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We would like to express a very warm welcome to you as a new volunteer at Salford CVS and Volunteer Centre Salford.  We recognise that people volunteer for a number of different reasons, whatever route has brought you here we value the contribution you will be offering to our service.  We hope to provide you with a relaxed and positive environment in which to volunteer and to support you in your role and offer any training if it is required.  We hope that your time with us is both enjoyable and constructive.

The aim of this volunteer handbook is to give you an introduction to the Salford CVS and Volunteer Centre Salford as an organisation, our important policies and procedures, as well as how your role as a volunteer fits into the work that we do.  
You will be using the handbook throughout your induction and hopefully beyond that time.  We hope that you find it useful.


A Little Bit About Us
Salford CVS (Community and Voluntary Services) provides specialist information, advice, guidance and development support for voluntary organisations, community groups, faith groups, social enterprises and community interest companies. We work across the City of Salford with organisations that are based in Salford or benefit the people of Salford. The Volunteer Centre Salford is part of Salford CVS and promotes positive volunteering, gives advice to groups who want to involve volunteers and supports people to find the right volunteering opportunity for them.


Admin Team
Gill Bruder

 - Office Manager/Chief Executives PA

Becky Roberts
 - Administration Assistant
Kerwin Paddy           - Administration Assistant

Ella Walker
            - Administration Assistant / Salford 4 Good
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 - Grants Administrator
Development Team
Kalima Patel 

 - Development Worker

Alison Jones   
 - Development Worker

Lesmond Taylor 
 - Development Worker
Clare Ibbeson
 - Development Worker

Salford Third Sector Consortium
Marie O’Neil             - Consortium Quality Manager

Marie Wilson            - Consortia and Partnerships Manager
Senior Management Team
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 - Chief Executive
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Louise Murray 
 - Deputy Chief Executive (Children, Young People and Families)
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Irfan Syed

Volunteer Centre Salford
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Claire Roberts
 - Development Worker
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Pauline Lang

 - Volunteer Admin Support 
Greg McHugh           - Volunteer Admin Support 
Peter Shepherd
 - Drop In Assistant
The Volunteer Centre is a project of Salford CVS and is managed by the same trustees.  

The Volunteer Centre staff have team meetings and also joint meetings with all the staff within CVS. The Volunteer Centre attends external meetings and networks and is affiliated to NCVO Volunteering.


The work involves:

· Providing information, guidance, and support to both individuals seeking voluntary work and to groups who involve volunteers.

· Promoting volunteering throughout the city via production and distribution of publicity materials, events, meetings, talks, presentations, website, social media sites and media exposure.

· Appointment system for potential volunteers to obtain guidance on volunteering opportunities, with other sessions for people who drop in

· Promoting good practice in volunteering, providing advice, information and training on current issues in volunteering to over 250 organisations that are registered with the Volunteer Centre.  Helping organisations to advertise and promote their volunteer recruitment.


All volunteers will be given an induction on their first day as per the induction checklist. This will include meeting all the staff, a tour of the building and made aware of the fire exits, toilets etc and also given a Volunteer Handbook. 
Please find below a copy of your Induction Checklist.  This is for your use.  Please feel free to make any comments/notes you feel may help you.  Also if there are any points on the list that you are slightly unsure about please free to talk about them to a member of staff.

NEW VOLUNTEER INDUCTION RECORD SHEET
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	Volunteer record
	Explained to Volunteer

	Personnel file set up – includes volunteer application form & emergency contact details
	

	Fire Regulations
	Explained to Volunteer

	Location of all fire exits
	

	Fire drill procedures explained
	

	Meeting point in event of fire
	

	Location, colour coding and operation of fire extinguishers
	


	Health & Safety
	Explained to Volunteer

	Tour of offices
	

	Health & Safety representatives (Gill Bruder)
	

