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1. STATEMENT OF EXPECTATION 

 
1.1 All Volunteers can expect to be: 

 

Listened to and respected 

Supported, a designated person will be available to support volunteers in their role 

Clearly briefed, a description of the volunteering role will be provided 

Trained, appropriate training for their role will be provided 

Offered regular review, they will be invited to attend annual reviews to discuss their contribution to 

the hospice. This will usually be held with the department manager or nominated person. The review is 

a great opportunity to personally thank our volunteers and discuss any development needs. Feedback 

forma are also provided. 

A team member, consulted on decisions which affect them and invited to team meetings where 

appropriate. 

Kept up to date on Policies and Procedures, made aware of all appropriate policies and procedures and 

where they are located. 

Protected and cared for, Health & Safety Training appropriate to their role will be provided. 

Treated with fairly and equally, a copy of our Equal Opportunities Policy will be made available on 

request. 

Reimbursed for out of pocket expenses, the policy on Volunteer Expenses is available from the 

Voluntary Services Team. 

 

1.2 Volunteers will be expected to: 
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Support the aims and values of our organisation. 

Attend relevant training appropriate to their role. 

Represent the hospice in a professional manner t all times 

Attend their volunteering role at agreed times and place. 

Become part of the team, establishing working relationships across the organisation. 

Observe, respect and comply with all appropriate Policies & Procedures. 

 

1.3 Responsibility and Accountability 
 

Volunteers are an important and valued part of the organisation and we aim to make the 
volunteering experience both productive and rewarding. The organisation will treat volunteers 
with respect and dignity and as equal partners in meeting our goals and fulfilling our mission. 
 

2. CHIEF EXECUTIVE OFFICER 
 
The CEO has ultimate responsibility for ensuring that the culture of the Hospice encourages, 
supports and motivates each volunteer according to their needs and the role they undertake for the 
Hospice. 
 

3. VOLUNTARY SERVICES MANAGER 
 
3.1 It is the responsibility of the Voluntary Services Manager to focus on generating 

volunteer enquiries with the aim of fully meeting volunteer requirements throughout the 
organisation. The Voluntary Services Manager will co-ordinate initial contact with 
volunteers and make a provisional assessment to establish whether they are qualified for 
the role they are about to undertake. The Voluntary Services Department will provide all 
appropriate paperwork for department managers. 

3.2 The Voluntary Services Manager will provide ongoing support and advice to department 
managers and volunteers. 

3.3 It is the responsibility of the Voluntary Services Manager to ensure that the Volunteer Policy 
is appropriate and relevant to the needs of volunteers, volunteer managers and their 
departments. 

 
 
 
 

4. THE DEPARTMENT MANAGER 
 
4.1 It is the responsibility of the department manager to arrange introductory meetings and 

establish the suitability of the volunteer for the role they will be undertaking. 
4.2 The department manager is responsible for ensuring the volunteer has an appropriate 

Induction and to return all completed paperwork to the voluntary services department. 
4.3 The department manager will manage the volunteer in the department where they work 

and provide training, guidance and support as required. The department managers will 
retain overall accountability for volunteers within their department. 

 

5. VOLUNTEERS 
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It is the responsibility of the volunteer to perform their duties to the best of their ability and 
to meet time and duty commitments or give as much notice as possible when these 
cannot be met. 

 
6. HEALTH AND SAFETY 

 
6.1 In accordance with the current Health and Safety Act and other relevant provisions, it is the 

organisation’s aim to provide safe and healthy conditions for all employees whether 
volunteers or paid staff. 

 
6.2 Certain volunteer positions carry a requirement for mandatory Health and Safety 

Training. 
6.3 Department managers must ensure that volunteers are aware of their individual 

responsibilities, to take all reasonable care for the safety of themselves and others and to 
comply with the organisation’s Health and Safety Policy. Department managers will bring 
any other mandatory training requirements to the attention of the volunteer upon 
commencement of their volunteer duties. 

6.4 Health and Safety training will be provided for volunteers where it is appropriate and for St 
Clare Hospice shop volunteers this may be provided at their place of work. 

