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1. Introduction

1.1 Welcome

Welcome to Sight Concern Worcestershire. We are the only charity in the county dedicated solely to improving the lives of local people with sight loss – and you are joining a team of around 250 volunteers who regularly give their time to help us make that happen. 

Our Vision is a world where blind and partially sighted people have the confidence to reach their full potential and the opportunity to play an active role in society.

Our Mission is to support blind and partially sighted people to lead independent and fulfilling lives.

You are about to become part of a very special group of people, our award-winning volunteer team.  Volunteers have been the lifeblood of this charity since 1880, and no matter how it has evolved during these years, volunteers have played a consistent and dedicated role throughout.  

In June 2018 the hard work of our loyal volunteers was recognised by Her Majesty the Queen with Sight Concern receiving the Queen’s Award for Voluntary Service; the equivalent of an MBE for volunteer groups.

Thank you for joining the team and playing a part in changing the lives of people affected by sight loss.
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Jenny Gage 

Chief Executive Officer 

1.2 Our History
Sight Concern Worcestershire is the working name of Worcestershire Association for the Blind. Although we officially registered as a charity in 1930, the seeds of the organisation were sown with the formation of the Worcestershire Blind Visiting Service in 1880. The committee consisted almost entirely of clergymen who would visit and read the Bible to people with sight loss. Needless to say, our activities have changed since then!

After the First World War, the ‘Worcestershire Association for the Blind’ played its part in helping to rehabilitate men who had lost their sight through exposure to gas. The charity evolved between 1930 and 1986 by forming branch committees who visited and provided gifts and grants for people with sight loss and organised social activities in their local area. These Branches continue to meet monthly in Wyre Forest and Malvern.

The decision to make our most recent name change was taken in October 2009 to show a more modern approach to our work and to stop alienation of the very people we want to support. The word ‘blind’, although having a strong impact, can be both frightening and somewhat misleading; very few visually impaired people are in fact completely blind and many had said they did not think they ‘qualified’ for our services as they were registered as only partially sighted or sight impaired.

The Bradbury Centre is our Worcester base and opened in 2001 after an incredible fundraising effort by the people we were supporting and our volunteers. We deliver a programme of activities throughout the county through our Sight Loss Advisors based in Evesham, Malvern, Bromsgrove, Redditch and Wyre Forest as well as Worcester itself. 
Malvern Talking Newspaper also forms part of Sight Concern and comprises nearly fifty volunteers who read and record the local newspaper every Friday for distribution. 

At Sight Concern, we continually aim to develop services that are responsive to the needs of people with sight loss.

1.3 Our Strategic Priorities

Supporting People to Make Informed Choices 

We provide information, advice and guidance regarding the impact of sight loss and the support available to help people affected by sight loss.

This includes:

· Information Helpline

· Website, Social Media, Newsletters and Information Updates

· Sight Loss Awareness Training

· Campaigning and Influencing

Supporting People to Lead Independent Lives 

We help people to adapt to sight loss, learn new skills, access equipment and make the most of technology.

This includes:

· Low Vision Clinics

· Sight Loss Advisors - One to One Support 

· Group Training and Support Sessions

· Technology and Equipment Exhibitions and Referrals

· Support to use Digital Technology

Supporting People to Lead Fulfilling Lives 

We assist people to engage in social and leisure activities of their choice that enhance the quality of their lives.

This includes:

· SocialEyes volunteer service
· Supporting volunteers to run social activity groups

· Training for community groups to become more accessible

· Malvern Talking Newspaper
Fundraising – the Fundraising team work hard to provide an exciting programme of fundraising events throughout the year as well as writing bids and gaining support from our valued donors.

2. The Volunteer Journey









We want you to feel that you can always give us feedback and ask for support – so if you wish to speak to us at any time, you are welcome to get in touch by phone, email or in person. If we can’t talk to you right away, somebody will take a message and we’ll get back to you as soon as we can.
3. The Sight Concern Team
3.1 The Volunteer Coordinator
The Volunteer Coordinator has overall responsibility for volunteers and volunteering activities within the charity. They will have discussed your application and your motivation for volunteering with you in order to place you in a suitable role. They will carry out your training, introduce you to the other people you’ll be carrying out your activities with and will check-in with you on a regular basis to see how things are going. They have responsibility for your welfare, from carrying out risk assessments to being available to discuss any issues – or triumphs! – you may have throughout your time with us.

