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Our Vision  
“Empowering all individuals to achieve their full  

potential through connections with others,  

fostering true community spirit” 

 

Volunteer Handbook 
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Important rules to remember 
 

 You have a responsibility to fulfill the commitment you have made on the agreed 
day and time; 
 

 Volunteers must maintain the privacy and confidentiality of Service Users at all 
times and store information relating to the Service User in a safe and secure 
manner; 

 
 Volunteers must not accept nor give gifts to Service Users that are valued over 

$25 (strictly special occasions only); 
 
 Volunteers must not give out their phone or other contact details to any Service 

User; 
 
 Volunteers must not give advice to Service Users – financial, legal, medical etc; 

 
 Volunteers must never be responsible for providing personal care, physical 

transfer (lifting) or monitoring of medications; 
 
 Volunteers must never access the Service Users bank account, manage their 

affairs (business, financial, legal), nor handle their money without formal 
authorisation from staff; 

 
 Volunteers must only provide services on the agreed day and time – 

unauthorised visits are not acceptable; 
 
 Volunteers must not make personal judgments,  nor become emotionally 

involved with the Service User; 
 
 Volunteers must maintain a record of all visits and ensure that Rosters are 

submitted to the office promptly at the end of each month;  
 

 Volunteers must report any accident, incident and concerns; 
 
 Volunteers must notify staff of any changes to arrangements; 

 
 Volunteers must make a commitment to attend training provided; 

 
 Volunteers must comply with the Code of Behaviour at all times; 

 
 Volunteers must not over-step the boundaries of their role; 
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Our Mission 
 

" Linked to Life, servicing the Coffs Harbour Shire, aims to further enable 
the independence and social wellbeing of frail older people and people 
with disabilities and their carers, by providing a range of services which 

respond to their individual needs, including companionship, practical 
support and information". 

 

 

Our Philosophy  
 

Linked to Life is committed to enhancing the independence and quality of life for 
service users. We believe that: 
 
 All people have strengths and capacities 

 The individual’s capacity to learn and grow can be harnessed and mobilised 

 People are their own experts on their own situation 

 The problem is the problem, the person is not the problem 

 People are doing the best they can 

 
Linked to Life places emphasis on a ‘person-centered’ approach to care – promoting 
the client’s ‘wellness’ and active participation in decisions about their care, with a 
specific aim toward providing timely, flexible and targeted services. 

 
Who we provide assistance to 
 

Linked to Life is funded by the federal government under the ‘Commonwealth Home 
Support Program (CHSP), to provide services to people who are frail aged and/or 
younger people with disabilities and their carers, who are at risk of premature or 
inappropriate admission to a residential care facility.  Services are tailored to meet the 
specific goals and identified needs of each individual service user to enable them to live 
more independently in their own home and continue to participate as a valued 
member of their community. 
 

Why volunteer with Linked to Life? 
 

Volunteers perform a vital role in our organisation, and we value the contribution you 
make toward enhancing the independence and quality of life for those who use our 
service.  
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We can offer you: 
 

 An opportunity to remain active and contribute to your community; 

 Job satisfaction – the personal rewards gained from making a difference to the life 
of others; 

 An opportunity for work experience that can be an advantage in seeking paid work; 

 Ongoing and regular free professional training to develop new skills or enhance 
your existing skills; 

 Opportunity to be part of a team and develop new relationships with other like -
minded people; 

 Reimbursement for your travel and out of pocket expenses; 

 Regular support and guidance; 

 Formal recognition of your commitment to our service; 

 An opportunity to participate in decisions regarding the service, through your 
ongoing feedback and suggestions; 

 
You can offer others: 
 
 Your expertise, skills and vast life experiences; 

 Your time and friendship; 

 An opportunity for service users to maximise their independence and quality of life; 
 
 

What is the role of volunteers within the organization? 
 

Volunteers are Linked to Life’s best asset, and play a major role within the organisation. 
Volunteers can choose to participate in one or all of the following areas: 
 
1. Providing direct support and assistance to the service user on a one-to-one basis 

with one or more of the following activities (depending on service user need): 
 
 Transport and assistance with shopping; 

 Transport and assistance with bill paying/accessing the bank; 

 Transport and assistance to medical and other general appointments; 

 Providing companionship – either a friendly home visit, individual social outing or 
sharing a hobby together; 

 Assistance with filling in forms, letter writing etc; 



 

6 

 

2. Providing assistance to paid staff on our regular fortnightly social group outings and 
activities for service users; 

 
3. You may decide to contribute to the organisation by becoming a Volunteer 

Representative on our Advisory Committee (Coffs Harbour or Woolgoolga) through 
participation at our bi-monthly meetings; 

 

 

What level of time and commitment is involved? 
 

We understand that volunteers may have a variety of work, family or other personal 
interests they are committed to. Your personal preferences, specific interests and the 
amount of time you can devote to the service will form the basis for the type and 
extent of work best suited to you. Generally there are two options: 
 

 You can choose to be linked with one or more service users on a one-to-one basis 
to provide a service on a regular weekly or fortnightly basis; 

 You can be a casual volunteer – staff may contact you in advance to work with 
individual service users on a one-off or short term basis on a variety of days and 
times that suit you; 

 

 

 
 

 

 

 

 

 

What are my rights as a volunteer? 
 