6.5 Whilst volunteering at the Hospice, there may be events which prove to be stressful. It is 
important that volunteers are aware of the support that is available to them. 
In the first instance volunteers will be encouraged to discuss anything they find 
distressing or difficult with their department manager or the Voluntary Services Manager 
who may suggest different options and ensure volunteers are supported at all times whilst 
volunteering at St Clare Hospice. Whilst department managers may recognise a need for  
additional  support following  distressing  incidents  it  is  also important that the volunteer 
is mindful of their own health and wellbeing seeking out support when necessary. 

6.6  
6.7 St Clare Hospice reserves the right to end a volunteer’s period of work or refuse to allow 

a volunteer to undertake a new voluntary role within the organisation if the volunteer 
refuses to receive mandatory training appropriate to their role or if their health and 
safety could be at risk. 

6.8 A full copy of the Health and Safety Policy is available on request from the Voluntary 
Services Department. 

 
7. CONFIDENTIALITY 

 
7.1 Volunteers are required to sign a Volunteer Agreement and a Confidentiality Statement 

before commencement of their volunteering duties with St Clare Hospice. Please refer to 
the Volunteer Agreement Appendix 1. 

7.2 Volunteers must agree to uphold the interests and good name of the Hospice in its 
relations with the general public, patients and suppliers. To hold in the strictest 
confidence all information of a personal nature that they learn about other volunteers, 
employees, patients and their families and carers. To only share such information within 
the organisation where required by their volunteering duties and in a way that safeguards 
its sensitive nature. They will not share any confidential information with anyone outside 
the Hospice unless they have prior written permission to do so. 

7.3 All material, data and information collected during the course of volunteering remains the 
possession of St Clare Hospice and must be returned upon termination of the Volunteer 
Agreement. 

7.4 Subject to the amended Copyright Designs and Patent Act 1988, all information and 
materials devised by the volunteer that relates directly or indirectly to St Clare Hospice, 
will remain the property of the Hospice. 

7.5 Volunteers will not disclose information relating to the storage of money, valuables, 
medicines and equipment that would put the organisation or its assets at risk. 

7.6 The above obligations remain even after volunteering duties have ceased. 
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7.7 The St Clare Hospice’s full Confidentiality Policy is available on request from the 
Voluntary Services Department. 

 
 

8. EQUAL OPPORTUNITIES 
 
8.1 St Clare Hospice welcomes diversity and wants to recruit volunteers from a variety of 

different backgrounds We are committed to treating everyone reasonably and fairly 
irrespective of race, gender, marital status, sexual preference, age, religion or disability. 

8.2 Individuals are always assessed on their ability and suitability for the volunteer role, rather 
than their age. Volunteer opportunities are subject to age discrimination laws and 
legislation in the same way as paid employees. 

8.3 A full copy of the Equal Opportunities Policy is available on request from the Voluntary 
Services Department. 

 

9. INSURANCE 
 
9.1 Personal Liability and Accident Insurance is provided for all Volunteers engaged in the 

Hospice’s business. Volunteer Drivers must consult with their own car insurance agents 
regarding their work for the organisation and provide written approval from their 
insurers prior to commencing voluntary work as a Driver. 

9.2 Volunteers who use their cars to carry out their volunteering duties with St Clare 
Hospice are required to submit a copy of their Driving Licence, Insurance Certificate and 
MOT Certificate if applicable on request. Drivers are also required to advise us of any 
change in status i.e. endorsements or motoring offences incurred. Volunteers should inform 
us of any changes in health/medication  that may impact on driving 

9.3 A full copy of the Staff and Volunteers Driving Own Vehicle Policy is available on request 
from the Voluntary Services Department. 

 

10. VOLUNTEER EXPENSES 
 
10.1 Volunteers can claim reimbursement for their travelling costs to and from their place of 

volunteering and other travel costs incurred in their role as a volunteer. Examples include: 
home to hospice (and return) travel costs; home to charity shop (and return) travel costs; 
collecting and returning patients/families from their homes to Day Therapy/Hospice 
appointments; travel costs to and from a venue from a cheque presentation or to give a 
talk. 

10.2 Such costs will be reimbursed at the following rates: 
 

o The actual cost of public transport. Claims will be reimbursed on receipt of travel tickets. 
If travel is by rail, costs will be reimbursed at standard class rates. Wherever possible, 
volunteers will be expected to travel outside peak times 

o Mileage will be paid at the corporate rate. Mileage expenses may not be claimed if a 
volunteer is ‘dropped off’ and/or picked up from their place of volunteering. 

o Parking costs will be reimbursed on production of a receipt/parking ticket. 
 
