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1 Introduction 
 

Thank you very much for offering to volunteer for the Woodhouse and Woodhouse Eaves 
Good Neighbour Scheme.  The Good Neighbour Scheme started in October 2016 and is 
making a real difference to the quality of life and neighbourliness of our village. 

 
Please read the information in this Volunteer Handbook carefully and keep it for future 

reference.  The guidelines relating to safeguarding vulnerable persons, lone worker and 
personal safety, general safety and befriending are particularly important, as they give 
advice on how to avoid accidents and how to handle difficult situations.  You will find 

some repetition from section to section – this is because the Handbook is designed to 
be used for reference. 

 
All the guidelines are available on the GNS website – www.woodhousegns.org.uk – 
which also includes updates on how the scheme is performing and gives notice of 

meetings.  Various forms can be downloaded from the website. 
 

 
Steering Group 
The steering group meets every few weeks to manage the scheme.  If you would like 

to join or, if you are not sure what to do at any time or wish to share a problem you 
have encountered, then please contact one of the members of the steering group via 

the GNS mobile 07561 890 100. 
 
 

Your commitment 
As a volunteer with the Good Neighbour Scheme, you do not have to make any sort of 

commitment to be available on a certain day or for a certain length of time each month. 
 
You can always say “no” when asked to do a job – you do not have to give a 

reason. 
 

The Good Neighbour Scheme depends on volunteers giving their time freely.  If, as part 
of a job, you find yourself out of pocket for any reason, then please contact the 
Telephone Co-ordinator by ringing the GNS mobile 07561 890 100.  The Treasurer will 

ring you back to take details of your expenses and you will be reimbursed from the 
scheme’s funds. 

 
Your feedback 

As a volunteer, your feedback is essential to helping us ensure the smooth running of 
the scheme.  Please let us know if you have any comments relating to this handbook or 
to the organisation of the scheme itself by calling the GNS mobile and asking to talk to 

a member of the steering group.  Your views will be treated in confidence and will not 
be shared without your permission. 

 
Reviews 
The policies within this handbook and related forms will be reviewed every three years. 
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2 How the Good Neighbour Scheme works 
 

The Good Neighbour Scheme (GNS) works through a dedicated mobile phone, the 
number being widely advertised throughout Woodhouse and Woodhouse Eaves.  Any 
resident can ring for help with any specific job.  The call is picked up by the Telephone 

Co-ordinator who records the details of the job and then telephones round the network 
of volunteers to find who is able and available for the job. 

 
The jobs most frequently requested are for lifts to hospital or doctor’s appointments, or 
for befriending. 

 
 

What to do when you are called by the Telephone Co-ordinator 
Please do not feel obliged to accept the job, if you have another commitment or do not 
feel up to doing that particular job, for any reason.  You can always say no. 

 
If you are happy to do the job, the Telephone Co-ordinator will tell you all the details 

you need to know over the telephone.  You will need to record this information and to 
take it with you when you carry out the job.  A Job Sheet has been designed for this 
purpose, and a number of Job Sheets are included in this handbook.  Please ring the 

GNS mobile 07561 890 100 if you would like further copies, or you can print your 
own off the GNS website 

 
Please make sure you know all the details about the job being requested of you before 
you accept. 

 
If for any reason you cannot carry out a job which you have said you will do, telephone 

the GNS mobile 07561 890 100 as soon as possible so that another volunteer can be 
found. 
 

Please make sure you follow the lone worker guidelines and the procedures for the 
“buddy” system for every job you undertake. 

 
Always show your identity badge to every client and explain clearly who you are and 
why you have come. 

 
We recommend that you do not give your personal phone number or address to the 

client unless you wish to personally befriend them.  If you are giving someone a lift and 
are confirming the details one or two days before, then you can withhold your personal 

number by entering 141 before the telephone number of the person you are calling. 
 
Remember you are not covered under the GNS insurance if you spend any time alone 

in a room with or looking after or helping anyone under the age of 18 years. 
 

Remind the client to make any requests for future help by ringing the GNS mobile. 
 
When you have finished the job, please call your “buddy” to let them know you are 

safely home. 

  



 
3 Disclosure and Barring Service checks 
 

General information 
The Disclosure and Barring Service (DBS) helps employers make safer recruitment 
decisions and prevents unsuitable people from working with vulnerable adults and 

children.  It replaces the Criminal Records Bureau (CRB) and Independent Safeguarding 
Authority (ISA). 

 
Voluntary organisations are classed as employers and their volunteers as employees, 
even though they are unpaid. 

 
The DBS is responsible for 

• processing requests for criminal records checks (DBS checks) 
• deciding whether it is appropriate for a person to be placed on or removed from 

a barred list 

• placing or removing people from the DBS children’s barred list and adults’ barred 
list for England, Wales and Northern Ireland. 

 
The DBS works with the police, various government bodies and registered bodies - 
organisations that have registered with the DBS checking service. 

 
Registered bodies are the primary point of contact for 

• checking disclosure applications and validating information provided by the 
applicant 

• establishing the identity of the applicant 

• submitting fully completed application forms 
• countersigning application forms to confirm entitlement. 

 
Volunteers working for our Good Neighbour Scheme must apply for an 
enhanced DBS certificate, which must be checked by a Safeguarding Officer 

before the volunteer carries out any volunteer work. 
 

Woodhouse and Woodhouse Eaves Good Neighbour Scheme does not work 
with under 18-year-olds, and the enhanced DBS certificate applied for is for 
working with adults only. 

 
 

Applying for a DBS certificate 
Our Safeguarding Officers (SGO) carry out the administration, verify the necessary 

documents and check the final certificate. 
 
One of our Safeguarding Officers will ask your permission to register you with a 

registered body for an enhanced DBS check for working with adults.  There is a cost for 
registration with this body which is paid by the Good Neighbour Scheme. 

 
You will receive an email from the registered body giving you a link to their website. 
 

You enter the required document details (eg passport, marriage certificate, recent bills) 
on to the system. 

 
You take the ORIGINAL documents to the SGO for checking.  If the documents are OK, 
the SGO completes the online registration. 

