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Statement 

 

The Cumbria, Northumberland, Tyne and Wear NHS Foundation Trust benefits from 

the inclusion of volunteers who offer their time and skills to enrich the patient 

experience.  This policy has been devised to acknowledge the contribution and value 

of volunteers and demonstrate the Trust’s commitment to safe and effective 

involvement. 

 

The Policy is exclusive to individuals who are registered with the Trust’s Voluntary 

Services Department and aims to define roles and clarify the responsibilities and 

expectations of both volunteers and staff. 

 

The Policy reflects National Best Practice Guidance and Legislation and offers a 

framework that encompasses recruitment, screening, training, placement, support 

and recognition of volunteers. 

 

The Policy should assist the Trust in our aim to create a positive environment for 

participation that meets the needs of our service users while offering rewarding 

opportunities to volunteers.
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1 Introduction 
 
1.1 The Cumbria, Northumberland, Tyne and Wear NHS Foundation Trust (the 

Trust/CNTW) recognises the important role of volunteers and values their 
immense contribution in complementing the work of Trust employees in 
providing the highest possible levels of care. 

 
1.2 The act of volunteering in itself can help build skills, confidence and a 

sense of achievement and can offer social contact in a supportive 
atmosphere.  People often seek volunteering opportunities to enhance 
their career prospects, support their own recovery and rehabilitation, utilise 
their experience and expertise or simply to use their spare time 
purposefully. 

 
1.3 Volunteers should feel safe, purposeful and valued.  The status of 

volunteers differs to that of paid staff and requires a distinct management 
framework that combines a supportive atmosphere with effective 
governance arrangements. 

 
1.4 The Trust, it’s service users and carers should also have confidence that 

measures are taken to minimise any risks posed by the involvement of 
volunteers.  The Report on the ‘Themes and lessons learnt from NHS 
Investigations into matters relating to Jimmy Savile’ 2015, states that ‘the 
scale of the volunteer presence and the extent and nature of the work they 
do, means that the arrangements for managing volunteers and the risks 
associated with their presence in hospitals needs to be robust and 
command public confidence.’ 

 
1.5 The Trust Voluntary Service Department adheres to national guidance and 

legislation for the process of recruitment, screening, training and ongoing 
management of volunteers and aims to offer staff and volunteers support 
and clarity regarding their own roles, expectations and parameters to 
ensure safe and positive involvement. 

 
 
2 Purpose of the Policy 
 
2.1 The purpose of this document is to acknowledge and define the Trust’s 

commitment to the inclusion of volunteers, by setting out general principles 
and guidelines for volunteering in order to promote best practice and 
consistency.  The Volunteer Involvement Policy sets the minimum 
standards for the way the Trust works with volunteers and draws on a 
number of other identified policies throughout. 

 
2.2  The Policy aims to: 
           

Clarify the role of volunteering within the Trust and recognise the value of 
volunteers 

 

 Provide a framework in which volunteers can contribute safely and 
effectively 
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 Promote consistency and best practice 
 

 Ensure that volunteer involvement remains relevant to the vision and 
values of the Trust and that volunteer’s participate in areas of identified 
need 

 

 Define the roles, rights and responsibilities of the organisation and its 
volunteers 

 

 To recognise, harness and value the unique skills and experiences of 
those with first-hand experience of Trust services through volunteer 
involvement 

 

 To encourage and enable the involvement of volunteers from socially    
diverse backgrounds 

 

 Ensure that the Trust offers support and recognition to volunteers for 
the valuable time, commitment and skills that they offer 

 
3 Scope 
 
3.1 The nationally recognised definition of volunteering is ‘an activity that 

involves spending time, unpaid, doing something that aims to benefit 
the environment or someone (individuals or groups) other than or in 
addition to close relatives’ Compact Code of Practice. 

 
3.2 NHS volunteers may only participate in non-clinical roles. 
 
3.3 Within the Trust, a volunteer is someone registered with the Trust 

Voluntary Services Department who participates in an activity that has 
been agreed with the Voluntary Services Manager and an identified Project 
Lead to enhance the experience of service users.  Trust volunteers are 
unpaid but will be reimbursed with agreed actual out of pocket expenses.  
The role undertaken by the volunteer will be detailed in a Role Description. 

 
3.4   The policy does not apply to: 

                                                                                                                                                                                                                                                                                                                                                                                                                                            

 Trust Governors 
 

 Individuals on honorary contracts 
 

 Student placements/work experience 
 

 Patient and public engagement activities 
 

3.5 These all have a specific context outside of mainstream volunteering. 
 
 
3.6 The Policy does not cover the exclusive input of Voluntary Sector 

Organisations or Independent Service User Groups who should be 
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covered by separate policies.  There may, however, be instances when the 
Trust works in partnership with another NHS Trust using a Service Level 
Agreement or with a voluntary sector organisation where specific 
agreements involve the recruitment and management of volunteers by the 
Trust Voluntary Services Department to which this policy will apply. Prior 
agreement must be reached with the Trust’s Voluntary Services Manager. 

 
3.7 Arrangements between the Trust and the volunteer are binding in honour 

only, they are not employees and are not subject to employment law or a 
contractual agreement.  Where appropriate however, the spirit of some 
policies relating to staff should apply to volunteers, for example, 
Information Governance, Equality and Diversity, Smoke Free, Health and 
Safety, Safeguarding etc.  Volunteers will also be expected to support a 
culture consistent with Trust values and adhere to a Volunteer Code of 
Conduct. (See Appendix 1). 

 
3.8 All voluntary roles are supernumerary and are not used to replace paid 

staff or used as job substitution during periods of staff shortage. 
 
3.9 Volunteering must be a choice freely made by an individual.  

Encouragement to become involved in volunteering should not result in 
any form of coercion or compulsion.  Freedom to volunteer also implies 
freedom not to become involved. 

 
3.10 Volunteer projects welcome the inclusion of people who have used Trust 

services and carers and recognise the value of their unique experience.  
Where justified, some roles may be developed exclusively for those with 
first-hand experience of Trust services e.g. where volunteers offer peer 
support. 

 
3.11 Applications to become a volunteer will not be considered from service 

users who are currently receiving in-patient care however, upon their 
request they may receive information regarding volunteering and details of 
how they may apply once they have been discharged. 

 
3.12  An active volunteer who becomes a CNTW inpatient will be sensitively 

requested to temporarily discontinue their volunteering role while they are 
in hospital and supported with dignity upon their return.  If circumstances 
suggest that continued involvement may not be beneficial to their 
recovery, discussion will take place between the volunteer and Voluntary 
Services Manager to explore alternative options.  Their Care Coordinator 
may attend discussions at the discretion of the volunteer. 

 
3.13 The Trust accepts the services of staff as volunteers, subject to successful 

completion of the registration process.  The volunteer role must be outside 
the scope of their normal staff duties, must be provided outside normal/ 
usual working hours and there should not be a conflict of interest between 
the paid and voluntary role.  This Policy does not cover the involvement of 
staff volunteering for external voluntary sector agencies. 
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3.14 This policy has been compiled in line with current legislation and best 
practice recommendations for the involvement of volunteers. 