Linked to Life makes every effort to ensure you enjoy your volunteer experience with 
us. As a volunteer you have the right to: 
 

 Be treated as a co-worker; 

 Work in a safe and positive environment; 

 Be given a choice with regard to the type of duties you will perform; 

 Change your mind or refuse to perform duties that are not suitable to you; 

 Know the organisations policies and procedures; 

 Appropriate ongoing orientation, training and support; 

 Be heard, give feedback and make suggestions; 

The time you will be required to spend with the service user is usually between 
2-3 hours, depending on the service user’s overall health and mobility. 

 

We expect that as a volunteer you fulfill the commitment you have made on 
the agreed day and time, or provide us with advanced notice so there is 

minimal disruption to the scheduled service. 
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 Be adequately insured; 

 Be reimbursed for your expenses incurred in performing voluntary work; 

 Be duly recognised for any training completed and voluntary hours accrued; 

 

What are my responsibilities? 
 

Volunteers perform a vital role within the organisation, with service users relying on 
our volunteers to provide an essential service. Our service has an expectation that 
you will be: 
 

 Certain:  Be sure that you really want to be a volunteer before you commit; 

 Convinced: Do not offer your services unless you believe in what you are doing; 

 Alert:  If you notice any changes in client behavior or circumstances, or identify any 
potential hazards or dangers you have a responsibility to report them to Linked to 
Life staff; 

 Accepting of  Our rules: you will be expected to abide by our policy and procedures. 
These are in place to ensure your safety and wellbeing; 

 Loyal: Volunteers play an essential role in promoting the service in the community. 
We expect that you will be a positive role model for Linked to Life; 

 Willing to Learn: Ongoing training is important in your work as a volunteer. Our 
organisation has an expectation that you will participate in regular training to gain 
skills to assist you in your role; 

 Willing to be Supervised: You will do a better job and enjoy it more if you are doing 
what is expected; 

 Willing to Speak up: We encourage your feedback at all times as it helps us to 
improve the way we do things. Don’t hesitate to ask questions and talk to staff; 

 Reliable: Do what you agreed to do. Don’t make promises that you can’t keep; 

 A Team Player: Respect the function of other members of the team. It all works 
better when we all work together; 

 

 

Code of Conduct 
 

It is vital that all volunteers are aware of, and adhere to, acceptable standards of 
behaviour at all times when working with service users.  Volunteers must agree to: 
 

 Abide by the philosophy of Linked to Life; 

 Observe and follow all rules and procedures set out in the Volunteer Handbook, 
and any others determined by the Board of Management; 
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 Ensure that any written information relating to your service user is stored in a 
confidential manner and returned to the office should you cease to be a volunteer; 

 Represent Linked to Life in a positive manner; 

 Not discuss confidential issues of Linked to Life with any person outside of the 
organisation; 

 Not take illegal drugs or consume alcohol when undertaking volunteer duties; 

 Not accept nor give gifts to / from any Service User that is valued over $25 (strictly 
special occasion only – Christmas, birthday); 

 Not accept money from any Service User, with exception to their agreed fee for 
service; 

 Not have intimate relationships with consumers; 

 Follow the complaints procedures set down in the Volunteer Handbook to try to 
resolve any conflict with other staff or members of Linked to Life; 

 Not harass in any form the consumers, staff or other members of Linked to Life; 

 Not abuse physically or verbally, Service Users, staff or other members of Linked to 
Life; 

 Not give advice to Service Users; 

 Not alienate Service Users from their family; 

 Treat Service Users with courtesy, respect and consideration, act on complaints and 
provide services to the best of your ability. 

 

 

 
 
Dress Code  
 

Linked to Life has no formal dress code, however volunteers need to be mindful of our 
target group and not dress in a manner that is offensive to the Service User. We 
suggest neat, comfortable clothing. 
 

 

What is a Duty of Care? 
 

Linked to Life and its staff members (including volunteers), are legally obligated to 
maintain a 'duty of care' to Service Users. 
 
As a volunteer with Linked to Life, you have a legal duty to take reasonable care to 
prevent another person being harmed in any way. You are not permitted to perform 
any task or give advice on any issues which is beyond your competence, or beyond 

Failure to abide by the Code of Conduct will result in further action or dismissal 
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what would normally be expected in your position as a volunteer. 
 
You have a responsibility to inform Linked to Life staff should you suspect that a Service 
User is being harmed or likely to be harmed. Not acting according to this policy could 
amount to a breach of the 'duty of care'. 

 

 

Respecting your privacy and confidentiality as a volunteer 
 

Our service has procedures in place to ensure that your privacy and confidentiality is 
maintained at all times. All information and documentation you provide to us is 
maintained on file in a secure location that is accessible to staff only. The information 
that we keep on file consists of: 
 
 Your completed and signed registration form; 

 Copies of your 100 points of identification, license, vehicle registration and 
comprehensive insurance; 

 Your completed and signed criminal record check application; 

 Written feedback provided by your nominated verbal character referees; 

 Your criminal record clearance; 

 Any other documents provided by you including resume, written references, 
certificates etc; 

 
You can be assured that we do not disclose your surname, address or contact details to 
any Service User without your consent, and any identification badges show only your 
first name 
 
 

Misconduct 
 

Misconduct includes very serious breaches of service rules which warrant the instant 
dismissal of staff (paid and unpaid). Where misconduct relates to a criminal offence, 
the matter may be referred to an appropriate authority for further investigation. 

