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Volunteers are an important part of Thames Hospice, the organisation recognises that without 
the support of volunteers in all roles the Hospice would not be able to operate the range of 
services on offer to patients and their families. Therefore we are committed to offering 
volunteers the best possible experience during their time volunteering with us, this policy sets 
out how we endeavour to do this underpinned by our Volunteer Agreement.  
This policy is supported by the Volunteer Handbook and the Managing Volunteers Handbook. 

We are empathetic, will always listen and find ways to support volunteers. We 
love getting the best out of people, developing skills and building confidence 
through volunteering. 

We welcome and embrace change to help us continue to improve, grow and 
learn new things about our volunteer programme. We always have our eye on 
the future of volunteering and the organisation by engaging volunteers, setting 
challenging but realistic plans to move forward with volunteers and volunteer 
managers. We always welcome feedback, good and bad, so we can continue to 
improve. 

We welcome volunteers with different views, skills and experience. We adopt a 
consistent and fair approach in managing or working with volunteers. We make 
volunteers feel included and valued and treat them with courtesy, politeness 
and kindness. We consult with volunteers about change and allow them to 
express opinions and ideas.  

We learn from our mistakes and find new and improved ways of working with 
volunteers. We collaborate to ensure the best outcomes for volunteers. We 
strive for the best version of our volunteering programme and the best 
experience possible for volunteers. 1 of 7



Thames Hospice pledge to volunteers
• To explain how the organisation works and the volunteer’s role within it, and to 

communicate with the volunteer regularly with relevant and up-to-date information about 
where they volunteer

• To provide any relevant training volunteers need
• To provide a supportive and positive environment that fosters a rewarding and creative 

volunteer experience
• To recognise volunteer’s skills and individual contribution and give thanks and 

encouragement
• To provide opportunities with volunteer managers to review a volunteer’s role and give 

feedback as to how things are progressing
• To reimburse out-of-pocket expenses
• To consult with volunteers when appropriate and keep them informed of possible changes
• To provide opportunities, as appropriate, to influence the development of the Hospice
• To provide a safe workplace and to insure volunteers against any injury you may suffer
• To apply our equal opportunities policy
• To be committed to safeguarding and promoting the welfare of all volunteers
• To respond to any problems volunteers have in an appropriate and timely manner
• To live and role model the Thames Hospice values of Compassion, Ambition, Respect and 

Excellence (CARE)

What Thames Hospice asks of Volunteers
• To respect the rules of Thames Hospice regarding confidentiality: to understand that any 

information about patients, their families and friends, customers, staff and other volunteers 
is strictly confidential and must not be discussed outside the Hospice

• To regard themselves as a representative of Thames Hospice: to commit to open, honest, 
respectful, professional and discreet communication with other volunteers, paid staff, 
customers, patients and their families

• To share Thames Hospice’s commitment to safeguarding and promoting the welfare of our 
service users, staff and volunteers

• To participate in any appropriate training, including mandatory Health & Safety training
• To reach a shared understanding with Thames Hospice summarising their role and 

commitment, and let the Hospice know if they wish to change the nature of their 
contribution or suggest any valid improvements to their volunteering relationship with them

• To undertake their volunteering role with their full interest, attention and professionalism 
and without any conflicts of interest

• To give as much warning as possible whenever they cannot attend when expected
• To accept that the Head of Volunteering reserves the right to ask me to cease their 

volunteer role at any time should there be a breach of any of these volunteer guidelines or 
of accepted norms of behaviour

• To follow our values of Compassion, Ambition, Respect and Excellence (CARE)

Volunteer Agreement
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1. Recruitment

We aim to create and maintain rewarding opportunities for people to volunteer their time and 
skills with us. 

To ensure both the volunteer and those who will work with them are aware of what the 
volunteer is there to do and to make sure it is a fulfilling and worthwhile role, we create a role 
description for every volunteer role outlining the tasks, training and support offered and checks 
required.  

We engage in a variety of recruitment activity to endeavour to reach all sectors of our local 
community and strive to ensure the local population is represented.  

Our volunteering opportunities are open to everyone over the age of 16 in Retail and 18 in the 
Hospice, though we are able to support volunteers aged 14 and over completing their Duke of 
Edinburgh awards at certain shop locations. 

We will always try to make reasonable adjustments to our volunteering roles to remove as 
many barriers to volunteering as possible. If adjustments would make the role unfulfilling or 
unsafe we would help the individual find something more suitable either within the 
organisation or by referring them to their local volunteer centre. 