 

 ‘Volunteers across the NHS: improving the patient experience and 
creating a patient-led service’ 2006 - Volunteering England/ 
Department of Health/ NHS Employers 

 

 ‘Volunteers and the Law’ by Mark Restall, Volunteering England, 2005 
 

 Investors in Volunteering Standard 
 

 Compact Code of Practice, 2002 
 

 Rehabilitation of Offenders Act, 1974 
 

 Health and Safety at Work Act, 1974 
 

 Data Protection Act, 2018 
 

 Equality Act, 2010 
 

 Care Act, 2015 
 

 Themes and lessons learnt from investigations into matters relating to 
Jimmy Savile (2015) Kate Lampard and Ed Marsden 

 

 Disclosure and Barring (DBS) Protocols and Code of Practice 
 

 Benefits of Volunteering, Department of Health, 2010 
 
 
4 Benefits of Volunteer Involvement 
 
4.1 Volunteers can: 
 

 Enrich the patient experience by personalising services 
 

 Increase capacity for new service solutions 
 

 Support service delivery by offering expertise, fresh perspectives, 
commitment and skills 

 

 Offer peer support 
 

 Widen the range of social activities available to service users 
 

 Offer additional time without the competing demands of paid staff 
 

 Demonstrate the Trusts’ commitment to patient and public involvement 
 

 Promote diversity and inclusiveness 
 

 Foster good relationships with the local community 
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5 Duties, Accountability and Responsibilities 
 
5.1 Executive Director of Nursing and Chief Operating Officer 
 
5.1.1 The Executive Director of Nursing and Chief Operating Officer has board 

level responsibility for volunteering and will support the implementation of 
this Policy. 

 
5.2 Group Director of Nursing 

 
5.2.1 The Group Director of Nursing has delegated responsibility for volunteer 

involvement. 
 
5.3 The Voluntary Services Manager 
 
5.3.1 The Voluntary Services Manager is responsible for the development and 

review of the Policy as well as insuring its implementation. 
 
5.4 Managers 
 
5.4.1 Managers are responsible for ensuring staff within their area of 

responsibility are aware of this Policy and adhere to the outlined guidance. 
 
5.5 Staff 

 
5.5.1 Staff are responsible for ensuring that they are familiar with the Volunteer 

Involvement Policy.  (See Section 8 below for the specific responsibilities 
of staff directly involved in managing and supporting volunteers). 

 
 
6 Definition of Terms: 
 

 Lead Officer: The Director accountable for the 
Policy 

 

 Author: Person nominated by the Lead 
Officer to prepare the Policy 
(Voluntary Services Manager) 

 

 Volunteer: An unpaid individual, fully registered, 
trained and managed by the Trust 
Voluntary Services Department, 
participating in an activity with an 
agreed Role Description 

 

 Voluntary Services Manager: Voluntary Services Department lead, 
responsible for the development of 
volunteer projects and the safe 
recruitment, training, management, 
monitoring and recognition of 
volunteers 
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 Volunteer Co-ordinator:  Member of the Voluntary Services 
Department who supports the 
Voluntary Services Manager, co-
ordinates recruitment and volunteer 
opportunities and offers regular 
ongoing support and recognition to 
volunteers across the Trust 

 

 Project Lead: A Manager taking lead responsibility 
for the day to day involvement of 
volunteers within their area of 
responsibility who works in 
collaboration with the Voluntary 
Services Department 

 

 DBS: Disclosure and Barring Service, a 
national screening process used to 
identify activity of a criminal nature 

 

 Volunteer Induction: Induction Training covering statutory 
and mandatory requirements, 
Volunteer Code of Conduct and 
themes relevant to all new volunteers 

 

 Project Training:  Introduction to local requirements, 
procedures and policies delivered by 
the Project Lead or their deputy or 
collaboratively with Voluntary 
Services staff i.e. Dementia Friend 
training 

 

 Role Description:  An outline of the duties of a role, lines 
of accountability, location, skills, 
knowledge and experience required 
and key working relationships, for 
example the term ‘Role Description’ is 
used as opposed to ‘Job Description’ 
to ensure it is separate and distinct 
from paid employment and avoids 
terminology that may suggest a 
relationship that involves employment 
law 

 

 Consultation: An exchange of views for a time 
limited period during which the 
views/advice of others are sought to 
further inform the Policy content 

 

 Ratify:    Formal agreement and acceptance 
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 Implementation:  Put into practice/operation 
 

 Review:   Reassess 
 
 
7 Planning a Voluntary Role 
 
7.1  All volunteer roles must be planned and agreed prior to the introduction of 

volunteers.  The following process should be undertaken when a potential 
volunteer role is identified that may benefit the experience of service users: 

 

 The initial idea to utilise volunteers in a service should be discussed 
with the Clinical or Departmental Lead for approval 

 

 Where appropriate, consultation should take place with relevant staff 
teams, service users and carers 
 

 A member of staff should be identified as a Project Lead who has the 
capacity and commitment to work with the Voluntary Services 
Department and contribute to the planning, local induction, ongoing day 
to day support, monitoring and evaluation of volunteers within their area 
of responsibility 

 

 The Project Lead and associated staff will meet with the Voluntary 
Services Manager to discuss the viability of a volunteer role, 
boundaries, resources, training, management, support and expected 
days/hours 

 

 When a volunteer role has been identified and agreed by the Project 
Lead and Voluntary Services Manager the Project Lead will be issued 
with a Volunteer Involvement Form to complete and return to the 
Voluntary Services Department 
 

 The Project Lead and the Voluntary Services Manager will mutually 
agree a Role Description and undertake a risk assessment for 
volunteer involvement within the identified project 
 

 Once an agreement has been reached between the Voluntary Services 
Manager and the Project Lead, the Voluntary Services Team will recruit 
volunteers into the project.  Volunteers should not commence until they 
have completed the full recruitment and screening process, undertaken 
Induction Training and any other identified project training and have 
been issued with a CNTW Trust Volunteer ID badge, Role Description 
and welcome letter 

 
8 Roles, Responsibilities and Expectations of Staff Working Directly 

with Volunteers 
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8.1  The Voluntary Services Department: 
 

 To work with healthcare professionals to develop a diverse range of 
voluntary projects that aim to improve the quality of life of service users 
by encouraging the involvement and participation of local people, 
including those with first-hand experience of the Trust’s services 
(excluding current in-patients) 
 

 To promote the ethos and values of volunteering and act as a central 
reference point for information on all aspects of volunteering within the 
Trust 

 

 To work collaboratively with staff from all disciplines to identify needs 
that can be most appropriately met by volunteers and discuss the 
viability of the role to ensure safe and effective involvement 

 

 To devise a Role Description to offer clarity of expectations for the 
volunteer and identify parameters of the role 
 

 To work with relevant staff to undertake a Risk Assessment for all new 
volunteer projects.  To periodically review risk, taking into account 
feedback from staff, volunteers, service users and carers 

 

 To design, plan, deliver and evaluate tailored Volunteer Induction 
Training that includes statutory and mandatory training in line with the 
Trust’s Training Needs Analysis for non-clinical staff, Trust Values, 
volunteer boundaries, support mechanisms, and the Volunteer Code of 
Conduct 

 

 To design, update and distribute a Volunteer Introduction Booklet for 
prospective volunteers and a Volunteer Handbook provided to 
volunteers following their attendance at Induction Training that outlines 
relevant and useful information for successful involvement 

 

 The Voluntary Services Manger will ensure the Department is updated 
with all current national policy guidance, legislative changes and best 
practice relating to volunteering and ensure the department complies 
with recommendations. 