 
Misconduct may include: 
 

 Theft of property or funds from a Linked to Life Service User; 

 Intoxication through alcohol or other substances whilst performing duties; 

 Verbal or physical harassment of a Linked to Life employee, or Service User, 
particularly in respect of race, religion or sex; 
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 The disclosure of Confidential information regarding Linked to Life to any other 
party without prior permission; 

 Willful damage of service property; 

 The disclosure of Confidential information concerning a Service User of Linked to 
Life, other than the information necessary to assist them and to ensure their safety; 

 Carrying on private business from Linked to Life premises, or using the services 
resources for private business; 

 Falsification of Linked to Life records; 

 Failure to comply with staff 'Code of Behaviour'. 

 
 

Volunteer insurance protection 
 

Linked to Life carries insurance which covers volunteers whilst performing duties for 
our service. Volunteer insurance includes: 
 

 Personal Accident - Covers volunteers for any injury sustained during the course of 
providing direct services to a client; 

 Public Liability - Covers volunteers for any injury to a Service User that is caused 
through negligence; 

 Comprehensive motor vehicle (non-owned) - Covers any excess on a personal 
motor vehicle comprehensive insurance claim for damage sustained to your vehicle 
whilst it is being used to provide direct services to a Service User. 

 

NOTE:  For this insurance to apply, volunteers must have own current comprehensive 
insurance policy 
 

 
 
 
 

 
Volunteer Job Description 
 

What is the Principle Role: 
As a Volunteer Support Worker, you are responsible for providing direct services to 
Service Users on a one-to-one or group basis, depending on your preferences.  
 
Who are you responsible to: 
Although volunteers work in an unsupervised manner when working directly with 
Service Users, they operate under the supervision of Linked to Life staff at all times. 

Volunteers are required to report any accidents/incidences to a linked to life staff 
member as soon as possible after the event so that a formal report can be 

completed. 
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Payment and Conditions:  

As a volunteer, there is no payment for the time you devote to our service. However, 
all volunteers are reimbursed for travel and out-of-pocket expenses incurred whilst 
performing voluntary duties (see reimbursement policy), and are covered by Personal 
Accident, Public Liability Insurance and Comprehensive Motor Vehicle (non-owned) 
insurance. 
 

Specific Duties: 
 Provide services to Service Users at the times and frequency you agreed on; 

 Maintain confidentiality at all times; 

 Ensure that all 'reasonable care' is taken for the wellbeing and safety of consumers 
whilst providing services;  

 Actively monitor the well-being of consumers and report and concerns directly to 
Linked to Life staff; 

 Provide services to consumers without prejudice or discrimination; 

 Complete and return Roasters and receipts to the office as soon as possible after 
the last day of each month; 

 Participate in any training opportunities, as arranged by Linked to Life; 

 Be aware of and carry to all visits, any emergency procedures relating to Service 
User; 

 Comply with all rules and procedures set out in the Volunteer Handbook at all 
times; 

 Advocate on behalf of consumer ONLY with the consent of the consumer; 

 Report any concerns, incidents or accidents as soon as possible; 

 Ensure that you maintain person-centered attitude to your work – assist the client 
where needed but be careful not to disempower the client by doing the things they 
are still capable of doing for themselves; 

 
Skills and Experience Required:  
 A strong commitment to working with the frail aged, people with disabilities and 

their carers. 

 Ability to work as part of a team. 

 Good communication skills. 

 Tolerance and an ability to show empathy toward Service Users; 

 When using own vehicle, volunteers need to have a current driver’s license and 
own comprehensive vehicle insurance. 
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What is the process for getting started? 
 

1. Initial Screening: 
Due to the nature of services we provide and the vulnerability of our target group, all 
volunteers are required to provide consent for the following: 

 
 National Police Check – criminal checks are conducted through an approved 

screening agency. In circumstances where a volunteer is not given clearance as a 
result of a police check, a further interview and discussions will be arranged with 
the Manager. Your privacy and confidentiality will be maintained at all times. 

 Character Reference Check – You will be required to provide staff with 2 people 
(non -family members) who can be contacted to provide a verbal reference for you. 
Information is documented and stored in your file. 

 Driver screening – All volunteers who use their own vehicle to transport service 
users are required to produce their current license, vehicle registration and motor 
vehicle comprehensive insurance documents. Copies will be maintained on file and 
updated when renewed. 

 

2. Initial Orientation: 
 

All volunteers will receive orientation during the initial interview. Staff will discuss the 
organisation’s policies and procedures with each volunteer and sufficient time will be 
allowed for volunteers to read and become familiar with the Volunteer Handbook. 
Prior to commencement, volunteers are required to sign a Volunteer Agreement, 
whereby they agree to adhere to organisation rules and regulations. 

 

 
What is the volunteer/service use matching process? 
 

