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1 Code of Conduct 
As ambassadors for Healthwatch Northumberland, all members of the Healthwatch 
Northumberland team are expected to honour the following principles of conduct and 
behavior. 

Respect 

• Treat each other, and anyone else involved with the work of Healthwatch 
Northumberland, with equal respect, courtesy, sensitivity and dignity   

• Have respect for individual and organisational confidentiality   

• Behave in a responsible, reasonable and proportionate manner at all times   

• Be aware and respectful at all times of the needs of service users, residents and 
patients you come into contact with   

• Communicate appropriately with others with whom you come into contact 

Openness and accountability 

• Conduct themselves fairly and openly   

• Ensure all actions and decisions made on behalf of Healthwatch Northumberland are 
appropriate to and in the interests of Healthwatch Northumberland 

• Always carry a Healthwatch Northumberland Identity Card 

Honesty 

• Set aside personal views and never attempt to take advantage of your involvement 
with Healthwatch Northumberland to pursue these   

• Declare any private interests or conflicts of interest and take appropriate steps to 
resolve any conflicts  

Best interests and objectivity 

• Ensure all activities are in the best interest of Healthwatch Northumberland and the 
wider community   

• Avoid the pursuit of specific issues at the expense of other Healthwatch 
Northumberland priorities 

Integrity 

• Do not put themselves under any financial or other obligation to any person or 
organisation that may attempt to influence any decision or action that is taken by 
Healthwatch Northumberland 

• Comply with all health and safety requirements 

• Do not make unreasonable requests or demands 

• Dress appropriately for the activity being undertaken 

Equality and diversity 

• Comply with the Equality Act 2010 at all times 

Volunteer Agreement 



 

 

2 Joint Volunteering Commitment 

Healthwatch Northumberland aims to: 

 Provide a friendly and supportive atmosphere, where volunteering is rewarding and 
pleasurable 

 Match the needs of the organisation with the skills, knowledge, experience, time 
and motivation of the volunteer 

 Ensure that volunteers are properly introduced to the work of Healthwatch 
Northumberland and that appropriate training is provided 

 Recognise and thank volunteers for the contribution they make  

 Respect volunteers, and listen and learn from what they have to say 

 Encourage and develop good two-way communication 

 Ensure volunteers receive appropriate support and guidance from a named member 
of the Healthwatch Northumberland team  

 Make sure volunteers know who to talk to if there is a problem 

 Consider the health, safety and welfare of Healthwatch Northumberland volunteers  

 Reimburse volunteer expenses promptly  

 Support volunteers who wish to move on from their volunteer role  

In return, we ask volunteers to: 

 Take part in induction and training activities as required  

 Follow Adapt (NE) and Healthwatch Northumberland policies and guidelines  

 Ask for support and guidance when needed 

 Maintain service-user and organisational confidentiality 

 Appreciate that volunteer and service-user relationships can be friendly, caring 
and supportive but must remain professional at all times 

 Take reasonable care of their own health and safety and that of others while 
taking part in agreed volunteer activities 

 Refrain from speaking to the press or media, or publishing information about their 
volunteer role, unless authorised by Healthwatch Northumberland 

 Advise Healthwatch Northumberland of any concerns or complaints 

 Honour the Healthwatch Northumberland ‘Code of Conduct’ 

 

 

 

 

Declaration 

I agree to volunteer for Healthwatch Northumberland according to the expectations outlined in this 
Volunteer Agreement. I understand that this agreement is binding in honour only and that neither party 
intends any employment relationship or other worker relationship to be created. 

Signed (volunteer):  

Print Name:  

Date: 

Signed (staff):  

Print Name:  

Date: 
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1 Introduction 

At Healthwatch Northumberland we are keen to provide every opportunity for 

members of the public to engage with us and support what we do. Our ability to do 

this is strengthened by the unique contribution that each volunteer makes to our 

organisation. 

We involve the people of Northumberland in everything we do by seeking their 

views and experiences of health and social care services provided in the county.  