3.2 The Admin Team
The Admin Team is here to help you with the administrative side of being a volunteer. They will have been involved with processing your volunteer application, will help you to fill in your DBS application and when you submit expenses claim forms they will be the ones who process them after the Volunteer Coordinator has authorised them. The Admin Team also respond to (or pass on) queries sent to info@sightconcern.co.uk.

3.3 Your ‘Main Staff Contact’

You will be assigned a member of staff who will be your ‘main staff contact’ for your role with us. Who this is will depend on the role you do as it is usually the person who is most involved with the day-to-day running of your volunteering activities. 

For regular volunteering roles, such as helping in our offices or at our local support groups, your main staff contact will be the member of staff you are assisting (e.g. the local Sight Loss Advisor who supports your group). For ad-hoc events, you will most likely be assigned to the Volunteer Coordinator who will keep track of how many volunteers we need and how many have signed up to help at any given event. SocialEyes volunteers are also supported directly by the Volunteer Coordinator.

The main staff contact for each role type is stated in the volunteer role profiles. We will also tell you who this person is when we set you up in your role and will introduce you as part of the induction process.

When you make arrangements about sessions or events that you are helping with, your main staff contact will be the person you need to liaise with – and if you can’t make it, they are the person you need to tell as soon as you can so that other arrangements can be made. SocialEyes volunteers will liaise directly with the person they are supporting but will have regular contact with the Volunteer Coordinator.

Your main staff contact is also the person you should take any everyday questions or concerns to as they will be the one who knows your role best. However, the Volunteer Coordinator and Admin Team are always here for you to contact if you feel you need to speak to us. You can call the Volunteer Coordinator on 01905 332908 and the Admin Team on 01905 723245 or email info@sightconcern.co.uk.
4. Volunteer Roles

We offer a wide range of volunteer roles to suit individual interests and skills. The following is an overview of some of our volunteer roles and the typical activities they involve. They are divided into three main types: community support, event/activity support and administrative support.
4.1 Community Support

SocialEyes Volunteers
· Visit people in their own homes and/or make telephone calls to provide targeted support with sight loss-related issues

· Accompany (and possibly guide) people on walks or outings

· Help to read correspondence, bills, books or newspapers

· Help with hobbies such as sports, crafts etc.

· Provide or assist with transport to events or social clubs

Support Group Volunteers

· Attend the local venue on activity days

· Greet people and help them feel welcome, comfortable and safe

· Guide group members as appropriate

· Help with, and support, activities as appropriate

· Assist with making and serving refreshments, and clearing up afterwards, as appropriate

· Assist with taking group members on trips and outings

· Various committee roles (Malvern and Kidderminster only)

Malvern Talking Newspaper

· Attend recording sessions with your team every 6-8 weeks

· Read out news articles to be recorded for distribution to people with sight loss
· Assist with use of the recording equipment

4.2 Event/Publicity Support

Publicity Volunteers
· Help identify key hubs in their local community where our publicity material could be displayed e.g. in libraries, GP surgeries etc.

· Distribute leaflets and information in their local area and update them every few months with the support of the Volunteering Team

Event Volunteers

· Provide information about the charity, the services we offer and our volunteering opportunities at events, fairs and festivals

· Help to support our events through a wide variety of tasks e.g. welcoming and registering participants, marshalling, holding collection buckets, selling raffle tickets or merchandise, setting up and taking down displays etc.
Speakers

· People with sight loss give presentations to organisations and groups, talk about the impact Sight Concern has had on their lives and the lives of others, and raise awareness across the County

Speaker Assistants

· Take our speaker representatives to events at venues around the county (this will usually require driving)

· Assist the speaker when finding their way around the venue and locating facilities and key people

· Help the speaker set up and take down any equipment required for the presentation

4.3 Administrative Support

Administration Volunteers (Bradbury Centre)

· Type letters and e-mails

· Photocopying, printing and shredding tasks

· Help to prepare mail-outs for distribution

· Occasionally our staff members need support with specific projects e.g. assisting with the preparation of fundraising events, making follow-up phone calls, sorting photos for display boards, updating our website pages and social media etc.
Trustees

· Charity trustees are the people who share ultimate responsibility for governing the charity and directing how it is managed and run

We welcome volunteers of all skills and abilities. Volunteers will be given relevant training for their roles and will only be expected to undertake activities with which they feel comfortable. A current DBS certificate will be required for certain roles. 