Gathering Information: 
 

During the initial interview/orientation process, we will work with you to identify the 
following: 
 
 Your availability – the day/s and time/s that you are available to do volunteer work; 

 Your preferences in relation to: 

o The type of role you wish to perform within the organisation; 
o The characteristics of the service user to wish to work with including your 

preference to gender, cultural background, age, disability type; 
o Your special skills/talents – previous work or volunteer experience, ability to 

speak another language, special skills etc;  
o Your interests and hobbies; 
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When matching volunteers to a prospective service user, Linked to Life staff will take all 
of the above into consideration, in addition to geographic distance, in an effort to 
ensure maximum satisfaction for both the volunteer and the service user.  
 
Initial Introduction: 
 

For volunteers who have elected to work with a service user on an ongoing basis, staff 
will contact you by phone to discuss linking you with a service user who meets your 
criteria. If you agree, we will arrange a time that is suitable to you to accompany a staff 
member to meet with the service user in their home environment to further discuss the 
service to be provided and negotiate arrangements for service to commence. 
 
Formal Service Specifications: 
 

Further to the initial introduction, we will provide you with: 
 
Written ‘Service User Profile’: 
 a comprehensive overview of the service user including their age, relevant health 

and/or mobility issues that you need to be aware of, their individual goals, interests 
and hobbies; 

 service specifications – specific details of the service type, the individual support 
requirements of the service user (what assistance they need from the volunteer 
and  

 what the service user can continue to perform without assistance), parking and 
access to the premises, identified hazards/risks associated with providing the 
service; 

 
Emergency Procedures: 
Staff develop an Emergency Plan for each Service User in the event that an incident or 
accident occur or the Service User does respond to a scheduled visit. You will be 
provided with the following: 

 An laminated card that can be kept in your glove box that provides instructions for 
emergencies and Linked to Life contact details; 

 A basic first aid kit for use in any minor accident/injury; 

 
Identification: 
All volunteers are provided with a name badge that identifies them as a Linked to Life 
volunteer. The badge can be worn whilst providing services to the Service User. (Please 
note that the wearing of a name badge is optional, depending on the preference of 
each volunteer). 
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Follow Up: 
 

Further to the initial introduction and commencement of a service, Linked to Life staff 
will contact the Volunteer and Service User after a period of two weeks to follow up 
and discuss  

 

What if I am not happy with the match? 
 

As a volunteer, it is important that you enjoy the work you are doing and the people 
you are working with. Don’t hesitate to talk to staff any time should you feel unhappy 
or uncomfortable with an assigned task. It is normal protocol for a staff member to 
contact you and the service user within a given timeframe of commencing work to 
gather feedback.  
 

 

 

 

 

 

 

 

What if I need to make a change to the agreed arrangement? 
 

If you need to permanently change the day and/or time for the service to occur as 
originally agreed, you can negotiate with the service user and make new arrangements. 
To ensure that you are adequately covered under our insurances, you will need to 
advise us as soon as possible of any changes. If the service user is unable to change to 
suit your needs, we can link them with another volunteer, and place you with a service 
user on a day and time that is suitable for you. 
 

 

What if I am planning to go away and may not be available? 
 

We understand that our volunteers have commitments and interests outside of their 
volunteer work. If you are not going to be available on your scheduled day, or you are 

NOTE:  Volunteers who elect to work on a more casual, on-call basis may work 
with a variety of Service Users. Therefore, it may not be practical to perform initial 

introductions nor provide you with written Service User Profiles. However, this 
information is maintained on each Service User’s file, and staff will provide you 

with information verbally. 

Remember: We value the time and commitment you are willing to give as a 
volunteer. Be assured that it is no problem for us to re-negotiate arrangements 

and/or place you with another service user if you need a change!!! 
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planning to be away for a period of time, we ask that you give us as much notice as 
possible so that we can make arrangements for another volunteer to fill-in for you 
during your absence, to ensure the service remains consistent for the service user. 

 

 

What if I am sick?  
 

Volunteers need to remain aware that many of the people who access our service may 
be highly susceptible to viral infections such as cold or flu. Volunteers should contact 
the office if they are unable to provide a service due to sickness or ill-health, so 
alternative arrangements can be made. 
 
Alternatively, volunteers need to be responsible for protecting themselves from illness. 
Service Users are asked to contact the office if they are unwell so alternative 
arrangements can be made. Where this does not occur, volunteers have a right to 
refuse service to avoid contamination, but must contact the office so that alternative 
arrangements can be made to ensure there is minimal disruption to services. 
 
 

What are my obligations in relation to privacy and confidentiality? 
 

As a volunteer with Linked to Life, you will have access to relevant personal information 
about the Service User and their emergency contacts. It is vital that such information 
maintained in a confidential manner, and is only shared where it is necessary for safe 
and effective service delivery.  

 
Information that must be treated as confidential includes: 
 

 Names and addresses of Service Users;         

 Health condition of the client;  

 Type of disability or special needs of the Service User;           

 Behavioural issues relating to Service Users; 

 Occupation or lifestyle of Service Users;                                            

 Financial dealings or status of acquaintances/friends of the Service User;  

 Religious/cultural background of the Service User;   

 Details of any complaints;  

 

 

 

           

 

It is a legal responsibility to ensure that individuals have their privacy 
protected. Breaches of privacy and/or confidentiality can cause distress or 

danger and may lead to instant dismissal. 
 



