning to their supervisor or line manager 
in the interests of continuation of a professional service; 

• To have adequate information about the organisation or individual they are 
assisting and about the particular roles or tasks which they are asked to 
undertake; 

• To participate in discussions and decisions which directly affect clients with 
whom they are involved, given the agreement of the clients concerned;  

• To be adequately insured and to have the benefit of protection by A|UKY's 
Health and Safety policy and to be regarded as covered by all AUKY's 
policies, whether these specifically mention volunteers or not;  

 

• To have the opportunity to gain personal satisfaction and to enhance personal 
development through the fulfilment, as far as possible, of their needs; 

b) A volunteer is entitled to claim reasonable expenses e.g. for travel and is not 
expected to be out of pocket due to their voluntary work with AUKY. However, potential 
volunteers will not be expected to claim for taxis, parking or other substantial mileage 
costs, because AUKY has a limited budget and its finances are intended for direct 
service provision to service users. Any potential volunteer who is likely to wish to claim 
substantial travel expenses must discuss these before becoming a volunteer and their 
offer to volunteer may have to be declined on these grounds. 

5. Recruitment 
 
a) Individuals may offer themselves as volunteers in a range of ways: 
 

• Because they are taking part in student community service activities, 
school/university/college placements, people on appropriate training and 
employment schemes, and other referral schemes; 

 

• Because they have responded to general indications of the need for volunteers 
for example via websites, word of mouth or in specific recruitment drives; 
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b) Where a potential volunteer offers or is offered in the context of a training course or 
placement of some kind, a named supervisor or line manager will discuss the 
requirement of the placement, clarify the role and responsibilities of such an individual, 
accept responsibility for the care and safety of that individual while at AUKY and, if 
necessary, carry out and complete any assessment;  
 
c) All potential volunteers will receive an informal interview with the Chief Officer or 
Chair of the Board of Trustees at which: 
 

• They will be told about AUKY, its aims, objectives and how it is organised; 

• They will find out about potential roles; 

• They will have the opportunity to describe their own motivation and wishes as 
regards volunteering; 

• They will be told about the conditions on which any volunteer is welcomed into 
AUKY. These include expectations as to: 

▪ Reliability, particularly with regard to appointments with clients; 

▪ Regular communication between volunteer and the AUKY line manager 
or supervisor; 

▪ Commitment to the task;  

▪ Honesty; 

▪ Respect for rights of individuals, and for the AUKY's principles of 
service provision; 

▪ Confidentiality, particularly with regard to information of a private and 
personal nature concerning those in contact with the volunteer; 

▪ An acceptance that volunteers are accountable to AUKY in the task they 
have agreed to do;  

 
d) The service of volunteers is accepted at the discretion of AUKY. Subject to our 
disciplinary and grievance procedures, we may at any time decide to terminate a 
volunteer's position. A volunteer whose work with AUKY is terminated in this way has 
no right to a period of notice. Equally, we recognise that the volunteers may also decide 
to sever their relationship with us at any time. Notice of such a decision should be 
given to their service organiser as soon as possible. 

6.  Opportunities for volunteering in AUKY 

 

a) In principle, we will involve volunteers in any area of AUKY's work unless  prevented 
by legislation; 
 

b) AUKY seeks to recruit the widest possible range of volunteers who represent the 
wider community and can offer a wide range of skills and experiences; 

 

c) AUKY will not discriminate on the grounds of disability or any other form of 
discrimination, working within all relevant legislation relating to discrimination;  

d) AUKY is committed to the provision of a service to local people regardless. of race, 
gender, age, religion, sexuality or disability. Volunteer involvement reflects and works 
within this commitment; 

e) Volunteers may be involved in all programmes and activities, and serve at all levels 
of skill and decision-making. Volunteers will not be used to displace any paid employee 
from their position; 

f) Appropriate roles and tasks include: 
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• Befriending individuals, whether in the community or in a residential 
establishment, and engaging in appropriate activities with them; 

• Driving tasks which are not normally done by escort, ambulance or social 
workers / social workers’ aides; 

• Skill sharing to help a person to develop skills, e.g. shopping with someone, 
using a bus etc; 

• Group work, e.g. with luncheon clubs or activity centres; 

• Advocacy and independent representation of people, on a formal or informal 
basis; 

• Shop work, including sorting, cleaning and ironing stock, window displays, 
sales,and related duties; 

• Basic clerical and reception duties; 

• Participating in fund-raising and promotional activities; 

• Carrying out practical tasks to support older people, which fall outside the 
scope of normal home care provision, e.g. assistance with gardening, minor 
repairs etc.; 

g) Inappropriate roles and tasks include: 

• Tasks which should be done by paid staff, e.g. home care assistants, social 
workers, social worker' aides, residential and day care staff, ambulance drivers 
etc, even if those staff are not available; 

• Lifting or toileting, except in circumstances where training has been given, 
where it is not replacing work done by paid staff, and where both the volunteer 
and AUKY have agreed that this activity is appropriate and acceptable; 

• It would not normally appropriate for a volunteer to be looking after the pet of 
an older person  except in emergency.  However, the Keep Your Pet service is 
available, following registration by the pet owner. Specifically tasked volunteers 
can carry out the role of caring for a pet under this scheme. 

7. AUKY rights regarding the use of volunteers 

a) All volunteers must be formally accepted by AUKY before commencing Induction; 

b) AUKY is a service provider for older people including those who are especially 
vulnerable or are disabled; 

c) Consequently, AUKY has adopted a clear set of principles about the rights of older 
people who receive our services. These principles are: 

• Expected to be respected by all our workers, whether paid or volunteer; 

• Strengthened by a number of policies, including our equal opportunities policy, 
confidentiality policy, and complaints procedure; 

• Described, explained and discussed during Induction; 

d) Volunteers will not become involved in the management or supervision of the 
financial affairs of an older person. Any such activity is not covered by the insurance 
of AUKY and could lead to dismissal of any volunteer; 

e) While AUKY takes especial care for its volunteers, the care of its service users is 
paramount.  In any situation where a service user's vulnerability or disability appears 
to have been in any way abused by a volunteer, the Deputy Chief Officer will institute 
an immediate investigation which may lead to the volunteer being required to leave 
AUKY with immediate effect. 
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8. Training and supervision 

a) All volunteers take part in the Induction programme before beginning any volunteer 
role; 

b)  Further training is available to all volunteers and, according to the roles they 
undertake, is a requirement before commencing any specific role; 

c) At any training session, volunteers are encouraged to share their own knowledge 
and experience within the context of the particular training topic and under the 
guidance of the trainer; 

d) Volunteers are not expected to pay for any training they receive within AUKY. 
However, volunteers may wish to undertake training related to their future career hopes 
that they may have identified during the course of their volunteering. In some cases, 
some funding may be available to help pay for any such training; 

e) Some training may be certificated, but AUKY training does not carry 'pass' or 'fail' 
assessments. However, volunteers are expected to: 

• Meet all necessary legal and professional standards; 

• Exceed the minimum standards in order to provide the best possible service; 

• Demonstrate the professionalism of the services AUKY provides; 
 
f) Some training is specific to roles. Some training is more generalised. Supervisors 
and line managers will identify specific training needs related to service provision and 
volunteers' own aspirations. Training will included, but is not restricted to
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