Healthwatch Northumberland has an important role to play in ensuring that people 

using services have their voice heard and, where they identify the need for 

change, they are listened to. 

The activities of our volunteers help us to reach and engage with as many people 

in Northumberland as we can, giving everyone the chance to have their say no 

matter where they live or what their circumstances are. We see volunteers as an 

integral part of the Healthwatch Northumberland team and give them the support 

they need to ensure that volunteering is a rewarding experience. 

This policy sets out the broad principles for volunteering with Healthwatch 

Northumberland and has been produced in consultation with volunteers and staff.  

2 About Healthwatch 

Healthwatch Northumberland* is the local independent champion for people who 
use health and social care services in the county. Our sole purpose is to help make 
care better for people. 

We: 

• Listen to what people like about services or what could be improved. 

• We share people’s views and experiences with the people that have 

the power to make change happen.  

• We help people find the information they need about services in 

their area. 

Healthwatch England is the national independent champion for people who use 
health and social care services, and they support local Healthwatch, including 
Healthwatch Northumberland, to find out what people want and to advocate for 
services that meet local communities’ needs. Healthwatch England also encourage 
those running services to involve people in changes to care.  

 
 
* Healthwatch Northumberland is run as a project by Adapt (North East). Adapt (North East) is a 
registered charity, a company limited by guarantee and a social enterprise, which provides services 
to people in North East England with the aim of promoting an inclusive society. 

 
  



 

 

3 Equal Opportunities and Diversity 

We are committed to developing and maintaining an organisation in which differing 
ideas, abilities, backgrounds and needs are fostered and valued, and where those 
with diverse backgrounds and experiences are able to participate and contribute. 

4 Volunteering for Healthwatch Northumberland 

Volunteering is seen as an integral way for Healthwatch to deliver its work by 
improving inclusivity of people from across local communities, bringing skills, 
knowledge and experience of services as part of our ‘voice’ and providing ways for 
people to be involved in improving services.  

Healthwatch Northumberland acknowledges the invaluable contribution volunteers 
make to our organisation. Our service benefits greatly from the commitment of 
individuals who give freely of their time, knowledge, skills and experience. 
Volunteers enhance the diversity and capacity of our organisation; they do not 
replace the role of paid staff. 

4.1 What is a volunteer? 

The National Council for Voluntary Organisations defines volunteering as: 
“ … any activity that involves spending time, unpaid, doing something that 
aims to benefit the environment or someone (individuals or groups) other 
than, or in addition to, close relatives. Central to this definition is the fact 
that volunteering must be a choice freely made by each individual.” 

Everyone has the right to volunteer and volunteering can have significant 
benefits for individuals. 

4.2 Volunteer Roles at Healthwatch Northumberland 

There are a number of ways volunteers can become involved with the work 
of Healthwatch Northumberland, depending on the skills, experience and 
time they have to give. Volunteer role descriptions set out the tasks that 
volunteers will undertake and the approximate time commitment; these are 
available from Healthwatch Northumberland or can be downloaded from our 
website. 

4.3 Insurance 

Adapt (North East) has personal accident and public liability insurance for 
all staff, volunteers and service users. If a volunteer sustains an injury 
whilst carrying out voluntary work, they may be eligible for compensation. 

If volunteers intend to use their own vehicle while volunteering for 
Healthwatch Northumberland they will need to inform their insurance 
company prior to their start date; we have a standard form for this purpose. 
Failure of a volunteer to notify their insurance company could invalidate 
their cover. 

  



 

 

4.4 Duty of Care 

All voluntary and not-for-profit organisations have to undertake a ‘Duty of 
Care’, under the Health and Safety at Work Act, to identify risk areas and 
procedures.  The Health and Safety at Work Act affects everyone. 

It is considered good practice by the Health Safety Executive to apply the 
same standards to voluntary workers as to paid staff under the ‘Duty of 
Care’.  We advise that volunteers do all that is reasonably practicable to 
ensure their health and safety, and staff and service users. It is necessary 
for volunteers to feedback any concerns, however minor, to a member of 
Healthwatch Northumberland staff. 

