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[Insert organisation name/logo] 
 

 
 

VOLUNTEER 
HANDBOOK 

 
[Insert a picture here that represents volunteers in your 

organisation] 
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VOLUNTEER ESSENTIALS 

Volunteer name: 
 

My volunteer role is: 
 

My volunteer role is based at: 
 

Address for the project is: 
 

Telephone number for this 
project is: 

 

 

Start date: 
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MY CONTACTS 

My volunteer supervisor is:  

Volunteer supervisor’s telephone 
number: 

 

Volunteer supervisor’s email:  

Volunteer co-ordinator:   

Volunteer co-ordinator telephone 
number: 

 

Volunteer co-ordinator email:  

 
Useful Information: 
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SECTION 1: Your Organisation 

 
 

Welcome to our Volunteer Team 

 
Thank you for choosing to volunteer with {insert organisation name}. Volunteers are 
at the very heart of {insert organisation name} and are involved at every level from 
{give example of type of volunteer role} to being a trustee of the organisation. 
 
Volunteers add value to all aspects of our organisation, complementing salaried staff 
and contributing a range of activities and projects that would not otherwise be 
possible.  
 
We recognise the important contribution made by volunteers and we adhere to a 
nationally recognised code of practice to maintain high standards in supporting and 
working with you. We want your time volunteering with us to be an enjoyable one. 
 
We encourage active volunteer involvement regardless of disability, ethnic origin, 
age, gender, sexual orientation, language, religion or belief, political or other opinion, 
national or social origin, association with a national minority, locality, property, birth 
or other status.  
 
 

About our organisation 

 
Give a brief synopsis of the following: 
 

 Who you are 

 What your organisation was set up to do 

 The core values of the organisation 
 
Try not to swamp volunteers with too much information: 1 paragraph should be 
enough. 
 
 

Our Projects/Programmes/Centres 

 
Give a brief run through of each of your projects or programmes; if you have different 
centres that Volunteers can work from, give information about these. Again you do 
not need to give a lot of information, one paragraph per project/programme/centre 
will suffice.  
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SECTION 2: Benefits of Volunteering 
 
 

What do people really get from Volunteering?  

 

 Volunteering is a great way to meet new people, especially if you are new to 
an area; 

 

 Volunteering offers you the chance to gain work based experience and 
references; 

 

 Volunteering strengthens your ties to the community and broadens your 
support network, exposing you to people with common interests, 
neighbourhood resources, and fun and fulfilling activities; 

 

 Volunteering increases self-confidence, providing a healthy boost to your self-
confidence, self-esteem, and life satisfaction; 

 

 Volunteering keeps you in regular contact with others and helps you develop 
a solid support system, which in turn protects you against stress and 
depression when you’re going through challenging times; 

 

 Volunteering helps you stay physically healthy. Volunteering is good for your 
health at any age, but it’s especially beneficial in older adults.  

 

Volunteering: the happiness effect 

 
Helping others kindles happiness, as many studies have demonstrated. When 
researchers at the London School of Economics examined the relationship between 
volunteering and measures of happiness in a large group of American adults, they 
found the more people volunteered, the happier they were, according to a study in 
Social Science and Medicine.  
(Adapted with permission from Simple Changes, Big Rewards: A Practical, Easy 
Guide for Healthy, Happy Living, a special health report published by Harvard Health 
Publications.) 
 
(You could use pictures to enhance your handbook – make it a friendly document!) 
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SECTION 3: Recruitment 
 

Volunteer recruitment 

 
You have been recruited using a volunteer profile, which outlines the volunteering 
opportunity, essential and desirable skills for this role, agreed volunteering session 
times and your assigned supervisor. You will be given a copy of this profile as part of 
your induction, but if you or the organisation notices any major changes in this role 
then the profile can be reviewed. 
 

Before you start 

 
You will receive all the important information relating to you role including the 
volunteer policy (and other policies relevant to your role), how to claim expenses 
(where relevant), how you will be supported and supervised, and your learning and 
development record.  Once we have all necessary paperwork back, we will set you 
up an individual file that contains all relevant paperwork for you and your supervisor 
to access.  Some roles also require you to undertake some initial training before you 
can begin your placement. Your supervisor will tell you about any training necessary 
for your volunteer role. 
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SECTION 4: Induction, Training and Support 

 

Induction, training and support 

 
You will receive a thorough induction, with the aim of making you feel fully integrated 
into the {insert organisation name} and comfortable and safe in your environment. 
All essential training will be given before you start your role and continuing training 
will be offered. Your role and the standard we expect for our services will be 
explained and we will support you in achieving and maintaining those standards. We 
aim to place you in a role that matches your interests and skills. A trial period of six 
weeks starts when you begin volunteering with us so that we can both be sure that 
you are in the right placement. 
 