 

16 

 

Service User Advocates 
 

Linked to Life encourages the inclusion of families in the consultation related to service 
delivery for service users wherever appropriate. An advocate or representative is a 
person who, with the authority of the Service User, represents their interests. Service 
Users may use an advocate (can be a family member, friend or an advocacy service) of 
their choice to negotiate on their behalf in all dealings with Linked to Life. Staff will 
ensure that volunteers are informed when an advocate/representative has been 
appointed, and volunteers are to ensure that the representative is encouraged to be 
included in any decision making regarding service provision and that his/her wishes are 
respected. 
 

 

Giving feedback and handling official complaints 
 

Linked to Life encourages Service Users and Volunteers to provide us with feedback as 
it enables us to continually improve our overall efficiency and effectiveness.  
Volunteers are most welcome to contact us or drop in at any time to discuss any issues 
or provide us with feedback or suggestions. Volunteers and Service Users have the right 
to pursue any complaint without fear of retribution. 
 

Annual Surveys: 
As a Volunteer, you have an opportunity to provide us with formal feedback. We will 
distribute an annual survey as a means gathering feedback and gauging your 
satisfaction with the service. The anonymous surveys provide an opportunity for you to 
document any areas of improvement and provide suggestions and feedback about the 
service in general. 
 
Handling complaints from the Service User about our Service: 
Should a Service User make a complaint or express their concerns about the service 
they are receiving from Linked to Life to you, we ask that you inform us as soon as 
possible so that issues can be resolved as soon as possible. You can be assured that 
your confidentiality will be maintained. 
 

Handling complaints from the Service User about a Volunteer: 
Should the Service User contact Linked to Life to make a complaint about their 
volunteer, a staff member will contact the volunteer to provide an opportunity to 
discuss any minor issues and make any changes necessary to resolve the situation.  
 

 

 

 

 

Where the nature of the complaint is more serious and relates to Misconduct, 
appropriate disciplinary action will be taken, and if necessary the issue will be 
referred to the appropriate authority. 



 

17 

 

 

Handling complaints from a Volunteer: 
If you wish to make a complaint about your working conditions or an employee of 
Linked to Life, we ask that you discuss your complaint with the Project Manager, or 
where appropriate another staff member, in attempt to resolve any issues.  
 
If you feel your complaint was not handled in an appropriate manner or not resolved to 
your satisfaction, you can make contact with the Board of Management in writing, so 
the issue can be raised at the next monthly board meeting. The Board of Management 
may ask that you attend their meeting to discuss your complaint further, and you have 
the right to have a representative of your choice accompany you. Further to 
investigation of your complaint, you will be advised of any actions and outcomes.  
 
 

    

 

   

 

 

 

 

 

 

 
 
Your Health, Safety and Wellbeing 
 
Linked to Life is committed to providing a safe and positive working environment for 
our volunteers, acknowledging that your wellbeing is a major factor in enabling you to 
perform duties to the best of your ability with minimum stress and/or risk to self or 
Service Users. 

 
In relation to Work Health & Safety: 
 

 All volunteers must take 'reasonable care' to protect their own health and safety 
whilst performing voluntary duties; 

 It is important that volunteers participate in any training offered, in particular that 
which relates to health, safety and hygiene issues; 

 Volunteers must NEVER be responsible for: 

o Personal care of a Service User (including toileting); 

o Physical transfer of a Service User (lifting); 

o Giving advice of any nature (technical, legal, financial or medical);   

 Volunteers must take care to not over-commit themselves by taking on too much 
work, and/or providing more services than that stated on the Service User Profile, 

Complaints to the Board can be directed to: 
Chairperson 

Volunteering Coffs Harbour Inc 
PO Box 1309 

COFFS HARBOUR  NSW 2450 
PLEASE MARK ENVELOPE WITH ‘PRIVATE & 

CONFIDENTIAL’ 
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without prior permission from Linked to Life staff; 

 Volunteers must refrain from becoming emotionally involved with the Service User 
or creating a situation of dependency; 

 Volunteers are not expected to put up with abusive or aggressive behaviour from 
any Service User. If you have concerns about the behavior of a Service User, we ask 
that you report it to staff for immediate action; 

 Volunteers are asked not to smoke in the Service User’s home or in own vehicle 
when transporting a client. Service Users will be asked to refrain from smoking 
while the volunteer is present; 

 Volunteers must work in accordance with ‘Standard Precautions’ in relation to  
hygiene and infection control measures in order to avoid illness (hand washing after 
contact and appropriate use of Personal Protection Equipment in the event of an 
injury/accident); 

 Volunteers are advised to NOT give out their home phone number to the Service 
User to ensure your privacy is maintained; 

 Volunteers must carry Emergency information with them to all visits, and carry out 
procedures in an emergency situation; 

 

 

Mandatory Reporting 
 

Linked to Life has procedures in place to ensure that the ongoing health, safety and 
wellbeing of volunteers and Service Users is maintained effectively at all times as 
required under legal legislation. 
 
It is a mandatory requirement for volunteers working with Linked to Life to report 
any of the following: 

 
 Any concerns in relation to a Service User - changes in their health, mobility, 

behaviour or personal circumstances; 

 Any hazards in or around the Service User’s home that may pose a risk to yourself 
or the Service User;  

 Any injury sustained to yourself or the Service User whilst providing a service; 

 Any personal accident or near miss involving yourself or the Service User that 
occurs whilst providing a service; 

 Any motor vehicle accident; 

 Any damage to the property of a Service User caused by a volunteer; 

 Any suspected or disclosed instances of abuse involving a Service User; 

 Any instances of intimidation, aggression or harassment to yourself or a Service 
User; 
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Support and debriefing 
 

We acknowledge that working directly with Service Users can sometimes be distressing 
or difficult. We are committed to offering ongoing training free of charge for our 
volunteers to assist in developing skills and techniques for managing situations 
effectively. Staff are available when you need support or to discuss any issues. You can 
call or drop in at any time. 
 