10.3 Department managers are responsible for ensuring volunteers are made aware of the 

Volunteer Expenses Policy at the point of induction. 
10.4 A full copy of the Volunteer Reimbursement of Expenses Policy is available on 

request from the Voluntary Services Department. 

 

 
11. RECOGNITION OF VOLUNTEER CONTRIBUTIONS 

 
11.1 Volunteers provide a vital contribution to the services St Clare Hospice provides to its 
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patients, their families and carers. It is therefore appropriate that we thank our 
volunteers and department managers are aware of the importance of local recognition, 
even if this just takes the form of saying “Thank You” after a days volunteering. 
There is, however, more formal recognition and this takes for form of recognising the 
volunteer’s contributions through team based celebrations, normally held in National 
Volunteers Week. These events may include a formal presentation of Volunteer Long Service 
Awards. 

11.2  
11.3 St Clare Hospice undertakes to recognise volunteer’s valuable contributions in appropriate 

ways taking into account the recommendations of department managers. Volunteer 
Recognition forms are available in the Volunteer Starter Pack. Upon receipt of a 
completed form Voluntary Services Manager will discuss the nomination with the 
Department Manager. Although the organisation seeks to recognise as many volunteers 
as possible, we may not always be in a position to accommodate every single nomination. 

 
12. RECRUITMENT PROCEDURES AND IMPLEMENTATION 

 
12.1 The following procedures reference the importance of recruiting, managing and supporting 

all our volunteers however long or short their association is with the Hospice. 
12.2 The recruitment process is in place to ensure that volunteers are suitable for the area of 

their preference and that volunteer enquiries are dealt with in a speedy manner. The 
Voluntary Services Manager will work with the department managers to establish processes 
that are suitable and appropriate for them. 

 
13. VOLUNTEER ENQUIRIES 

 
13.1 Where the Voluntary Services Department receive an enquiry, whether by enquiry form, 

e-mail or by telephone, they will speak to the Volunteer and discuss with them 
opportunities available and the best placement for their skills. 
The Voluntary Services Manager will then speak to the relevant department manager     to 
arrange an interview 
. 

13.2 A Starter Pack is held in each department covering the Introductory Meeting, Volunteer 
Agreement and Induction. Following the call from Voluntary Services the department 
manager will contact the volunteer within one week and arrange a meeting at a mutually 
convenient date and time. 

 

14. INTRODUCTORY MEETING 
 
14.1 The Department Manager will telephone the Volunteer and invite them to an informal 

meeting of approximately 30 - 45 minutes, agreeing date, time and venue and giving 
directions where required. They will ensure the volunteer knows who to ask for when they 
arrive and give them a contact number in case they cannot make the appointment. If a 
Disclosure and Barring Service (DBS) check is required the volunteer will be asked to bring 
the appropriate documents along to the meeting. 

 
14.2 The objectives of the Introductory Meeting are to introduce the volunteer to the 

organisation and outline our aims and mission. To explain the role of volunteers and assess 
the suitability of the volunteer for the role they will undertake, taking into account 
their relevant skills and experience, health and fitness, interests and motivation to 
volunteer. The Department Manager will discuss with the volunteer their availability and 

complete the required paperwork. 
 

 
14.3 If a candidate is unsuitable they will be given constructive feedback as to the reason and an 
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effort will be made to place them in a suitable alternative role within the organisation. 
Sometimes this is not always possible and will be at the discretion of the Department 
Manager and the Voluntary Services Manager. 

14.4 St Clare Hospice does not encourage people who have experienced a recent bereavement, 
to volunteer in the following areas : 

 
o Bereavement, Family Support, or any other service user contact role, however this will all 

be fully discussed and decisions will be made according to individual circumstances. 

 
15. DISCLOSURE AND BARRING SERVICE DISCLOSURES AND 

REFERENCES 
 
15.1 As a registered charity working with vulnerable adults, St Clare Hospice will follow 

correct procedures to ensure that anyone undertaking voluntary activities on our 
behalf has been appropriately checked. 

15.2 All St Clare Hospice Volunteers must provide details of two referees, at least one a 
professional reference if possible. Neither referee should be related to the volunteer in 
any way but must know them well enough to provide a character reference and 
comment on their suitability to volunteer in their chosen duties. 