	First Aiders (Elizabeth O’Connor and Alison Page) and Location of First Aid box  
	

	Accident Book, reporting and recording procedures
	


	Workplace Environment
	Explained to Volunteer

	Keypad code and Signing-In Book
	

	Working area – desk, chair, writing materials, stationery etc
	

	Toilet facilities
	

	Kitchen ,drink making and use of fridge
	

	Meeting Areas – snug, little meeting room, boardroom and training room areas
	

	Smoking Policy – anywhere outside the building
	


	General Administration
	Explained to Volunteer

	Volunteer Handbook issued
	

	Volunteer arrangement issued
	

	Induction 
	

	Volunteer Training Record
	

	Holidays, sickness reporting and absences
	

	Volunteer Expenses
	

	Problem Solving Procedure
	

	DBS check documents issued and returned
	

	Copy of Role Description issued
	

	Personnel file set up
	


	Computer & ICT
	Explained to Volunteer

	Login set up and permissions granted to appropriate programmes
	

	PC functions and programmes explained; e.g. logging in, e-mail, VBase etc
	

	Health and safety –  PC usage, eyesight tests, support aids
	

	Adaptations made for special needs
	

	Website, web portal, access to files and programmes
	

	Responsible use of ICT
	

	Telephone system – transferring calls, voicemail
	

	Answering the phone
	

	Telephone contact lists – internal and external
	

	Incoming and outgoing postal procedures
	


	General items
	Explained to Volunteer

	Brief overview of SCVS and VCS – Mission statement/ Values
	

	Parking facilities
	

	Hours of Volunteering arranged 
	

	Stationery ordering system
	

	Photocopier / printer operating instructions
	

	Where a copy of All Policies and Procedure is kept (Intranet)
	


	Volunteer Development
	Explained to Volunteer

	Training Record/ Training requirements / opportunities identified
	

	Regular Supervision 
	

	12 Month Review
	

	Volunteering policy
	


	Policies and Procedures
	Explained to Volunteer

	Volunteers’ Policy
	

	Health & Safety Policy
	

	Equality & Diversity Policy 
	

	DBS Checks and Recruitment of Ex-offenders
	

	Data Protection 
	

	Confidentiality
	

	Vulnerable Persons Protection Policy
	

	Safeguarding Children Policy
	

	Bullying & Harassment
	

	Complaints Procedure
	

	Trade Union Membership
	


	Induction Completed

	Volunteer’s Signature
	Line Manager’s Signature
	Date

	
	
	



Statement of Intent

Salford CVS and Volunteer Centre Salford want volunteers to be involved in our organisation to work alongside members of staff to enhance the services that we offer. Volunteers will not replace paid staff but their input will enable us to provide a better quality of service through the diversity, skills and experience that volunteers bring. The organisation will treat volunteers fairly and equally.

Salford Volunteer Charter 
Salford CVS and Volunteer Centre Salford have jointly signed up to the Salford Volunteer Charter. This Charter has been developed by volunteers from the city of Salford with input from volunteer involving organisations. The Charter sets out the commitment of organisations in Salford to acknowledge the rights and responsibilities of volunteers, and to recognise that they are an essential and invaluable part of the work they do. 
By signing up to the Charter we are showing that people volunteering with us can do so within a positive and supportive environment. 
A copy of the Charter is displayed within our offices.  Please find below the Rights and Responsibilities of Volunteers as set out in the Charter.
We hope that your time with Salford CVS and Volunteer Centre Salford is constructive for you and us.  We hope that this summary of your rights and responsibilities will help to establish some clear boundaries that lead to this constructive relationship.


The Charter maintains that volunteers have the following rights: 

Volunteering is open and inclusive to all and every effort should be made by organisations to understand volunteers’ needs and try to offer an appropriate opportunity
Recruitment procedures should be fair, efficient and consistent 

Volunteers have a clear understanding of their tasks and responsibilities 
Volunteers have access to initial and ongoing training and development opportunities 

All volunteers have support from a named Line Manager throughout their volunteering Volunteers are provided with ongoing support and supervision appropriate to need Volunteers are aware of how to raise a concern and how it will be handled 
Volunteers should not be put under any moral pressure to do work which is against their principles, or for which they are not adequately trained 

Volunteers should be given the same protection under health and safety regulations and relevant insurance policies as paid staff 

Volunteers should not be used to replace paid staff 

Travel and other out of pocket expenses are reimbursed wherever possible 
Volunteers have influence in their organisation and are informed about organisational issues 

