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Foreword

We would like to welcome you to Liverpool Children’s Centre’s. We value the support and wide range of experience brought to our services by volunteers such as you. Volunteers offer added value to the services and help to develop the capacity of parents, carers and families. They are not utilised to replace existing staff and services but to enhance service provision and give volunteers the opportunity to develop their own skills and experience and in some cases gain qualifications.
This handbook is intended to help you in your activities as a volunteer, and to give you guidance on some of the issues and the procedures you might encounter, whilst assisting staff to provide high quality services to the families of Liverpool. As the activities undertaken by volunteers are so varied, it is not possible to cover every eventuality.  If you require further information or advice, please contact your named mentor at the address on the letter confirming your appointment as an approved volunteer.

We hope that you find your experience as a volunteer both satisfying and enjoyable. 

We would like to thank you on behalf of the families you will be supporting for your time and effort.  Your contribution is greatly appreciated.

 
Charter for Volunteers Assisting Liverpool Children’s Centre’s
· updated 2012

 The role of volunteers

Volunteers complement the work of paid staff.  An important contribution often made by volunteers is in giving their time to develop a range of support that could not be provided solely by staff. For example, volunteers may provide greater continuity in relationships with families and so enable them to maintain greater involvement within their local communities, than could be achieved by paid staff. The relationship between volunteers and families may also be more relaxed and informal, because they are not paid members of staff, and they may have more flexibility in the type or frequency of activities they can undertake. You should note at all times that although your relationship with an individual or carer is relaxed and informal you are still a CC Volunteer and as such bound by rules and regulations including the restrictions on forming a “relationship” with a client/carer – see separate section in this handbook

Volunteers may also be able to offer particular skills and interests for specific tasks and projects, which complement the skills of members of staff. The Children’s Centre in turn will support the volunteers and our commitment to volunteers is summarised in the following charter: 
Equality Statement

The Liverpool Children Centre Volunteer programme recruits volunteers from all sections of the community and matches them with appropriate opportunities. The Volunteer programme is also committed to ensuring that both its volunteer and client base reflects the diverse composition of the local population.  We ensure that our service is responsive to people’s diverse needs, accessible and culturally appropriate within the resources that the service has available.

In carrying out that role, we are committed to ensuring that we provide equality of opportunity both in the way we recruit, deploy and supervise/support volunteers and in the assessment of potential families.

Each volunteer has a responsibility for his or her behaviour, attitudes and actions. Members of the team and volunteers must not discriminate against individuals, or enable others to discriminate against individuals so that the individual gains less favourable treatment than others on grounds of disability, age, ethnic background or nationality, gender, sexual orientation, domestic circumstances, marital status, political or religious belief.

The CC Volunteer Service recognises the 1995 Disability Discrimination Act’s definition of a person with a disability as someone who has “a mental or physical impairment which has, or has had, a substantial and long term adverse effect on his or her abilities to carry out normal day to day activities”.

Charter 
1.   Openness of Information

1.1 Only relevant information will be requested from applicants during the volunteer approval process.

1.2 Applicants and approved volunteers will be told why any information is needed.

1.3 Any records relating to a volunteer will be kept secure and confidential as required by the data protection, apart from in exceptional cases about which the volunteer will be advised.

1.4 Volunteers have the right to access any personal information about them held on files, and to challenge the accuracy of any item.

2.   Equal Treatment
2.1  No discrimination will be made against any volunteer on the grounds of their race, sex, sexuality, age, class, disability or history of illness.

2.2 Volunteers will be not be placed under pressure to undertake activities which are against their principles or beliefs.

2.3  All new volunteers are subject to Enhanced disclosures and will be able to start once the CRB is received.  Once received the named mentor will contact you.
3.   Starting as a Volunteer

3.1 There should be no unexplained delay between a volunteer offering his/her services and starting his/her initial activities.
3.2  An application to become a volunteer should be completed; this will then be acknowledged within a 4 week period. Applications also include the request for the names of two referees. If you require further support with any aspect of the application process  then please speak to a member of staff.
4.   Induction

4.1  All Volunteers will be invited and encouraged to attend the mandatory  induction training.
4.2  Relevant information about Children’s Centres and the part that can be played by volunteers in particular services will be given at the start of each volunteer's activities.

4.3 Volunteers will be given a clear description, usually in writing, of their intended activities and how their performance will be monitored.