 

 The department will ensure that volunteers are not deployed where the 
benefit of volunteering is exclusive to the volunteer and there is no 
benefit to the Trust, service users or carers.  Volunteering will however 
offer individuals an opportunity to develop skills, build confidence and 
gain experience and attempts will be made to assist with personal 
development of volunteers where required 

 

 The department should ensure that documentation does not use 
terminology that could suggest a legally binding contract or a 
relationship subject to employment law.  While volunteers should be 
valued equally to paid employees, there should be a clear distinction 
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relating to the individual’s relationship with the Trust and terminology 
should be unique to volunteers e.g. terms such as, ‘Job Description’ or 
‘payment’ should be replaced by ‘Role Description’ or ‘reimbursement 
of expenses’ 

 

 To access, process, store and destroy volunteer information held in 
manual files and a Volunteer database in line with the Data Protection 
Act 2018, IT protocols and Trust Policy on the storage and retention of 
records 

 

 To undertake an interview, registration and screening process for 
volunteers 

 

 To plan, deliver and evaluate Volunteer Induction Training and work 
with Project Leads to identify, arrange and when appropriate, jointly 
deliver further project training pertinent to individual roles 
 

 To arrange Statutory and Mandatory Training updates 
 

 To offer and arrange volunteer involvement in agreed voluntary roles 
upon completion of the training process.  Selection is based on 
attitudes, suitability for the role and the individual’s interests, skills and 
availability 

 

 To ensure all new volunteers are issued with a welcome letter, 
Role Description and CNTW Trust Volunteer ID badge upon 
commencement in their role 

 

 To offer regular ongoing support to volunteers on an individual or group 
basis in collaboration with Project Leads 

 

 To reimburse actual agreed out of pocket expenses to volunteers in line 
with the Trust’s Financial Procedures 

 

 To effectively and securely use a Volunteer Database to monitor the 
status of the volunteer through their recruitment and involvement and 
highlight training needs, including annual and three yearly updates 

 

 To maintain rotas and timetables for volunteer involvement 
 

 To monitor and evaluate voluntary projects 
 

 To value the contribution of volunteers through regular communication, 
volunteer newsletters, recognition events, thank you letters and 
certificates of achievement 

 

 To evaluate the experience of volunteers 
 

 To ensure additional voluntary activity above normal practice is not 
undertaken during any period of industrial action 
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 To work collaboratively with volunteers and Project Leads to 
troubleshoot challenges and difficulties 

 
8.2 Role and Responsibilities of Staff Supporting Volunteers in their Area 

of Work (Referred to as Project Leads): 
 

 To liaise with the Voluntary Services Manager to initially establish new 
volunteer roles 

 

 To offer local induction and orientation to the volunteer 
 

 To work with the Voluntary Services Department in the delivery of 
identified project training and/or organise any relevant on the job 
training 

 

 To offer day to day support and recognition to the volunteer, and where 
applicable attend Volunteer Group Support Meetings with the Volunteer 
Co-ordinator and/or Voluntary Services Manager 

 

 To monitor the volunteer’s commitment to their role and their adherence 
to Trust Values 

 

 To notify the Voluntary Services Department of any proposed changes 
to the role that may fall outside the parameters of the Role Description 

 

 To work with the Voluntary Services Department in identifying and 
troubleshooting any conduct issues with volunteers 

 

 To notify the Voluntary Services Department when they leave their 
current post and identify a successor to ensure support remains for the 
volunteers 

 

 To notify the Voluntary Services Department of any risks (or potential 
risks) identified during the involvement of volunteers that has not 
previously been considered in the current Risk Assessment 

 

 To ensure additional voluntary activity above normal practice is not 
undertaken during any period of industrial action 

 
 
9 Roles, Responsibilities and Expectations of Volunteers 
 
9.1  Volunteers undertake a diverse range of tasks across all Trust-wide 

Localities.  All voluntary roles are valued equally.  While expectations vary 
across projects it is important that a consistent framework enables parity to 
ensure volunteers have clear expectations and can benefit and enjoy their 
experience. 

 
9.2 Volunteers should participate within clear, defined, acceptable parameters 

that are outlined in a Role Description and discussed in training and 
support sessions to ensure safe and effective involvement. 
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9.2.1 The volunteer’s Role Description includes: 
 

 Location of voluntary work 
 

 Lines of accountability 
 

 Time and expected duration 
 

 Role and tasks of volunteer 
 

 Skills, knowledge and experience required 
 

 Commitment to Trust Values, safety and confidentiality 
 

 Key working relationships 
 
9.3 Responsibilities and Expectations of Volunteers include: 
 

 To adhere to (and not to exceed) the duties outlined in their 
Role Description 

 

 To follow the guidance of the Project Lead 
 

 To attend their role on pre-arranged dates and times in an agreed 
location 

 

 Volunteers must not visit wards and departments that are not part of 
their agreed role.  Equally they should not attend their allocated 
department outside of agreed days/times without the prior agreement of 
the Project Lead 

 

 To undertake Induction Training, statutory and mandatory training 
updates and where applicable, tailored project training 

 

 To adhere to the Volunteer Code of Conduct and relevant Trust Policies 
 

 To attend one to one or group support meetings, wherever possible.  
This offers an opportunity to share ideas and good practice in a positive 
and supportive atmosphere and discuss any challenges or difficulties 

 

 To inform their Project Lead or Voluntary Services staff of any changes 
in their health status which may affect their ability to perform their usual 
duties and may require reasonable adjustments 

 

 To claim actual agreed out of pocket expenses in line with Trust 
Financial Procedures 

 

 To attend individual or Group Support Meetings wherever possible to 
share good practice, celebrate achievements, troubleshoot difficulties 
and offer staff the opportunity to express thanks and recognition 

 

 To notify the Voluntary Services Department at the earliest 
opportunity of their intention to leave the project 
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10 Equal Opportunities and Diversity 
 
10.1 The Trust is committed to Equality and Diversity in all areas of its work.  All 

volunteer recruitment materials should reflect diversity and use inclusive 
language.  All volunteer projects should provide opportunities in which 
those with diverse backgrounds and experiences are able to participate 
and where differing ideas, abilities, backgrounds and needs are fostered 
and valued. 