Volunteers are treated fairly and should not be discriminated against 
Volunteers contribution is appreciated, valued and recognised 

Volunteering should be a rewarding and fulfilling experience 


The Charter maintains that volunteers have the following responsibilities: 

To speak up if they feel their rights aren’t being respected 

To treat information obtained whilst volunteering in a respectful, confidential manner 

To be reliable, carrying out their agreed role and attending on time and to give proper notice of change of circumstances 

To be sensitive to users wants and needs 

To inform named Line Manager of any serious incidents or potential dangers 

To ask questions if they are unsure 

To recognise that they represent the organisation and therefore to act in an appropriate manner at all times 

To attend regular relevant training and support sessions 

To support other volunteers and staff in their organisation 

To accept the organisations aims and objectives 

To keep activities safe and in-line with policies on legislation 

Seek to be enthusiastic, positive & committed 

Recruitment Policy for Volunteers
Salford CVS and Volunteer Centre Salford value the unique contribution that volunteers can make and have systems and procedures in place to ensure that service users, staff and volunteers can all benefit from their input and experience. It aims to provide flexible and innovative volunteering opportunities that take account of the diverse skills and abilities of its volunteers. 


We aim to place volunteers in roles which are suitable, safe and agreeable for them and those they have contact with as a result of their volunteering.  

All potential volunteers are asked to:

· Complete a short application form.

· To provide the names and addresses of two referees who have known them for at least twelve months. We will contact referees to help us to identify the strengths that volunteers can bring to our organisation and to identify training needs so that we can provide a quality service and encourage personal development. We understand that  a lot of potential volunteers may not have been employed, or may have been out of employment for some time and will aim to be flexible about who we accept a reference from.

· Attend an informal interview

· Complete a Disclosure and Barring Service check (DBS) where appropriate (this will be discussed at ‘Induction’)  
· Trial Period - All new volunteers will have a three month trial period so that they and Salford CVS/Volunteer Centre can ensure that all parties are happy with the volunteering opportunity/arrangement. 

After three months, the volunteer and their named Line Manager will review together the progress of the volunteer and identify any training or development needed for the role. 
Depending on the outcome of the review the volunteer can continue in the existing role, have their trial period extended, move to a different role within the organisation (where possible) or cease to be involved in the opportunity.

If a volunteering role involves working with children and/or vulnerable adults, volunteers will be asked to complete a Disclosure and Barring Service check. This is a standard procedure for everyone who works with children, young people and vulnerable adults and does not usually rule out anyone who has committed offences in the past, unrelated to the role to which they are applying. If the check reveals information that we were not previously aware of we will discuss the matter before making a final decision.

As an organisation committed to equality and diversity, we recognise the contribution that all people can make as volunteers and so we welcome enquiries of interest from everyone. We recognise too, that many potential volunteers have criminal records and are reluctant to apply for voluntary work where this would involve the disclosure of their record. We understand that people are often embarrassed about their cautions and convictions and/or fear they will not be treated fairly because of them. Please be assured that we will handle and store DSB information confidentially and that it will only be stored for a maximum of 6 months, except in exceptional circumstances.

Some volunteering roles within our organisation will involve working with children, young people and/or vulnerable adults. Under the Rehabilitation of Offenders Act, we will ask for disclosure of both spent and unspent convictions, cautions, reprimands, and final warnings if you wish to volunteer in such a role. 

We work on the assumption that people apply to volunteer in order to help others, to meet new people, to develop new skills, to make a difference and have no ulterior motive in seeking such opportunities. With this in mind, we will where possible provide opportunities for people, and do so in ways that will not put volunteers or our service users at risk. 

If volunteers require further information about their rights in relation to Disclosure applications, and our responsibilities to them, they can ask us for a copy of the Disclosure and Barring Service Code of Practice or download this from the Gov.uk website: https://www.gov.uk/government/publications/dbs-code-of-practice

If a potential volunteer is not suitable for a role within our organisation we will give our reasons for not involving him/her in a clear, sensitive and honest way and will, where possible, provide them with the opportunity to discuss the decision that has been made.   

If appropriate (and if possible) we will offer an alternative opportunity within our organisation or provide assistance in searching for an opportunity with another organisation in Salford.  