 
 
 
 
 

Dealing with Emergencies 
 

Linked to Life has procedures in place to deal with emergencies or situations when a 
Service User does not respond to a scheduled visit. Emergency contact information and 
instructions for each Service User is maintained on file and updated regularly for easy 
access. 
 
Volunteers who work with a Service User on a regular ongoing basis will be issued with 
Emergency Procedures and basic first aid kit that should be taken on all occasions of 
service delivery.  
 
In circumstances where a Service User does not respond to a scheduled visit or an 
incident occurs, volunteers are encouraged to contact the Linked to Life office or 
mobile number nominated on your card as soon as possible so that staff can assist you 
further. 
 

 

 

 

 

 

 

 

 

For legal and insurance purposes, any of the above must be reported as soon as 
possible so that action can be taken in a timely manner and the relevant 

documentation/reports completed. 

In circumstances where a critical incident has occurred, we can also arrange 
independent, external support for you. 

 

NOTE: 
In circumstances where the Service User does not respond to your arrival at 

their home, volunteers MUST NEVER break into the home. Contact the office: 
66483650 (coffs) or 66547221 (woolgoolga) or mobile: 0413827720 (coffs) or 

0401334627 (woolgoolga)  as soon as possible for further instruction. 
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First Aid Kits 
 

Your first aid kit should be carried in your glove box for easy access and be used for the 
purpose ensuring your safety and the safety of the Service User in a minor accident or 
incident. All items are disposable and are to be used ONCE ONLY. Each volunteer is 
responsible for the maintenance of the kit, and any items used can be replaced by 
contacting Linked to Life staff, as soon as possible. 
 

 

 

 

 

 

 

 

 

Guidelines regarding medication 
 

To ensure the safety and wellbeing of staff, volunteers and Service Users, the Board of 
Management of Linked to Life has adopted a ‘no medication’ policy. Therefore, under 
NO circumstances can a staff member (unless suitably qualified and employed by the 
organisation to perform these specific activities) or a volunteer: 
 
 Provide advice to clients about medical and/or medication issues; 

 Be responsible for monitoring a client’s medication; 

 Provide medication to a client (including Panadol or other pain relief medication); 

 Administer medication to a client; 

 Be responsible for relaying, translating or interpreting information/instructions 
given by a doctor or pharmacist regarding medication dosages to a client (client to 
be encouraged to contact  their pharmacist/doctor directly); 

 
In a medical emergency staff and volunteers are to phone the ambulance as a matter of 
priority and immediately advise Linked to Life staff. 
 
 

Service Use Fees 
 

All Service Users are asked to pay a small fee as a contribution to the overall cost of 
providing a service to them.  The amount to be paid is negotiated with each Service 
User prior to the commencement of the service.  
 
It is usual practice for the Service User to pay their agreed fee in cash to their volunteer 
after each occasion of service. The fee they have agreed to pay is noted on the ‘Client 

REMEMBER!! 
All incidents, accidents or near misses must be reported. Staff can assist you in 

completing a written report of the event that will be maintained on file for legal 
and insurance purposes. 
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Profile’ you receive on commencement with a Service User.  Volunteers need to record 
the amount paid on the ‘Volunteer Roster’ in the allocated column, and return to the 
office at the end of each month.  
 
Receipts for all monies paid are issued by staff to Service Users on a monthly basis 
 

 

 

 

 

 

 

Maintaining records 
 

For accountability and insurance purposes, it is mandatory that all volunteers maintain 
records of all contact with Service Users. Volunteers will be provided with a monthly 
‘Volunteer Roster’ that is to be completed after each occasion of service, and returned 
to the office at the end of each month. The Roster records the service type and number 
of hours you spend with the Service User, and enables volunteers to document relevant 
information for the attention of Linked to Life staff. 
 
 

Reimbursement for travel and out of pocket expenses 
 

Linked to Life offers volunteers the option to be reimbursed for fuel and out of pocket 
expenses incurred whilst performing voluntary work on behalf of our service. As at 1st 
July 2013, the rate of reimbursement is as follows: 

 Travel – 60 cents per kilometre travelled during the course of providing direct 
support to a Service User, including the distance travelled to and from your home; 

 Out of Pocket Expenses – Reimbursement for any costs associated with the 
provision of service, eg: fares, entry fees, morning/afternoon tea or lunch and 
phone calls.  

 
Please note: Out of pocket expenses must be reasonable and within the scope of the 
Service User’s service plan, and receipts must be provided. 