 
If you are not able to receive emails or access the internet, then the SGO will help you 

with an alternative process. 
 



Following registration and checking by the registered body, the registered body emails 

the SGO to say the certificate has been sent to you.  No one is informed of its contents 
at this stage. 
 

You receive your certificate, which you must take to the SGO for final checking. 
 

If the certificate does not show any previous convictions, you are cleared to work. 
 
The SGO notes the certificate number and date of issue. 

 
Within 30 days of the date of the certificate, you should apply to join the DBS 

update service, if you happy to do so.  You will receive an email informing you what to 
do.  The DBS contact details are 

 
Website www.gov.uk/dbs-update-service 
Telephone 0300 0200 190 (customer services). 

 
The update service means that you do not have to reapply for a certificate at the time 

of renewal (see below). 
 
 

Renewals 
The steering group has currently decided that the DBS certificate should be checked 

every three years, for all volunteers.  There is no statutory frequency. 
 
The SGO will ask for your permission in writing to check your certificate status on the 

DBS website at the time when renewal is due. 
 

A new certificate is not issued, but if there have been any changes then that fact will 
be stated. 
 

If you do not apply for the DBS update service, then the whole process will have to 
undertaken again, as above, and another fee paid by the Good Neighbour Scheme. 

 

  



 
4 Vulnerable persons safeguarding guidelines 
 

Introduction 
All members of Woodhouse and Woodhouse Eaves Good Neighbour Scheme (GNS), 
whether volunteers or GNS steering group members, have a duty to safeguard 

vulnerable people who use the scheme and anyone with whom they may come into 
contact through the scheme, as well as volunteers with particular needs. 

 
You should not be left alone in a room with a child under 18 years as our scheme is for 
over 18-year-olds only.  You will not be covered by the GNS insurance if a mishap 

occurs.  Nevertheless, if you think there is a child at risk of or suffering any type of 
abuse or at risk from an adult with whom you are in contact, it is your duty to take 

things further as explained below.  We hope you never have to deal with a situation of 
possible abuse but, should the need arise, reading these guidelines in advance will help. 
 

Safeguarding is about protecting vulnerable people from any kind of abuse so, 

if you suspect any such problems, the role of a volunteer is solely to alert 
others to their suspicions. 
 

The guidelines are in place to help protect all vulnerable persons from abuse regardless 
of gender, ethnicity, disability, sexuality, religion or faith.  
 

Abuse can be 
 

• Physical / bullying 
 

• Sexual 
 

• Emotional / psychological 
 

• Discriminatory 
 
• Financial  

 
• Neglect 

 
 

Principles 
The welfare of the vulnerable adult (or child) is paramount and is the responsibility of 

everyone.  All vulnerable adults (and children), without exception, have the right to 
protection from abuse.  Bullying, shouting, physical violence, sexism and racism 

towards anyone should not be permitted or tolerated.  
 
 

Policy statement 
 

• No volunteers or GNS steering group member will have unsupervised access to 
vulnerable adults unless they have been through the safe recruitment procedure 
(below) 

 
• All reported suspicions or allegations of abuse will be taken seriously and dealt 

with speedily and appropriately by the Safeguarding Officers (SGOs) 
 

• All volunteers need to be aware of this policy and vulnerable adult issues. 
  



 
 

Safe recruitment 
All volunteers must undergo a DBS security vetting and provide the GNS steering group 
with a copy of the result as well as ensuring that their certificate is current in terms of 

the GNS requirements. 
 
 

Reporting incidents 
If you are concerned that the client is at direct risk of or has been subject to serious 

abuse and you think they are in immediate danger (or anyone else with whom 
you have come into contact while acting under the Good Neighbour Scheme), you must 
always report it immediately to the police or Adult (or Child) Social Care (contact 

numbers are at the end of this section). 
 

If you have any other safeguarding concerns at all, you must discuss them with the 

SGOs via the Telephone Co-ordinator by ringing the GNS mobile 07561 890 100. The 
SGOs have responsibility for reporting concerns that arise to the local authority 
Vulnerable Adult (or child) lead agency.  The GNS Safeguarding team may choose to 

have additional confidential discussions with you or others to clear up any 
misunderstandings, or to corroborate and support any suspicions, before reporting a 

concern to the lead agency.  If the SGOs are unavailable, any member of the GNS 
steering group may act in their place. 
 
 

How to respond to a client if you suspect abuse, or are being told about it 

Remember it is ultimately not a volunteer’s responsibility but that of the statutory 
agencies to follow up any suspicions or allegations. 

 
 

What to do 
 

• Do treat any allegations extremely seriously and listen to what is being said 
 
• Do tell the person they are right to tell you 

 
• Do reassure them that they are not to blame 

 
• Do be honest about your own position, who you must tell and why 
 

• Do tell the person what you are doing and when, and keep them up to date with 
what is happening 

 
• Do take further action – you may be the only person in a position to prevent 

future abuse – ring the GNS mobile immediately 

 
• Do write down everything said and what was done as soon as possible after the 

event and date and sign the account 
 
• Do seek medical attention for the client if it appears necessary 

 
• Do inform carers, unless there is suspicion of their involvement. 
 

  



 

What not to do 
 
• Don’t make promises you can’t keep 

 
• Don’t interrogate the person – it is not your job to carry out an investigation – 

this will be up to the police and/or social services, who have experience in this 
 
• Don’t cast doubt on what the person has told you, don’t interrupt or change the 

subject 
 

• Don’t say anything that makes the person feel responsible for the abuse 
 

• Don’t ignore signs of abuse - do something!  Make sure you discuss the matter 
immediately with the SGOs – they will know how to follow this up and where to 
go for further advice. 

 
 

Confidentiality 
Vulnerable adult (or child) protection raises issues of confidentiality which must be 
clearly understood by all.  Confidentiality is very important indeed.  You may discuss 

this issue with the SGOs if you have any concerns.  You should make a note as soon as 
possible, with date and times, of any incident(s) or concerns coming to your attention.  

This will give you a record to which you can refer should the need arise.  A factual 
account will be required with the key points recorded. 
 