Developing your role 

 
We are committed to ensuring that you develop you skills and experience while you 
are volunteering with us.  We have structures and training in place to ensure your 
time with us is consistently challenging and productive.  This means that right from 
day one you know exactly what you need to do in order to fulfil the requirements of 
your role. 
 

Volunteer Role Reviews 

 
At any time you may request a review of the work that you have done and a 
discussion about your direction in the organisation. It is an optional exercise but 
many find it helpful. If you wish to have a role review, please contact the volunteer 
coordinator. 
 

Agreed Volunteer Hours 

 
Volunteering hours related to your role will be agreed between you and your 
supervisor; we aim to be as flexible as possible. 
 

Security 

 
Door cards, keys or codes may be given to you so that you can access restricted 
areas. You must not share these codes or use them at times when you are not 
volunteering. Door cards and keys must be returned at the end of your session on 
the day they were allocated to you. 
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The importance of signing in & out / volunteer timesheets 

 
When you work at {insert organisation name} you must sign in and out whenever 
you enter or leave a building.  This is a Health and Safety requirement and helps us 
calculate the number of volunteer hours you have given us each year, which in turn 
helps us with funding bids in the future.  
 

Facilities and refreshments 

 
You are part of our staff body and have full access to the staff room and facilities 
during volunteering hours. Hot drinks are also provided free of charge whenever 
possible. 
 

Visitor service 

 
{Insert organisation name} is a public service known for its outstanding level of 
visitor service. It is important that all of us contribute to maintaining this whatever 
your role. First impressions can mean a great deal so always be friendly, 
approachable and polite. Never be afraid to say that you don’t know the answer and 
refer the enquiry to reception, or an experienced member of staff, who can forward it 
to the relevant department. If you do encounter a particularly difficult or challenging 
enquiry, ask the visitor to wait and find a member of staff. If you are taking a phone 
message, write down the date and time of call, the name and number to call back 
and what the call is in relation to. 
 
 

(Using Inspirational pictures helps break up long dialogue passages) 
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SECTION 5: Mutual Expectations 
 

What you can expect from us 

 
In engaging volunteers, we recognise the rights of volunteers to: 
 

 Know what is expected of them and to be given clear information and an 
induction into the organisation; 

 Have clearly specified lines of support and supervision; 

 Be shown appreciation; 

 Be treated with respect regardless of gender, sexual orientation, age, parental 
or marital status, disability, religion, colour, race, ethnic or national origins, or 
socio/economic background; 

 Have safe working conditions and be fully aware of Health and Safety issues. 
A risk assessment will be supplied to every volunteer; 

 Be insured with public, product and employers liability; 

 Know what their rights and responsibilities are if something goes wrong or a 
complaint is made and have an understanding of grievance and disciplinary 
procedures; 

 Be paid reasonable out of pocket expenses in accordance with the current 
guidelines; 

 Be trained and receive on-going opportunities for learning and development;  

 Be free from discrimination; 

 Experience personal development through their participation as volunteers; 

 Ask for a reference; 

 Be consulted on decisions that will affect what they do; 

 Withdraw from voluntary work. 
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We expect that volunteers will do the following: 
 

 Attend the induction training within four weeks of commencing the 

appointment; 

 Carry out their tasks in a way that corresponds to our aims and values; 

 Work within agreed guidelines and remits and to agreed standards, following 

the signing in and out procedures; 

 Treat staff, other volunteers and visitors with respect regardless of gender; 

sexual orientation, age, parental or marital status, disability, religion, colour, 

race, ethnic or national origins, or socio/economic background; 

 Be of smart appearance and wear your volunteer lanyard; 

 Be punctual, reliable and adhere to agreed working hours; 

 Respect confidentiality; 

 Attend training and support sessions where agreed; 

 Ensure Disclosure and Barring Service checks have been carried out if 

necessary; 

 Recognise that we have the right to terminate a volunteer’s placement if 

his/her services are no longer needed for any reason; 

 Record your hours and submit them monthly. 
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SECTION 6: Problem Solving 

 
Whilst you are at {insert organisation name} it is important you feel supported as 
part of our team. If you have any problems with any aspect of your day to day 
volunteering it is important you tell us. The first thing to do is to raise your concern 
with your supervisor or the volunteer coordinator. If there are issues that are beyond 
the control of your supervisor, this will be explained to you, and they will inform you 
what further action can be taken. If you remain unhappy about the situation, you can 
present your concern in writing to a senior manager, who will respond to you at the 
earliest opportunity.  
 