To talk about any of the roles listed above, please call us the Volunteer Coordinator on 01905 332908 or email info@sightconcern.co.uk.

5. Volunteer Policy

5.1 Purpose

Our Volunteer Policy has been created to show our volunteers and potential volunteers that we have spent time and care planning how we will welcome them; to outline that all volunteers will be treated fairly and consistently; and to help them understand what they can expect from us.

5.2 Introduction

This Volunteer Policy sets out the principles and practice by which we involve volunteers and is relevant to staff, volunteers and trustees within the organisation. It aims to create a common understanding and to clarify roles and responsibilities to ensure the highest standards are maintained in relation to the management of volunteers. 

5.3 Our Commitment

At Sight Concern, we recognise volunteers as an integral part of the organisation. Their contribution supports our mission and strategic aims and complements the role of paid staff. We aim to encourage and support volunteer involvement to ensure that volunteering benefits the organisation, the people we support and the volunteers themselves.

We ensure that paid staff are clear about the role of volunteers and aim to foster good working relationships between staff and volunteers. Volunteers will not be used to replace paid staff.

We are committed to offering a flexible range of opportunities and to encouraging a diversity of people to volunteer with us, including those from underrepresented groups such as young people, people with a disability, older people and those from black and minority ethnic communities. We gather this information from the equal opportunities monitoring form.
We recognise that there are costs associated with volunteer involvement and will seek to ensure that adequate financial and staffing resources are available for the development and support of volunteering.

We recognise that people have a right to participate in the life of their communities through volunteering and can contribute in many ways. 

We recognise our responsibility to organise volunteering efficiently and sensitively so that the valuable gift of a volunteer’s time is best used to the mutual advantage of all concerned.

We strive to create an environment in which all of our volunteers can feel safe, comfortable and happy in their role with us. We will not tolerate bullying or harassment of any kind.

5.4 Who is a volunteer?

At Sight Concern, we have adopted the National Council for Voluntary Organisations definition for volunteering as follows:

‘We define volunteering as any 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. Central to this definition is the fact that volunteering must be a choice freely made by each individual.

This can include formal activity undertaken through public, private and voluntary organisations as well as informal community participation and social action. Everyone has the right to volunteer and volunteering can have significant benefits for individuals.’

Work experience placements and internships are not the same as volunteering. Please refer to our Operations Manager for further information about these. 

Volunteers may be involved on a one-off, short-term or on a long-term, regular basis. They may be involved:

· In assisting with the direct delivery of our services

· On our board of management as trustees

· In community engagement to raise awareness of our work

· In one-off events, fundraising and promotional activities

· In our offices or community venues

Volunteers are valued for:

· Bringing additional skills and new perspectives to the organisation

· Enabling us to be more responsive, flexible and far-reaching

· Championing our cause within the wider community

· Promoting the wellbeing of the people with sight loss whom they support, staff, local communities and themselves
5.5 Roles and Responsibilities of Management

The Volunteer Coordinator has responsibility for the development and coordination of voluntary activity within the organisation. This includes volunteering policies and procedures and the welfare of volunteers.

The Admin Team has responsibility for the administrative support of voluntary activity within the organisation. This includes entering and maintaining accurate records on our database, processing expenses and DBS applications and responding to initial queries. 

5.6 Responsibilities of Volunteers

The volunteer role is based on trust and mutual understanding. There is no enforceable obligation, contractual or otherwise, for the volunteer to attend or to undertake particular tasks or for the organisation provide continuing opportunities for voluntary involvement, provision of training or benefits.

However, there is a presumption of mutual commitment and reliability. Our Volunteer Agreement details both what the organisation expects of volunteers and what volunteers can expect from Sight Concern. 