Potential volunteers should complete an application form, then we endeavour to make initial 
contact with within 5 working days where possible. Details given as part of the application form 
will be collected and stored in line with GDPR. Applications from people that do not become 
volunteers will be destroyed 6 months after receipt.   

Informal interviews should be carried out to ensure they will be suitable for the role and so the 
applicant has full understanding of the role and the organisation to make a choice whether it is 
the right role for them. Applicants for Retail roles will be invited to do a taster session. 

As part of our duty of care to the vulnerable adults and children we care for certain volunteer 
roles are subject to a Disclosure & Barring Service (DBS) check. These will be repeated once 
every 3 years or if the volunteer has been absent for more than six months continuously.

If we deem an applicant to be unsuitable for a position we will support wherever possible to 
find an alternative within the organisation or refer them to their local volunteer centre to find 
an alternative elsewhere. 

All Volunteers will be welcomed to the organisation with a welcome or offer pack, including our 
volunteer handbook. This will be supported by an induction carried out by the team where they 
will be based. 
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Thames Hospice is committed to being an equal opportunities organisation; to promoting equal 
opportunities and preventing discrimination. Thames Hospice is also committed to safeguarding 
and promoting the welfare of all service users, volunteers and staff and expects all volunteers 
and staff to share this commitment. We do not discriminate because of age, disability, sex, 
gender reassignment, pregnancy, maternity, race (which includes colour, nationality and ethnic 
or national origins), sexual orientation, religion or belief or because someone is married or in a 
civil partnership and we expect volunteers to not discriminate because of these protected 
characteristics too. 
Any acts of discrimination, harassment, bullying or victimisation will be investigated and the 
Problem Solving procedure will be followed.  
We will always make reasonable adjustments and remove barriers to volunteering wherever 
possible to enable a person to volunteer with Thames Hospice. 

2. Equality, Diversity & Inclusion

3. Training, Support & Communication 

Thames Hospice will provide all volunteers with the necessary training to carry out their role. 
To support the safety and wellbeing of the volunteer themselves, plus staff, service users, 
visitors and customers we require all volunteers to complete mandatory training annually, the 
content of which will be dictated by the role they carry out and the environment where they 
volunteer. 
If a volunteer has not completed the mandatory training within a three month period of either 
their start date or the expiry date of their previous training, we will ask the volunteer to step 
down until it has been completed. Wherever possible we will support the volunteer to 
complete any training including providing access to a computer and IT support for e-learning, 
for example. 

We provide support for volunteers in the form of team and individual meetings, debriefs and 
group communications. We recognise the environment in which we operate can be highly 
emotive and we endeavour to support volunteers to manage this in a healthy way.

We are committed to communicating regularly and effectively with volunteers to ensure they 
feel engaged and part of the organisation. This takes form in face-to-face, email and printed 
communications. We believe communication should be two-way and therefore welcome input 
and feedback from volunteers including through the use of annual surveys. 
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Thames Hospice is committed to reimbursing reasonable out of pocket expenses volunteers 
incur as a result of their volunteering for the organisation. 

Volunteers are able to claim expenses using the appropriate Expenses Claim Forms. The claim 
must be supported by receipts or tickets unless the claim is for mileage. 

Claims under £10 for Retail volunteers can be reimbursed directly from the till by the Shop 
Manager, who should then provide the claim form and till printout to the Finance Department. 
All other claims will be paid by BACS to the volunteer’s bank account. Expenses Claim Forms 
should be signed off by the volunteer’s manager and sent, with a Bank Details form to the 
Finance Department. 

Expenses claims must be submitted within 60 days of the expense being incurred. 

Thames Hospice will pay a mileage allowance of 45p per mile for mileage under 10,000 miles 
per year. If a one-way journey would cost more than £5 per one way journey this should be 
cleared by an Area Manager (for volunteers in Retail) or the relevant Head of department (for 
volunteers in all other roles) before the expense is incurred. Journeys in taxis must be cleared 
ahead of the journey by the relevant Area Manager or Head of department and will only be 
permitted where this is no safe, reasonable or practical alternative to getting to the destination. 

Volunteers can claim for car parking where there is no free or safe parking within a reasonable 
distance of their place of volunteering. A ticket must be provided for reimbursement.  

4. Expenses

Volunteers should be aware that they are representing Thames Hospice particularly while they 
are on shift but should also be aware that their actions could reflect on the hospice if they are 
associated with the hospice. We recognise that volunteers may become familiar with patients, 
visitors and customers but we ask volunteers to reflect the Thames Hospice values of 
Compassion, Ambition, Respect and Excellence and remain professional and a good 
ambassador for the hospice. 