5.    Activity as a Volunteer

5.1 Volunteers will not be given only tedious and repetitive tasks.

5.2 Volunteers will not be asked to undertake aspects of personal care or domestic tasks.

5.3 Volunteers will not be asked to undertake moving and handling (without appropriate training).

5.4 The periods of volunteer involvement will be agreed within the volunteer agreement.

5.5 All Volunteers will be given details of appropriate training courses to enhance their activities.


6.   Supervision
6.1 Each volunteer will be linked to a member of staff to whom they are responsible - referred to as their named mentor - and told how she/he may be contacted.

6.2 Volunteers will have regular supervision sessions with their named mentor  to obtain necessary support for their activities.
6.3 An agreement will be used to identify and clarify the role the volunteer is undertaking so both parties are clear on expectations.

6.4 The agreement will include the amount of time the volunteer is able to commit to.
7.    Health & Safety

7.1  You will not be asked to volunteer in unsafe or unhealthy conditions, however it is expected that you will take all necessary care of your own health and wellbeing  whilst volunteering.
7.2 Managers will ensure that individual CC’s Health and Safety policy is applied in respect of volunteers as well as paid staff. For example, volunteers will not be asked to undertake tasks that involve manual moving and handling, without having undertaken the appropriate training.

7.3 Any special clothing or equipment needed by a volunteer for their activities will be provided in agreement with their named mentor.
7.4 You will also receive a risk assessment relating to the tasks you will undertake which must be read and adhered to.

8.  Training & Support
8.1 Volunteers will be given opportunities to undertake training, to develop the skills they need, or to enhance existing knowledge or skills.

8.2 You should be given opportunities to participate in any appropriate training, this together with regular support, will help you to develop your confidence and understanding of the particular activities in which you are involved.  
9.  Insurance
LCC has insurance cover for volunteers as outlined in this Handbook.

10.  Expenses
Pre agreed expenses will be reimbursed that have incurred in carrying out activities as a volunteer e.g. travel, subsistence, phone calls etc.

Reimbursement of expenses does not usually affect any state benefits claimed by a volunteer. Additional advice and information can be obtained from the Benefits Agency or local Advice Centres before you commence any voluntary activities.

11.  Review and Development
11.1 The activities of volunteers will be reviewed after a few weeks and then at regular intervals, with changes to a volunteers’ activities or deployment being made if necessary.

11.2 Each review will involve the volunteer and those with whom she/he supports where applicable (e.g. if supporting one family)
11.3 Volunteers will be consulted over changes in their activities.

11.4 Volunteers themselves may request a change of activities and will be able to develop their activities as their skills grow.

11.5 Named mentors are asked to record any main issues or decisions reached during each supervision or review session, to ensure common understanding and continuity of support. You will also be sent a questionnaire which will seek your views and opinions.

11.6 Issues should be discussed openly and constructively - you may not always agree with members of staff about everything, but in the event of any disagreement, you should be able to say so. Such circumstances must not, however, prevent you from carrying out any agreed duties.

12.  Ceasing as a Volunteer

12.1 A volunteer will be able to take legitimate breaks in their activities for up to twelve months at any one time without affecting their status as a registered volunteer.
12.2 If you suspend your activities as a volunteer for a short while for reasons accepted by your named mentor then personal references and checks on file will remain valid for up to twelve months, to enable you to resume your activities. Beyond this period or where you have officially ceased to be a volunteer, you will be required to recommence the approval process if you wish to resume your activities as a volunteer.

12.3 If a volunteer is assessed to be unsuitable to carry out agreed activities he/she will usually be told why and advised of possible alternative activities.

13.    Personal References

Volunteers will be able to give the name of their named mentor as a referee for future applications for jobs or training courses on the basis of their activities as a volunteer once they have been in a continuous placement for a minimum of six months.  
The agreement between ourselves is not intended to be a legally binding contract and may be cancelled at any time at the discretion of either party.  Neither of us intends any employment relationship to be created. 

Policies, procedures and conduct: 

In order to provide a quality service, promote the interests of children and families and protect yourself there are policies and procedures that must be adhered to as well as good practice guidelines which include the following:
· Following risk assessments that are in place

· Taking necessary steps to minimise the risks 

· Informing your supervisor if there are changes to the risk assessments or any other health and safety aspects.
The following policies and procedures must be read and discussed at the induction stage (CC’s can decide on additional policies & procedures to be discussed dependant on the volunteer role.) A brief overview of some of the policies & procedures are discussed below the list.
· Safeguarding & Whistle blowing including flow chart of “What to do….”