5.7 Engagement of Volunteers
Information will be made available to those enquiring about volunteering including an overview of our volunteer roles. Full role profiles will be available on request which will set out: the nature and purpose of the role, key tasks that are likely to be involved, the skills, attitude and experience required, benefits gained, and the staff member with whom a volunteer in that role would have most contact on an everyday basis. 
If the person wishes to proceed to volunteering, an application form is then completed. This will be followed by an informal discussion (over the phone or face-to-face) during which the Volunteer Coordinator will discuss the applicant’s interest in volunteering in order to determine whether a suitable role is available.
Due to the sensitive and confidential nature of much of our work, it is the charity’s policy to always take up two references.

For certain roles volunteers will be required to have the appropriate level of DBS disclosure check which will be arranged by Sight Concern. 

DBS disclosures are dealt with in the strictest confidence. A criminal record is not necessarily a bar to volunteering and each case will be considered individually in relation to the role applied for.

The engagement process will be defined and consistent for any given role (for example, the process for trustees, regular volunteers and for volunteers for one-off events may differ from one another). 
Equal opportunities principles are adhered to in engaging volunteers.

Where applicants are not able to be placed in their preferred role, they will be provided with feedback and given the opportunity to discuss alternative roles or be signposted to the local volunteer centre.

5.8 Induction and training

Volunteers will be given an induction and training appropriate to the specific tasks to be undertaken. 

All volunteers will be required to complete a Sight Loss Awareness course as part of their induction, as appropriate to the role.
5.9 Support and supervision

Volunteers will be offered support and supervision as appropriate and this will be discussed during the induction process. Arrangements vary according to the volunteer and the role undertaken and may include telephone support, group meetings or one-to-one reviews. 

We will designate an appropriate member of staff as the ‘main staff contact’ to support each role as required. Volunteers will be introduced to this staff member as part of the induction process.
5.10 Recognition

Volunteers will be given the opportunity, where relevant, to share their views and opinions with the organisation’s wider staff.

Formal recognition of the contribution of volunteers is expressed through avenues such as social events, annual reports, website articles, social media and during Volunteers’ Week award celebrations.
5.11 Dealing with problems

Sight Concern aims to treat all volunteers fairly, objectively and consistently. We seek to ensure that volunteers’ views are heard, noted and acted upon promptly.

A volunteer’s ‘main staff contact’ is the staff member they would normally turn to in case of any difficulty. However, the Volunteer Coordinator is always happy to offer support and assistance or to answer queries. 
We ask that if ever a volunteer is in a situation where they do not feel comfortable, they seek support from a member of staff.

Any complaints made either by volunteers or about volunteers will be dealt with openly, fairly and quickly. We will attempt to deal with any problems informally and at the earliest opportunity. 

Where informal resolution is not possible, the organisation’s Complaints Policy will be adhered to. During induction, volunteers will be made aware of this policy and procedure and how to use it. 

5.12 Expenses

Volunteers will be given clear information about what expenses can be claimed and how to make a claim. Our Volunteer Expenses Policy sets out the process and entitlements for reimbursement in connection with driving on Sight Concern duties.
5.13 Gifts

Occasionally, a volunteer may find themselves in a situation where a person they are supporting (or their family) wishes to give them a gift or money as a thank you for their efforts. Accepting gifts or money presents a complicated situation both legally and ethically and so is not usually acceptable. 

However, we also recognise that refusing a gift may cause offence, and as such a low value, non-monetary gift (i.e. less than £5, such as a small bunch of flowers or box of chocolates) may be acceptable with the prior permission of the Volunteer Coordinator.
Anything other than a low value token gift must be declined. When declining a gift, volunteers need to be polite but firm and tell the person that the gift cannot be accepted in accordance with Sight Concern’s policy. The Volunteer Coordinator will advise and support as necessary.
Cash and cash-equivalent gifts (e.g. lottery tickets) must never be accepted. The only payment that can be accepted is for an agreed expense such as fuel for an outing. 

If ever a gift or money is offered, whether it is to be declined or accepted, the volunteer must notify the Volunteer Coordinator who will advise them and ensure that the offer is formally recorded and declared.

