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THE UPPER ITCHEN 
VOLUNTARY CARE GROUP 
 
POLICIES, PROCEDURES
and 
USEFUL INFORMATION

for

VOLUNTEERS  

www.upperitchen.org.uk/CommunityVCG 
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Useful Contact Numbers 
for the Voluntary Care Group

Upper Itchen Voluntary Care Group 
Mobile number:  07906 954566

Chairman - Ruth Allen: 793368: mrsruthallen@googlemail.com

Secretary – Sarah Lloyd: 771661 slloyd@ashgatepublishing.com

Treasurer – volunteer sought to fill this role, Ruth Allen covering this at the moment.


CRB Officer - Hilary Moore: 736036 moorehilary@hotmail.com
Child Protection Officer –
Area Advisor for South East Region Voluntary Care Groups - 
- Sandra Osborne – 07827 925328.  Sandra.osborne@neighbourcare.org.uk
www.neighbourcare.org.uk
Website:
www.upperitchen.org.uk/CommunityVCG 
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CO-ORDINATORS & VOLUNTEERS
KEY POINTS TO REMEMBER
(Particularly in relation to Lone Working)
Upper Itchen Voluntary Care Group Lone Workers Policy

Most Care Group volunteers work on a one to one basis with their clients and as such can be described as lone workers. The Upper Itchen Voluntary Care Group recognises its responsibility for the safety and welfare of all its volunteers and that volunteers have responsibility to take reasonable care of themselves and those affected by their work as a volunteer. The purpose of this policy is to make sure that all volunteers are aware of and will comply the following procedures:

When Deciding whether to accept a task:

· Remember that Care Group volunteers nearly always work alone

· Is the task suitable for one person or would 2 volunteers be more appropriate?

· Can one person handle any equipment that may be required for the job?

· Are women, young volunteers or older volunteers particularly vulnerable?

· Is the volunteer medically fit and suitable to work alone?

When allocating the task:

· Let the volunteer have all the relevant information about the task required

· Make sure the volunteer is given sufficient information about the client (any particular problems, difficulties etc)

· Log all tasks to ensure the whereabouts of the volunteer and client are known (NB all tasks must be logged to ensure the volunteer and client are covered by our insurance too).

· Note any incidents or difficulties, reported back via volunteers, in the log and also let Ruth Allen (Chair) know.
· Ensure all information is kept confidential and the co-ordinators file is kept safe and confidential.
· Ensure volunteers remember the following points and are clear about any guidelines:

Volunteers should remember to:

· Ideally carry their mobile phone with them

· Let the co-ordinator know of any changes to their plans and repeat tasks etc

· Take with them VCG or another volunteer’s contact number in case the co-ordinator is not available and they need assistance.

· Be aware that any incidents should be reported back to the co-ordinator via the VCG mobile phone, and/or reported to Ruth Allen (793368 or mrsruthallen@googlemail.com) 
· If there is an accident or insurance claim is needed, please contact Ruth (all claims through Ruth)
· Be aware of your own personal safety at all times and do not agree to be alone with a client if you do not feel happy to be – simply leave, and discuss with Ruth co-working etc.

· Seek advice and support from care group committee and volunteer members whenever you wish.

· Ensure you have registered for volunteer driving with your car insurance company so that you are insured to drive clients if you are helping with volunteer transport.
Keep all client information confidential, including who has asked for help through the VCG.
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THE UPPER ITCHEN VOLUNTARY CARE GROUP 
-  An Upper Itchen Benefice Community Network Initiative - 

GUIDELINES FOR VOLUNTEERS

Thank you so much for joining the group as a volunteer, or being interested.  Launched at the start of July 2009, the Upper Itchen Voluntary Care Group aims to help people in the local community (primarily the 6 villages of the Upper Itchen ie Tichborne, Cheriton, Beauworth, Kilmeston, Hinton Ampner, and Bramdean) who would appreciate a little neighbourly assistance. 

The care group is setup to help with emergency one-off tasks, or small ongoing areas of assistance eg:  help with shopping, collecting prescriptions, transport to appointments, brief respite for carers, walking a dog, visiting the housebound for a chat, emergency meal assistance, small garden or household help.


Anybody, of any age, who is in need of a helping hand can call the Upper Itchen Voluntary Care Group telephone number for help:

TELEPHONE:  07906 954566

How does the VCG work?

· Each week a different volunteer within the group acts as the ‘co-ordinator’ for the VCG and is the keeper of the VCG co-ordinator’s folder and VCG mobile phone (we hope most volunteers will agree to be co-ordinator for at least 1 week each year). All calls to the VCG will be made to this mobile, so it is important for the co-ordinator to check messages left on the mobile every day and to keep the phone on as much as possible.

· Co-ordinators answer phone calls and records details of all requests in the Log of Tasks in the folder (NB: very important for safety and insurance purposes that all details of client, volunteer and tasks are logged properly by the co-ordintator). 

· Co-ordinators try to match a volunteer within the group to the task. The co-ordinator holds the file with all volunteers’ contact sheets which indicate when each volunteer is likely to be available, and tasks they are most/least, keen to undertake. It is important to let the volunteer have all information about the task and the client.  

· The volunteer then phones the person seeking help and makes arrangements directly – reporting back to the co-ordinator to record details of when task will be carried out, any problems etc. 

· When taking on a new client, Co-ordinators can use the client assessment form (in folder) to help decide on whether it is right for the Care Group to assist. If the co-ordinator doesn’t feel the request is suitable for the VCG, they should explain the situation to the caller and put them in touch with an organisation that can help (if possible). Please still note details on the Log of Tasks.  If the co-ordinator is at all unsure, they should check with Ruth (the Chair), or if Ruth is unavailable Sarah (secretary) or another member of the VCG.  Hopefully a consistent range of service can then be offered. 

· Volunteers should note their donations and expenses on sheets provided and submit these to the treasurer each month or quarter. When undertaking transport help (or another task with expenses), the volunteer should display a VCG donations box (available from Ruth) and gently try to prompt a small donation (c.£2) to help cover the costs for the VCG. 

· Once a volunteer has completed a task they should ensure the co-ordinator knows and that the details are accurately recorded in the VCG log in the co-ordinator’s folder.  

· Once the co-ordinator’s stint is over, please deliver the VCG mobile and folder to the next co-ordinator on the handover date. Please help fill any gaps you can on the co-ordinator’s rota by emailing Sarah as well as adding your name on rota sheet (rota can also be viewed on VCG page of benefice website).