 
10.2 The Trust is committed to take steps to prevent discrimination or other 

unfair treatment against any of its volunteers, potential volunteers and 
users of its services.  The Equal Opportunities Policy will be practised with 
emphasis on: 

 

 Prospective volunteers aspirations, skills, knowledge, experience, 
interests and availability 

 

 The right of the volunteer to accept/refuse a volunteer role 
 

 Equal access to training opportunities pertinent to their role 
 

 Equal access to support and supervision 
 

 Where volunteers may consider they are unable or have difficulty in 
conducting their duties, consideration should be given to make 
reasonable adjustments to their current role or fulfil an alternative 
role within the Trust.  Where this is not possible the volunteer should 
be supported to leave with dignity 

 

 The right of volunteers to terminate their volunteer involvement 
 

 An expectance that all volunteer tasks are of equal value 
 

 Volunteers, whatever their motivation, will be protected from 
exploitation and discrimination 

 
10.3 Volunteers will be made aware of their responsibility to follow equal 

opportunities and diversity policies and are expected to treat all service 
users, carers, staff and other volunteers with dignity and respect at all 
times.  In turn they should have the expectation that they will be treated 
with equal dignity and respect. 

 
 
11 Recruitment and Selection 
 
11.1 All volunteers are required to complete a Registration Form containing 

personal details, names and addresses of two referees, an emergency 
contact and details of any criminal convictions. 
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11.2  All prospective volunteers receive an interview with the Volunteer Co-
ordinator or Voluntary Services Manager.  They may be accompanied by 
someone in a support role e.g. Community Psychiatric Nurse or relative, at 
their own discretion. 

 
11.3 The interview offers the opportunity to: 
 

 Offer general information about the Trust and its commitment to 
volunteer inclusion, the role of the Voluntary Services Department and 
the role of volunteers 
 

 Explore the skills and interests of the prospective volunteer, their 
availability and any preferences relating to geographical location 

 

 Explore the individual’s reasons for volunteering, to gauge their 
attitudes and values and to ensure they meet the criteria of a volunteer 
as outlined by the DBS regulations (see 12.4) 
 

 Discuss issues raised in the Registration Form e.g. criminal record or 
additional support needs 
 

 Outline training and support for volunteers 
 

 Outline access, storage and retention of personal volunteer data 
 

 Outline reimbursement of agreed out of pocket expenses procedure 
 

 Ensure volunteers are aware that we offer a ‘needs led’ service and that 
guarantees cannot be made to tailor projects to meet the needs of the 
volunteer 
 

 Discuss the available voluntary roles that may meet their interests and 
availability 
 

 At interview the volunteers are required to sign a statement to confirm 
their understanding that a successful interview does not guarantee a 
voluntary placement but is subject to successful completion of 
references, Disclosure and Barring Service checks, training and the 
availability of a mutually agreed suitable voluntary role  

 

 In some projects, a prospective volunteer may be asked to attend a 
further informal interview with a Project Lead and service user.  Roles 
identified for further interview will be defined by the Project Lead 

 
12 Screening 
 
12.1 Two values based references are sought by the Voluntary Services 

Department.  References from family members or friends are not accepted. 
 
12.2 All applicants must sign a declaration included in the Registration Form, 

providing details of any previous criminal record or related matters. 
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12.3 Disclosure and Barring Service (DBS) checks will be sought for all 
volunteer roles involving contact with adults and children at risk, in line with 
current Trust Policy and Disclosure and Barring Service Guidelines. 

 
12.4 The Disclosure and Barring Service process Volunteer Disclosure 

Applications free of charge.  To qualify for a free volunteer check, the 
applicant must not: 

 

 Receive any payment (except for travel and other approved actual 
agreed out-of-pocket expenses) 
 

 Be on a work placement 
 

 Be on an academic course where their volunteering role is a course 
requirement 
 

 Be in a trainee position that will lead to a full time role/ qualification 
 
12.5 Failure to adhere to these Disclosure and Barring Service regulations 

can result in legal action. 
 
12.5.1  All Disclosure and Barring Service checks are processed by Voluntary 

Services staff with the prospective volunteer using the current Trust 
approved online system.  Voluntary Services Staff are required to validate 
the identity of volunteers using documentation in line with Disclosure and 
Barring Service Guidance.  The prospective volunteer will receive a copy of 
the Disclosure Certificate.  The Trust will be notified electronically of the 
Disclosure and Barring Service outcome.  If the Disclosure and Barring 
Service Check has no cautions or convictions to report, the result will show 
on the system as ‘contains no information’.  If there is a valid caution or 
conviction the Disclosure and Barring Service Check will show on the 
system as ‘contains information’. 

 
12.6 Update Service 
 

 The Disclosure and Barring Service’s Update Service allows individuals 
(if they choose to subscribe to it and pay an annual fee) to apply for a 
Criminal Record Check once in which the existing certificate can be 
used again.  These are referred to as portable checks 

 

 When an individual has subscribed to the Update Service, a member of 
the Voluntary Services Team will ask for the individual’s permission to 
check the Disclosure and Barring Service details on the Online Service 
to ensure that it remains up to date 

 
12.7 All Disclosure Certificates must be seen by a member of the Trusts 

Voluntary Services Department whether or not it ‘contains information’.  In 
the event that a Certificate contains information, a request will be made to 
see a copy of the Disclosure and Barring Service Certificate in order to 
complete a Risk Assessment in line with the Trust’s CNTW(HR)15 
Recruitment and Selection Policy.  The volunteer will have the opportunity 
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to discuss the information as part of the Risk Assessment and where 
relevant may be accompanied by a friend, relative or if appropriate, a 
healthcare professional for support.  The decision to deploy a volunteer will 
be dependent upon the outcome of Risk Assessment in relation to 
voluntary involvement. 

 
12.8 Volunteers will be required to undertake a DBS check at three yearly 

intervals. 
 

12.9 Active volunteers are eligible to apply for internal vacancies and 
Expression of Interest (EOIs) opportunities advertised within CNTW. 

 
 
13 Induction and Training 
 
13.1 It is essential that volunteers undertake appropriate training to clarify 

expectations, provide the most effective assistance for the volunteers, help 
the volunteer feel valued, assist with their personal development and 
ensure they undertake their role without posing a risk to the Trust. 

 
13.2 Volunteer Induction Training 
 
13.2.1 All volunteers will receive Induction Training which will include: 
 

 An Introduction to the Trust 
 

 The role of the Voluntary Services Department 
 

 Trust Values 
 

 Safeguarding 
 

 Information Governance 
 

 Health and Safety 
 

 Moving and Handling 
 

 Equality and Diversity 
 

 Boundaries 
 

 Outline of the Volunteer Code of Conduct 
 

 How to get the best outcome from volunteering (including support 
and supervision, reimbursement of agreed out-of-pocket expenses 
and conflict resolution) 

 
13.3 Separate training on fire safety awareness delivered by CNTW Trust 

Fire Officers will be organised as a separate session. 
 
13.4 Volunteers attending Induction Training and project training will sign an 

attendance record. 
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13.5 A Volunteer’s Handbook 
 
13.5.1  A Volunteer’s Handbook is provided to Volunteers following their 

attendance at Volunteer Induction Training which refers to relevant policies 
and procedures and useful information for volunteers. 