It is incredibly rare that we have any problems with our volunteers’ behaviour, but it 
is important to the safety and wellbeing of all staff, volunteers and the public that 
certain negative behaviour is addressed; this might include, but is not limited to the 
following: 
 

 Refusing to follow reasonable instructions; 

 Incapacity to perform the role due to drunkenness or illegal drug-taking; 

 Breach of procedures and policies; 

 Unsatisfactory performance of the duties of the role; 

 Prolonged absence from the role; 

 Breach of confidentiality; 

 Dishonesty; 

 Inappropriate behaviour or harassment towards other volunteers, staff or 
visitors. 

 
Should we need to address any behaviour such as this you will first receive an 
informal verbal or written warning and we would attempt to resolve any problems at 
this level if possible. If we cannot then you may be issued with a formal letter from 
the volunteer coordinator or other manager asking you to leave our volunteering 
programme.  
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SECTION 7: Volunteering and Benefits 

 
NOTE: Some of your Volunteers may claim some sort of state benefit.  It is therefore 
very important that you make Volunteers aware of the guidelines as set out by the 
DWP.  All information is correct as of 29 January 2016.  Please note that regulations 
on volunteering whilst in receipt of benefits are subject to change and should be 
updated accordingly.  For more information regarding this please consult: 
www.gov.uk  
 

What if I get state benefits? 

 
Volunteering can give you a much better chance of finding paid work. The DWP say 
you can volunteer as many hours as you like while you’re getting benefits as long as 
you keep to the rules for getting them. 
 

The Basic Rules 

 

 You must not be paid money or anything else for volunteering. It’s OK to be paid 
your expenses but you must tell the job centre what you get. So, make sure you 
can get hold of your receipts. 

 You must contact Jobcentre Plus if you want to do any volunteering. They will ask 
you to fill in a simple form telling them about the volunteering you want to do. 

 

Carer’s Allowance 

 
You still can get Carer’s Allowance if you do volunteering in the UK and the following 
applies: 

 You care for a disabled person for at least 35 hours a week and they get the 
right disability benefit. 

 

Disability Living Allowance or Attendance Allowance 

 
Volunteering in the UK won’t affect your Disability Living Allowance or Attendance 
Allowance. 
 

Employment and Support Allowance, Incapacity Benefit or Income Support 

 
You can still be a volunteer and get Employment and Support Allowance, Incapacity 
Benefit or Income Support as long as you do the following: 
 

 Follow the basic rules for volunteering (see above); 

http://www.gov.uk/
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 Can still go to a work-focused interview when you are asked to; 

 Let Jobcentre Plus know before you start, and tell them about any expenses 
you may get 

Housing Benefit or Council Tax Benefit 

 
You normally get Housing Benefit or Council Tax Benefit (or both) if you’re getting 
Jobseeker’s Allowance, Income Support, Employment and Support Allowance or 
Pension Credit, or you have a low income.  You can still get Housing Benefit or 
Council Tax Benefit if you follow the basic rules for volunteering (above). You must 
tell your local council about any volunteering you do, and any expenses you get. 
 

Jobseeker’s Allowance 

 
You can still be a volunteer and get Jobseeker’s Allowance as long as you do the 
following: 
 

 Follow the basic rules for volunteering (above); 

 Are still actively looking for a full-time paid job; 

 Are available for work (or treated as being available for work); 

 Are still able to go to an interview at 48 hours' notice; 

 Are still able to start a job at one week's notice; 

 Let Jobcentre Plus know before you start, and tell them about any expenses 
you may get. 

 
 

For more information about Volunteering and getting benefits visit www.gov.uk 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

http://www.gov.uk/
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SECTION 8:  Essential Policies, Procedures and Guidance 

For Volunteers 
 
As a {insert organisation name} volunteer you will need to be aware of and comply 
with our policies and procedures.  In this next section, we have summarised some of 
the main points but there may be others that affect you.  For further information talk 
to your supervisor who will be able to provide you will a full copy of the policies. 
 