4.5 Confidentiality 

All information about service users, volunteers and staff is confidential and 
should be treated as such.  We ask that volunteers refrain from divulging 
any information gained during the course of their duties to any third party. 

4.6 Expenses 

Volunteers will be reimbursed for reasonable out of pocket expenses in 
accordance with the Healthwatch Northumberland volunteer expenses 
policy.    

4.7 Policies and Procedures 

Volunteers are required to adhere to Adapt’s policies and procedures; these 
are available to view at the office or can be provided on request.  

5 Volunteer Recruitment 

Healthwatch Northumberland recruits volunteers based on their ability to carry out 
tasks outlined in specific volunteer role descriptions.  

The volunteer recruitment process is designed to help Healthwatch Northumberland 
and the prospective volunteer decide whether a role can be found that matches the 
needs of the organisation with the skills, experience and time offered by the 
volunteer. 

Healthwatch Northumberland will provide information about our volunteering 

programme and the roles available. The prospective volunteer will be asked to 

provide information about the skills, experience and time that they can give. They 

will also be asked about their own needs, aims and motivations.  

5.1 Registration of interest 

Anyone interested in volunteering with Healthwatch Northumberland will be 
asked to complete a volunteer registration form. For individuals for whom a 
written expression of interest may not be appropriate, an initial discussion 
may be arranged instead. 



 

 

5.2 Interview 

Following submission of a volunteer registration form, the prospective 

volunteer will be invited to meet with an appropriate member of the 

Healthwatch Northumberland team for an informal interview. This will 

enable Healthwatch Northumberland to decide if a suitable volunteer 

opportunity can be offered, and it will allow the volunteer to decide if 

volunteering for Healthwatch Northumberland is right for them. 

5.3  References  

If a suitable volunteer opportunity is identified, the prospective volunteer 
will be asked to provide details of two people whom Healthwatch 
Northumberland can approach for references. These must not be relatives 
and need to have been known to the applicant for at least two years. 

5.4 Disclosure and Barring Service check 

Healthwatch Northumberland volunteers will be required to undertake a 
Disclosure and Barring Service check and to sign up to the DBS Update 
Service. The level of check will depend on the nature of the volunteer role. 
The administration charge for the check will be met by Healthwatch 
Northumberland.  

5.5 Identity card 

At the end of the recruitment and selection process, volunteers will be 
issued with a Healthwatch Northumberland identity card. This card should be 
worn at all times when taking part in activities as a Healthwatch 
Northumberland volunteer. 

6 Induction and Training 

All new volunteers with Healthwatch Northumberland will be made to feel welcome 
and will be provided with the relevant information, induction and training 
appropriate to their role. 

6.1 Induction 

Volunteers will be taken through an induction process to ensure that they 
understand the role of Healthwatch Northumberland and how volunteers are 
involved; have access to relevant policies and procedures; and are aware of 
the support available.  Volunteers will be provided with any information they 
need to undertake the identified volunteer role.   

6.2 Training 

Healthwatch Northumberland volunteers will be given the training they need 
to undertake the role and tasks they will be involved in. The training each 
volunteer needs will be identified through the induction process and support 
sessions.   
 

 



 

 

7 Support and Guidance 

Healthwatch Northumberland strives to support its volunteers in a way that helps them to 
carry out their role to the best of their ability. Volunteers will receive support and 
guidance from a named member of the Healthwatch Northumberland team. This will 
enable the volunteer and named support to review activity undertaken by the volunteer 
and to identify any support and training needs. 

Annual volunteer review sessions are organised by the Volunteer Officer. These provide 
an opportunity for Healthwatch Northumberland volunteers to review and reflect on their 
volunteering experience. 

Volunteers are invited to take part in Healthwatch Northumberland’s Annual Team 
Survey. The feedback from the survey is used to improve practice and make things better 
for everyone.   