15.3 Volunteers may be subject to a Disclosure and Barring Service (DBS) disclosure. The 
level of check that volunteers will be subject to is dependent on the level of contact 
that they have with service users. 

15.4 Volunteers expected to have personal or unsupervised contact with service users will be 
subject to an enhanced DBS check. 

15.5 All other volunteers with supervised access to service users will be subject to a 
standard DBS check. 

15.6 Any volunteers who do not have contact with service users do not require a DBS check, 
e.g. Shop volunteers, volunteer gardeners, events supporters. 

15.7 We are unable to accept disclosures from other employers or other organisations no matter 
how recent the disclosure is. 

15.8 Further information can be obtained from the St Clare Hospice’s Policy on DBS 
Applications and The Recruitment of Ex-Offenders is available from the Voluntary 
Services Department. 

 
 
16. INDUCTION 

 
Volunteers will receive an Induction into their department from the department manager who will 
follow the Volunteer Induction Checklist provided by the Voluntary Services Department. In 
addition, some positions are subject to a specific local induction and training relevant to the 
volunteer role i.e. Bereavement Support Volunteers. 

 
17. MANAGEMENT OF VOLUNTEERS 

 

17.1 It is the responsibility of the department manager to manage the volunteers within their 
department and to ensure support, help and guidance is provided. 

17.2 The Voluntary Services Manager is available to assist where required and work with the 
Department Manager to provide training and support where needed. 

17.3 Volunteers are an integral and vital part of the “people compliment” that makes a 
Hospice successful and as with “paid” staff they need to be supported and guided in their 
roles. 



 
18. TRAINING AND DEVELOPMENT 

 

18.1 Volunteers are encouraged to develop their skills while serving with the organisation. 
Training will be provided where required and will be appropriate to the demands of the 
volunteer’s role. 

18.2 Volunteers will need to  complete  mandatory e –learning  and some face to face training                   
appropriate to their roles  

 
 
19. EVALUATION/VOLUNTEER TEAM MEETINGS 

 
Review forms are available for all volunteers to complete with their department managers. 
These should be completed on an annual basis but can be completed more frequently. 
Department managers will provide feedback to volunteers on their contribution and respect any 
feedback volunteers may have for the organisation. Where possible, volunteers will be included 
in departmental team meetings as part of ongoing communication between managers, paid staff and 
volunteers. 

 
20. MONEY HANDLING 

 
20.1 The organisation has an extensive policy around the handling of money. 
20.2 If a volunteer is required to handle or count money a full explanation of procedures and 

standards must be given. 
20.3 Generally, the same policy exists for volunteers as with paid staff. Where money or 

cheques are being handled, a minimum of two people should be present. 
 
21. CONCERNS AND GRIEVANCES 

 
St Clare Hospice encourages direct and open communications between volunteers and paid 
employees. Volunteers are stakeholders in the organisation and their views are valid and important. 
Department managers are encouraged to deal with issues in a sensitive manner and to liaise with 
the Voluntary Services Manager. The organisation undertakes to follow a fair and suitable process 
dependent upon circumstances, to ensure a satisfactory outcome from any concerns or 
grievances. Please refer to the Concerns Grievance Procedure Appendix 2. 

 
22. PROBLEM SOLVING 

 
22.1 Where a volunteer’s conduct is deemed unacceptable, or they fail to comply with the 

organisation’s policies and procedures, it may be inappropriate for them to continue as a 
volunteer. 

22.2 No volunteer will be released without proper consultation between the Volunteer, the 
Department Manager/Director and Voluntary Services Manager, taking into account 
corrective action such as reassignment or additional training. 

22.3 St Clare Hospice undertakes to treat all volunteers with dignity and respect and 
release would only be deemed appropriate in extreme cases of misconduct. Please refer 
to the Problem Solving Procedure Appendix 3. 

 
 
 

 
23. ABSENCE 

 

23.1 Volunteers are expected to inform their department manager as soon as possible of any 
absence or lack of availability. The Voluntary Services Manager will then be contacted 
by the department manager – or may be contacted separately by the volunteer. 
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23.2 If their circumstances change, volunteers are encouraged to discuss their situation with 
the department manager, and/or Voluntary Services Manager. 