· If you have any problems or questions at all as a volunteer, or during a stint as co-ordinator (eg unable to find a volunteer to match the task or time), please phone Ruth (tel: 793368) or Sarah (tel: 771661) who will be very happy to try to help and can also draw on other help from VCG contacts elsewhere if needed.

What else is evolving within the Upper Itchen Benefice Community Network?

The Upper Itchen Voluntary Care group is just one of the new initiatives developing under the broader umbrella of the Upper Itchen Benefice Community Network.  Other initiatives include the Upper Itchen Lunch Club (a monthly, approx, lunch club open to all and closely linked to the VCG), Volunteer Scheme for Cheriton Primary School, DEC Appeal Collections, Big Benefice Annual Gatherings, the new Benefice Website and the CN email list and newsletter.  All members of the VCG are automatically included on the Community Network list to receive news and updates.

Over 30 volunteers have already signed up as members of the group. These are all local people of different ages, male and female, with a variety of skills, experiences, time, and resources.  If you are not already a volunteer, please join the team - even if you only have a little time to spare amidst busy family or work life. You will be a great help.

·  Please contact the Chairman, Ruth Allen, if you are interested in joining the VCG as a new volunteer.

·  All volunteers need be CRB checked through the Voluntary Care Group. Ruth will put you in touch with Hilary Moore, our CRB officer.

·  All volunteers receive their own copy of the VCG ‘Policies and Procedures’ (provided to all Community Care Groups across Hampshire). Please could all volunteers make themselves familiar with these policies. If can help with volunteer driving, please get insured by letting your car insurance company know.

·  All volunteers need to complete a ‘Volunteer’s Contact Sheet’ providing their contact details and likely times of the week generally available to help and tasks they are most or least keen on.

Useful contact numbers for the Voluntary Care Group
Upper Itchen Voluntary Care Group Mobile number:  07906 954566

Ruth Allen – Chairman:  01962 793368 email: mrsruthallen@googlemail.com or caregroup@upperitchen.org.uk
Sarah Lloyd – Secretary:01962 771661 email: slloyd@ashgatepublishing.com or community@upperitchen.org.uk
Ruth Allen – Treasurer – for the moment but a new treasurer urgently sought (not onerous!)

Hilary Moore – CRB Officer – 01962 736036. email: moorehilary@hotmail.com
Website:  www.upperitchen.org.uk/CommunityVCG 
Upper Itchen Voluntary Care Group 
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CLIENT INFORMATION SHEET
1)
What can the Upper Itchen Voluntary Care Group offer?

The Upper Itchen Voluntary Care Group aims to help people in the local community who would appreciate a little neighbourly assistance. The service is aimed primarily at people who live within or close to the 6 villages of the Upper Itchen ie Tichborne, Cheriton, Beauworth, Kilmeston, Hinton Ampner, and Bramdean.  The care group is setup to help with one-off tasks, or small ongoing areas of assistance eg:  help with shopping, collecting prescriptions, transport to appointments, brief respite for carers, walking a dog, visiting the housebound for a chat, emergency meal assistance, small garden or household help. Anybody, of any age, who is in need of a helping hand can call the Care Group telephone number for help. All volunteers are CRB checked and insured.
2)
How can I contact the Upper Itchen Care Group? 

1. To ask for some help from a Care Group volunteer you can contact the Care Group’s weekly local co-ordinator via the VCG Mobile Phone number on:  07906 954566

2. The telephone will be checked each day but you will probably have to leave a message on the answer-phone so that the local co-ordinator for that week can phone you back – please make sure you leave your name and telephone number.
3. If you wish to become a volunteer for the Care Group, or have other comments, please contact the VCG Chairman – Ruth Allen on 01962 793368 or email: caregroup@upperitchen.org.uk 
3)
What happens when I call the Care Group?

1. You will speak to the Care Group co-ordinator who is on duty that week. 

2. Please give your name, address and phone number.

3. Please give full details of what you would like the Care Group to do for you. 

4. Please give as much notice as possible.
5. Please give details of the date and time that you need help. 
6. You will also be asked about any special needs or requirements, and any information that might be relevant to the particular task

4)
How will my request be dealt with?

1. The co-ordinator will write down your details in the Care Group’s confidential log book.

2. The co-ordinator will ring you back as soon as possible to let you know if a volunteer is available to carry out your request

3. If, for whatever reason, the Care Group is unable to help you will be advised of any other group that the co-ordinator is aware of who might be of assistance.

6)
What information will the co-ordinator give me if my request can be met?

1. The name of the volunteer and the fact that they will telephone you directly to arrange help

7)
How much do I have to pay?

1. The Care Group service is run by volunteers and is a free service. Any donations go towards the costs of running the Care Group (eg hall hire for lunch clubs, publicity etc)
2. If your request is for transport you will be asked to contribute to the driver’s expenses. Please ask the co-ordinator for more details about what donation may be expected. 

8)
How can I comment on the service that I have received?

1. There is a form available overleaf on which you can comment and make suggestions

9)
How can you help the Upper Itchen Voluntary Care Group?

1. Please spread the word to your local friends, neighbours and groups, and help us to publicise the fact that the new Care Group is now up and running and available to help. Many thanks. 
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Upper Itchen Voluntary Care Group 

CLIENT FEEDBACK FORM
We are keen to make the Upper Itchen Voluntary Care Group (VCG) as useful as possible to the local community. The volunteers and committee who make up the group would be very interested to read your feedback on the service you have received or on the Upper Itchen VCG in general. Please complete this form and return it to the group’s Chairman or your Care Group Volunteer if you would like to comment or make any suggestions to the group. We will also have an AGM in April each year to which anybody is invited which will offer more opportunities to comment. If you wish to make a formal complaint, please make this in writing to our Chairman and you can ask for a copy of our VCG complaints policy from our Chairman too (see contact details below) and you

Please add comments alongside each answer to provide us with extra feedback. If you would like to write us a letter of comment, or attach as extra feedback, that would be great.

1. Was the help you requested from the VCG provided satisfactorily? 

………………………………………………………………………………………………………………………………………………………………………………………………………………
2. Did you find it easy to contact the VCG and link with a volunteer?

………………………………………………………………………………………………………………………………………………………………………………………………………………
3. Did you find the volunteer helpful and able to cope with your request?

………………………………………………………………………………………………………………………………………………………………………………………………………………
4. Was the written information before, during and after the VCG service adequate (if not, please suggest what else you would find helpful)?

………………………………………………………………………………………………………………………………………………………………………………………………………………
5. Do you think we could do anything better?