8 Communication and Feedback  

Healthwatch Northumberland believes strongly that good communication is essential. The 
type and frequency of communication will vary depending on the volunteer role. 
Healthwatch Northumberland produces a Supporters Newsletter that volunteers can 
subscribe to. 

We welcome feedback and suggestions about how we can do things better and we 
provide a range of different ways for volunteers to communicate their thoughts and ideas 
to us.  

9 Dealing with Problems 

Healthwatch Northumberland aims to foster a friendly environment where volunteers 

feel valued and supported, and where two-way communication is encouraged. We 

recognise that on occasion volunteers may need to raise concerns or complaints; such 

issues should be discussed with the volunteer’s named support in the first instance. If 

this is not appropriate, then the volunteer should discuss the issue with the Volunteer 

Officer. 

Healthwatch Northumberland has a Volunteer Problem Solving Procedure to help support 

volunteers with any issues that cannot be resolved informally. This procedure covers the 

way concerns or complaints raised by the volunteer, and any concerns Healthwatch 

Northumberland may have with the performance of the volunteer, will be dealt with. 

10 Moving On 

Healthwatch Northumberland recognises that volunteers may cease their involvement 
with us at any time and for a variety of reasons. Exit interviews may be carried out to 
discuss the reasons the volunteer is moving on and to find out if they might wish to be 
involved again in future. 

11 Review 

This policy will be reviewed annually by the Volunteer Officer to ensure that it 

remains appropriate to the needs of Healthwatch Northumberland and its 

volunteers. 



 

 

 

 

 

There may be times when you need additional information or support. In this situation, 

please use the flow chart below to help you work out who you need to contact. 

 

 

   

 

  

NO 

If your query is urgent but does not involved a safeguarding 

concern, please try and contact your named Healthwatch 

Northumberland support in the first instance. 

If they are not available, please phone the Healthwatch 

Northumberland team on 03332 408468.  

In the unlikely event that the call is not answered, please 

contact the Adapt (North East) team on 01434 600599 

YES 

If your query is urgent and you have a safeguarding concern please contact Liz Prudhoe, 

the Designated Safeguarding Lead for Adapt (North East): 

t: 01434 600599 e: lizp@adapt-tynedale.org.uk 

If you are unable to get in touch with Liz Prudhoe, please contact Onecall: 

t: 01670 536400 e: onecall@northumbria-healthcare.nhs.uk 

Onecall is one number of all adult social care, children’s services and community health 
enquiries in Northumberland. If you are worried that someone is in immediate danger, you 

should call 999 for emergency services. 
 

If your query is not urgent, please contact 

your named Healthwatch Northumberland 

support. If they are not available, please 

leave a message/text/email and they will 

respond to you as soon as possible. 

Is your query urgent? 

YES 

Do you have a safeguarding concern? 

NO 

Volunteer Chain of Contact 

mailto:lizp@adapt-tynedale.org.uk


 

 

 

Safeguarding Children and Vulnerable Adults* 
 

1. What are my responsibilities for child protection and safeguarding adults? 

• To know the name of your Designated Safeguarding Lead and how to contact 
them 

• To respond appropriately to a vulnerable person 

• To report to the Designated Safeguarding Lead or directly to Onecall if that is not 
possible 

• To record your concerns - ‘Don’t do nothing’ 

2. What do I do if I hear or see something that worries me? 

• Tell the Designated Safeguarding Lead 

• If that is not possible, telephone Onecall 

• In an emergency call 999 for the police 

3. Can I go to find someone else to listen? 

• No.  You should never stop a vulnerable person who is freely recalling significant 
events. 

4. Can I promise to keep a secret? 

• No!  The information becomes your responsibility to share in order to protect.  
You have a duty of care towards a child, young person or vulnerable adult. 

5. Can I ask questions? 

• No!  Nor can you make judgements or say anything about the alleged abuser; it 
may be construed as contriving responses. 

• You can ask them to repeat a statement. 