23.3 Volunteers may re-arrange rotas amongst themselves to ensure cover. In such 
situations the department manager must be informed. 

 
24. RESIGNATION AND RETIREMENT 

 

24.1 Volunteers may resign or retire from their volunteer service at any time. Department 
managers should inform the Voluntary Services Department who will complete relevant 
paperwork. 

 
24.2 The department manager will conduct an exit interview where possible, either in 

person or by telephone, and give feedback to the Voluntary Services Department by 
completing the Volunteer Leaver Notification form provided within the Volunteer Starter 
Pack. 

24.3 A letter of recognition and thanks will be sent to the Volunteer either by the department 
manager or Voluntary Services Manager where they are notified within three months of 
the volunteer leaving the organisation. 

 
25. MEALS AND REFRESHMENTS 

 
25.1 Tea and coffee is provided free of charge to Volunteers at all Hospice locations. 
25.2 Where St Clare Hospice provides meals on site to their patients, visitors and staff, 

volunteers are welcome to stay and purchase a meal. 
 
26. PARKING 

 
Parking at St Clare is free to all volunteers who park in the Hospice car park. 

 

 
APPENDIX 1 Volunteer Agreement 
APPENDIX 2 Concerns and Grievance Procedure 
APPENDIX 3 Problem Solving Procedures 
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APPENDIX 1     

VOLUNTEER AGREEMENT 
 

Name of Volunteer: ………………………………………………………………...  

Department: …………………………………………………………………  

Volunteer Manager: ..……………………………………………………………….  

Start Date: …………………………………………………………........... 

 
1. GENERAL AGREEMENT 

 
1.1 This Agreement acts as a declaration of intent, and sets out both what you, as a 

Volunteer for St Clare Hospice can expect from the organisation in terms of treatment and 
support, and also the level of behaviour that we, in return, expect of you. 

1.2 This Agreement reflects the hopes and intentions of you and the Hospice, and does not 
constitute a contract in any way on either party. 

1.3 We commit to the following: 
   To introduce you to how our organisation works, your role within and to provide any 

training you may need. 
   To ensure you have the support you need and to give you constructive feedback when 

necessary. 
   To treat you with respect and dignity and to respect any feedback you may have for us. 
   To treat you as an equal partner within the organisation with the aims of meeting our 

goals and fulfilling our mission. 
1.4 You must commit to the following: 

To perform your volunteer duties to the best of your ability. 

To adhere to the organisation’s Policies and Procedures with particular attention to 
Confidentiality and Health and Safety. 

   To meet time and duty commitments or give us as much notice as possible 
whenever you cannot attend. 
To undertake any training required to fulfil your duties. 

To consult with your Department Manager or Voluntary Services if you need any help 
or guidance. 

 
2. DATA PROTECTION 

 
Under the Data Protection Act of 1988 the holding and processing of personal 
information is subject to certain provisions, including seeking your consent to hold that 
data. In signing this agreement you are authorising the Hospice to hold data regarding 
your volunteering on the volunteer computer database and manual files and to process 
the information for administrative and analytical purposes. 

 
3. CONFIDENTIALITY 

 
3.1 In signing the Volunteer Agreement you agree to the following: 
3.2 To uphold the interests and good name of the Hospice and its relations with the 

general public, patients and suppliers. To hold in the strictest confidence all information of 
a personal nature that you learn about other volunteers, employees, patients and their 
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families and carers. To only share such information within the organisation where 
required by your volunteering duties and in a way that safeguards 
Its sensitive nature. You will not share any confidential information with anyone 
outside the Hospice unless you have prior written permission to do so. 

3.3 All material, data and information collected during the course of your volunteering will 
remain the possession of the Hospice and must be returned upon termination of this 
agreement. 

3.4 Subject to the amended Copyright Designs and Patent Act 1988, all information and 
materials devised by you which relate directly or indirectly to the Hospice, will remain the 
property of the Hospice. 

3.5 You  will  not  disclose  information  relating  to  the  storage  of  money,  valuables, 
medicines and equipment that would put the organisation or its assets at risk. 