………………………………………………………………………………………………………………………………………………………………………………………………………………
6. Are there particular tasks/services you think the VCG should offer?

………………………………………………………………………………………………………………………………………………………………………………………………………………
7. Where did you find out about the VCG service?

………………………………………………………………………………………………………………………………………………………………………………………………………………
8. Are there other places/groups where you think we could promote VCG service?

………………………………………………………………………………………………………………………………………………………………………………………………………………
9. Have you looked at the VCG website and found this helpful?

………………………………………………………………………………………………………

Please return this from to Ruth Allen, Chair Upper Itchen VCG, Teazles, Cheriton SO24 0QG.  
Or email comments to: caregroup@upperitchen.org.uk  Many thanks for your comments.

This questionnaire is also available on our website:
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Upper Itchen Voluntary Care Group 

CLIENT ASSESSMENT FORM
When taking on a new Client the Co-ordinator will need to make an assessment as to whether it is right for the Care Group to assist.  This judgement is based on three things. Is the service provided by the Care Group appropriate for the potential Client’s needs? Is the Volunteer at risk by dealing with the potential Client?  Is the request within the capacity of the Care Group?

If the co-ordinator finds it useful, the following is a check-list of questions the Co-ordinator can ask the client in order to form an opinion. The interview can be carried out over the telephone or in person. If you do carry out such an interview, please get permission from the client that they are happy for you to leave a copy of the completed assessment form in the co-ordinator’s folder (which will be helpful if they do allow this).

Name of Client:………………………………………………     Date of interview:……………….

1. Has the Client a mobility problems, are they able to walk from their front door to the car? YES/NO     Is the Client reliant on a wheelchair?  YES/NO

2. Has the Client got any health problems that the Care Group should be aware of?  For example Seeing/Speaking/Hearing/Memory/Fits/Attacks YES/NO       

If yes what type……………………………………………………………………………… 

Medicine reliant  YES/NO If yes what type……………………………………………… 

 3. Does a Carer/relative/friend need to accompany the Client?  YES/NO 

4. Does the Client have a Blue Badge?  YES/NO   Would they like information on applying for one? YES/NO (Available from Hampshire County Council – Blue Badge Dept. 01962 841841) 

   5. Does the Client give permission for this information to be kept on the Care Group’s file?    YES/NO

   6. Name and contact details in case of an emergency………………………………..

   7. Name and address of GP……………………………………………………………...
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Upper Itchen Voluntary Care Group 

CLIENTS COMPLAINTS PROCEDURE
1.
Please make every attempt to resolve the problem informally through discussion.
2.
A formal complaint must be made in writing to the chairperson of the Care Group.

3.
Telephone complaints must be confirmed in writing.

4.
The chairperson will acknowledge receipt of the complaint within seven days.

5.
The chairperson will discuss the complaint with the Care Group member or client involved and agree a strategy for investigating the complaint.  The complainant should have the right to explain the complaint in person and be accompanied for support.

6.
Complaints will always be bought to the attention of the Care Group executive committee for information.

7.
The chairperson will let the complainant know the result of the investigation as soon as possible, usually this will be within 21 days of the receipt of the complaint.

.    

8.
Where appropriate the Care Group will formally apologise in writing to the complainant.  In any event the outcome of the investigation will always be set out in writing for the complainant.

9.
The chairperson will keep a record of all complaints made to the Care Group, including how these complaints were dealt with and how they were resolved.

All complaints from clients  will be considered extremely carefully and investigated fully in a confidential manner.

The chairperson for the Upper Itchen Voluntary Care Group is:


Ruth Allen, Teazles, Cheriton, Alresford SO24 0QG  Tel: 01962 793368  Email: caregroup@upperitchen.org.uk 

THE UPPER ITCHEN VOLUNTARY CARE GROUP 
-  An Upper Itchen Benefice Community Network Initiative - 

VOLUNTEER’S EXPENSES & DONATIONS SHEET

· Please note down all the expenses you are claiming on this sheet, as well as all donations you have collected from clients for petrol etc.  Monthly, or quarterly, please submit this sheet plus any donations and copies of any expenses receipts to Upper Itchen Voluntary Care Group Treasurer – at present Ruth Allen, Teazles, Cheriton, Hants SO24  (tel: 793368  e: caregroup@upperitchen.org.uk).  Ruth will then reimburse you. Very many thanks.   
Volunteer Name:​​​​​​​​​​_______________________________________________________

Address: _____________________________________________________________
____________________________________________________________________


__________________________________________  Telephone: _______________
Expenses/Donations Period:  ……………..………..date - ……….……………..date

	Date
	Expense Description
	Expense 
amount
	Donation description
	Donation 
amount

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


www.upperitchen.org.uk/community
B13

CLAIMING CARE GROUP EXPENSES

Volunteers give their time and skills free of charge.  If volunteers incur out of pocket expenses the Care Group must reimburse the money.  “Dead mileage” i.e the miles travelled before and after the volunteer picks up a client, needs to be claimed from the Care Group not the client. (see sample Expenses Claim Form B14)

All volunteers are expected to claim their expenses.  Volunteers who do not want their expenses reimbursed can give it back to the group by way of a donation.

Whether volunteers want to keep the money or not, they should always be asked to put in a claim. This is the only way to obtain an accurate idea of the running costs of the Care Group.

Clients need to be clear about what financial contribution they will be asked to make before undertaking the trip.  In cases of hardship the committee may agree to help individuals from Care Group funds.

If a Care Group volunteer drives several clients in the same car, the Care Group needs an agreed policy on what contribution each client will be asked to make.

Each Care Group should agree:

1.
What expenses can be claimed: mileage, postage, stationery, telephone, training etc.

2.
How expenses can be claimed and at what intervals.

3.
Receipts need to be submitted by the volunteer.

Please Note:-

It is advisable for volunteers to keep a record of their expenses.  As volunteers do not make a profit from their expenses they do not need to declare them to the Inland Revenue but if a volunteer has a self assessment tax return there is a box asking for information about expenses. (For further information see Section E)
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PRACTICAL GUIDELINES 
FOR
VOLUNTEERS

Not yet available electronically – please request photocopies of this section from Ruth or Sarah 

INSTRUCTIONS ON USING THE VCG

MOBILE PHONE – Number:  07906 954566
Switch on:  Press red key on the right down for a few seconds until phone switches on

Switch off:  Press red key on the right down for a few seconds until phone switches off

Answer call:  press green key on left

End call:  press red key on right

To pick up Answer Phone Voicemail Messages:  

1. press top dot button on left to select ‘Messages’.