6. Do I need to write down what was said? 

• Yes, as soon as possible, exactly what was said and make sure you date and sign 
the record. 

 
 

 
 
 
 

 

* The Adapt (North East) ‘Safeguarding Children and Vulnerable Adults Policy’ can be 
found in your Healthwatch Northumberland Volunteer Handbook. 



 

 

 

 

 

1 Introduction 

Occasionally problems can arise when someone is volunteering. The problem might 

be as a result of a complaint or issue raised by a volunteer, or it might be in 

relation to a complaint or issue raised about a volunteer. The aim of this policy is 

to help deal with any problems relating to volunteer involvement in a fair and 

timely way. 

All issues will be treated in confidence and should only be discussed by those 

directly involved in trying to resolve the issue. Volunteers have the right to be 

accompanied by a colleague, friend or representative in any meetings that form 

part of the problem solving process. 

It is expected that volunteers will raise any problems in a timely manner, usually 

within 30 days of an incident occurring. Issues raised after 30 days will not usually 

be taken forward. 

2 Dealing with problems raised by a volunteer 

Stage 1: dealing with problems informally 

All problems, whether concerning a member of staff, the organisation or another 

volunteer, should be discussed with the volunteer informally in the first instance. 

This will normally be done in a meeting with the volunteer’s named support. 

Where an issue relates to the named support, the volunteer should ask to speak 

with the Volunteer Officer. 

Stage 2: dealing with problems formally 

If the volunteer is not satisfied with the outcome of Stage 1, they should make a 

complaint in writing to the Healthwatch Northumberland Project Coordinator 

within 10 working days.  Healthwatch Northumberland will respond to the formal 

complaint within 10 working days from receiving it. 

Stage 3: appeals 

If the volunteer is not satisfied with the outcome of Stage 2, they can appeal to the Chair of 
Healthwatch Northumberland in writing within 10 working days of notification of the outcome 
of Stage 2.  The Chair will consider the complaint and respond to the volunteer within 10 
working days. The decision made at this stage is final and there is no further right to appeal. 

  

Volunteer Problem Solving Procedure 



 

 

 

3 Procedure for dealing with poor volunteer performance and/or 

inappropriate behaviour 

Healthwatch Northumberland aims to foster a friendly environment where 

volunteers feel valued and supported, and where two-way communication is 

encouraged. We recognise that there may be occasions when volunteers stray from 

the Healthwatch Northumberland ‘Code of Conduct’ or fail to perform the 

volunteering activities as described in the Volunteer Role Description.   

Concern about a volunteer’s performance will be raised by the volunteer’s named support 
and additional support may be offered in one or more of the following ways: 

1. Refresher training on policies and procedures 

2. Revisit the volunteer role description 

3. Additional training, if required 

4. Consideration of other more suitable volunteer roles 

Performance will be monitored and reviewed by the volunteer’s named support.  

When concerns about a volunteer’s performance and/or behaviour fail to be resolved by the 
procedure outlined above, Healthwatch Northumberland will consider ending a volunteering 
placement. If this decision is reached, Healthwatch Northumberland will inform the volunteer 
face-to-face as part of an exit meeting. We appreciate that this may be a difficult situation 
for the volunteer, who will be offered the opportunity to be accompanied by someone to the 
meeting. 

4 Serious concerns and formal complaints 

A volunteer placement may be ended without warning if Healthwatch Northumberland 
believes that there is sufficient cause, such as when behavior is too inappropriate or 
harmful, or when confidentiality has been breached. 

If a formal complaint is received about a volunteer, Healthwatch Northumberland’s Project 
Coordinator will deal with this in line with the Adapt (NE) ‘Complaints, Compliments and 
Comments Policy’. 

6 Review 

This policy will be reviewed annually by the Volunteer Officer to ensure that it 

remains appropriate to the needs of Healthwatch Northumberland and its 

volunteers. 