 
Claiming  and Payment of Reimbursements: 
 
All travel and phone calls are recorded on the Volunteer Roster after each contact with 
the Service User. Rosters are to be submitted to the office at the end of each month (in 
person or via email) for processing. You can elect to have your reimbursement paid: 

 By cheque;  

We do not expect our volunteers to ask Service Users for payment of their fee. If 
the Service User forgets to pay the agreed fee, we ask that you notify a staff 

member who will follow up with them to discuss payment options. 
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 By direct deposit into your nominated bank account; 

 

 

 

 
 
 
Protocol regarding handling affairs and money 
 

Our service is committed to ensuring the safety and security of Service Users and 
Volunteers at all times. Volunteers must NEVER be responsible for: 

 managing the Service User's affairs (business, financial, legal etc); 

 accessing  their  bank account via a keycard; 

 handling their money (unless extenuating circumstances apply as described below); 

 

Extenuating circumstances include: 

 Where the Service User is housebound and/or experiences an disability or illness 
that inhibits his/her ability to perform the task; 

AND 
 There is no other family member/close friend available to perform the task; 

AND 
 The Service User has requested that the volunteer perform the task on his/her 

behalf; 

OR 
 One-off situations where conditions (wet weather or other environmental factors) 

may inhibit the Service User's ability to perform the task without significant risk to 
his/her safety. 

 

 

 

 

 

   

 
 
Changes to a Service User's Circumstances: 
 

The Service User’s health and/or circumstances may change over time, prompting the 
need for a formal review and amendment to their Support Plan. Where volunteers are 
asked to perform a task which varies from any normal and pre-arranged routine, it is 

REMEMBER: 
No reimbursement can be issued until Rosters are returned to the office, with 

attached receipts for any out of pocket expenses. Travel and expenses will only be 
paid for services and occasions as prescribed in the Service Users Support Plan. 

NOTE: Linked to Life staff consult with Service Users to determine their individual 
support requirements prior to commencement with a volunteer. Where extenuating 

circumstances apply, formal protocols and procedures will be put in place to 
safeguard both volunteer and Service User that MUST be followed. 
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essential that the volunteer contact Linked to Life staff immediately so that new 
arrangements can be negotiated and arranged formally. 

 

What training and recognition will I receive? 
 

We value the role that volunteers perform in the organisation, and we make every 
effort to ensure that you are supported, and  have the skills and knowledge required to 
work effectively, through ongoing training and development. 
 

Training: 

Linked to Life provides regular free training for volunteers on a variety of topics 
relevant to their role. All training is specifically focused toward providing volunteers 
with opportunities to further develop skills that assist in promoting the safety and 
wellbeing of volunteers and Service User’s whom they care for. Your participation in 
training will ensure: 

 You gain comprehensive knowledge of a wide range of disabilities/health  issues 
that affect Service Users so that you are more informed; 

 You receive up-to-date information on any legal, operational or policy changes that 
may impact on you as a volunteer and the way you perform your work; 

 That you have an opportunity to provide feedback, and work as a team to resolve 
issues as they arise; 

 
 
 

 

 
 
Reward & Recognition: 

Our service appreciates the great deal of time and commitment volunteers devote to 
us and those who use our service and we like to acknowledge and reward your efforts 
in the following ways: 

 We host a variety of special volunteer social functions throughout the year in 
recognition of the work volunteers perform; 

 We give awards for length of service as a volunteer; 

 We acknowledge dates that are special for you eg. Birthdays 

 We provide verbal and written references for volunteers on request; 

 

 

 

You will be given advanced notice of any upcoming training by mail or email. You 
will need to contact either office to register your interest in attending prior to the 

training date 
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Vehicle Safety 
 

In most situations, volunteers will use their own vehicle to transport Service Users in 
the community. The organisation has two service-owned vehicles for use by volunteers 
who do not carry comprehensive vehicle insurance on their own vehicle. As a volunteer 
with Linked to Life, you are responsible for: 

 Ensuring that your driver’s license, vehicle registration and comprehensive 
insurance is current (when using service owned vehicle, license only is required) 
and that originals documents are brought to the office when renewed or changed, 
so that copies can be maintained  on file; 

 Ensuring that you abide by traffic laws at all times; 

 Ensuring that yourself  and any passengers use vehicle safety equipment such as 
seatbelts, unless valid medical exemption is provided; 

 Ensuring that the vehicle is maintained  in good working order and tidy; 

 Ensuring that any equipment owned by the Service User is stored in a safe and 
secure manner whilst travelling; 

 
 
 
 

 

 
 

 

 

Vehicle breakdowns & emergencies 
 

Vehicle Breakdowns: 
In the event of a mechanical breakdown, immediate action is to be taken by the driver 
to minimise danger to self and the Service User: 

 Move the vehicle to a safe position (away from  traffic) where possible; 

 Contact NRMA for assistance (service owned vehicles have membership to NRMA); 

 If the vehicle cannot be moved, assist the Service User to move to a safe and 
comfortable location; 

 Keep passengers informed of developments 

 If vehicle assistance services are to be delayed, contact Linked to Life staff to make 

IMPORTANT TO REMEMBER: 
Ongoing training is a requirement under Work Health & Safety legislation. To 

ensure your health, safety and wellbeing as a volunteer, we expect that you will 
make every effort to participate in training offered. 

NOTE: 
Linked to Life does not accept responsibility for any traffic infringements 

incurred by volunteers whilst performing duties. 
All fines/penalties are payable by the volunteer 
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alternative arrangements for transporting the Service User; 

 

Vehicle Accidents: 

In the event of a road accident (involving any vehicle used in a service for Linked to 
Life), the highest priority is to ensure the safety of Service Users and volunteer driver. 
Minimising risk to the general public and observing legal obligations are also important 
considerations. 
 