2. scroll down menu via bottom of circular navigation key, to ‘Voicemail’

3. press top dot button to select ‘Voicemail’

4. the Voicemail/Answerphone inbox will then be dialled so that you can listen to any messages left.

To pick up Text Messages:  

5. press top dot button on left to select ‘Messages’.

6. scroll down menu via bottom of circular navigation key, to ‘Text Msgs’

7. press top dot button to select ‘Text Msgs’

8. the list of text messages will then be shown and each can be selected to read.

9. press top dot button on right to ‘Exit’ or go back each time.

To send a Text Message:  

10. press top dot button on left to select ‘Messages’.

11. press top dot button on left to select ‘New Message’

12. type your message

13. press top dot button on left to select ‘OK’

14. from the contacts menu select who you want to send message to the click top right button to ‘send’.  Or, from contacts menu select ‘One Time Entry’ and dial new number and send.

For main menus you can press the circle in centre of navigation key to open icons to all the main menus.  Please don’t change all the settings if you can help it!

Please see copy of mobile phone instructions sheet for more details of use.

Please add your telephone number to the contacts list.

Please charge up the phone using charger in box if the battery is getting low.

Please telephone Ruth or Sarah if you need to top up the mobile phone Pay as You Go card (ie if we need to buy more minutes – it’s not on a contract but ‘pay as you go’).  
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GENERAL POLICIES 
FOR
VOLUNTEERS
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Upper Itchen Voluntary Care Group 

CONSTITUTION

1. Name:  The Upper Itchen Voluntary Care Group

2. Objects:  The object of the organisation is to advance any charitable project in the area of voluntary care.  In doing so the organisation shall undertake such duties for the relief of the elderly, mentally and physically disabled or other such persons in need as is deemed charitable in law.

3. The organisation shall be managed by a committee made up of a chair, secretary, treasurer, CRB officer and up to 6 other members.

4. Nominations for the committee shall be received at the annual general meeting and be elected on a show of hands. The committee may from time to time decide to co-opt members onto the committee from an area of benefit. Representation of users of the scheme is actively encouraged.

5. The committee shall hold office until the conclusion of the AGM after their election but shall be eligible for re-election.

6. In the event of resignation or vacancy arising between AGMs the committee shall have the power to co-opt representatives who shall serve until the next annual general meeting.

7. Committee meetings shall be held at least 3 times per year, at such time and place as the committee shall direct

8. One third of the members of the committee shall constitute a quorum for the committee 

9. The AGM of the scheme shall be held not less than 12 months and not more than 15 months from the previous AGM. At the AGM the chair shall be taken by the Chair of the group or, in his/her absence, by the Secretary, Treasurer, or another member of the committee. 
10. The AGM shall be open to all representatives, recipients of the services and supporters of the scheme within the area of benefit.

11. An extraordinary general meeting may be called by one-third of said committee. Such requests being made to an officer who will call a meeting within 21 days.

12. Any sub-committee shall have at least one representative from the main committee who will report back to the said committee

13. Funds: The honorary treasurer shall keep an account of all income and expenditure and shall submit accounts, duly validated in accordance with the 2006 Charities Act, at the annual general meeting.  The bank account shall be in the name of the organisation.  Cheques require the signature of any two named officers.
14. The elected officers and members of the committee shall be entitled to claim out of pocket expenses according to guidelines incurred while working for the organisation.  Any volunteers shall likewise be entitled to claim reasonable out of pocket expenses incurred when acting on behalf of the organisation.  The Committee will from time to time give guidance on what expenses can be claimed  from the treasurer.
15. Volunteers: All prospective volunteers shall apply through the chair for approval by the committee or its representatives.  Such volunteers shall be issued with identity cards which they shall carry when they are acting on behalf of the Organisation.
16. No alterations to the constitution may be made except at the annual general meeting or at a special meeting called for this purpose.  No alteration or amendments shall be made to the constitution which would cause the organisation to cease to be a charity in law.
17. In the event of a dissolution of the organisation any assets remaining after the satisfaction of all its debts and liabilities shall not be paid or distributed among the members of the committee but shall be given to such other charitable institutions having similar objects to those of the organisation and if and in so far as effects cannot be given to the provision then to some other charitable purposes.

Signed
....................................................... Chair

Date

.......................................................
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Upper Itchen Voluntary Care Group 

EQUAL OPPORTUNITIES STATEMENT
The  Upper Itchen Voluntary Care Group declares its intention to ensure that:

1. recruitment, selection, training and access to the services that are provided are available to all without unjust discrimination on the grounds of colour, race, nationality (including citizenship) ethnic or national origins, disability, age, gender, sexual orientation, marital status, religious or political affiliation.
2. no-one is disadvantaged in any of these areas by conditions or requirements that cannot be shown to be justifiable and within the limits of what is permissible under law.
We will consider anyone for volunteering with the Care Group who would act with integrity and sympathy towards vulnerable clients.

We will treat all volunteers fairly, with respect and on an equal basis with each other.  We aim to actively create volunteering opportunities for volunteers who have extra support needs.

VOLUNTEER POLICY

Purpose of Volunteer policy
This policy sets out the broad principles governing the involvement of volunteers. It has a dual aim of upholding the quality of Care Group work and ensuring the Volunteers are treated with dignity, fairness and consideration. In addition it describes what a Volunteer may expect of Care Groups and what the Care Groups expect of their Volunteers.

Commitment to Volunteer involvement

Care Groups recognise the valuable contribution made by Volunteers, adding value to existing work and introducing new perspectives, and seek actively to promote the importance and effectiveness of volunteering.

Volunteer roles and relationships
· A volunteer is anyone who freely chooses to undertake work for Care Groups without financial remuneration beyond the reimbursement of out-of-pocket expenses.

· A volunteer may undertake a variety of roles with the Care Group which seeks to create opportunities to match people’s skills for the benefit of the local community.

· Where volunteers and paid staff work alongside one another, roles and responsibilities must be clearly defined. Volunteers should not be exploited, or used in ways which supplant or displace paid staff.

· A volunteer’s task should be well defined and matched to their individual skills, abilities, talents and interests.

Expectations

Volunteers can expect to be:

· Valued and recognised

· Treated with fairness and consideration

· Reimbursed for appropriate expenses

· Provided with appropriate insurance cover

· Given appropriate induction and training

· Assisted with resolving problems

· When necessary, have access to an appeals procedure for complaints, grievances and disciplinary matters (C2 and C3).