We ask that you read all relevant policies and procedures to your volunteer role. All 
our policies & procedures can be accessed online at: 
 
Or a paper copy can be found at: {insert location} 

 

Volunteer Policy 

Volunteer Expenses 

 
Volunteering should be open to everyone, and we believe reimbursing those who 
give their time for out-of-pocket expenses is an important part of this. Volunteers will 
be reimbursed for all reasonable expenses incurred while volunteering when 
authorised by their volunteer supervisor.  Your supervisor will provide details of what 
can be claimed and how. 
 

Health & Safety 

 
In accordance with the Health and Safety at Work Act, {insert organisation name} 
is committed to ensure, as far as reasonably practicable, the following: 
 

 All volunteers and staff are safeguarded fully in respect of health, safety and 
welfare while at work; 

 Members of the public who enter our premises, as service users, contractors’ 
employees, volunteers, or visitors are not exposed to any health & safety risks 
during the course of their business; 

 No work is carried by {insert organisation name} or its contractors that is 
liable to expose service users, employees, volunteers, visitors or members of 
the public to hazards to health, unless suitable and sufficient assessments of 
the risks are made and necessary measures to prevent or control the risk 
have been introduced. 
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{Insert organisation name} policies and procedures are developed to ensure 
compliance with all UK and EU law. 
 

 

Accidents and First Aid 

 
Any injury at work, including minor injuries, should be recorded in the site’s accident 
book. {Insert organisation name} are under obligation to keep a record of all 
accidents as some must be reported by law. As part of our ongoing commitment to 
health and safety there will always be a registered and trained first-aider assigned to 
where you are volunteering, whom members of staff and volunteers can contact in 
case of emergency. Please contact your supervisor or volunteer coordinator in the 
event of an emergency or dial 999.  
 

Equality & Diversity and Our Code of Conduct 

 
We work hard to ensure all volunteers and staff can achieve their full potential.  The 
organisation will not tolerate discrimination or harassment on any grounds including 
race, nationality, ethnic or national origin, sex, marital or parental status, sexual 
orientation, disability, religious beliefs, social class or age.  In line with the 
fundamental principles of impartiality and unity, we seek to ensure that our 
organisation and services are accessible to all.  We are committed to getting fresh 
insights by welcoming people from the widest possible variety of backgrounds, 
culture and experiences. 
 

Data Protection 

 
{Insert organisation name} is committed to meeting its obligations under data 
protection legislation.  The organisation will only use data in ways relevant to 
carrying out its legitimate purposes and functions as a charity, and in ways that are 
not prejudicial to the interests of individuals.  Volunteers and staff will do their utmost 
to keep all data accurate, timely and secure, and not disclose such data except 
where there are reasonable grounds, subject to consent or legal requirement. 
 

Fire Awareness 

 
Fire awareness & precautions are required in any workplace in connection with the 
work process that is being carried out there (including the storage of articles, 
substances and materials relating to that work process). They are to prevent or 
reduce the likelihood of a fire breaking out and if a fire does occur, to reduce its 
spread and intensity.  Every {insert organisation name} centre has a Fire Action 
Plan displayed clearly around the building.  Your volunteer supervisor will go through 
this with you in your induction. 
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Confidentiality 

 
{Insert organisation name} confidentiality policy underlines our commitment to 
ensuring that any information held about volunteers, staff and beneficiaries will be 
handled with sensitivity.  During the course of their duties, volunteers and staff may 
be given sensitive information – for example, details about an individual’s health or 
financial situation.  It is vitally important that volunteers understand and accept their 
responsibility not to pass on this type of personal information.  Should they need to 
discuss any information they have been given they should speak directly to their 
supervisor. 
 

Safeguarding Children (for organisations working directly with children) 

 
We have a duty to ensure that all children and young people accessing our projects 
are safe and free from threat of harm. The child protection policy exists to ensure 
that any suspicion of harm will be responded to promptly and appropriately in line the 
procedures set out in the policy.  Safeguarding is everybody’s responsibility.  
Therefore, as an organisation, we will ensure that staff and volunteers working with 
children feel confident to act on their concerns, by reporting them immediately to a 
line manager, senior staff member or safeguarding lead.  All volunteers working with 
children will complete the safeguarding level 2 training to ensure they are aware of 
signs of abuse and neglect. Staff, will always support volunteers to implement our 
child protection policies and procedures. All staff and volunteers, working with 
children or vulnerable adults, will be subject to a rigorous recruitment and selection 
process, including interviews, taking up references (including at least one regarding 
previous work with children) and appropriate level of criminal record checks (DBS). 
 