 In the event of an accident, however minor, the vehicle should be immediately and 
safely stopped; 

 Where the accident has been very minor and involved no other person or damage 
to third party property, the vehicle should be checked for damage and/or 
roadworthiness before proceeding; 

 Where the accident is more significant, drivers shall take all necessary steps to 
minimise risks to themselves, the Service User and other road users; 

 Appropriate emergency services are to be called as soon as possible to attend; 

 The safety and wellbeing of all passengers is to be monitored at all times, including 
moving the Service User to safe location (if no injuries are sustained); 

 First Aid is to be administered to the best ability wherever required; 

 Linked to Life staff must be notified of the accident, however minor, as soon as 
possible after the event; 

 Ensure that all processes are followed to fulfill obligations for a vehicle insurance 
claim – other driver and witness contact details, vehicle registration, name of police 
in attendance, insurance details of other driver etc; 

 
 
 
 
 

  

Vehicle Insurance Claims: 

In the event of an ‘at fault’ accident that has resulted in damage to a volunteer’s 
vehicle, volunteers must claim through their insurer as is usual. Linked to Life carries 
insurance that covers any ‘excess’ payable on vehicles owned by volunteers. Staff will 
assist you to complete our Insurers claim document, so that your excess paid on your 
accident claim can be reimbursed to you. 

 

 

Suspected abuse situations 
 

Linked to Life has zero tolerance for any form of abuse of all service users, however the 

NOTE: 
Volunteers are required to complete an Accident Report as soon as possible 
after the event for insurance purposes. Staff can assist you to complete the 

document. 
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service recognises that abuse of frail older people and younger people with disabilities 
and their carers does exist in the community and that, in the course of their work, 
volunteers may encounter suspected and actual abuse situations involving Service 
Users and Carers.  
 

Abuse can include: 

 Financial – illegal or improper use of property or finances; 

 Psychological – infliction of mental anguish or actions that cause fear, deprivation 
and isolation; 

 Physical – infliction of physical pain or injury or physical coercion; 

 Sexual – sexually abusive or exploitative behaviour; 

 Neglect – the failure to provide adequate food, shelter, clothing, medical or dental 
care; 

 
Detection of Abuse: 

Volunteers, in the course of their work, may detect suspected or actual cases of abuse 
in a number of ways including: 

 Observation – noticing changes in the Service Users/carers circumstances or 
behaviour that may indicate that the person is at risk of harm; 

 Witness to incidents – you may see a particular incident that raises concerns; 

 Visiting the home environment that is hazardous, or there are signs of neglect; 

 Disclosure – thee Service User or carer may disclose abuse to you; 

 
Reporting of Abuse: 

In accordance with ‘Duty of Care’, all volunteers have a responsibility to report any 
suspected or actual abuse to Linked to Life staff as soon as possible.  Any concerns you 
have can be discussed with staff in a confidential manner. Your concerns will be 
documented, and further investigation and referral will be undertaken. 

 

 

 

 
 

 

 

 

 

IMPORTANT: 
Failure to report any risks to the Service User or Carer can lead to further 

physical or emotional harm for those concerned. Abuse does not need to be 
disclosed to you before taking action – it is best to raise your observations or 

concerns with staff. 
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Temporary residential or hospital placement 
 

There may be occasions when the Service User is hospitalised for a short period, or 
they may go into residential respite for several weeks. Generally, Linked to Life would 
cancel any services until such time as the Service User returns to their home, and 
volunteers will be advised accordingly. 
 

In certain circumstances, Linked to Life may continue to provide a service during this 
time (by way of volunteer visitor). Staff will negotiate with the Service User and 
hospital/residential respite staff, and volunteers will be advised if the service is to 
continue during this time. 
 
 
 
 
 

 

 
 

Volunteer Exit 
 

Volunteers choosing to leave the service: 

We understand that volunteers have a range of other commitments and may need to 
discontinue as a volunteer with our service. To ensure that there is no disruption to 
service for the Service User, we ask that you provide at least 14 days’ notice of your 
intention to leave. It is useful for us to have an understanding of your reasons for 
leaving, as well as any other comments or feedback for use in future planning an 
evaluation. 
 

Termination of a Volunteer: 

Our service relies on volunteers to provide direct services to those in need of 
assistance, and we expect that volunteers will fulfill their commitment as agreed. 
Volunteers may be disciplined and/or terminated should the following occur: 
 

 Breaching the privacy and confidentiality of Service Users; 

 Non- compliance with the Code of Behaviour and rules and guidelines as set out in 
the Handbook; 

 Failure to provide services to the Service User as agreed; 

 Over-stepping the boundaries of your role as a volunteer; 
 

Should any of the above occur you will be asked to meet with a staff member to further 
discuss, and you will be given an opportunity to provide explanation, prior to any 
decision. 

NOTE:  Volunteers who have not been given prior permission by staff  to continue 
to visit or provide services to a Service User in hospital or Respite Centre, are not 

covered by any volunteer insurance, nor will they be reimbursed for any travel 
expenses. Volunteers who want to continue to visit during these times need to 

get authorisation from staff. 