· Consulted and involved in planning and decision making relevant to their roles and activities.

C1/Contd.
And to have:-
· Written task descriptions about the nature of their role and a named person to whom they are accountable i.e. Co-ordinator.

· Clearly specified lines of support and supervision.

· Opportunities for personal development and to change their task or role when appropriate

· Safe and healthy working conditions, in compliance with the relevant legislation and Care Group policies on health and safety (C8)

Volunteer’s commitment

Care Groups expects its volunteers to:

· Support and promote the mission, aims and core values of Care Group work

· Work within the Care Groups policies and the law

· Be reliable, trustworthy and accountable

· Participate in induction and ongoing training

· Respect the confidentiality of any private or personal information and work within any specific guidelines on confidentiality (C4).

· Work within any agreed practice and quality assurance standards laid down by Care Groups

· Communicate ideas, opinions, questions and concerns to an appropriate person within the Care Group.

· Contribute constructively to the resolution of problems and conflicts and where necessary use the appeals procedures laid down for complaints, grievances and disciplinary matters.

Equal Opportunities

Care Groups are committed to providing equality of opportunity in volunteering and eliminating any discrimination based on age, gender, national or ethnic origin, disabilities, economic status, religion or sexual orientation.  Volunteers will be made aware of this policy and will be expected to adhere to anti discriminatory practices (C5).


                                                        (See Section D Recruiting and supporting volunteers)

C2
VOLUNTEER GRIEVANCE PROCEDURE

In general, most Volunteer/Staff complaints or problems will be resolved quickly between the Volunteer and the Care Group’s Co-ordinator.  However, there may be instances where matters need to be taken further, and a policy needs to be set out on how Volunteer grievances should be progressed and managed.

This procedure should be used to settle all disputes and grievances you wish to raise.  The purpose is to settle any grievance fairly, simply and quickly.

1.
You should first discuss your grievance with the person involved.

2.
If this does not resolve the matter you should talk to your Care Group’s Co-
ordinator and make a verbal complaint.  If the person concerned is your Care 
Group Co-ordinator you should talk to the Chair on the Care Group 
Committee. 

3. 
If the matter remains unresolved it will be referred to a meeting of the Committee, 
which you will be entitled to attend and address, either yourself or through and with 
a representative.  The decision will be given to you in writing. 

4. 
All complaints should be acknowledged by the Chair within 7 days and dealt with     

           within 21 days.


C3

VOLUNTEER DISCIPLINARY PROCEDURE

In the unlikely event of a volunteer breaching the agreements made with the Care Group there needs to be an accepted disciplinary procedure.
At every stage the volunteer has the right to representation.

1.
Where there have been some problems relating to a volunteer’s conduct the Chair will have an informal discussion with the volunteer to try to ensure that there is an improvement.  Training and extra support should be offered.  It may be appropriate for the volunteer to undertake different tasks temporarily or permanently.  If there is no improvement or in cases of gross misconduct, for example theft or physical abuse, formal action will be taken. 

2.
If there is no improvement the Chair and coordinator will meet with the volunteer to explain the reason for taking disciplinary action and will discuss ways to overcome the problem.  A review meeting will be scheduled.

3.
The volunteer and coordinator will meet again at the review meeting to assess progress and the coordinator will report to the Chair.
4.
In the case of continuing unacceptable misconduct the volunteer will be asked to leave the Care Group.
C4
CONFIDENTIALITY POLICY

1. General principles
1. Hampshire Voluntary Care Groups Advisory Service and Care Groups recognises that colleagues (employees, volunteers, trustees, secondees and students) gain information about individuals and organisations during the course of their work or activities. In most cases such information will not be stated as confidential and colleagues may have to exercise common sense and discretion in identifying whether information is expected to be confidential. This policy aims to give guidance but if in doubt, speak to your Advisor.

1. Care Group Colleagues are able to share information with members of the Committee and the Co-ordinator in order to discuss issues and seek advice.

1. Care Group Colleagues should avoid exchanging personal information or comments about individuals with whom they come into contact.

1. Care Group Colleagues will not disclose to anyone, other than their Committee and Co-ordinator, any information considered sensitive, personal, financial or private without the knowledge or consent of the individual, or an officer, in the case of an organisation.

1. Where there is a legal duty on a Care Group to disclose information, the person to whom the confidentiality is owed will be informed that disclosure has or will be made.

2. Why information is held

2. Most information held by Advisory Service and Care Groups relates to voluntary and community organisations, self-help groups, volunteers, students, employees, trustees or services which support or fund them.

2. Information is kept to enable the Advisory Service/Care Groups to understand the history and activities of organisations in order to deliver the most appropriate services.

2. The work of Advisory Service and Care Groups means that people are put in touch with the appropriate person and keeps contact details which are passed on to any enquirer, except where the group or organisation expressly requests that the details remain confidential.

2. Information about volunteers is not disclosed to anyone else.  

3. Access to information

3. Where information is sensitive, i.e. it involves disputes or legal issues, it will be confidential to the Care Group dealing with the case.  Such information should be clearly labelled ‘Confidential’ and should state the names of the 
      colleagues entitled to access the information and the name of the individual   

           or group who may request access to the information.
3. Care Group Colleagues will not withhold information from the Committee or Co-ordinator unless it is purely personal.

3. Users may have sight of Care Group records held in their name or that of their organisation. The request must be in writing to the Chairperson giving 14 days’ notice and be signed by the individual, or in the case of an 
C4/Contd.


organisation’s records, by the Chair or Executive Officer. Sensitive 



information as outlined in para 3.2 will only be made available to the person 

or organisation named on the file.

3. Any Care Group volunteers/employees may have sight of their personnel records by giving 14 days’ notice in writing to the Chairperson.

3. When photocopying or working on confidential documents, colleagues must ensure they are not seen by people in passing. This also applies to information on computer screens.

4. Storing information
4. Information about volunteers, employees and other individuals i.e. Care Group Users will be kept secure and out of sight. The Committee and Co-ordinator must know how to gain access to this information.

4. In an emergency situation, the Chair may authorise access to records held by other people.

5. Duty to disclose information
5. There is a legal duty to disclose some information including:

5. Physical abuse will be reported to the local Social Services Department

5. In addition Care Group colleagues believing an illegal act has taken place, or that a Care Group User is at risk of harming themselves or others, must report this to the Chair who will report it to the appropriate authorities.  