· Equality of opportunity

· Confidentiality

· Health & Safety

· Personal safety guidance

· Lone working policy

· LCC no smoking policy

· Recording with care

· Accident procedure

· Code of conduct

Volunteers must at all times up hold public trust and confidence in Children’s Centres:
You must not:-

· Abuse, neglect or harm service users or staff

· Exploit individuals, families or staff in any way

· Abuse the trust of individuals and families or access you have to personal information about them or to their property.

· Form inappropriate personal relationships with families – as a volunteer you must not form a personal or intimate relationship with a person or people you support.

· Discriminate or condone discrimination

· Put yourself or other people at unnecessary risk
You must be accountable for the quality of support you provide

· Inform your named mentor officer about any difficulties that may affect your ability to undertake your activities as a volunteer

· Undertake relevant training to maintain and improve your knowledge and skills

Confidentiality

· Every volunteer undertaking activity’s on behalf of Liverpool Children’s Centres must respect the dignity and personal privacy of each family.

· In carrying out your activities as a volunteer you will inevitably come to learn personal information about certain individuals. Confidentiality means respecting a person's private details or confidences. As a volunteer you must abide by the principles of confidentiality. This confidentiality extends to everyone other than to your named mentor and/or his/her line manager. Information should not be shared without permission even to members of a client's family, to medical staff, or to other people unless this is a safeguarding issue which should be discussed right away with your named mentor or their line manager (CC co-ordinator)
· Families should have been informed that you are expected to report to your named mentor any matters of concern relating to the welfare of individuals within the family, or of your involvement with him or her. In some cases you may need to encourage a service user to discuss certain matters directly with an appropriate member of staff/social worker.

· If you answer the telephone during your activities as a volunteer always check on the identity of a caller if they are requesting personal information about someone. Wherever possible ask the caller to ring back, or take a message indicating the nature of the request.
· Volunteers must constantly be wary of disclosing personal details about people without their permission, except in very rare cases such as abuse or other serious criminal acts. (See safeguarding policy)

· The right of confidentiality may only be overridden by some more fundamental principle, such as a service user being a danger to him/herself or to other people. You must always consult your named mentor. In turn your own right to confidentiality will be respected by your named mentor.

· Breaches of confidentiality are regarded very seriously. Any significant breach will normally result in a volunteer’s registration being withdrawn.
Identification

You should always carry your Identification pass whilst undertaking your voluntary activities or whenever you might come into contact with any new family or other person/organisation who may question your involvement. 

Where you are individually supporting a family, perhaps in their home, written consent of the person should have been obtained, and agreement reached as to the extent and type of support you will provide and the information you need to undertake the task.

You should ensure that you keep any arrangements made with the person you are supporting. If you are delayed or cannot carry out your agreed activities for some reason, you should let your named mentor and/or the service user know in advance.

Your Identification pass should be kept safe at all times and you should not allow anyone else to use your I.D. pass under any circumstances.  Any lost or mislaid passes should be reported immediately to your named mentor.

Your I.D. pass will be checked by your named mentor on an annual basis as part of the review process and it will be renewed every three years.  Should your activities as a volunteer cease for any reason you must return your I.D. pass immediately. 

Safeguarding: 

The safeguarding policy and procedures are an essential and underpinning document to protect all service users, staff and volunteers and should be read and explained thoroughly at the induction. We all have a duty to protect children from any form of abuse or to report any concerns we may have regarding a child’s safety to the appropriate authority.

In the event of an emergency careline can be contacted on:
0151 233 3029
Whistle blowing 
Liverpool City Council is committed to the highest possible standards of openness, probity and accountability.  In line with that commitment they expect employees including approved volunteers, who have serious concerns about any aspect of the Council’s work to come forward and voice those concerns.

Employees, including approved volunteers, are often the first to realise that there may be something seriously wrong within the Council.  However, they may not express their concerns because they feel that speaking up would be disloyal to their colleagues or to the Council.

If you have a concern, the first step is to raise it with your named mentor. If you wish to make a confidential call then contact Paul Willis on 0151-233 5412
Duty of Care

The Duty of Care is a common law duty to take reasonable care to avoid causing harm to others. 