If requested by professionals, particularly investigative agencies and adult social 

services, volunteers have a responsibility to share relevant information about vulnerable 
adults (or children). 
 

All personal information regarding a vulnerable adult should be kept confidential. All 
written records must be kept in a secure area for a specific time as identified in data 
protection guidelines (please ask the SGOs if you are concerned about this).  
 

If an adult confides in you and requests that the information is kept secret, it is 
important that you tell them who you will have to tell and why.  Even though you must 

speak to someone else about the matter it is important that you assure the person that 
it will be disclosed only to people who need to know about it.  The adult’s involvement 

in the process of sharing information must be fully considered and their wishes and 
feelings taken into account. 
 

Where possible, consent must be obtained from the adult before sharing personal 

information about them with third parties.  However, in some circumstances, obtaining 
consent may be neither possible nor desirable, as the safety and welfare of the 

vulnerable adult is the priority.  
 

Once the SGOs have been informed of any problems they will usually pass the 
information on to Social Services, and after that Social Services will decide if any follow 

up is needed. 
 
 

  



 

Contact numbers 
 

Police emergency 999 

Police non-emergency 101 

Woodhouse and Woodhouse Eaves  

GNS Telephone Co-ordinator 

07561 890 100 

  

Emergency Duty Team / Out of Hours For Leicestershire and Rutland: 
0116 255 1606 

Safeguarding Adults Board Managers Leicestershire and Rutland: 

0116 305 7130 

First Response Children's Duty Team 

(urgent for possible abuse or neglect of 
a child) 

Leicestershire: 0116 305 0005  

(24 hour phone line) 

Social Worker already involved with 
client 

If number and name known phone 
social worker direct 

If name and number unknown contact 
local social care office 

Local Social Care Office  Charnwood: 01509 266641 

 
 

  



 
5 Lone worker and personal safety guidelines 
 

Reminders 
 

Enjoy your jobs! 

 
• Be fully informed about the job and the client before you set out 

• Don’t take on any job beyond your capabilities  

• Always tell your “buddy” where you’re going, how long you’ll be and when 

you’re home 

• Take a switched-on and fully-charged mobile 

• Remember the client may be worried, stressed or ill 

• Check out the surroundings and exit routes 

• Keep yourself and the client safe, stay alert and aware 

• Leave the situation if you feel threatened (park car for easy departure) 

• Any immediate danger to self or client - dial 999 

• Urgent safeguarding issue - alert police and or adult social care 

• Possible abuse – discuss with GNS safeguarding team on GNS mobile 07561 

890 100 

 
Introduction 
We very much appreciate you volunteering your time and energy to the Good Neighbour 

Scheme and are keen that everyone should get as much as they can both from 
volunteering and being assisted.  These guidelines are necessary as most of you will be 

“working” alone and your safety and welfare and that of your client are of paramount 
importance to us. 
 

A few precautions can further reduce the risk of any incidents occurring.  We are an 
entirely voluntary service and are not here to replace the statutory or emergency 

services.  If a job is better suited to those agencies we should not be undertaking it and 
potential clients can be informed of this if necessary.  If you have any immediate worries 
about the safety of your client or possible abuse, please contact the police or Adult 

Social Care urgently (see Section 4 Vulnerable persons safeguarding guidelines). 
 

These guidelines are aimed at reducing any risk to you by 
• identifying some of the associated risks and 
• giving you practical advice and clear guidance on how to anticipate, avoid and 

manage these risks. 
 

If you experience any “incidents” or “near misses” please do report them to the GNS 
steering group on the GNS mobile 07561 890 100 as we may be able to help avoid 
recurrences on future occasions. 

If you think any activity is unsafe or you have any concerns, the GNS steering group 
would be pleased to hear from you to explore these further. 

 
 
This document is intended for use as a reference guide only, the advice it contains is 

not exhaustive. 
 



 

What is lone working? 
Lone working describes any situation where someone is not working alongside or near 
to others whom they know. 

 
Due to the nature of GNS volunteering, there may be frequent occasions when you will 

be working alone and, if there are any problems or there is an accident, without easy 
access to others who could help. 
 

 
Basic requirements for all lone workers 

 
• take care of your own safety and that of others affected by your actions or 

inactions 

• report any incidents or concerns to one of the GNS steering group for further 

review 

• always carry a switched-on, fully-charged mobile phone (ensure you have 

sufficient credit for pay-as-you-go) but remember not to use it whilst driving 

unless you have hands-free. 

 
 

The “buddy” system 
Make sure that a family member or friend (if necessary, ask the Telephone Co-ordinator 
to act as your buddy) is aware that 

 

• you are going out on a volunteering job 

• where you are going 

• who you are meeting 

• what you are doing (generally only, e.g. driving to Loughborough Hospital) 

• when you are going 

• how long you expect to be 

• they must be told when you return after volunteering 

• if you are delayed, let your buddy know. 

 
It may be worth having a “trigger word” for your buddy to alert them, if you are in 

trouble or personal danger, for them to get you out of the situation urgently.  If you 
find yourself in a difficult situation and want to be “rescued” and if you are unable to 
speak freely, you should emphasise that you are expected to make a phone call and 

that, if you don’t, the alarm will be raised.  Then make the phone call to your buddy 
using the “trigger word”. 

 
If you do not check back with your nominated buddy and they cannot get directly in 

contact with you they will need to pursue matters to ensure that you are safe and well. 
 
Please remember that these procedures are there to protect you. 

 
 

  



 

Assessing the risks and preparing for your tasks  
Remember that many of the clients with whom you are so kindly volunteering will be 
anxious, stressed, unwell and vulnerable so they may not be “at their best” or able to 

show their appreciation and the manners they might usually display. 
 

Think about where you will be going and what you will be doing: 
 
• consider whether there are particular risks relating to that location or activity 

(eg an isolated farm, adverse weather conditions for driving, an unknown dog 

to walk etc) 

• do you know what relevant information you will need to obtain from the client 

when you meet them in order to complete the job? 