 
13.6 The Volunteer Code of Conduct 
 
13.6.1 Two copies of the Volunteer Code of Conduct will be issued, one to be 

signed by the volunteer during training which will be held on an individual 
volunteer’s file and one issued to the volunteer for their information. 

 
13.7  Training Updates 
 
13.7.1 In line with Trust Policy, volunteers will be required to undertake training 

updates on an annual or three yearly basis in line with the statutory and 
mandatory requirements of non-clinical staff.  Where volunteers have 
difficulty in attending updates an approved booklet may be used.  The 
booklet for Safeguarding has been developed by Newcastle City Council 
and adapted by the Trust’s Safeguarding Team for volunteer training. 

 
13.8 Project Training 
 
13.8.1 Some volunteer projects will require the provision of further tailored training 

to enable the volunteer to safely and successfully undertake their role.  
This will be delivered collaboratively between the Project Lead and the 
Voluntary Services Department. 

 
13.9 Some volunteer projects may be more suited to have further ward and/or 

department based training by a staff member or an individual may be 
requested to shadow an experienced volunteer during their induction 
period. 

 
13.10 Project Leads will offer orientation and ensure guidance upon 

commencement of the volunteer, to ensure the volunteer is equipped with 
the necessary information to undertake the role and informed of any 
pertinent changes to their environment or to the role. 

 
13.11 Project Leads will be emailed a Volunteer Induction checklist and asked to 

complete the checklist with their Volunteer at the earliest opportunity of 
them commencing in their role.  This checklist will be signed by both the 
Project Lead and Volunteer to confirm an understanding of local 
procedures.  The signed copy will be held within the Volunteers personal 
records held by Voluntary Services Department. 

 
13.12 Volunteers will be required to attend updates of mandatory training in line   

with Trust Policy as arranged by the Voluntary Services Department. 
 



CNTW(O)10 
 

17 
Cumbria Northumberland, Tyne and Wear NHS Foundation Trust 
CNTW(O) – Volunteer Involvement Policy – V02-Feb 2020 

13.13 Volunteers should not be offered training that is unnecessary for their role 
as this could legally be regarded as a ‘consideration’ in return for 
volunteering and imply an employment relationship.  This rule excludes 
general awareness training relating to our client groups e.g. Dementia 
Friends Awareness. 

 
 

14 Reimbursement of Expenses 
 
14.1  The Trust will ensure volunteers are offered reimbursement of reasonable 

actual agreed out-of-pocket expenses in line with Trust Policies and 
Procedures. 

 
 
15 Support and Supervision 
 
15.1 Volunteers will receive regular support and supervision to feedback on 

progress, discuss future developments; discuss issues and gain thanks 
and recognition for their contribution. 

 
15.2 Some projects will offer peer support group meetings in addition to 

individual support sessions. 
 
15.3 The Voluntary Services Department provides ad hoc support to volunteers 

subject to the availability of staff. 
 
 
16  Recognition of Volunteers 
 
16.1  Volunteers should receive recognition for the value of their contribution to 

service users, carers and the Trust. 
 
16.2  Volunteers should be valued and included as members of individual teams, 

offered support and encouragement and thanked for their achievements. 
 
16.3 The Trust will endeavour to provide additional recognition by: 
 

 Celebrating their contribution through social events 
 

 Written recognition in staff and volunteer newsletters, including CNTW 
Staff Bulletin 

 

 Special achievements may be acknowledged by nominations for 
internal/external award schemes 

 

 Thank you certificates for particular achievements and upon leaving 
 

 Valuing their ideas and contribution through participation in monitoring 
and evaluation. 
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17 Sickness and Absence Reporting 
 
17.1 Volunteers are requested to inform the Project Lead or Voluntary Services 

Department if they are unable to attend their role.  The Project Lead should 
inform the Voluntary Services Manager of any repeated non-attendance of 
volunteers.  Sickness records are not held for volunteers. 

 
 
18 Health and Safety 
 
18.1   The Trust is committed to providing a safe and healthy environment for all 

employees, service users, carers, visitors and volunteers in line with Health 
and Safety legislation and the Trust’s Policy, CNTW(O)20 - Health and 
Safety Policy. 

 
18.2 It is the responsibility of volunteers to take reasonable care for the health 

and safety of themselves and others.  Hazards or hazardous situations 
should be reported to the Project Lead.  Accidents or incidents involving 
volunteers should be reported to the Project Lead and Voluntary Services 
Department and reported using the Trust’s Web Based Online Incident 
Reporting System.  Where applicable a RIDDOR Form should also be 
completed. 

 
18.3  Project Leads in collaboration with the Voluntary Services Manager should 

actively seek to assess the level of risk for volunteer involvement and 
should not expose volunteers to unacceptable risk or danger.  Risks posed 
by the involvement of volunteers to service users and carers will also be 
assessed prior to the commencement of a project and regularly monitored. 

 
18.4 Risk Assessments will be used when establishing training needs for 

volunteer projects. 
 
18.5 Risk Assessments for voluntary activity will be recorded and reviewed as 

and when significant changes within the voluntary role are identified. 
 
19 Insurance 
 
19.1  Registered Trust Volunteers will be indemnified by the Trust, Employer 

Liability and Public Liability Insurance (as laid down by the NHS Litigation 
Authority) providing they are undertaking activities that are agreed by their 
Project Lead, outlined in their Role Description and within the guidelines 
and Code of Conduct issued to them. 

 
19.2 Registered CNTW Volunteer drivers must inform their insurance company 

that they are using their car to undertake agreed volunteer involvement 
within the Trust.  Volunteers must provide evidence of original documents 
of a valid driving license, insurance documents and current MOT certificate 
to the Trusts Voluntary Services Department.  Document copies to be 
retained by the Trusts Voluntary Services Department. 
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20 Information Governance 
 
20.1 The Voluntary Services Department ensures that information sought from 

volunteers is not excessive, is held and processed effectively and is 
available whenever and wherever there is a justified need for that 
information.  Volunteer information stored on a computer database and in 
manual files is held with consideration for their safe keeping, access, 
maintenance, archiving and eventual disposal in compliance with the Data 
Protection Act 2018 and CNTW (O) 09 - Records Management Policy. 

 
20.2  Information relating to volunteers, staff and services should be treated as 

confidential and will not be disclosed to any third party without their 
permission, unless non-disclosure would lead to risks to the health and 
safety of the third party. 

 
20.3  Volunteers will be expected to comply with Trust and relevant national 

policies and recommendations in relation to all patient identifiable 
information. 

 
20.4  Volunteers will not have access to patient notes in manual files or 

electronically as this information must remain confidential. 
 
20.5  Volunteers should not seek sensitive information directly from service 

users through conversation, however service users may divulge 
information of a personal nature voluntarily.  All information must remain 
confidential unless a service user discloses their intent to harm themselves 
or others, in which case the volunteer has a duty to pass this information 
on to their Project Lead, or most senior member of staff available, but must 
inform the service user of their intent to do so. 

 
20.6  Information offered to volunteers by Project Leads and associated staff will 

be on a ‘need to know’ basis, with the permission of a service user, to 
enable the volunteer to undertake their role safely and minimise risk to 
service uses. 