5. Users should be informed of this disclosure.

6.
Disclosures

6.1
Hampshire Voluntary Care Groups Advisory Service and Care Groups complies fully with the CRB Code of practice (See Section D3) regarding the correct handling, use, storage, retention and disposal of Disclosures and Disclosure information.

6.2
Disclosure information is always kept separately in secure storage with access limited to those who are entitled to see it as part of their duties. It is a criminal offence to pass this information to anyone who is not entitled to receive it.

6.3
Documents will be kept for a year and then destroyed by secure means.  Photocopies will not be kept. However, the Advisory Service may keep a 

record of the date of issue of a Disclosure, the name of the subject, the type of Disclosure requested, the position for which the Disclosure was requested, the unique reference number of the Disclosure and the details of the recruitment decision taken.

7.
Data Protection Act

7.1.
Information about individuals, whether on computer or on paper, falls within the scope of the Data Protection Act and must comply with the data protection principles. 
C4/Contd.

These are that personal data must be:

· Obtained and processed fairly and lawfully.  

· Held only for specified purposes.

· Adequate, relevant and not excessive.

· Accurate and up to date.
· Kept secure and protected.
· Not kept longer than necessary.
· Processed in accordance with the Act.


7.2
There is no need for individual Care Groups to notify the Data Protection 


Register.


7.3
Active consent

The key point is that anyone whose details are held by the group manually or electronically must actively give their consent.  The consent needs to identify the purposes for which the data will be processed.  This means that any forms filled in by volunteers or clients must include a box to tick or some other way that they can give their consent. For example:

[image: image14.emf] 

 I give permission for all the above information to be held by the group manually and electronically. I understand that it will only be used for the purpose for which it was intended.

8.
Breach of confidentiality


8.1.
Care Group Colleagues who are dissatisfied with the conduct or actions of 

other colleagues should use the grievance procedure, if necessary, and not 

discuss their dissatisfaction outside of the Care Group.

           8.2.
     Care Group Colleagues accessing unauthorised files or breaching 


                confidentially may face disciplinary action. Ex-employees breaching                       

                      confidentiality may face legal action.

9.         Freedom of Information Act.  

            Care Groups do NOT fall under the provision of this Act.
WHY HEALTH AND SAFETY?
Duty of Care

Although it may be argued that there is no legal obligation for voluntary groups such as Care Groups to have a written Health and Safety policy it must be remembered that all organisations have a “duty of care”, which is a general legal duty on both individuals and organisations to avoid carelessly causing personal injury or damage to property. 

In order to minimise any liability on the part of the committee/governing body and to protect the Care Group it is important that you follow good practice and make sure that:

· Members of the committee make sure volunteers understand any legal requirements and their duty of care to everyone who uses the Care Group’s premises, services or takes part in its activities.

· Volunteers are properly recruited, inducted, trained and supervised. The Advisory Service can provide information on lowcost/free training for volunteers.
· Tasks are clearly defined and volunteers are told when they should seek further authority from the coordinator.

· An incident book is kept to record all incidents involving personal injury, loss or damage, including any near misses or threats. This could be the Care Group diary, day book,log book etc.

· There is a procedure in place for dealing with complaints regarding health and safety matters.
This notion of “duty of care” should be taken into account in all areas of a Care Group’s  organisation and activity.
Although a Care Group as a voluntary organisation will not be held criminally liable under employment law, they could be found criminally liable under other laws.  

· e.g. If a volunteer is injured while trying to lift a client out of a chair , the organisation could be found to be negligent if the volunteer had not been given sufficient training, instruction, or assistance was not available to help lift the client.

Even if a volunteer has been clearly negligent, the governing body (committee) could still be held responsible if they have not acted reasonably in training or supervising the volunteer. 
· eg. If a volunteer driver had an accident in the course of Care Group business and as a result it was found that they did not possess a full driving licence, the governing body could be held liable for not checking the volunteer’s licence.

Why Have a Health and Safety Policy?

Having a health and safety policy will help to clarify procedures and areas of responsibility. It describes the procedures put in place to manage health and safety issues. It names those responsible for carrying out the procedures 

The policy document is in 3 parts

1. Statement of policy

It declares the commitment that the committee have towards the health and safety of all committee members, volunteers, users of the service and the general public. It should be dated and signed (C8).

2. Responsibility for carrying out the statement

Those with specific areas of responsibility eg volunteer recruitment/CRB checks (C10).

3. Arrangements and procedures

Any systems you have put in place to support your statement of intent eg copies of management check list, risk assessment, recruitment procedure, accident reporting etc (C9, C11, Section D).
Insurance

Please note that insurance cover should be in addition to not instead of action taken to reduce risks.

Every Care Group should check their insurance cover at least once a year. The Advisory Service negotiates and pays for a policy which covers all Voluntary Care Groups.
Each Care Group is covered for Public Liability, Employers Liability, Personal Accident and Loss of Money (for further details see B15).

It is worth noting that members of the committee are responsible for ensuring adequate insurance is in place. It is advisable that a senior member of the committee takes on the responsibility for this.

C12

CRIMINAL RECORD BUREAU

(POLICE CHECKS)
Since April 2003 all police checks have been done via the Criminal Records Bureau Disclosure Service.

The Diocese of Winchester (Department of Social Responsibility) is registered as an umbrella body for the handling of applications for Criminal Record Bureau (Police Checks).

Care Group applications for Disclosure can be dealt with by the Winchester Diocese at no financial cost. 

Policies and Procedures 

Sample policies and procedures are available from The Advisory Service

Children

If a Care group works with children, for example baby sitting, it must adopt a recruitment policy that includes the undertaking of CRB checks.

Vulnerable Adults

It is recognised Good Practice that any volunteers working with vulnerable adults should be checked by the Criminal Record Bureau (police checked). 

As Care Group volunteers often work with clients classed as vulnerable adults we strongly recommend that you adopt this as part of your recruitment policy.

The checks need to be carried out in advance and we suggest that they become part of the volunteer application process (see section D).
For further information please contact the Care Group Adviser. 
NB 
If it is your Care Groups Policy to require volunteers to be CRB checked 


you must state what level of disclosure will be sought in any advertising 


material. (Care Group volunteers should apply for an enhanced disclosure).

C15
PROCEDURE

PROTECTION OF VULNERABLE ADULTS

The Adult Protection Policy that accompanies these procedures makes it clear that anyone who suspects abuse has a duty to report it. The matter can then be fully looked into and, if necessary, appropriate steps taken to protect the vulnerable adult. 