3.6 The above obligations will remain even after you have ceased to be a volunteer. 
 
4. HEALTH AND SAFETY 

 
The Hospice will take all reasonable steps to ensure the health and safety of volunteers and 
employees, you also have a duty to take reasonable care of 
You’re own and other people’s health and safety. You must respect and adhere to all health 
and safety rules and guidelines as outlined in the Health and Safety Policy. 

 
5. SOCIAL MEDIA 

 
It is understood that if you use social media for example Face book, Twitter etc. to 
communicate with your friends/relatives/acquaintances, you should be mindful of not 
mentioning your involvement with St Clare Hospice. Should you write anything 
detrimental about the Hospice that may cause harm to its reputation or bring it into 
disrepute; you may be asked to leave from your volunteering role. 

 
6. REFERENCES 

 
As a registered charity working with vulnerable adults, we must follow correct procedures 
to ensure that anyone undertaking voluntary activities on our behalf have been 
appropriately checked. You must provide details of two referees, at least one a professional 
reference if possible. Neither referee should be related to you in any way but must 
know you well enough to provide a character reference and comment on your suitability to 
volunteer in your chosen duties. 

 
 

DECLARATION 
I have read and fully understand the contents of this Volunteer Agreement and I agree to the 
conditions stated. I understand this agreement is not a legally binding contract between us and 
may be cancelled at any time at the discretion of either party. Neither of us intends any 
employment relationship to be created, either now or at any time in the future. I understand that 
any falsification of information by me or breach of the organisation’s policies can lead to the 
termination of my volunteering duties. 

 
Signed ……………………………………………………… 

 
 

Print Name    ………………………………………………………      Date………………………. 
 
 

Full copies of all the organisation’s Policies and Procedures are available from Personnel and 
Voluntary Services 
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CONCERNS AND GRIEVANCE PROCEDURE 
 
 

The Hospice will handle all concerns and grievances sensitively, fully supporting any volunteer in 
taking their concerns forward. 

 
Most areas of grievance can and should be dealt with informally. However, where this proves 
impossible to achieve, it is important that there are clear procedures that you, the volunteer can 
use. 

 

 

   If you have a concern relating to your placement or associated duties within any 
Hospice service, you should, in the first instance, discuss the matter with your Department 
Manager and the Voluntary Services Manager in an endeavour to resolve it as soon as 
possible. The Voluntary Services Manager will assess the situation and may convene an 
informal meeting to discuss the issues and seek a resolution/agreement. You may be 
accompanied by a representative, who may be a friend, close relative or fellow volunteer. 

 

   We always endeavour to settle any concerns as soon as possible however should you 
feel that the issue has not been satisfactorily resolved you may then raise the matter by 
writing formally to the relevant Director. On receipt of such a request, arrangements 
will be made to convene a meeting to discuss the matter with you. The Voluntary 
Services Manager will also attend. 

 

   You may be accompanied by a representative who may be a friend, close relative or fellow 
volunteer. The Director will make arrangements for the meeting to be held at the earliest 
convenience with the aim being to ensure we have heard your concerns and that we swiftly 
reconcile any differences. 

 
 

If after this meeting you feel this has not been achieved you can request a meeting with the Chief 
Executive Officer who in turn will liaise with the Chairman of the Board as appropriate. 
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PROBLEM SOLVING PROCEDURES 
 
 
 

The Organisation prides itself for excellent conduct from its staff and volunteers however, it may 

from time to time be necessary to take action concerning individuals whose performance is 

deemed unacceptable or not consistent with Hospice ethos. In this first instance the Hospice 

will always seek to resolve issues or misunderstandings through discussion between all parties. 

In the event that this is not possible a consultation process will be undertaken. 

 
Minor matters will be dealt with informally, usually by the immediate Department Manager 

and/or the Voluntary Services Manager. It is expected that in most cases this approach will 

quickly resolve most difficulties. At all stages you will be given the chance to state your case. 

It should be understood that any individual situation will not be looked at in isolation, but that 

each incident is regarded cumulatively with previous occurrences and in the context of previous 

performance. Where the matter is more serious, e.g. poor attitude to patients/stakeholders, 

gross misconduct etc. a more formal approach will be adopted which could ultimately lead to 

an end to your relationship with the hospice as a volunteer. This action will be authorised by 

the relevant Director and the Voluntary Services Manager and will be communicated to you in a 

letter jointly signed by them. 

 
 
 

 

 
 

 
 

 

 

 

 