All volunteers are encouraged to claim out of pocket expenses. Salford CVS will reimburse travel expenses (car mileage, bicycle allowance, Day saver bus ticket or tram/train tickets) and lunch expense. To claim expenses volunteers will be asked to complete a simple expenses form and provide valid travel tickets/receipts.
Taxi costs will only be payable when the use of public transport is unfeasible through disability, personal safety etc, however, this should be agreed beforehand with the Finance & Resource Manager.
Mileage will be paid according to Inland Revenue Mileage rates (45p per mile at present)

Should the claim for mileage be in excess of 40 miles, the equivalent value of a standard class train ticket will be reimbursed if found to be the most cost effective. 

To reclaim your expenses please take your tickets/receipts to the Admin Manager/Finance & Resource Manager who will be happy to show you the procedure (as explained at ‘Induction’).


All volunteers are covered by Salford CVS Employee Liability and Professional Indemnity Insurance whilst acting on behalf of the organisation.

	
If you are sick or unable to attend your volunteer post, please contact Salford CVS/Volunteer Centre Salford on 0161 787 7795 at your earliest convenience and either leave a message or speak to a member of staff explaining the reason for your absence and a possible date for your return to volunteering.

Please inform your named Line Manager at your earliest convenience if you need any time off or have made holiday arrangements so that they may find suitable cover of your role whilst you are away.

Salford CVS and Volunteer Centre Salford recognise the importance of supporting volunteers so that they feel valued, motivated and able to develop in their role. Support will be provided in a variety of ways through structured sessions, or more informally and on a one to one basis as appropriate.
All volunteers will have a named Line Manager who will support them and who they can go to with any questions or queries. All volunteers will have regular supervision meetings to discuss their role, future development needs, to give and receive feedback and to discuss any issues which may have arisen.


Volunteers will be given supported induction training from designated members of staff, until their named Line Manager is confident for the volunteer to carry out the role alone. 
Training relevant to the role will be offered to volunteers who wish to develop their knowledge and skills. Details of all training undertaken by the Volunteer will be kept on their Training Record in their personnel file.
Volunteers wishing to access training will need to complete a training request Form which they can obtain from their named line manager. A training request guidance sheet which explains the training request procedure is also available and should be issued with the request form. Once this form is completed it needs to be given to the line manager who will make a decision to authorise the training. 

We understand that sometimes problems can arise – this could be from either a volunteers’ perspective, or from the organisations perspective. These sections of the Handbook begin to look at how problems can be addressed fairly and consistently.
Salford CVS and Volunteer Centre Salford welcome the involvement of volunteers and we try to make sure that the volunteering experience is a rewarding one. We try to get things right but occasionally we fall short of volunteers’ expectations.  We therefore welcome comments on how volunteering with us can be improved. However, if something is not resolved to your satisfaction, you have the right to raise your concerns. This procedure is set out below. 

Your concerns will be:- 

· dealt with as quickly as possible 

· handled fairly and politely

· investigated fully 

· treated confidentially and only be discussed with those who are directly involved in trying to resolve the issue(s)


We wish to be as flexible as possible when hearing your concerns. Volunteers can raise concerns: 

· in person 

· by phone 

· by letter 

· by email 

· on behalf of someone else

Our problem solving procedure has three stages:


1:   RAISING CONCERNS 

You should, in the first instance, make your concerns known to your named Line Manager. S/he will try to resolve the matter immediately and informally, but if this is not possible, you will be asked, if you wish, to make a formal complaint.   

If the complaint is about your named Line Manager the matter should be referred to the Chief Executive.


If you wish to proceed, you will need to put your complaint in writing addressed to your Line Manager. You will be informed of the decision in respect of your formal complaint as soon as possible, which will normally be within 7 working days but may be longer depending on the nature of the complaint. Under these circumstances the length of time that this will take will be communicated to you. Again if the complaint involves your named Line Manager, you should address it directly to the Chief Executive.


3:    RIGHT TO APPEAL

If at this stage your complaint has not been dealt with to your satisfaction you can appeal within 5 working days to a member of the Trustee Board, usually the Chair. The Chair will carry out an investigation and provide a response within 7 working days and their findings and response will be final.