If somebody wishes to give a donation to the charity this should be made through the Bradbury Centre and marked for the attention of the fundraising department.
We ask that volunteers don’t give or receive personal gifts to or from staff members.
5.14 Insurance

Sight Concern has appropriate insurance in place to cover authorised activities completed by volunteers. However, our insurance does not cover your personal belongings.

Sight Concern does not provide motor insurance. Driving in connection with charitable volunteering is usually classified by insurance companies as “Social Domestic and Pleasure” and we recommend that volunteers check with their insurer: there should not be any additional cost.

5.15 Health and Safety

All volunteers are expected to co-operate fully with the management, not to cause any situation which may endanger themselves or any other person and to take reasonable instruction from any of the company’s staff or representatives.
We ask that volunteers notify a member of staff as soon as possible if they notice any potential health and safety concerns in the course of their activities. Similarly, any accidents or incidents (however small) should be reported to a member of staff as soon as possible. In the case of emergency, volunteers should always call the emergency services first.
Risk assessments will be carried out for each volunteer role and will be reviewed periodically. Whenever a volunteer is placed into a role new to them, the appropriateness of the pre-existing risk assessment for that role will be checked and, if it is deemed necessary, a new risk assessment will be written to cover that volunteer’s activities.

Volunteers will be given health and safety training appropriate to their role as part of their induction. Volunteers must not carry out activities for which they have not received training from Sight Concern (e.g. first aid).

5.16 Safeguarding 

In accordance with our written policies, Sight Concern, its employees and volunteers have a duty to ensure that the people we support are safeguarded from physical, financial or material, psychological or sexual abuse, neglect, discriminatory abuse or self–harm, inhuman or degrading treatment whether through deliberate intent or negligence.
In the event of the above happening, the organisation has robust procedures for responding to suspicion or evidence of abuse in order to ensure the safety and protection of the people we support. 

Any volunteer who observes behaviour of concern should contact the Volunteer Coordinator or their designated staff contact immediately. Volunteers will be made aware of the Protection of Vulnerable Persons Policy and Procedures during induction.

5.17 Smoking, Drugs and Alcohol

Our smoking policy does not allow smoking inside Sight Concern premises in accordance with current legislation and must be observed at all times.

Under legislation Sight Concern has a duty to ensure so far as is reasonably practicable, the health and safety and welfare at work of all our volunteers and similarly volunteers have a responsibility to themselves and to others.  Volunteering whilst under the influence of alcohol or drugs will therefore not be accepted.

5.18 Statements to the Media
Any statements to reporters from newspapers, radio, television, etc. in relation to our business must be given only by those with prior authorisation from the Chief Executive Officer.

5.19 Copyright, Intellectual Property and Photography:

The rights to any original works that volunteers may produce during the course of volunteering will belong to the charity unless otherwise agreed.

5.20 Moving on

We recognise that volunteers may wish to broaden their skills or to move on to other opportunities either within the organisation or elsewhere. It is our policy to support changing motivations and we will actively assist volunteers to explore new roles with us. 

Volunteers who have remained with Sight Concern for at least three months may request a reference. 
When volunteers move on from volunteering with us they will be asked to provide feedback on their volunteering experience by way of an exit discussion.
5.21 Other relevant documents

Sight Concern Worcestershire has many policies covering all aspects of its activities. The ones listed below are the policies that we feel are most relevant to your role. They will be covered in your induction training and are available on request from the Volunteering Team.

· Confidentiality Policy

· Protection of Vulnerable Persons Policy

· Equal Opportunities Policy

· Health and Safety Policy

· Data Protection Policy, GDPR Compliant

· Complaints Policy

Three of Sight Concern’s policies apply specifically to volunteers. These are the overall Volunteer Policy (detailed above) as well as the following: 

· Volunteer DBS Policy

· Volunteer Expenses Policy

This policy is also associated with the following documents:

· Volunteer Agreement

· Volunteer Role Profiles
Date approved: December 2019
Date of next review: December 2020
Staff member responsible: Jackie Murrall, Volunteer Coordinator
6. A Final Word and Thank You!