PLEASE BE AWARE –

Protecting people from abuse

The group should contact HCC Adult Services direct if you suspect that a vulnerable adult is being abused or you are being abused yourself and ensure the Advisory Service are informed also:

your report of abuse will be taken seriously;

your report will be looked into fully and fairly;

you can get help and support.

Who might be at risk?

People who are vulnerable and are unable to protect themselves against significant harm or exploitation due to a physical disability, mental ill-health, a learning disability, age or frailty.

What is meant by abuse?

People who need care and support need to trust and depend upon everyone they rely on for help. Abuse is anything that harms another person and might include:

physical abuse such as hitting, pushing, locking someone in a room;

verbal abuse such as shouting and/or swearing;

emotional abuse such as bullying, taunting or humiliating someone;

sexual abuse such as inappropriate touching, forcing someone to take part in any sexual act against their will;

financial abuse such as misusing, withholding or taking someone’s money;

neglect such as not providing necessary food, care or medicine;

discrimination such as ill-treatment due to the person’s age, gender, disability, religious beliefs or race which may include harassment. 

Who might abuse?

Abuse can happen anywhere and can be carried out by anyone such as:

family, friends, neighbours;

paid staff, carers, volunteers;

other services users or tenants;

strangers.

WHAT TO DO NEXT –

Don’t assume that someone else is doing something about the situation.

If anyone is injured get a doctor or ambulance.

Try to make sure that the victim is safe from immediate harm.

Make a written note of your concerns and what happened, any action you take, details such as the date of the incident and anyone else who was present.

Immediately report concerns to senior members of the group, for example the Chairperson or Organiser so that the appropriate action can be taken. 

If you think a criminal offence has been committed, contact the police straight away.

Remember that you may have to disclose information you have been given, but confidentiality will be respected as far as possible.

If the problem involves a volunteer, it will be necessary for you to suspend the volunteer from duties for his/her protection until the concerns have been investigated.

REMEMBER: The Care Group should contact Adult Services immediately, or if someone is in imminent danger call the police.

What will happen next?

Any report of abuse will be taken seriously and looked into in a fair and thorough manner by all parties.  Working with other organisations, Social Services may have a co-ordinating role which might involve:

talking to you and other people involved to find out what has happened;

carrying out an investigation;

planning what to do to protect the person being abused;

supporting the person and their carers through the process;

closely monitoring the situation in the future;

being available to offer support in the future.

If a crime is suspected the police will carry out an investigation, working alongside other agencies.

Further help and advice

Hampshire County Council—Adult Services

During office hours contact your local office:

Southampton
-
02380 834567

Portsmouth

-
2392 893800 (older people)

-
02392 200132 (adults)

Hampshire phone numbers are listed in the telephone directory under Social Services.

Outside office hours:

Adult Services operate an out of hour service for urgent problems that happen outside normal office hours.  The Emergency Duty Teams can be reached on:

Southampton City Council
-




02380 233344

Portsmouth City Council
-




02392 893800

Hampshire County Council
-




0845 600 4555

Commission for Social Care Inspection - 


02380 821300

Police: contact your local police station or call - 

0845 045 45 45

Elder Abuse Response Helpline: for advice and support 

080 8808 8141

A leaflet for people with learning disabilities called ‘Adult Abuse is Wrong’ is available from Social Services.

B6

COORDINATOR
[image: image15.emf] 

The coordinators are  the key to the structure of the Care Group. They are the link between those who need help and those who can offer it.  Small groups have one coordinator, others have several.  There may be a principal coordinator, and then a team of coordinators or duty officers. Some groups have volunteers who head up specialist areas of help such as: transport, visiting, recruiting volunteers.  The coordinator and all those involved must be very aware of the confidential nature of the work of the group.

The coordinator’s task is:-

· 
To be  available to receive calls usually on the phone from anyone needing



help for themselves or on behalf of someone else.  An answer phone is a 


necessity and many groups use a call divert system. It is a skilled task to 


answer the phone sensitively and effectively and to take full details of what the 

client requires.

· 
To assess whether the request is  appropriate for the Care Group to take on



and to say no if it is not. There may be another more relevant agency to which 

the caller could be referred. 

· 
To find a volunteer if the request is appropriate. Sometimes this is very time



consuming and has been known to take fourteen phone calls.

· 
To make an assessment visit first, if necessary, to see what kind of support is



required.

· 
To create a file for each new client: logging their name, address, phone



number, and details of their next of kin.

· 
To tell the client that their request can be dealt with. 
· 
The client needs to know who is coming, what identification they will have, 



what their name is, when they will arrive, what is the colour and registration 

number of the car and any other relevant details. They also need to be clear 

about the system of contributions and expenses, what the mileage rates are, 

how much will be asked and how it is to be given. They also need to know 


how to make a donation if they wish to do so.  Phone numbers and other 


details of volunteers should not be given to clients. 



You may want to draw up a page of information to help new clients understand 

how the Care Group works: a Client Information Sheet.

· 
To report back to any referring agency if appropriate when the job is done.

· 
Keep a record of the number of hours a volunteer and the coordinator has



spent on Care Group work. It may be that they become eligible for a 


community award for the amount of voluntary work they have done. 

· 
To invite feedback from the volunteer and offer any support that is 



appropriate. To log the task that has been carried out, making a note of any 

relevant details that might be helpful if the same person requests help again.
To regularly update the availability of the volunteers, keeping a eye on those



who are often used and those who are seldom used.

· 
To supply any volunteer who is offering transport with the necessary



information on insurance, parking at hospitals, driver on duty badges,etc.


To arrange with the committee to bring the volunteers together to foster a 



sense of teamwork and mutual support.

· 
To write a report for the committee meeting providing factual information on



the number and nature of the tasks carried out and sharing all the highs and 

lows of the work.  Any policy issues that arise in the day to day work of the 

volunteers can be passed on by the coordinator for committee discussion.

· 
To write a report for the AGM looking back on the previous year and seeing



how the current year compares with past ones.

TOOLS OF THE TRADE

tc \l1 "TOOLS OF THE TRADE
· 
A filing system with volunteer details, especially their availability.

· 
Card index and /or day book to log calls from clients.

· 
Book recording volunteer details, especially their availability.

· 
Envelopes for collecting contributions and donations clearly marked with the



Care Group name and logo. 

· 
Forms for volunteers to claim expenses.

· 
Duplicate book for volunteers to use if they are handling clients money.

· 
Map of the local area covered by the Care Group for the volunteers.

· 
List of useful telephone numbers of other agencies that offer similar help.