The care and safety of all our service users and volunteers is paramount therefore volunteers’ must not undertake any activities whilst impaired by alcohol or illegal substances. Performance impaired by alcohol/illegal substances will not be tolerated and could lead to volunteer registration being withdrawn.
As a volunteer, you should not be placed in situations of potential risk to yourself or other people, without adequate preparation. Risk assessment are available for all services. Please ensure that you read and understand them.   
It is your responsibility to ensure that you report any changes that may affect the health and safety of your placement.

You should not undertake any manual handling, moving or lifting activity without having received appropriate information and training in relation to the assessed task.  Manual handling includes lifting, pushing down, pushing, pulling, carrying or moving by hand or bodily force any load, including people or animals. 

If you are to be involved in offering any form of direct assistance to a person with a disability, you should receive appropriate training, advice and support to enable you to carry out these tasks.  Basic hygiene procedures should be followed at all times. Your named mentor should give you any specific instructions

If you have any concerns regarding health and safety matters or need further information, please contact your named mentor. If they or their line managers are unable to provide a satisfactory answer, you may be put in touch with Liverpool’s Health & Safety Officer. You also have the right to seek an independent opinion from the local Health and Safety Executive.

No Smoking policy:
Liverpool City Council operates a no smoking policy in and on all Council property and grounds including indoor areas of all Council offices, establishments, workplaces and vehicles: any doorways or access points and in person’s own homes
This is in an effort to provide a healthy and comfortable working environment for employees, volunteers, Council Members, Clients, visitors, members of the public and contractors etc.

Lone working:

A lone working policy and procedure is available at all CC’s and must be read and adhered to at all times to protect yourself, other staff and families.
Compliments, complaints and grievances:
Let us know what you think of us

We're here to help you and want to do everything possible to meet the standards we set for our service.

We need you to tell us if things were good or bad, or if you just want to make a comment or share an idea for improvement.

We can use your comments to help improve services for you and other people.

There is a “Have your say” policy available for you to give  a compliment, make a comment or a complaint.
Ending the volunteer contract
1. If someone (volunteer, staff member, client or member of the public) has a complaint about a volunteer or their work, they should first discuss it with the volunteer and their named mentor if possible.


2. This discussion might indicate a training need for the volunteer, extra support or supervision, or a change of department.


3. If the matter cannot be resolved in this manner then the complaint should be put in writing to the Children’s Centre Co-ordinator or relevant senior manager.  The volunteer has the right to put their case to the Co-ordinator or relevant senior manager and be accompanied by a colleague.


4. Following this an informal warning may be issued to the volunteer to improve conduct or performance.  A review meeting will follow to discuss any improvements that have taken place.  If sufficient progress has been made no further action will be needed.


5. However, if there is insufficient progress an oral warning will be issued.  The volunteer will be informed in writing of this warning and informed that one or more warnings could lead to exclusion.


6. A volunteer has the right to appeal against any complaint to the Co-ordinator or the advisory board. If a volunteer is found to have committed serious misconduct (for example theft, an act of violence, malicious damage, deliberate falsification of documents, harassment) then Children’s Centre’s reserves the right to suspend them from the premises immediately while the case is being investigated.  The volunteer will have the right to put his/ her case to the Co-ordinator and another senior manager, and to be accompanied by a colleague.  The volunteer will be informed of the Children’s Centre decision within fourteen days of suspension and has the right to appeal against exclusion, to the Personnel Officer, whose decision is final.

Grievance procedure
1. If a volunteer has a complaint against a member of staff or another volunteer, they should first discuss the matter with their named mentor.  The volunteer may be accompanied at this meeting by a colleague.


2. If the named mentor is the person the complaint is against, then the matter should be referred to the Co-ordinator or another senior manager.


3. If not resolved at the initial meeting, complaints should be made in writing to the relevant manager.  This will be dealt with within fourteen days and treated in the strictest confidence.

And finally:
We hope that you will enjoy your time as a volunteer with Liverpool Children’s Centres. If you have any queries relating to anything in this Handbook or to any other aspect of activity as a volunteer, please contact the Children Centre you are requesting to volunteer at.
And don’t forget, we always need to recruit reliable volunteers. We know that personal recommendation and word of mouth is the most effective way of recruiting good volunteers. If you know of someone who may be interested in becoming a volunteer please let us know, so that we can send them, without any pressure, a copy of our volunteer handbook. 

Thank you for joining us.
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