• wherever possible arrange volunteering so that it is completed during daylight 

hours 

• we recommend that you do not give your personal phone number or 

address to the client unless you wish to personally befriend them 

outside the Good Neighbour Scheme 

 
If you have any particular anxieties, before you undertake a job, discuss them with the 
Telephone Co-ordinator and your buddy before setting off.  The Good Neighbour 

Scheme is a voluntary service and we don’t want you to undertake any job at risk to 
yourself or others. 

 
 
Falls 

If a client has a fall while you are there and is unable to get up by himself/herself, do 
not attempt to lift or move them.  Make the client as comfortable as possible and call 

999.  Paramedics are trained to check for injuries and to lift people correctly. 
 
 

Accidents 
If you or the client has an accident or a significant problem while you are volunteering, 

you must inform the Telephone Co-ordinator by phoning the GNS mobile 07561 890 
100 initially and in writing as soon as possible. 
 

 
Visiting clients in their own homes – always show your identity card to the 

client 
 
• note the name, address and contact number where you are going, carry your 

identity card 

• don’t enter if the person you are visiting is absent and an unknown person 

invites you in 

• remember you are visiting someone else’s home, wait to be asked in, invited to 

sit, etc 

• remain polite, friendly or neutral as much as possible.  If you feel you might 

lose your temper, for any reason, if necessary excuse yourself and leave  



• familiarise yourself with the surroundings and exits in case you need to leave 

quickly 

• don’t block the other person’s line of exit, but make sure your own isn’t blocked 

• let the other person enter a room first and make sure you have a clear line of 

escape 

• do not stand too close to the person you are visiting 

• if you feel threatened by dogs etc, ask politely if they can be moved 

 
 

Physical or verbal assault, aggression or any abusive behaviour 
This may be the result of dementia, alcohol, drugs, etc and may not be deliberate or in 

fact directed personally against you, but you must leave the situation as soon as 
you can. 
 

• try to stay calm and appear relaxed, don’t become rooted to one spot 

• never be aggressive back, this is how anger can escalate into violence 

• to reduce frustration respond promptly, show that you care and don’t be 

patronising 

• pay attention, listen and hear clients out, even if you have heard it all before 

• carry a personal alarm (if you have one) in an easy place to access and practise 

using it 

• phone the police if appropriate.  If you do then make a written, dated and signed 

record 

• access support for yourself if you have had a difficult experience. 

 
Please let the GNS steering group and Telephone Co-ordinator know by phoning the 

GNS mobile 07561 890 100 and in writing of any such incidents as soon as possible. 
 

 
Travelling by car 
If you are giving a lift under the Good Neighbour Scheme, see Section 8 Driving and 

giving lifts. 
 

 
Travelling by public transport e.g. bus 
 

• plan your route including walking to your destination from the bus stop - know 

where you are going so you don't have to ask for directions and accidentally end 

up lost 

• you are safest where there are other people, and where it is well lit.  If you are 

at a bus station, try to wait in a busy area 

• if you are on the bus sit close to the driver 

• if you are being made to feel uncomfortable or feel threatened by someone, 

move your seat 

  



 

Dogs/animals 
• if you are allergic to animals ensure that the Telephone Co-ordinator is aware 

of this 

• do not enter a home if an unfamiliar dog is aggressive towards you 

• if a dog or cat etc causes you to feel uncomfortable, politely ask a client to 

remove it 

• before you walk a dog check you know how to attach its lead or harness and 

any behavioural problems / quirks that the dog might have.  As a general rule 

do not let the dog off the lead during your walk. 

 
 

EVERYONE involved MUST maintain the confidentiality of the clients within the 
Good Neighbour Scheme unless statutory agencies require any information. 

 
The Woodhouse and Woodhouse Eaves Good Neighbour Scheme recognises the need 
to consider the safety and welfare of all its volunteers and clients.  You need to take 

reasonable care of yourself and those affected by your work as a volunteer. Therefore: 
 

You should 
 
• look after your own health and welfare and that of the client, as far as possible 

• be sure you are healthy and easily able to undertake the requested job 

• let the Telephone Co-ordinator know of any changes to the agreed job or timings 

etc  

• have your buddy contact number with you as well as that of the Telephone Co-

ordinator  

• try to always carry a switched-on and fully-charged mobile phone 

• report “incidents” / concerns directly to the steering group or to the Telephone 

Co-ordinator  

• understand the need to follow any guidance offered by the steering group. 

 

The GNS steering group will always consider the following points in relation to 
welfare and safety decisions regarding volunteers 

 
• GNS volunteers nearly always work alone 

• jobs may require one or more volunteers eg handling any required equipment 

such as managing a personal wheelchair 

• female/male or younger/older volunteers may be more or less suitable for 

certain jobs 

• adequate supervision of and support for volunteers needs to be in place 

• the information or training given to volunteers must be adequate 

• systems must be in place if a volunteer becomes ill, has an accident or if there 

is an emergency. 

  



 
6 General safety 
 

Introduction 
Your safety and well-being are of paramount importance to the Woodhouse and 
Woodhouse Eaves Good Neighbour Scheme steering group.  By their very nature 

volunteers are sometimes guilty of taking on too much, in their desire to help others.   
 

When asked if you can carry out a job, you can always say “no”.  Often this will be 
because of other commitments but it is equally important to say “no” if you have any 
doubts about your own capacity to carry out the job safely, whether through not having 

the right skills, tools or sufficient strength! 
 

For your own safety, please always follow the lone worker and personal safety guidance 
guidance and use the buddy system (see Section 5 Lone worker and personal 
safety guidelines). 

 
Helping someone to stand, or to get in and out of a car 

Only help someone if that person specifically requests assistance and you are absolutely 
confident in your ability to help the person safely.   
 

You must say “no” if you are not sure about how to help or about your own capacity to 
help. 

 
 
Housework, gardening and DIY 

Please make sure you are familiar with and know how to operate any equipment or 
machinery correctly before using it.  Do not use any equipment that appears to be 

dangerous and report it to the Telephone Co-ordinator. 
 
It may be a good idea to take your own tools that you might need for a job, as they will 

be familiar and may be better for you than those provided by the client. 
 

• Make sure you take and wear appropriate clothing such as safety goggles, boots 
and gloves. 
 