 
21 Volunteers and Safeguarding  
 
21.1 All staff and volunteers have a duty to safeguard and promote the welfare 

of adults and children at risk.  This duty will take precedence over the duty 
of confidentiality where there is a risk of significant harm or where a 
criminal offence has occurred or is likely to occur.  Any concerns 
volunteers have about service users, staff or visitors should be raised 
immediately with their Project Lead, senior staff on duty, the Voluntary 
Services Department or the Trust’s Safeguarding Team.  Information 
regarding safeguarding and reporting mechanisms is included in Volunteer 
Induction Training and in the Trust’s Volunteer Handbook. 

 
22 Raising Concerns 
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22.1  When a Volunteer wishes to raise a concern or make a Complaint. 
 
22.1.1 Cumbria, Northumberland, Tyne and Wear NHS Foundation Trust aim to 

create a constructive atmosphere in which volunteers can raise concerns 
and issues without fear of repercussion or reprisal.  Usually concerns can 
be explored and resolved by discussion with the volunteer, Project Lead 
and /or Voluntary Services staff.  

 
22.1.2  Volunteers may, however, wish to raise concerns regarding conduct and 

behaviour that may pose a threat to service users, carers, the public, staff 
or the environment.  In this case, the essence of CNTW (HR) 06 - Raising 
Concerns Policy should be followed.  The Voluntary Services Manager can 
offer advice to staff or volunteers where some of the processes may differ 
from those of paid employees.  Voluntary Services staff will offer full 
support, as required, to volunteers wishing to raise concerns. 

 
22.1.3 Volunteers wishing to make a complaint about the Voluntary Services 

Department may use Trust Complaints procedures.  (See CNTW(0)07 – 
Complaints Policy). 

 
22.2 When concerns are raised about the conduct of a volunteer. 
 
22.2.1 There may be occasions where a member of staff, another volunteer, 

service user or carer raises concerns about a volunteer’s conduct or their 
capacity to adhere to the agreed boundaries of their role. 

 

 In the first instance attempts should be made to resolve issues 
sensitively through informal discussion 

 

 If concerns cannot be resolved informally the staff member should 
contact the Voluntary Services Manager who will investigate the 
complaint and will gather information from all parties concerned 

 

 In some circumstances the volunteer may be asked to take a break 
from volunteering during the investigation 

 

 Depending upon the nature of the concern, a range of options will be 
explored that may include further training or increased support and 
supervision for the volunteer 

 

 Where applicable, an alternative volunteer role with greater supervision 
may be suggested (subject to availability) 

 

 Where a raised concern does not achieve a satisfactory resolution or 
there is a serious complaint that may put the welfare and safety of 
service users at risk, the volunteer may be asked to cease their role 

 
23 Security 
 
23.1 All new volunteers will be issued with a time limited (12 months from date 

of issue) Trust Volunteer Identity Badge indicating their voluntary status 
upon commencement in their role.  Badges should be worn in clear view of 
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staff and patients.  The Volunteer Identity Badge should be worn at all 
times while attending a voluntary role (with the exception of a community 
‘Befriender’ who should carry their Identity Badge). 

 
23.2 Time limits of badges are recorded on the Voluntary Services database 

and volunteers will be invited to renew their badge where appropriate.  
Badges must be returned to the Voluntary Services Department when a 
volunteer ceases to continue their role. 

 
23.3 The Voluntary Services Department will effectively destroy Identity Badges 

when a Volunteer leaves. 
 
23.4 Volunteers must always inform the person in charge of their presence and 

where applicable, be issued with an alarm in accordance with the relevant 
procedures.  The volunteer must ensure the alarm is returned to the 
person in charge at the end of every volunteering session. 

 
 
24 Smoking 
 
24.1 All volunteers are subject to the Trust’s CNTW(O)13 - Smoke Free Policy. 
 
 
25 Parking 
 
25.1  All volunteers are subject to the policies that apply to staff parking, 

including the issue of parking permits. 
 
 
26  Leaving a Voluntary Role 
 
26.1  A volunteer selected to assist in a specific project will discontinue service 

when the project is completed or terminated, unless other arrangements 
have been made.  Whenever possible the Trust will make every effort to 
reassign the volunteer but if no other mutually suitable role is available 
within the Trust the volunteer will discontinue service with dignity and 
support.  Wherever possible Voluntary Services staff will endeavour to 
gather and offer information about external voluntary opportunities. 

 
26.2 The Voluntary Services Manager has the right to terminate the involvement 

of a volunteer or potential volunteer who fails to adhere to Trust Values 
and protocols, the Volunteer Code of Conduct or poses a risk to patients, 
carers, staff or the public. 

 
26.3   Volunteers who persistently fail to attend their role will be supported in the 

first instance but may, dependent upon circumstances, be asked to cease 
their involvement on a temporary or permanent basis in order to free the 
vacancy for another volunteer. 
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26.4 Volunteers leaving their volunteer role will be thanked personally wherever 
possible.  All volunteers will be issued with a thank you certificate and a 
personalised thank you letter acknowledging their achievements. 

 
26.5 Volunteers may request character references for future employment, study 

or other voluntary roles provided they have consistently participated for a 
minimum of three months. 

 
 
27 Monitoring and Evaluation 
 
27.1 Volunteer projects will be monitored on an ongoing basis. 
 
27.2 Evaluation forms are completed following all training sessions and are 

used to review, update and improve training. 
 
27.3 Evaluation forms are issued to volunteers upon leaving their role that are 

completed anonymously and returned via a stamped addressed envelope. 
 
 
28 Identification of Stakeholders 
 
28.1 This is an updated and revised single policy following the merger of 

Cumbria Partnership and NTW and consultation of this policy has been 
carried out in line the Trust’s CNTW(O)01 - Development and Management 
of Procedural Documents Policy and has been circulated to the following 
for a 2 week Trust-wide consultation process. 

 

 North Cumbria Locality Care Group 

 North Locality Care Group 

 Central Locality Care Group 

 South Locality Care Group 

 Corporate Decision Team 

 Business Delivery Group 

 Safer Care Group 

 Communications, Finance, IM&T 

 Commissioning and Quality Assurance 

 Workforce and Organisational Development 

 NTW Solutions 

 Local Negotiating Committee 

 Medical Directorate 

 Staff Side 

 Internal Audit 

 Group Directors 
 
28.2 The views of our registered volunteers have been sought to the content 

within the Policy.  
 
29 Implementation 
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29.1 The policy will be publicised to all volunteers via a newsletter and full 
copies will be available upon request. 

 
29.2 Taking into consideration all the implications associated with this policy, it 

is considered that a target date of February 2020 is achievable for the 
contents to be fully implemented across the Trust. 

 
30 Monitoring Compliance 

 
30.1 The Voluntary Services Manager will produce an Annual Report for the 

Patient Experience Quality and Performance Group to outline the key 

elements which are referenced in Appendix C. 

