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A Scottish Charitable Incorporated Organisation

Introduction

On behalf of the Management Committee I extend our thanks to you for agreeing to become a volunteer with the Helensburgh and Lomond Carers SCIO.   By giving your time and energy you will assist us improve the support provided to local carers and help the staff meet the ever-increasing demands placed upon the charity.   We want you to enjoy being a member of our small team and feel you are making an important and valued contribution to the work of the Charity. 

This handbook contains essential background information about the Charity and the services we make available to carers.   It also describes the steps that will be followed to introduce you to the organisation and prepare you for the work you have agreed to do on our behalf.   Unfortunately, there is no avoiding the paperwork we must ask you to sign or the procedures we require to draw to your attention.   However, these are all relatively straightforward and the Manager will guide you through them and offer any help necessary.
We have tried to focus the handbook on the key issues you need to be aware of when volunteering with the Charity and do this in a way that does not overwhelm you with the fine details.   The handbook is underpinned by a number of policies and procedures adopted by the Management Committee and you will have access to them if required.   If there is anything you do not understand or would like to know more about, please do not hesitate to raise these matters with the Manager.

There is a lot of information to take in, particularly in your early days with us, but this will be delivered at a pace you can comfortably absorb.  Feedback on your experience with the Charity, and your views on how we might better utilise volunteers, are always welcome and you will be given regular opportunities to do this by the Manager.

The handbook is not intended to be a substitute for your induction into the organisation, but it is complementary to that process and should help you quickly get started.

I look forward to meeting you.
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Willie Rae

Chairperson
Updated:   May 2011
Contents

Para





       Page
1
Who we are?





1
2
Where are we based?




1  
3
What do we do?




1
4
What do we hope to achieve?



1
5
What area do you cover?



2
6    
Who runs the Charity?



2
7
Where do volunteers fit in?



3
8
What can volunteers do?



3
9
Equal Opportunities




3
10
Starting as a volunteer with us


4
11
Your Rights





4
12
Volunteer Agreement




5
13
Our Expectations




5
14
Personal Records




5
15
Induction & Training




5
16
Trial Period





6
17
Length of Agreement




6
18
Confidentiality




6
19
Health & Safety and Insurance


6
20
Expenses





7
21 
Staff Meetings





7
22
Problems





7
23
Commitment





8
24
Leaving the Charity




8
25
References





8
26
And Finally......




8
1
Who are we?

Helensburgh & Lomond Carers is a registered charity, which was first established in 2000 to provide a range of support services for carers’ resident within the Helensburgh and Lomond area.  While we are an independent organisation, responsible for managing our own activities, we operate as a network branch of The Princess Royal Trust for Carers and form part of the Argyll & Bute Carers’ Network.

2
Where are we based?

Our address is Helensburgh and Lomond Carers SCIO, 17E East King Street, Helensburgh, G84 7QQ and you can find directions and photographs of the Carers’ Centre on our website www.helensburgh-carer-support
3
What do we do?

The Charity moved to its current operating base in the Carers’ Centre in 2006.   The Centre is centrally located and provides good facilities for the delivery of a wide range of support services for carers, including:

· Drop-in
· Information & Advice Services

· Advocacy Services

· Signposting to other Agencies

· Holistic Therapies
· Counselling
· Respite
· Dementia Support Group

· Training Courses
· Social Programme

· Newsletters/Publications.
In 2009, we introduced an Outreach Service, designed to support carers living in the in the more rural parts of our area or who find it difficult to visit the Centre in Helensburgh.   

We work closely with Argyll & Bute Council and NHS Highland, as well as other organisations in the statutory, private and voluntary sectors. 

4
What do we hope to achieve?

The Mission of the Charity is:

	‘To make a positive difference to the lives of unpaid  carers’



This is underpinned by a commitment to place carers at the heart of the organisation; respect and learn from them as experts on their own lives; give them a voice in service design, delivery and review; help them achieve better outcomes; and ensure that services are accessible and effective for all intended users, regardless of their caring situations or personal circumstances.

We have adopted the following 4 Operational Objectives in our efforts to improve the services we make available to carers:

· Objective 1 – Identify hidden carers within Helensburgh and Lomond and maintain regular contact with them and all other carers registered with the Charity.