• Be very careful when lifting.  Only lift items that you can easily manage.  Use a 
wheelbarrow or trolley if available.  If in doubt, do not attempt to lift and seek 

assistance. 
 

• Be very careful when using ladders or steps.  Make sure they are set up correctly 
so they will not slip. 
 

• Be very careful when handling solvents, bleaches, cleaning fluids and garden 
products.  Wear protective gloves and wash your hands afterwards. 

 
• If you have an accident in the course of volunteering, you must inform the 

Telephone Coordinator by phone initially using the GNS mobile 07561 890 100 

and in writing as soon as possible. 

  



 
7 Notes for Telephone Co-ordinators 
 

You should have 
• the GNS mobile phone (07561 890 100) and charger.  Please check the mobile is 

not muted 

• the GNS Telephone Co-ordinator lever arch file (the Blue Folder) 
• your own Volunteer Handbook 

 
 

Please find time to read your Volunteer Handbook as it contains important 

information.  In particular, it contains advice on what to do if a difficult case arises. 
 

 
Make sure the GNS mobile is fully charged.  Check for messages frequently and 
return a missed call as soon as is practical.  Refer to the guide on using the GNS mobile 

in section 3 of the Blue Folder. 
 

 
Check in section 4 of the Blue Folder for any jobs requiring telephone reminders to 
the client and volunteer this week. (See item 6 at the foot of the Job Sheet.) 

 
 

When a client rings you with a job they need help with, you need to 
 

I Check if the job can be undertaken by our GNS (eg if the client is under 18 or the 

work is with an under 18 year old, help cannot be offered). 
 

II If this is a befriending request do not complete a job sheet.  Take the caller’s 
name and phone number and tell the caller that the Befriending Co-ordinator will 
call them.  Call the Befriending Co-ordinators on 07951 850 452 (please do 

NOT give this number out to clients). 
 

III There are rotas for ongoing jobs in section 12 of the Blue Folder.  If a client 
phones to say that they do not require the volunteer this week, please refer to 
the rota in section 12, notify the volunteer and make a note against the rota. 

 
IV When taking a call for a new job, please check in section 4 to see if this request 

has already been made.  (We have had instances where a client has forgotten 
that they have booked a lift and two volunteers have turned up.) 

 
V Complete a Telephone Co-ordinator Job Sheet with all the details.  Blank Job 

Sheets are found in section 5.  Please log all tasks in detail because you need to 

know the whereabouts of the volunteer and client, and the information may be 
needed for future reference.  Give the job a number by first checking the job 

sheets in section 4 and section 11 and using the next number available. 
 
VI If this is a driving job 

• inform the client of the estimated charge.  There is a list of estimated charges at 
the front of section 5.  The client must also pay for parking. 

 
 

• If a driving job involves a pet, check that the pet will be restrained in a box or 

cage or with a strap or harness fastened to the car. 
 



• If the job is for an appointment, ask the client how long it is likely to take. You 

may need one volunteer for the outward journey and a second volunteer for the 
return journey. 

 

VII Tell the client that you will ring them back within a certain time to confirm a 
volunteer has been found. 

 
 
Finding a volunteer 

 
I If a wheelchair is required or might be useful (e.g. for a hospital appointment), 

it is best to have two volunteers - the second volunteer can take the client into 
the hospital whilst the driver parks the car.  A wheelchair may be borrowed from 

the pharmacy. 
 

II Use the volunteer lists of preferred jobs in section 7 of the Blue Folder to identify 

possible volunteers for the specific job requested.  Using the job numbers on the 
volunteer lists, please contact volunteers with the lowest job number first to try 

to ‘spread the load’ as fairly as possible. 
 
III Using the GNS mobile phone, call the volunteer to see if they can do the job. 

Please note: Some volunteers are also befrienders, telephone co-ordinators 
and/or involved in rotas for on-going jobs.  Please reassure volunteers that it’s 

fine to say ‘no’ to a job!  We need to keep all our volunteers happy to continue, 
and able to say no without feeling guilty or feeling that they’re letting the GNS 
down. 

 
IV If a wheelchair is required, make sure the volunteer is willing and able to lift the 

wheelchair in and out of the car.  If the wheelchair is to be borrowed from the 
pharmacy, ask the volunteer to organise this (or you, as the Telephone Co-
ordinator, may do so if helpful). 

 
V If the job is driving and involves a pet, check that the driver is willing to carry 

the pet.  NB The client must ensure that the pet is restrained in a box or cage or 
with a strap or harness securely fastened to the car. 

 

VI If the appointment is a long one or multiple appointments, please ask the 
volunteer whether they’re happy to wait or would prefer to give a lift one way.  

This will obviously mean organising the ‘to’ and ‘return’ journeys with separate 
volunteers which we appreciate adds to your task as Telephone Co-ordinator.  
Hopefully it won’t be required too often, but will mean that the volunteers are 

properly informed. 
 

 
Once you have found a volunteer who can do the job 

 

I Give the volunteer(s) all the information they will require about the job and the 
client, including any relevant information on  

• mobility or health issues, where identified on the Job Sheet or a blue 
‘People with Practical Needs’ sheet in section 6 

• access to the client’s property (back door, steps etc) 
• pets at the client’s house. 

 

II If this is the first time the volunteer has been given an assignment, confirm that 
they have read and understood Section 4 Vulnerable persons safeguarding 

guidelines and Section 5 Lone worker and personal safety guidelines in 
their Volunteer Handbook before they do the job. 

 



III Remind them to record all the details on a Volunteer Job Sheet. 

 
IV Remind the driver to collect the correct charge - free in the parish but 50p/mile 

elsewhere.  The charge is from the client's house.  If one driver takes and a 

second driver brings back the client, each driver can collect for a single journey 
only.  The driver should deduct 45p/mile from the charge and retain to cover 

costs.  If the driver does not claim the 45p/mile, then the contribution will be 
classed as a donation.  Use the brown envelopes provided to note the details and 
pass the money to either Rod at 1 Paterson Drive or Judith at 80 Maplewell Road.  

The client must pay for parking. 
 