Safeguarding Adults (for organisations working directly with vulnerable 

adults) 

 
The Safeguarding Adults policy has been written with the aim of ensuring that all 
vulnerable adults accessing any of the services provided by {insert organisation’s 
name} are safe and free from the threat of harm. {Insert organisation’s name} 
wishes to take every possible precaution in order to protect all vulnerable adults with 
whom we work from the threat of abuse. Any suspicion of harm will be responded to 
promptly and appropriately in line with the procedures set out in this policy.  All 
volunteers working with vulnerable adults will complete the safeguarding level 2 
training (or above) to ensure they are aware of signs of abuse and neglect. For the 
purposes of this policy a Vulnerable Adult is someone aged 18 or over who is or may 
be: 
 

 In need of community care services because of mental or other disability, age or 
illness, and/or unable to take care of him or herself, or unable to protect him or 
herself against significant harm or exploitation. 

 

Whistle-Blowing 
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‘Whistleblowing’ is when a volunteer or member of staff reports suspected 
wrongdoing at work. Officially this is called ‘making a disclosure in the public 
interest’.  A volunteer can report things that aren’t right, are illegal or if anyone within 
the organisation is neglecting their duties, including the following situations: 
 

 Service user, or employee, health and safety are in danger 

 Damage to the environment 

 A criminal offence 

 An organisation isn’t obeying the law 

 Covering up wrongdoing 

 
For more information about whistleblowing please visit www.pcaw.org.uk or call 0207 
4046609 or email helpline@pcaw.co.uk 
 
 

Feedback & Complaints Procedures 

 
{Insert organisation’s name} are committed to resolving all issues or disputes fairly 
and consistently according to the procedures laid out in our Complaints Policy or 
Grievance Procedure.   The feedback and complaints policy outlines the approach 
we take to feedback and complaints. Whilst feedback and complaints are linked, they 
require different responses and approaches.  Feedback can be positive and 
negative and can take the form of comments, suggestions and concerns. 
Complaints are formal expressions of someone’s concern or dissatisfaction about 
an aspect of their experience with {insert organisation’s name}. 
 

DBS Checks 

 
Volunteers involved in direct contact with vulnerable adults and/or children will need 
a criminal records check (DBS) before starting their volunteering role.  Having a 
conviction need not be necessarily be a bar to volunteering – each volunteer’s 
circumstances will be considered on an individual basis – but we perform such 
checks to ensure high standards of service & safeguarding are maintained. 
 

Insurance 

 
{Insert organisation’s name} is insured so that, if the organisation is found to be 
liable for injuries to people or damage to property, volunteers, staff and members of 
the public can make a claim against it.  The insurance cover the activities of staff and 
volunteers equally. 
  

Social Media 

 
These guidelines are for volunteers and staff who use social media networks in a 
personal capacity.  The principles are straightforward: use common sense when 
posting anything online that could reflect badly on {insert organisation’s name} 

mailto:helpline@pcaw.co.uk
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recognise that what you say can never be completely private and should protect our 
reputation. 
 
 
 

Copyright 

 
If you are producing work such as writing or photography then copyright for that work 
is assigned to the {insert organisation’s name} so that it can be used and 
reproduced without your direct consent. If you are unhappy with this please inform 
your supervisor before you undertake the work. 
  

Use of Images 

 
There may be occasions when photography/filming will take place while you are 
volunteering, and resulting photographs/footage will be stored and could be used to 
help {insert organisation’s name} promote its services. During the volunteer 
induction process, volunteers will be asked to sign a media release form regarding 
this.  Should any volunteer NOT want their image used, then they must make their 
supervisor aware. 
 

Moving on 

 
If you wish to move on from volunteering with the {insert organisation’s name} 
please inform your supervisor or the Volunteer Coordinator, giving as much notice as 
you can. It will help us greatly if you fill in an exit form. This information helps us to 
improve our service to volunteers. We will keep your details on file for six months 
after you have left, in accordance with the Data Protection Act, so that we are able to 
supply references. 