 
31  Equality and Diversity 
 
31.1 In conjunction with the Trust’s Equality and Diversity Lead, this Policy has 

undergone an Equality and Diversity Impact Assessment which has taken 
into account all human rights in relation to disability, ethnicity, age and 
gender.  The Trust undertakes to improve the experience of volunteers and 
to ensure everyone is treated in a fair and consistent manner. 

 
31.2 Reasonable adjustments will be made to assist volunteers to register and 

undertake their role e.g. large print Registration Forms, forms on different 
coloured paper, BSL Interpreters. 

 
 
32 Fair Blame 
 
32.1 The Trust is committed to developing an open learning culture.  It has 

endorsed the view that, wherever possible, disciplinary action will not be 
taken against members of staff who report near misses and adverse 
incidents, although there may be clearly defined occasions where 
disciplinary action will be taken. 

 
 
33 Associated Documents 
 

 CNTW (HR) 06 - Raising Concerns Policy 
 

 CNTW(HR)08  - Dignity and Respect at Work 
 

 CNTW(HR)15  - Recruitment and Selection Policy 
 

 CNTW(HR)09 - Records Management Policy 
 

 CNTW(O)13 - Trust Wide Smoke Free Policy 
 

 CNTW(O)20 - Health and Safety Policy 

 CNTW(O)21 - Security Management 
 

 CNTW(O)28 - Information Governance  
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 CNTW(O)29 - Confidentiality Policy  
 

 CNTW(O)36 - Data Protection Policy 
 

 CNTW(O)42- Equality, Diversity and Human Rights Policy 
 

 
34 Legislation and Reference Documents 
 

 Rehabilitation of Offenders Act, 1974 
 

 Health and Safety at Work Act, 1974 
 

 Data Protection Act, 2018 
 

 Equality Act, 2010 
 

 Care Act, 2015 
 

 DBS Protocols and Code of Practice 
 

 Compact Code of Practice, 2002 
 

 Volunteers across the NHS: improving the patient experience and 
creating a patient-led service, Department of Health, 2006 
 

 Themes and lessons learnt from investigations into matters relating to 
Jimmy Savile (2015) 
 

 Volunteers and the Law by Mark Restall, published by Volunteering 
England (2005) 
 

 Investors in Volunteering Standard, NCVO 
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Appendix A 

 

Equality Analysis Screening Toolkit 

Names of Individuals 
involved in Review 

Date of Initial 
Screening 

Review Date Service Area / Locality 

Christopher Rowlands Feb 2020 Feb 2023 Trust wide 
 
 

Policy to be analysed Is this policy new or existing? 

CNTW(O)10 - Volunteer Involvement Policy V02 Existing 

What are the intended outcomes of this work?  Include outline of objectives and function aims 

The purpose of this policy is to acknowledge and define the Trust’s commitment to the inclusion of 
volunteers, by setting out general principles and guidelines for volunteering in order to promote best 
practice and consistency.  The Volunteer Policy sets the minimum standards for the way the Trust 
works with volunteers and draws on a number of other identified Policies throughout. 
 

Who will be affected?  e.g. staff, service users, carers, wider public etc 

Volunteers 

Protected Characteristics under the Equality Act 2010.  The following characteristics have 
protection under the Act and therefore require further analysis of the potential impact that the policy 
may have upon them 

Disability  Potentially positive 

Sex  Potentially positive 

Race  Potentially positive 

Age  Potentially positive 

Gender reassignment  

(including transgender) 

Potentially positive 

Sexual orientation. Potentially positive 

Religion or belief  Potentially positive 

We have gained views through support meetings and encourage volunteers to report any difficulties.  
The Voluntary Services Team have used the basis of the Policy to test it operationally. 
 

How have you engaged stakeholders in gathering evidence or testing the evidence available? 

Through standard Policy Consultation Mechanisms and Volunteer Support Meetings 

 

How have you engaged stakeholders in testing the policy or programme proposals?  

Staff and volunteers have been invited to make comments on the Policy during Volunteer Support 
Meetings. 
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For each engagement activity, please state who was involved, how and when they were 
engaged, and the key outputs: 

The Policy has been discussed with registered CNTW Volunteers who have used Trust Services and/or 
has a physical disability through a one to one discussion and further time to reflect. 
 

Summary of Analysis Considering the evidence and engagement activity you listed above, please 
summarise the impact of your work.  Consider whether the evidence shows potential for differential 
impact, if so state whether adverse or positive and for which groups.  How you will mitigate any 
negative impacts.  How you will include certain protected groups in services or expand their 
participation in public life. 

Positive 

Now consider and detail below how the proposals impact on elimination of discrimination, 
harassment and victimisation, advance the equality of opportunity and promote good relations 
between groups. Where there is evidence, address each protected characteristic 

Eliminate discrimination, harassment and 
victimisation  

Positive 

Advance equality of opportunity  Positive 

Promote good relations between groups  Positive 

What is the overall impact?  Positive 

Addressing the impact on equalities Positive 

From the outcome of this Screening, have negative impacts been identified for any protected 
characteristics as defined by the Equality Act 2010? No 
 
 

If yes, has a Full Impact Assessment been recommended?  If not, why not? 
 
 

Manager’s signature:  Christopher Rowlands                     Date:       Feb 2020 
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Appendix B 
 

Communication and Training Check List for Policies 
 

Key Questions for the accountable committees designing, reviewing or agreeing a 
new Trust policy 

 

Is this a new policy with new training requirements or 
a change to an existing policy? 

Change to two existing policies (combining 
NTW/CPFT) following transition of North 
Cumbria Mental Health and Learning 
Disabilities Services.  A new single policy 
required. 

If it is a change to an existing policy are there 
changes to the existing model of training delivery? If 
yes specify below. 

Yes, inclusion of North Cumbria Locality 
Volunteers following new single policy of 
CNTW NHS Foundation Trust. 

Are the awareness/training needs required to deliver 
the changes by law, national or local standards or 
best practice? 

Please give specific evidence that identifies the 
training need, e.g. National Guidance, CQC, NHS 
Resolutions etc.  

Please identify the risks if training does not occur.  

National  best practice guidance 

Risks 

 If appropriate recruitment, training and 
screening does not occur volunteers may 
pose a risk to service users. 

 Staff may organise volunteer involvement 
inappropriately, posing a risk to the safety 
of service users or use volunteers to 
replace the role of paid positions.  

Please specify which staff groups need to undertake 
this awareness/training. Please be specific. It may 
well be the case that certain groups will require 
different levels e.g. staff group A requires awareness 
and staff group B requires training.  

Staff who engage with and support volunteers   
require written guidance with regards to the 
involvement of volunteers.  Awareness can be 
raised during volunteer support sessions or 
specific awareness sessions. 

Is there a staff group that should be prioritised for this 
training / awareness?  

Staff currently supporting groups of 
volunteers. 

Please outline how the training will be delivered. 
Include who will deliver it and by what method.  
The following may be useful to consider: 
Team brief/e bulletin of summary 
Management cascade 
Newsletter/leaflets/payslip attachment 
Focus groups for those concerned 
Local Induction Training 
Awareness sessions for those affected by the new 
policy 
Local demonstrations of techniques/equipment with 
reference documentation 
Staff Handbook Summary for easy reference 
Taught Session, E Learning 

Policy will be advertised to staff through group 
e mail system. 
 