V Remind the driver to telephone the client a day or two before the job, to reassure 
them that they have not been forgotten and to remind them of the pick-up time.  

If the driver does not want their personal number to be known by the client, the 
driver should enter 141 before the client’s telephone number. 

 

VI Call the client back informing them of the name of the volunteer who is going to 
help and when the volunteer is likely to be arriving or contacting them.  Remind 

them there will be a charge for a driving job outside Woodhouse and Woodhouse 
Eaves and for parking.  If the job involves transporting a pet, remind the client 
that the pet must be restrained in a box or cage or with a strap or harness 

securely fastened to the car. 
 

VII If the client has mobility problems and the client does not have a Blue Badge, 
explain that you do NOT need to have a car in order to have a Blue Badge and 
that it is helpful for our volunteer drivers, especially when parking, if the client 

has one.  If the client would like help to apply for a Blue Badge, create a new Job 
Sheet and use the volunteer list for “Letters/forms” to find a volunteer. 

 
 

Admin 

 
I Record the job number against the volunteer’s name on the relevant volunteer 

list in section 7. 
 
 

II If the job is booked more than two weeks in advance, please complete item 6 on 
the Job Sheet with the date the next Telephone Co-ordinator should ring the 

client and the volunteer to confirm the arrangements.  The date to call should be 
one week before the date of the job. 

 

III File the numbered Telephone Coordinator Job Sheet in section 4 until the job has 
taken place.  File completed Job Sheets in section 11. 

 
IV At the end of your week, liaise with the next person on the rota to arrange a 

handover.  If you have any questions at all regarding the Job Sheet, do not 

hesitate to contact either Tricia on 01509 890 185 or Judith on 01509 891 125.  

Your feedback is very important! 

 
 

If you need to decline help from the scheme to a member of the public, please advise 
the client to contact another relevant agency if possible.  See section 10 of the Blue 

Folder for useful contacts. 
 

  



 

Feedback from clients 
Clients or volunteers may ring the GNS mobile to give feedback on the service we 
provide.  Please log any feedback on a Job Sheet and contact Tricia on 01509 890 185 

or Judith on 01509 891 125. 
 

 
Additional responsibilities 
 

I You will possibly be the first point of contact in the event of a volunteer 
encountering a problem.  (In an emergency volunteers are advised to go directly 

to the police or statutory agencies).  Please make sure you are happy to take on 
this responsibility and that you are confident you can deal with any issues that 

may arise.  Do not hesitate to contact any member of the steering group if you 
have any questions.  Contact details are in section 9 of the Blue Folder. 

 

II The “buddy system” – we recommend that every volunteer identifies a “buddy” 
every time they undertake a job (see Section 5 Lone worker and personal 

safety guidelines of the Volunteer Handbook).  If the volunteer does not have 
anyone who can be their “buddy” for a specific job then they can approach the 
Telephone Co-ordinator to act in this role.  In the Lone worker and personal safety 

guidelines the volunteers are advised to tell their “buddy” the following (among 
other things): 

 
• when they are going 
• how long they expect to be 

• when they return after volunteering 
• if they are delayed, let the buddy know 

• a “trigger word” to alert you, as their buddy, if they are in trouble. 
 

You will therefore need to decide how best to manage this part of the role and 

remind yourself to check whether or not you have heard from the volunteer at 
the expected time at the end of a job. 

 
 
Becoming a Telephone Co-ordinator 

 
I A blank Telephone Co-ordinator Job Sheet and a blank People with practical 

needs sheet are at the end of this section, so you have the opportunity to see 
what is required. 

 

II If you are not currently a Telephone Co-ordinator but would like to become one, 
then please contact Tricia on 01509 890 185, who will be delighted to hear from 

you! 

  



 
8 Driving and giving lifts 

 
General 
Thank you for offering to provide lifts – this is the most common request received by 

the Good Neighbour Scheme. 
 

Please make sure that your car is in a roadworthy condition and that it is correctly taxed 
and insured, with a current MOT certificate. 
 

When called by the Telephone Co-ordinator for a driving job, before accepting you 
should discuss with the Telephone Co-ordinator whether or not you will be expected to 

(or are able to) wait if the client has an appointment. 
 
Several of our clients have asked if the volunteer who is kindly giving them a lift can 

telephone them directly one or two days before the job, to reassure them that they 
have not been forgotten and their lift is all arranged.  It is now our policy to ask all 

drivers to telephone the client just before the job, to check that the lift is still necessary 
and to remind the client of the pick-up time.  If you do not wish the client to know your 
personal telephone number, you can withhold it by entering 141 before the client’s 

telephone number. 
 

 
Insurance 
Volunteer driving should not increase your car insurance premium.  However, you must 

inform your insurer that you are intending to use your vehicle for volunteering purposes. 
 

You will not be asked to carry out a driving job for the Good Neighbour Scheme until 
you have completed a Driver Registration Form, in which you confirm that you have 
informed your insurance company. 

 
There is a driver registration form at the end of this section.  The form is also available 

to download from the GNS website – www.woodhousegns.org.uk – or can be 
obtained by ringing the GNS mobile – 07561 890 100 – and asking for one to be 
printed off for you. 

 
Please remember to inform your insurance company when you renew your policy and 

to complete a new registration form if you change your car! 
 
 

When carrying out a job 
Always remember to wear your ID card. 

 
Make sure you know the way - plan your route, set the Sat Nav and/or take appropriate 

maps.  Do not rely on the client to help with directions. 
 
Make sure that you have sufficient fuel. 

 

Take your mobile phone for emergency use. 

 
In case of a breakdown or inclement weather, consider taking warm clothes, a torch 
and water. 

 
Make sure that you and your passenger are wearing seat belts. 

 

http://www.woodhousegns.org.uk/


Make sure that you park in a designated parking space or zone and pay a parking fee if 

required.  This should be recovered from the client at the time. 
 
If your client has a disabled parking badge, set the time clock and display it in your 

windscreen. 
 

 
Wheelchairs and walking frames 
If you do not wish to have a wheelchair or walking frame in your car then please do not 

feel under any obligation to agree to a job where it is necessary. 
 