· Objective 2 – To provide information, advice and access to high quality support services that meet the personal needs of carers’ within Helensburgh and Lomond.

· Objective 3 – To increase the awareness of carers of their rights and entitlements, as well as ensuring these are properly understood by those who have a responsibility for the provision of services to carers and those they care for, within the Helensburgh and Lomond area.

· Objective 4 – To sustain existing partnerships and joint working to ensure a co-ordinated approach to service delivery.
5
What area do you cover?
We operate within the designated area of Helensburgh and Lomond, which is one of the four administrative areas formed within the boundaries of Argyll and Bute Council when local government in Scotland was restructured in 1996.   It covers a relatively large geographic expanse, of which more than half is rural hinterland and stretches from the Rest and be Thankful in the north, to Cardross in the south, and from the Rosneath Peninsula in the west across to Loch Lomond in the east. 

6
Who runs the Charity?
The Charity is a membership organisation governed by a Management Committee, comprising a Chairperson, Vice Chairperson, Secretary and Treasurer and up to 8 ordinary members.   The members of the Committee are elected by the members at an Annual General Meeting and on taking up appointment they become the Charity’s Trustees.   Collectively, the Trustees are the guardians of the Charity’s purpose and they exercise general control of the administration of the organisation, including directing the strategy, maintaining financial oversight, taking responsibility for its resources and ensuring the Charity stays within the terms of the Constitution and the law.

We employ a full-time Manager who has responsibility for all operational matters and she is supported by an Outreach Support Worker and an Administrative Support Worker.

7
Where do volunteers fit in?

Volunteers play an important role in helping the Charity achieve its operational objectives and are highly valued by the organisation.   The Management Committee encourages carers, former carers and those who simply wish to help the Charity, to apply to be registered as a volunteer and, if selected, ensure they have access to the appropriate support and the opportunities to develop their interests and skills.   The assistance of volunteers registered with partner organisations and placed within the Charity is also welcomed.

It is important to add that the involvement of volunteers complements, but does not replace the work of staff members.   


8
What can volunteers do?

We aim to offer creative and innovative projects for volunteers to provide an opportunity for them to use and develop their skills and abilities. 
The Charity has utilised the services of volunteers for administrative and clerical support tasks within the Carers Centre and in helping with various activities and events.   Whilst not intended to be exhaustive, the following list gives an indication of the range of tasks that volunteers might be asked to undertake:         

· fundraising;

· organising, helping run events;

· committee member;

· transport;

· education;

· secretarial, administrative, clerical;

· reception;

· representing;

· campaigning;

· visiting people;

· befriending; and

· other practical help.
9
Equal Opportunities

The Charity aims to ensure that no employee, volunteer or user of our services receives less favourable treatment on the grounds of disability, age, sex, pregnancy, caring responsibilities, sexual orientation, transgender status, race colour, nationality, ethnic or national origins, economic status, religion or belief.   The Charity will take action to provide genuine equality of access and to tackle any unfair discriminatory practices.  All volunteers are expected to work within this equal opportunities framework.  As a volunteer you can expect to be treated in accordance with the policy. 
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Starting as a Volunteer with us

We want to help and support you as much as we can and the Charity has adopted the following principles:

· volunteers shall be given induction, training and supervision appropriate to the roles that they are required to carry out;

· volunteers shall be properly integrated into the organisational structure and mechanisms are in place for them to contribute to the work of the Charity;

· staff at all levels will work positively with volunteers and, where appropriate, actively seek to involve them in their work; and

· the Charity recognises that volunteers require satisfying work and personal development and will seek to help volunteers meet these needs.

The Manager will be the person who has the most contact with you and if you have any concerns, questions or comments please feel free to contact her.
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Your Rights  

Volunteering is an activity where individuals choose freely to help others and accept the responsibilities this entails, without financial reward.   For this to be successful, the needs of the organisation, service users and volunteers must match.   People are motivated to volunteer for a variety of reasons, but many wish to make a positive difference to their local community or vulnerable groups by contributing their time, skills and experience.    In return, volunteers expect to feel valued; gain a sense of personal fulfilment and satisfaction; as well as undertake work that is interesting, sociable and enjoyable.