Wherever possible we try to take a flexible approach to volunteering so that it fits in with 
volunteer’s lifestyles, however we do ask that volunteers notify their volunteer manager should 
they be unable to come in for a shift as previously arranged or if they wish to stop volunteering. 
This allows the volunteer manager to make alternative arrangements if necessary to limit the 
effects on service users, customers, other staff and volunteers or the running of that particular 
function. 

5. Volunteer conduct
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6. Problem Solving

Our Problem Solving policy builds on the foundations of our Volunteer Agreement and is 
brought about by either party, Thames Hospice or the volunteer, going against any part of the 
agreement. The process should be followed in all occasions to ensure it is dealt with fairly,  
openly and quickly to protect both the volunteer and the organisation, to minimise disruptions 
and to ensure we are working within our organisational values. 

In both instances, whether a volunteer has a complaint or concern or the organisation has a 
concern or a complaint about a volunteer we would follow the structure below. 

Informal – The first step in most instances would be to resolve things informally and  a 
conversation should take place between the volunteer and their volunteer manager and steps 
taken to resolve the issue. If the volunteer does not wish to approach the volunteer manager, 
concerns or complaints can be raised with the Volunteer Services team. 

Formal – if the concern or complaint has not been resolved informally or if it is felt that the 
issue is too serious to be dealt with informally then it should be raised formally. This would take 
place between the volunteer and their volunteer manager, with both parties supported by a 
member of the Volunteer Services team. As part of the formal procedure, all details would be 
recorded and the volunteer would be corresponded with via letter. Volunteers should be 
provided with a response within 21 working days of the concern or complaint being 
acknowledged, this can be extended if more time is required for investigation then this can be 
extended but the volunteer must be kept informed. 
If the volunteer has raised a concern or complaint then we would provide them with details of 
the investigation that took place, a decision about whether the or not the complaint has been 
upheld or the concern was found to be valid, the reason for the decision, information about any 
actions to be taken as a result of the concern or complaint. 
If the organisation has raised a concern or complaint about a volunteer then the volunteer will 
be informed in writing about what the concern or complaint is and the recommendations 
made. 

In serious cases or where problems remain unsolved after the above attempts have been made 
the volunteer may be asked to leave Thames Hospice if the concern or complaint is about a 
volunteer. 

Review – if the volunteer is not satisfied with how a problem has been handled or with the 
decision to ask them to leave the organisation they can ask for a review by writing to the Head 
of Volunteering who may refer the case to a member of the Senior Management Team. 

Serious Incidents – There are some occasions where a volunteer may be asked to not volunteer 
while an investigation is carried out if the incident is particularly serious. This may include: 
complaints relating to safeguarding matters, discrimination, serious or persistent harassment, 
dangerous or reckless behaviour, serious infringement of health and safety rules, serious 
negligence, intimidating or bullying behaviour, sexual misconduct, deliberate breach of financial 
regulations, theft, fraud or malicious damage to Thames Hospice property,  being under the 
influence of alcohol or illegal drugs. We have a legal obligation to refer anyone removed from 
volunteering in a regulated activity to the Disclosure & Barring Service due to serious incidents 
as listed above.   
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7. Involving Younger Volunteers

Thames Hospice volunteering opportunities are open to all over the age of 16 in our Retail 
setting, though this can be lowered to 14 if a volunteer is volunteering as part of their Duke of 
Edinburgh award and they choose one of the shop locations where the shop management team 
are appropriately trained and have completed Disclosure & Barring Service checks.  

Volunteers within the hospice should be aged over 18 due to the sensitivity of the service we 
provide here. 

All locations where volunteers aged between 14 to 18 are located should be risk assessed 
specifically to assess the risks associated with younger volunteers. 

It is Thames Hospice policy that we gain parental consent for any volunteers under the age of 
18. 
For safeguarding reasons volunteers under the age of 16 should always be supervised by a 
member of staff who has been DBS checked. 

Although there are no legal requirements to the hours a volunteer who is not in statutory 
education can volunteer, managers should bear in mind other constraints on young volunteers’ 
time such as Further Education when arranging shifts. 

Thames Hospice recognises the incredible difference that volunteers make to the organisation 
therefore it is our policy to ensure the input of volunteers is recognised and that volunteers 
benefit in non-monetary ways. 

Wherever possible we seek to understand the motivations that volunteers have to volunteer for 
the organisation and support where we can for them to fulfil these motivations. This may 
include providing additional training to upskill or adapting the role where appropriate to 
incorporate a special skill, for example. 

The organisation understands the importance of thanking volunteers including holding 
recognition events and acknowledging length of service through awards.    

8. Recognising volunteers
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