If a wheelchair is required or might be useful (eg for a hospital appointment), inform 
the Telephone Coordinator if you are able to take the wheelchair but unable or unwilling 

to lift the wheelchair into your car yourself.  In this case the Telephone Coordinator may 
suggest having two volunteers to carry out the job - the second volunteer can organise 
the wheelchair and take the client into the hospital whilst you park the car. 

 
You may be asked to collect a wheelchair from the pharmacy and take it back at the 

end of the job.  Tell the Telephone Co-ordinator if you are unable to do this. 
 
 

Driving vulnerable people 
In addition to the general guidelines, remember the following: 

 
Never leave the person alone in the car. 
 

If you have to park on the road, park so that the person is on the kerb side, never 
getting in or out of the car into the road.  

 
Assist the person into the car, offer the seat belt (ask them to hold it if they can’t do it 
up, until you get in and can fasten it from your side), shut the door.  Ensure the seat 

belt is fastened before driving off. 
 

On arrival, ask the person to wait while you go around to their door and open it, and 
assist them out if necessary. 
 

Always wear your badge and “hand over” the person to an official.  
 

 
Driving with animals 
You are under no obligation to agree to a driving job which involves taking an animal in 

your car – just tell the Telephone Co-ordinator you cannot do the job. 
If you are happy to take an animal, then it is the client’s responsibility to make sure 

that the animal is securely restrained whilst in the car, in a box or cage. 
 
 

Charges 
The GNS charges £0.50 a mile for lifts outside Woodhouse and Woodhouse Eaves.  This 

will be made clear to the client when they contact the Telephone Co-ordinator.  You 
must remind the client of this and make sure you record the number of miles covered. 

 
The charge is from the client’s house, not the driver’s. 
 

If one driver takes and a second driver brings back the client, each driver can collect 
for a single journey only. 

 



Collect the charge at the end of the job.  You are entitled to £0.45 a mile to cover your 

costs.  The additional £0.05 will be used to help pay the costs of the GNS.  Use the 
brown envelope provided to record the details. 
 

The envelope should be given to Judith Harrison (80 Maplewell Road) or Miranda 
Brookes (30 Main Street) as soon as possible after the job.  Additional envelopes are 

available from Judith Harrison. 
 
If you do not wish to be reimbursed, the whole of the charge will go to GNS funds and 

be recorded as a donation. 
 

 

Accidents and breakdowns 
If you see an incident, stop only if it is safe to do so.  Otherwise drive on and summon 
help. 

 
If you are forced to stop, keep your engine running, lock the windows and doors and 

stop so you can pull out and drive away. 
 
Drive off if you feel threatened.  If you cannot get away, make as much noise and fuss 

as you can - sound the horn, flash lights, etc. and dial 999. 
 

If you break down 
 
• park as near as possible to an emergency phone if on a motorway or dual 

carriageway 

• on a fast road climb out of your car by the passenger door, wait behind any 

barrier, beside your vehicle if this is safe  

• wear high visibility clothing if possible 

• inform anyone you contact for help that you have a vulnerable adult in the car 

with you 

• ask for ID from uniformed persons to ensure they are bona fide. 

 

Becoming a driver for the Good Neighbour Scheme 

If you not currently a driver in the Good Neighbour Scheme but would like to become 
one, please complete the Driver Registration form at the end of this section and return 

to Judith at 80 Maplewell Road.  As giving lifts is the most requested service in the 
scheme, the more drivers we have, the better! 

  



 
9 Befriending guidelines 

 
Introduction 
 

More often than not a befriending visit will be straightforward and both parties will have 

an enjoyable time together.  However, in order to try and avoid any possible difficulties, 
these guidelines are written to give the visitor confidence about what is expected and 
to ensure that the client is kept safe and comfortable with the scheme.  If you do have 

any difficulties it may be easier to say “I’m sorry but the scheme does not allow me to 
do that” rather than “No, I’m not happy to do that”. 

 
 

What to do 

For your own safety, please at all times follow the lone worker and personal safety 

guidance guidance and use the buddy system (see Section 5 Lone worker and 

personal safety guidelines). 

 

• Please make sure you have all the details about the person you will be visiting 

before you set out.  This should all be on the sheet provided by the Befriending 

Co-ordinator and should include name, address, phone number and essential 

details about the client.  There should also be a contact number for emergencies 

if the client agrees. 

 
• Take your identity card and always show it - some clients may be unwilling to 

ask. 

 
• Explain clearly who you are and why you have come - the Befriending Co-

ordinator will have told them who to expect. 

 

• Sometimes it is a good idea to phone ahead in the morning, just to make sure 

the client has not made alternative arrangements or forgotten.  This might save 

you a wasted journey.  You can withhold your number by entering 141 before 

the client’s phone number. 

 
• The Befriending Co-ordinator and your “buddy” should always know where you 

are.  If you have a mobile phone then take it with you and make sure it has 

power and is switched on. 

 
• If you have any concerns about the client’s welfare, always report this to the 

Befriending Co-ordinator or to the Telephone Co-ordinator on the GNS mobile 

07561 890 100 who will contact the Safeguarding Officers. 

 
• The Good Neighbour Scheme would always like to enable people to join activities 

in the community if possible.  When chatting with a client you may discover an 

interest that they have or somewhere they would like to go.  Please share this 

with the Befriending Co-ordinators in order that they could research possibilities.  

There may be some activity locally which would only require a lift or 

introduction.  There may be a volunteer with a shared interest.  The GNS could 

also provide a friend to accompany them if that was required. 

 



• Please keep discussions with a client confidential unless they give you 

permission to share.  However, if you hear or see anything which may cause 

safeguarding concerns for the client or yourself, then contact the Telephone Co-

ordinator immediately.  This may be something related to the client’s health and 

wellbeing or the safety of others. 

 

What not to do 

• We can only work with adults.  The Disclosure and Barring Service checks that 

are carried out do not cover working with under 18s.  At no time should you be 

left with an unattended child. 

 

• You should not make your own arrangements as part of the GNS.  Clients must 

go through the formal process. 