If the complaint is about the Chief Executive, you may address it directly to the Board of Trustees of Salford CVS who will carry out an investigation and provide a response within 14 working days, their findings and response will be final.


Sometimes during the course of volunteering, minor issues can arise such as failure to meet the required standards when undertaking tasks. We hope that these issues will be identified through regular supervision and will be easily resolved through one or more of the following: 

· Additional training

· Extra support and supervision

· A review of the role – is the volunteer feeling unfulfilled and would they like to modify or change their role? (if possible)
We will, where possible, aim to find the best solution for the volunteer and the organisation.


Some actions or attitudes which go against the policies, procedures, aims and objectives of Salford CVS and Volunteer Centre Salford, which endanger the safety and well being of others, or are in any way abusive or threatening, or bring the organisation into disrepute, may result in disciplinary action being taken against a volunteer.

Our disciplinary procedure has three stages:

In the first instance the complaint will be discussed with the volunteer. Goals can be identified to help meet the required standards and extra support, supervision and training can be provided if necessary. A date will be set to review the situation.

If the complaint was raised by someone else, Salford CVS/Volunteer Centre Salford will keep him/her informed of the measures being taken to improve the situation. 


If the issue has not been resolved through a discussion or a review, their named Line Manager will issue the volunteer with a written warning, outlining the reason for the complaint.   
The volunteer has the right to state their case, which could be to their named Line Manager or the Chief Executive, and be accompanied to any meetings by a person of their choice. Depending on the nature of the complaint, further objectives may be set and additional support offered to the volunteer. 

If we do decide to dismiss a volunteer s/he will have the right to appeal.


If a volunteer feels that s/he has been dismissed unfairly s/he should appeal in writing to a member of the Trustee Board, usually the Chair within 5 working days. The volunteer has the right to be accompanied to any meetings by a person of their choice. The Chair will carry out an investigation and provide a response within 7 working days. This may be longer depending on the circumstances. Under these circumstances the length of time that this will take will be communicated to you. The Chair’s findings and response will be final.


Records of verbal discussions/warnings will remain on file for six months and written warnings for one year.
If an appeal is granted any warnings issued will be removed from personal records.

Please note that we will aim to dismiss a volunteer only as a last resort or as a result of gross misconduct. 
Examples of actions which constitute gross misconduct whilst acting as a volunteer are; bringing the organisations in to disrepute, theft, fraud, acts of violence, criminal damage, wilfully endangering anyone, being under the influence of drugs or alcohol, indecent or insulting or offensive behaviour, breach of confidentiality, inappropriate physical contact, sexual, racial or other harassment. These examples are not exhaustive. On such occasions volunteers may be suspended immediately whilst investigations are carried out. The decision to do so will be confirmed to the volunteer in writing.


We understand that volunteers have busy lives and pressures on their time and that they may be unable to continue volunteering within the organisation for various reasons e.g. moving onto paid employment or training. Should this be the case, it would be expected that volunteers inform their named Line Manager.

When a volunteer decides to leave they will be invited to complete an exit questionnaire to discuss and evaluate their volunteering placements, and any reasons for leaving in private, with an appropriate member of staff, if they wish to do so. This is to enable us to improve our service to volunteers in the future.

*Salford CVS and Volunteer Centre Salford will provide a detailed reference for all volunteers who request one after they have been volunteering with the organisation for 3 months.*




Summary of Important Policies for all Volunteers
Volunteers Policy
We strongly value and recognise the important contribution volunteers make to our organisation.  Developing our Volunteers Policy has meant everyone in the organisation has spent time thinking about how we will involve volunteers and how they will be treated.  The existence of a Volunteer Policy also helps to ensure there is consistency in the treatment of all volunteers.


As a responsible employer, Salford Community & Voluntary Services seeks to carry out all statutory duties under the Health and Safety at Work Act 1974.
It is the responsibility of the Board of Trustees, together with the Senior Management Team, to ensure that the working environment is safe and without significant risks to health & safety, and meets the appropriate statutory requirements.  For more information please refer to our Health and Safety Policy document.