We hope that this Volunteer Handbook is a useful reference for you throughout your time with us. If ever you are uncertain or concerned about anything to do with your volunteer role, or just want to give us some feedback, you are welcome to contact us on 01905 723245 or info@sightconcern.co.uk. We will always be happy to help!

Finally, we would like to thank you for your becoming a Sight Concern volunteer and to wish you a rewarding and enjoyable journey with us. We value and celebrate our volunteers. Without people like you, we wouldn’t be able to reach out to and support as many people with sight loss as we do; and there is always more to be done!

Sight Concern Worcestershire is the working title of Worcestershire Association for the Blind
The Bradbury Centre, 2 Sansome Walk, Worcester WR1 1LH
Tel: 01905 723245

Charity No. 1136716 Company No. 07258623
7. Quick Guide: who do I need to speak to about…?

	Topic
	Member of staff

	Expenses claims
	Volunteer Coordinator

	Time/date/venue of my volunteering activities
	Main staff contact

	Cancelling my commitments
	Main staff contact

	General questions or concerns about my role
	Main staff contact

	Serious concerns about my role or concerns that involve my main staff contact
	Volunteer Coordinator or, if your main staff contact is the Volunteer Coordinator, speak to the Operations Manager

	Feedback including compliments or complaints (from you or another person)
	Volunteer Coordinator or main staff contact

	Accidents or incidents
	If it is an emergency, always call emergency services first! 
Then contact the Volunteer Coordinator or, if they are not available, the Operations Manager or Chief Executive Officer. 

	Safeguarding concerns
	If it is an emergency, always call emergency services first! 
Then contact the Volunteer Coordinator or, if they are not available, the Operations Manager or Chief Executive Officer. 

	Somebody I know would like to volunteer or to find out about being supported by a volunteer
	Volunteer Coordinator

	Somebody has asked me for information about the charity and I don’t know the answer!
	Main staff contact or Admin Team

	Moving on from Sight Concern or changing my role
	Volunteer Coordinator


Initial enquiry – maybe you found us online, at an event, through one of our displays or through a friend. Either way, we are glad you did!





Application pack – you received a welcome letter, information about the charity, an overview of volunteer roles and an application form with an equal opportunities monitoring form. 








Informal interview – our Volunteer Coordinator arranges an informal chat with every volunteer applicant before booking them onto training. This is to give you an opportunity to find out more about us and for us to talk through your motivation for volunteering so we can work out what kind of role would suit you and what is available in your area.








Induction session – all new volunteers complete an Induction and Sight Loss Awareness training as appropriate for your role. We want to ensure you are prepared for your role and know who to come to if you need support.








Match meeting (other roles) – this will be with your main staff contact and will most likely be in the setting where you will be volunteering. 


If your main staff contact is the Volunteer Coordinator, a match meeting won’t be necessary, but they’ll have a chat with you prior to your first volunteering session to make sure you’re happy with what you’re doing.








Match meeting (SocialEyes) – this will be with the Volunteer Coordinator and the person you will support, usually in their home. It is to give you a chance to get to know one another, to discuss how your partnership will work and to decide if you want to go ahead. 


In some cases, the local Sight Loss Advisor may attend. It is also not uncommon for a family member to wish to be there.





Initial review – after your first volunteering session, we will give you a call to see how things went. We can help you if you want to change anything or need more support for any reason.








Follow-up review – we will then check-in with you about six to twelve weeks later to make sure you are still content with your volunteering arrangements.








And beyond…  we aim to carry out regular reviews with each volunteer annually. This is usually in the form of set questions which you can answer on paper, in person or over the phone, and which help us to get feedback on how you are finding your own volunteering experience specifically as well as how we are doing in our running of the volunteer service in general. We may do this if we see you in the Bradbury Centre or at an event, or need to call you about something else, otherwise we can organise a review meeting/call.


Due to the nature of their role, SocialEyes volunteers have more regular contact with the Volunteer Coordinator. We ask them to provide us with a record of activity eg the dates of their meetings on a monthly basis (typically a quick email or phone call). Any concerns or requests, from the volunteer or the person they are supporting, would be passed on to us as soon as possible.
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