· 
List of committee members contact numbers if advice is needed quickly.

· 
Handbook for voluntary drivers.

· 
Parking at hospital information. 

· 
Driver on duty badges. 

· 
ID cards. 

· 
Telephone answer machine or call divert system.

· 
Care Group Adviser’s  telephone number.  

B15 INSURANCE COVER
The Advisory Service has negotiated an insurance policy on behalf of all the Care Groups listed in the Directory. This covers all volunteers aged 16 and over involved with Hampshire Voluntary Care Groups for the following:



Public Liability



Personal Accident



Employers Liability



Loss of money

The Advisory Service will pay the cost of the insurance policy.
The policy is reviewed each year (from 1st May) and Care Groups will be informed of any changes.

Each Care Group will receive a copy of the policy and should make sure that they comply with the provisions of the policy.

Any significant changes in the number or nature of Care Group activities should be reported to the Insurance Company.

This policy does not cover volunteers while transporting clients in their own cars. Drivers should contact their insurance company to advise them that they are doing volunteer driving. (For more information see Section E)
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Note:
The Care Group owes a duty of care (a legal duty to avoid carelessly damaging property or causing injury to anyone) to the volunteer and the client to make sure that they and their activities are adequately covered by insurance.  Following the guidelines set out in this resource pack to ensure good practice means that an Insurer would look more favourably on the Care Group if any claims were made.


APPENDIX 1

VOLUNTEERS AND BENEFITS

There is confusion over whether volunteering affects an individual’s benefits.  This is not helped by the fact that many benefits advisers are poorly informed about volunteering and often give people the wrong advice.  The rules are quite simple, and it is well worth knowing them so that you can inform volunteers if they have any queries.

Definition of voluntary work

All benefits rulings agree that voluntary work is work done for a not-for-profit organisation, or work done for someone who is not a member of your family, where only reasonable expenses are paid.
Job Seeker’s Allowance

People on Job Seeker’s Allowance can do as much voluntary work as they want as long as they continue to actively seek work.  This will mean that they will have to show that they are looking for work and applying for jobs where appropriate.  The Care Group will have to give volunteers some flexibility, as they will need to visit the Job Centre for meetings and to sign on, and will need to go for interviews when they come up.  Volunteers are entitled to an extra 24 hours’ notice if they have to attend an interview.

Income Support – Minimum Income Guaranteed

Volunteering should not affect someone’s Income Support as long as they are not receiving any money other than reimbursement of expenses.

Incapacity Benefit

There is a lot of confusion over Incapacity Benefit because there used to be a rule that individuals in receipt of the benefit could only volunteer for 16 hours a week.  This rule no longer applies, although many people are still being told that it does.  If you are in receipt of Incapacity Benefit then you can volunteer for as long as you want.  People often worry that starting to volunteer will automatically trigger an investigation into their need to claim Incapacity Benefit, but in fact this very rarely happens.  Occasionally there is also some confusion about volunteering and ‘therapeutic earnings’. The therapeutic earnings rule applies only to paid work and should not affect volunteers.

Disability Living Allowance

Disability Living Allowance is an allowance paid in acknowledgement of the fact that life for someone with a disability may be more expensive – for instance, someone with mobility problems may be reliant on taxis.  Volunteering will not affect whether an individual receives this benefit or not.

APPENDIX 1/contd.
Expenses & Benefits

Apart from DLA, the above benefits are open only to people who are not in paid employment.  Any kind of paid work would jeopardise an individual’s right to claim benefits, and they may find that their payments are docked or suspended.  However, expenses do not constitute a payment, so volunteers can receive reimbursement of reasonable out-of-pocket expenses (any expenses that they have occurred because they are volunteering) without their benefits being affected.

NB Remember that only actual expenses should be reimbursed. The Care Group should collect receipts and keep records of what expenses have been paid. 

Informing Benefits Advisers

It is good practice for volunteers to tell their benefit adviser that they are volunteering. It is however entirely up to the volunteer whether they choose to do so or not.

Care Groups have no duty to inform the benefits office of who is volunteering for them.

If someone chooses not to inform the benefits office that they are volunteering they may not be too happy to be photographed or used in any publicity, please bear this in mind.

Expenses & Equal Opportunities

Most people in receipt of benefits are on very low incomes and could not afford to volunteer if their expenses were not paid.  When you decide how you will pay expenses, make sure that you are not creating unnecessary barriers.  Many organisations prefer to reimburse expenses weekly or monthly rather than daily and some always reimburse by cheque.  This can create problems for someone on a low income who cannot afford to wait for money to be reimbursed.  If possible, always try to reimburse expenses on the same day in cash. Do not assume that a small amount of money for you is a small amount of money for everyone else.  In particular, asylum seekers in receipt of vouchers have very little access to cash so may find it difficult to pay for travel or go out and buy a sandwich.  If you are not sure which methods of reimbursement suit people, just ask them – in some cases it may be more efficient to develop different systems for different people.

Further Information is available from Jobcentreplus the telephone number of your local office can be found in the telephone directory or 

Email jobcentrplus.gov.uk

APPENDIX 11

INFORMATION AVAILABLE FROM THE ADVISORY SERVICE

‘A Guide to Care at Home’
publ. Adult Services/Hampshire County Council

This provides advice on what other agencies can do to help people in their own homes and how to get this help.

‘A Guide to Residential/Nursing publ. Adult Services Care Homes/Hampshire County Council.  This provides advice on what Residential and Nursing there are in Hampshire and how and what to look for.

‘Paying for Care’   / How to work it out.   publ. Adult Services Hampshire County Council

Benefits  publ. Job Centre Plus.  

NHS Direct Leaflet
publ. National Health Service. Advice on health related issues on a free call line.

Getting About in Hampshire publ Passenger Transport Dept

.

All other forms of transport publ Hampshire County Council

Older Driver Assessment  publ Road Safety Team Hampshire County Council

‘Information & Advice’
available from Age Concern Hampshire

Free general information line on all issues to do with the 50+

‘Are You Sitting Comfortably’ publ. Advisory Service. Stories of experiences by Care Groups. Hants. Voluntary Care Groups
‘Volunteer Handbook’ publ. Advisory Service. Information for all Volunteers.  Hants. Voluntary Care Groups

‘Volunteer Recruitment Video’ available from Advisory Service. Helpful to show what Volunteering means
.   Hants. Voluntary Care Groups
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Upper Itchen Voluntary Care Group 

CHILD PROTECTION POLICY
See Separate file with Child Protection Policy
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