Salford CVS and Volunteer Centre Salford are totally committed to the principle of equality of opportunity for all of its service users, staff, volunteers and trustees. The organisation is opposed to all forms of discrimination on the grounds of colour, race, ethnic or national origin, religion or belief, gender, gender identity, marital status, sexual orientation, disability, age or other unjustifiable discrimination. 
This policy document spells out how we will endeavour to make our organisation accessible and welcoming to service users, staff, volunteers and trustees. We will make adjustments, wherever possible and within our financial resources, to enable full participation.

Salford CVS recognises the importance of the correct and lawful treatment of personal data; it maintains confidence in the organisation and provides for successful operations. In order to ensure effective delivery of services, Salford CVS is required to maintain certain personal data about individuals for the purposes of satisfying operational and legal obligations. 

This personal data, whether it is held on paper, computer or other media, will be subject to the appropriate legal safeguards as specified in the Data Protection Act 2003.


All trustees, employees and volunteers of Salford CVS have a general duty of confidentiality.  They are expected to act with good faith and honesty in not disclosing confidential information to third parties, where this may damage the interest or reputation of Salford CVS or those of other individuals or external organisations.  In any case of doubt about release of information which may be confidential, they will be expected to consult the Chair or the Chief Executive of Salford CVS.
Also covered is confidentiality relating to passing information to the press/media about Salford CVS and the Volunteer Centre.


Salford CVS and Volunteer Centre Salford believes that every person regardless of age, gender, ethnicity, race, faith, disability and/or sexuality has, at all times and in all situations, the right to be safe and protected from any situation or practice that may result in their being physically or psychologically harmed. 
We aim to: 

· To protect the people with whom we come into contact from emotional, physical, financial and/or sexual abuse
· To protect our staff, volunteers and trainees from misunderstandings and false accusations of abuse

The purpose of this policy is to make sure that the actions of any adult in the context of the work carried out by Salford CVS and Volunteer Centre Salford is transparent and safeguards and promotes the welfare of all children and young people.  This document is written in accordance with the Salford’s Safeguarding Children Board Policy and ‘Working Together to Safeguard Children’ 2013

Bullying or harassment of employees/volunteers in the course of their duties, by other employees/volunteers or by other people, is unacceptable.  Salford CVS aims to support a working environment encouraging all staff /volunteers to treat one another with dignity and respect.  Anyone who behaves in a manner intended to intimidate, demoralise, or be deliberately unfair toward another person, may be subject to disciplinary action.  
Any employee/volunteer who experiences bullying or harassment in the course of their work, by other employees/volunteers, or by any other person, is positively encouraged to report and discuss the matter with their named Line Manager or a member of the senior Management Team.


Salford CVS and Volunteer Centre Salford aim to provide high quality services that meet our members and all other service users and partners’ needs. In order to ensure our services remain at a high and improving standard, we have a procedure which will allow you to let us know of any reason that you are not satisfied with the manner in which we have dealt with any matter relating to the services we provide. For more information on how to make a complaint against Salford CVS/Volunteer Centre Salford please ask the admin team who will be more than happy to help.


Volunteers have a right to join a Trade Union if they choose too.  If you would like more information about this please speak to the Volunteer Co-ordinator.

Full copies of all Policy documents can be found on the intranet.  If you require any of these documents please ask the Admin Manager who will be happy to assist you. 

If in doubt...
...ask!
We want to encourage all volunteers to understand and use this Handbook.  If you are unsure of anything contained within, please do not hesitate to ask the Volunteer Centre staff.

Thank you for offering your support to Salford CVS and Volunteer Centre Salford as a volunteer.  The giving of your time is much appreciated and your contribution will greatly benefit those who work for our organisation and anyone accessing our services. 


Salford CVS and Volunteer Centre Salford
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All new volunteers are asked to complete an induction aimed at integrating them into Salford CVS and Volunteer Centre Salford to enable them to fulfil the role and responsibilities of their volunteering opportunity. 


Due to the lengthy nature of this document and volunteers’ time constraints, it is expected this induction may take a couple of weeks to complete.


A copy of this induction will be given to the volunteer and placed in the volunteer’s personnel file.
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And Finally... 





Thank You!
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