The relationship between the Charity and its volunteers is not contractual, as exists between an employer and employee, rather it is based on mutual respect and trust, founded on a set of recognised rights and responsibilities.   The Management Committee acknowledges that volunteers have the right to:   

· decide how much time to give;

· be given meaningful tasks; 

· not to be used to replace the work of paid staff;

· know what is expected of them and to be given clear information and induction; 

· have clearly specified lines of support and supervision; 

· be trained for the duties they are required to undertake and receive ongoing opportunities for learning and development; 

· be consulted on decisions that will affect what they do; 

· be free from discrimination;

· work in a safe environment with adequate insurance;

· be shown appreciation and receive feedback;

· have their say about how services can be improved;

· know what their rights and responsibilities are if something goes wrong; 

· be paid travel expenses; 

· know their personal details will be treated as strictly confidential, in line with relevant data protection legislation;
· discuss any problems they have regarding their volunteering;

· ask for a reference; and

· say no and withdraw from volunteering at any time. 
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Volunteer Agreement

It remains important that the expectations we have of volunteers and the responsibilities we intends to place upon them are clearly understood.   When you meet the Manager, she will discuss your interests, skills, experience and the time commitment you can give to the organisation.   This will be developed into a written description of the role or tasks you have agreed to undertake and included in a Volunteer Agreement form, which we use for this purpose.
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Our Expectations

By becoming one of our volunteers, we expect you to accept the following responsibilities: 

· carry out their tasks to the best of their ability in a way, which corresponds to the Charity’s objectives and values; 

· work within the terms of the Charity’s policies and procedures; 

· be reliable and inform the Charity in good time if they are unable to attend;

· be honest and behave in a mature and professional way, showing respect to others at all times:

· to look after their own safety and never put themselves or others at risk; 

· respect confidentiality;

· attend training and support sessions where agreed;

· be anti-discriminatory in their work and promote equality of opportunity; and

· honour the volunteering commitment they have made.
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Personal Records

The Charity keeps a Register of Volunteers with their name, address and telephone number/email address (where applicable).   A confidential Volunteer’s File will also be held by the Manager, for the retention of copies of the documentation relating to the volunteers application and selection process, Volunteers Agreement and any other related documentation.   You can examine the Register and your personal Volunteer’s File at any time, subject to the availability of the Manager.   Your personal details will be held in line with the Charity’s Confidentiality and Data Protection Policy and will not be disclosed to any other party without your consent.
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Induction & Training

You will be provided with an induction pack, which will include information relevant to you role with the Charity.   A general induction programme will be arranged as soon as is possible and this will be delivered by the Manager, with the assistance of other members of staff.   The induction programme should include: 

· familiarisation with the Carer’s Centre and an outline of all service provided to carers;

· a potted history of  the Charity, its management structure and key personalities, strategic development plan and current priorities;

· the Charity’s relationship with the Princess Royal Trust for Carers and the Argyll and Bute Carers Network;

· advice about personal security, insurance, reimbursement of expenses, facilities, etc.

· general policies such as Health and Safety, Confidentiality, Volunteering etc.

· provision of relevant information i.e. contact numbers for staff etc.

Training for specific tasks will be the responsibility of the Manager and any member of staff who may be asked to assist you.   Training will be both formal and informal and mainly delivered in-house.   Any additional training will depend on appropriate and available resources.
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Trial Period 
We hope you will enjoy volunteering with us.  However, in case there are any initial worries, the Manager will set a trial period with you and at the end of that time you can have a chat with her.   If you want to stop volunteering with us, that’s ok.  If you would like to clear up some concerns or maybe change some of the tasks you’re doing, this can also be discussed.
17
Length of Agreement
Once you’ve decided that you want to stay with us, you can make a joint decision with the Manager on how long your Agreement will last for.  This will depend on the tasks you are doing, and what you hope to gain from your time with us.
18
Confidentiality

As a volunteer, you may sometimes see or hear things that are of a confidential or personal nature.  The personal details of staff, volunteers and service users are treated in the strictest of confidence and should not be discussed with anyone else.   You will be provided with a copy of the Charity’s Confidentiality & Data Protection Policy and asked to sign a Volunteer’s Confidentiality Declaration form before taking up a position with the organisation.  
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Health & Safety and Insurance

The Charity is committed to ensuring that volunteers are not exposed to unnecessary risks while volunteering.  Volunteers also have responsibility not to expose themselves and others to unnecessary risks and must comply with the Charity’s Health and Safety Policy and other relevant guidance.  If you have any concerns or are involved in any incidents in this regard, you must report them to the Manager.