Staff who currently support volunteers will be 
notified by the Voluntary Services 
Department. 
 
Existing volunteers will be notified of the 
policy either in person or in writing by the 
Voluntary Services Department and staff will 
respond to any queries in response to this. 
 
New volunteers will be told of the Policy at 
Volunteer Induction Training (This is taught 
classroom sessions or 1:1 if more appropriate 
for potential Volunteer needs). 

Please identify a link person who will liaise with the 
training department to arrange details for the Trust 
Training Prospectus, Administration needs etc.  

 
Wendy M Spratt, Voluntary Services Manager 
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Appendix B – continued 

 

Training Needs Analysis 

 

Staff/Professional 
Group 

Type of training Duration 
of 

Training 

Frequency of Training 

Staff supporting 
Volunteers 

Awareness of Policy and 
Managing and Supporting 
volunteers Booklet (a copy 
is supplied to each Project 
Lead) 

  

Volunteers Volunteer Induction 
Training  

4 hours Prior to commencement in role 
or in response to change. 

 

 

 

Should any advice be required, please contact:-  

0191 245 6770 (internal 56770) 
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Appendix C 
Monitoring Tool 

 
Statement 
 

The Trust is working towards effective clinical governance and governance systems.  To 
demonstrate effective care delivery and compliance, policy authors are required to include 
how monitoring of this policy is linked to auditable standards / key performance indicators will 
be undertaken using this framework. 
 

CNTW(O)10 - Volunteer Involvement Policy -  Monitoring Framework 

Auditable Standard / Key 
Performance Indicators 

Frequency / Method / 
Person Responsible 

Where Results and 
Any Associate Action 
Plan Will Be Reported 
To Implemented and 
Monitored; (this will 
usually be via the 
relevant Governance 
Group). 

1 
 

A sample of volunteer 
recruitment files will be 
audited to confirm that 
the recruitment and 
screening controls 
included within the 
Policy have been 
undertaken prior to 
commencement 
including: 

 Disclosure and 
Barring Service 
Check (which 
includes verification 
of identity) 

 Value based 
references check 

 Signed Registration 
Form and 
Declaration 

 Signed Volunteer 
Code of Conduct 

 

The Voluntary Services 
Manager will select 6 files 
to audit on a monthly 
basis. 
 
The files will be chosen 
using randomly selected 
numbers that are 
matched to volunteers on 
the Voluntary Services 
Database. 

 

Patient Experience 
Quality and 
Performance 
Group on an annual 
basis 
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CNTW(O)10 - Volunteer Involvement Policy -  Monitoring Framework 

Auditable Standard / Key 
Performance Indicators 

Frequency / Method / 
Person Responsible 

Where Results and Any 
Associate Action Plan 
Will Be Reported To 
Implemented and 
Monitored; (this will 
usually be via the relevant 
Governance Group). 

2 
 

Quality Check that the 
Recruitment and 
Screening processes 
have been undertaken 
for all volunteers 
 

 

On-going monitoring 
which is recorded on a 
Recruitment Checklist 
and Volunteer database 
by Voluntary Services 
Administrator 
 

 

Patient Experience 
Quality and 
Performance 
Group on an annual 
basis 

3 
 

Monitor that all 
volunteers receive a 
written Role Description. 
 
Monitor compliance of 
volunteers to their role 
description and the 
boundaries of the role 
through support 
sessions to ensure safe 
and effective 
involvement. 

 

A Role Description is 
issued upon 
commencement which is 
attached to the Volunteer 
Welcome letter which is 
sent out by the Voluntary 
Coordinator 
 

The Volunteer 
Coordinator will monitor 
compliance at periodic 
support group meetings. 
Methods of support and 
supervision can vary in 
timescale in accordance 
with the volunteer role 
and level of supervision 
from the Project Lead.  
The Volunteer 
Coordinator will report to 
the Voluntary Services 
Manager of any concerns 
regarding non-compliance 
immediately. 
 

A periodic random check 
of compliance will be 
made on a random 
sample of six volunteers 
on a six monthly basis. 

 

Patient Experience 
Quality and 
Performance 
Group on an annual 
basis. 
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CNTW(O)10 - Volunteer Involvement Policy -  Monitoring Framework 

Auditable Standard / Key 
Performance Indicators 

Frequency / Method / 
Person Responsible 

Where Results and Any 
Associate Action Plan 
Will Be Reported To 
Implemented and 
Monitored; (this will 
usually be via the relevant 
Governance Group). 

4 
 

Monitor evidence of 
compliance that all 
volunteers receive 
Volunteer Induction 
Training prior to 
commencement and at 
yearly or three yearly 
intervals in line with 
statutory and mandatory 
requirements of non - 
clinical staff. 

 

Volunteers sign an 
attendance sheet for all 
training.  Details are 
recorded on a recruitment 
checklist and on the 
Voluntary Services 
database by the Voluntary 
Services Administrator 
 
Details will be checked for 
Induction Training on 6 
randomly selected files by 
the Voluntary Services 
Manager on a monthly 
basis. 
 
Lists will be drawn up on 
a monthly basis for those 
requiring annual and 
three yearly updates and 
checks will be made to 
monitor attendance. 
 
Both the Voluntary 
Services Manager and 
Volunteer Co-ordinator 
facilitate the Induction 
Training. 
 
The Voluntary Services 
Manager will include this 
information in the annual 
Report which will be 
forwarded to the Patient 
Experience Quality and 
Performance 
Group. 

 

Patient Experience 
Quality and 
Performance 
Group  
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CNTW(O)10 - Volunteer Involvement Policy -  Monitoring Framework 

Auditable Standard / Key 
Performance Indicators 

Frequency / Method / 
Person Responsible 

Where Results and Any 
Associate Action Plan 
Will Be Reported To 
Implemented and 
Monitored; (this will 
usually be via the relevant 
Governance Group). 

5  

Monitor compliance that 
Disclosure and Barring 
Service Checks are 
repeated for volunteers 
at three yearly intervals. 
 

 

Disclosure and Barring 
Service Checks are 
recorded on Voluntary 
Services database by the 
Voluntary Services 
Administrator. 
 

 

Patient Experience 
Quality and 
Performance 
Group on an annual 
basis. 

  

Monitor completion and 
annual review of Risk 
Assessments for 
volunteer projects. 

 

Bi-Monthly checks will be 
made by the Voluntary 
Services Manager to 
ensure all new or altered 
voluntary roles have a 
completed Risk 
Assessment and annual 
reviews are up-to-date. 
 
The Voluntary Services 
Manager will produce an 
Annual Report which will 
be forwarded to the 
Patient Experience 
Quality and Performance 
Group. 
 
 

 

Patient Experience 
Quality and 
Performance 
Group  

 
The Author(s) of each Policy is required to complete this monitoring template and 
ensure that these results are taken to the appropriate Quality and Performance 
Governance Group in line with the frequency set out. 
 

 