 

• Never give your personal phone number, address or email. 

 

• In the event of any inappropriate behaviour (verbal or physical), make a written 

note as soon as possible and sign and date it.  Be sure to report this to the 

Befriending Co-ordinator and/or Telephone Co-ordinator. 

 

• If you do not feel comfortable for any reason, then leave.  Report your concerns 

to the Befriending Co-ordinator in case this might be a problem for another 

volunteer. 

 

• If the client has a fall when you are there and they are unable to get up by 

themselves, do not attempt to lift or move them.  Make sure the client is as 

warm and comfortable as possible and call 999.  Paramedics are trained to check 

for injuries and to lift people correctly.  

 

• You should not: 

 

Deal with medications 

Help with personal care – dressing, washing, feeding or toilet needs – 

as there may be training required for a specific need 

Get involved with moving and handling a client who has physical 

difficulties 

Physically feed clients. 

 

Becoming a befriender 
If you are not currently on our list of befrienders but would like to become one, then 

please ring or text the GNS mobile 07561 890 100 with your name and phone number 
and one of the Befriending Co-ordinators will call you back. 

 

  



 
10 Equality and diversity policy 
 

Aims 
The Woodhouse and Woodhouse Eaves Good Neighbour Scheme is committed to 
promoting and valuing equality and diversity in all our activities. We welcome and 

celebrate the diversity of our community and are strongly committed to achieving equal 
opportunities and access for all people and groups in society. 

 
The Scheme is available to all adult residents of the parish.  Its key aim is to help 
residents through difficulties they may be facing, so that life becomes a little easier.  

The Scheme is open to all over the age of eighteen, irrespective of race, nationality, 
religion, gender, sexual orientation, gender reassignment or disability. 

 
Equality 
Equality is about making sure people are treated fairly and given fair chances and access 

to services. People will not be treated unfavourably on the basis of: 
• Age (provided they are over the age of eighteen) 

• Disability 

• Gender 

• Gender reassignment 

• Marriage 

• Civil Partnerships 

• Pregnancy 

• Maternity/Paternity 

• Race 

• Religion 

• Belief 

• Sexual orientation 

• Nationality 

The safety of the users of the Good Neighbour Scheme is paramount.  Volunteers are 
accepted from all sectors of the community providing they are over eighteen and have 

a current in date enhanced DBS certificate for Working with Vulnerable Adults. 
 
Accessibility 

All the Good Neighbour Scheme general meetings are held in the Village Hall or the 
adjoining King George V room, which are accessible to wheelchair users.  Transport to 

and from meetings is available upon request.  There is a hearing loop and PA system in 
the Village Hall. 
 

Most of the activities carried out by the scheme’s volunteers take place either in the 
resident’s own home, or in public places such as hospitals and doctors’ surgeries.  Each 

client is consulted over their access needs when they request support and we aim to 
match their needs as required with an appropriate volunteer. 
 

 
Diversity 

Diversity is about respecting and valuing all forms of difference in individuals and 
positively striving to meet the needs of different people. 
 

Our Good Neighbour Scheme is open to all individuals over the age of eighteen, either 
as a user of the Scheme or as a volunteer.  We are conscious that the split between 

male and female volunteers and male and female users of the Scheme is not equal, 
with females predominating in both cases.  Similarly, most of our volunteers and users 

are over 60.  Whilst we consider this to reflect the demographics of our community, we 



are taking active steps to encourage younger volunteers to come forward and to make 

sure that everyone is aware of the services we offer. 
 
 

Code of conduct 
• People will be treated with dignity and respect at all times 

 
• People’s feelings and values will be respected 

 

• Language or humour that people find offensive will not be used 
 

• No one will be harassed, abused or intimidated on the ground of his or her race, 
nationality, religion, gender, sexual orientation, gender reassignment, disability 

or age 
 

• We will comply with all legislation, including the Equalities Act 2010, and other 

relevant legislation currently in force. 
 

 
Complaints procedure 

• If anyone feels they have been discriminated against, harassed or offended by 

any volunteer acting within the Good Neighbour Scheme, they should telephone 
the Scheme’s mobile 07561 890 100 and register their complaint. 

 
• The steering group will take any complaint very seriously and will investigate any 

complaint fully. 

 
• If the complaint is against an individual, then the steering group will hear their 

point of view as well as that of the complainant. 
 

• All investigations will be carried out in a sensitive manner and in such a way that 

people can express their feelings openly. 
 

• If the complaint is against the Good Neighbour Scheme in general, the steering 
group will work to ensure that any discrimination that has occurred does not 
happen again 

 
• The Scheme will continue to support anyone who has registered a complaint and 

will not treat them less favourably afterwards. 

 

  



 
11 Data protection policy 
 

Introduction 
The Woodhouse and Woodhouse Eaves Good Neighbour Scheme steering group has 
carried out an online survey managed by the Information Commissioner’s Office to 

check if the GNS is required to register under the General Data Protection Regulation, 
which replaced the Data Protection Act in May 2018. 

 
The survey showed that the GNS is exempt from registration as it is a not-for-profit 
organisation that complies with the following conditions:  The GNS 

 
• only processes information necessary to establish or maintain membership or 

support 

• only processes information necessary to provide or administer activities for 

members of the organisation who have regular contact with it 

• only shares information with people and organisations necessary to carry out 

the organisation’s activities 

• only keeps the information while the individual is a member or supporter or as 

long as necessary for member/support administration. 

 
However, the steering group believes that it should adhere to the basic principles of the 

General Data Protection Regulation, which are 
 

• keep information safe 

• do not share information (unless permission is given) 

• keep only the information required. 

 
The steering group has decided to password protect any file with volunteer details and 

tidy records on a regular basis, deleting any information that is not necessary. 
 

The information that we hold both on paper and electronically includes your name, 
address, contact telephone numbers and email address.  If you are a driver then we 
also have a paper record of your vehicle details. 

 
It is most important that all volunteers know not to share information, unless 

express permission is sought and given. 
 
Members of the steering group will not share information about any volunteer or user 

of the scheme, unless permission is sought and given and is necessary for a job to be 
carried out. 

 