Volunteers will not be expected to work alone within the Carers’ Centre or on home visits, however, should circumstances arise when this is necessary for any reason, they must comply with the guidance set out in the Charity’s Working Along, Home Visits and Personal Safety Policy.  

The Charity ensures that adequate levels of Public Liability and Personal Accident Insurance are maintained at all times, and that volunteers are informed of the conditions and limits of liability that may apply to them.  The Charity is unable to accept responsibility for the loss, theft or damage of personal possessions or valuables.   While it is not envisaged that volunteers would be asked to use their private motor vehicles for conducting their volunteer tasks, if the need arises and by agreement, it is the volunteers’ responsibility to inform their insurer in writing that the vehicle is being used for voluntary work.   Further information can be found in the Driving at Work Policy.

The Charity is committed to providing and maintaining healthy working conditions for all individuals, in accordance with the Health and Safety at Work Act 1974.  Whatever information, training and supervision required for this purpose will be provided to new volunteers as part of their Induction process.
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Expenses

The Charity wishes to ensure that volunteers come from all economic backgrounds and that volunteering is accessible to all regardless of income.   No individual should be financially disadvantaged by the direct action of being a volunteer and all volunteers can claim for reimbursement of expenses incurred in accordance with the Charity’s Expenses Policy.   Expenses will be reimbursed as swiftly as possible to minimise inconvenience for volunteers.  Volunteers must keep receipts of all expenses and complete the expense claim forms available from the Manager.

If you are a carer, the Charity may be able to assist with respite arrangements to allow you to volunteer.

As long as you only receive out-of-pocket expenses from the Charity, there should not be a problem with volunteering while on benefits.  However, it is always good practice to keep the Benefits Agency informed if you are volunteering and, if you have any concerns, you should raise these with the Manager.
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Staff Meetings

You are welcome to attend any of the weekly staff meetings.  These meetings are chaired by the Manager and held on Monday mornings in the meeting room of the Carers’ Centre.   If you cannot attend but would like to bring something to the attention of the meeting, please discuss this with the Manger.
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Problems
The Charity wants you to be happy while you are volunteering with us.  If you have any problems or concerns while you are volunteering, please talk to the Manager as soon as possible, and we will try to sort them out promptly.   If we think there is a problem with the work you are doing for the Charity, we will also try to talk to you as soon as possible.
The Management Committee and those who use our services look for high standards of conduct from all staff and volunteers.   You will be provided with a copy of the Charity’s Code of Conduct for Employees and Volunteers, which sets out our expectations and explains how you should deal with certain situations.   There are procedures in place if someone complains about a volunteer as well as where a volunteer wishes to make a complaint or raise a grievance in relation to how they have been treated.  The Manager will outline these procedures during your induction programme.
The procedures do not cover all eventualities, but the conduct of our staff and volunteers will affect the reputation of the Charity.    It is not enough to simply avoid doing anything improper, every effort must be made to avoid giving rise to any suspicion of appearance of impropriety.
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Commitment

Please take seriously the time commitments you have made.  We do rely on you to turn up when you say you will.  If you are unable to attend on any occasion, for example if you are unwell or going on holiday, please let the Manager or another member of staff know as soon as possible.  If you are having difficulty meeting the commitments originally agreed, please discuss this with the Manager, who may be able to make adjustments that allows you more freedom about the hours you come into the Carers Centre.
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Leaving the Charity
When you decide to stop volunteering please let us know, whatever the reason.  We hope you will complete an exit form so we get some feedback about how you have found your time with us, and any suggestions for how we can improve our Volunteer Programme.
25
References

Once you have volunteered with the Charity, we will provide a reference if you need one for paid work, study or another voluntary position.  It is advisable to discuss this with the Manager prior to providing our details as a referee.
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And Finally....

You will make many new friends and acquaintances through your volunteering activities with the Charity and you will quickly learn how appreciative carers are of the services available and the support extended to them by staff and volunteers.    You will help us solve problems and improve the quality of life of some of our carers and we hope you will also learn new skills and experience something completely removed from your usual routine.   Thanks again for you for your time and commitment.   Your enthusiasm and dedication will make a huge difference to the work we do in Helensburgh and Lomond.