  



 

 

 

 

 

 

 

 

 

 

 

Volunteer Expenses Policy 

 

 

 

 

  



 

 

 

 

1 Introduction 

As part of Healthwatch Northumberland’s commitment to ensuring equity of access 
to our volunteering opportunities, out-of-pocket expenses that are incurred while 
undertaking a volunteering role with us will be paid.  

 

• Expenses must be approved in advance by a member of staff and claimed 
using the Volunteer Expense Claim Form. 

• Claims will only be paid for actual expenses incurred, as evidenced by 
receipts.  

• Expenses claims submitted by the 15th of the month will be reimbursed by 
the end of the same month BACS transfer, for which volunteers are asked to 
provide bank details. 

   

2 What can be claimed? 

2.1  Travel 

Wherever possible, volunteers will choose the most cost-effective method of 
travel to volunteering activities. Where a volunteer uses their own vehicle, 
they will confirm that it is taxed, insured, has a MOT if appropriate, is insured 
and the insurance company is aware they are using the vehicle to carry out 
volunteering activity. This will be evidenced by a signature on the Volunteer 
Expenses Claim Form. 
 
Mileage is payable in line with HMRC guidance, currently at 45p per mile. Car 
parking will be refunded where a volunteer has incurred costs. The use of a 
taxi will be by prior arrangement only.  

 

2.2  Refreshments 

Where a volunteer is attending a function over three hours, and no 
refreshments are provided, a refreshment allowance of £2 is claimable.  

Where a volunteer is attending a function over four hours, a lunch allowance of 
£5 is claimable.  

 

2.3  Online/remote working 

Online or remote working may mean volunteers use their own phone to speak 
to members of the community. Where volunteers incur charges above 
their personal home telephone package, we will reimburse calls at 10p per 
minute. 
  
Where a volunteer uses home broadband for the benefit of Healthwatch 
Northumberland, if the broadband usage is part of their package they should 
not occur any additional charges. A volunteer should speak to the Volunteer 
Officer if they expect to incur charges because of their volunteering activities.  



 

 

   
 

4  Claiming benefits 

If volunteers get more than out-of-pocket expenses, they will be treated as being 
in paid work. This may impact upon tax status and benefits that are being claimed. 
This also applies to payments in kind.   

 

We reimburse out-of-pocket expenses incurred in order to volunteer, e.g. travel 
costs. We collect receipts and reimburse exactly what has been spent. This means 
that if needed, a volunteer could demonstrate to a benefits adviser that any 
money received from Healthwatch Northumberland was a reimbursement and not a 
payment.  
 

 

5  Exceptional circumstances 

As part of our commitment to inclusivity, where a volunteer has additional support 
needs that may prevent them from volunteering, we will seek to address these 
where possible and reasonable to do so.  

 

Requests for expenses not covered by this document should be made to the Project 
Coordinator in advance of incurring the cost and will be considered on a case-by-
case basis.  
 
 

6 Review 

This policy will be reviewed annually by the Volunteer Officer to ensure that it 
remains appropriate to the needs of Healthwatch Northumberland and its 
volunteers. 
 

 

 

  



 

 

 

 

 

We use a shared Google calendar to help us organise and coordinate our events and 

activities. It allows us to place all the relevant information about our activities in one place: 

date, time, venue and all associated materials. It also allows us to invite staff, volunteers 

and board members to take part in events, and for them to accept or decline invitations at 

the click of a button.  

We understand that the Google calendar might not work for everyone and we are happy to 

share the calendar in an alternative format - e.g. hard copy, an emailed screen shot – if 

required.  

1. If you decide to join the Healthwatch Northumberland Google calendar, you will be sent 

an automated email invitation that will include a link to the calendar:  

 

 

 

 

 

 

 

2. Once you’ve followed the link to the calendar, you will be prompted to log in. If you 

don’t already have a Google account, you will need to create one in order to access the 

calendar. If you don’t have a Google email address, you can use your current email 

address instead. 

 

 

 

 

 

 

Shared Google Calendar 



 

 

 

3. Once you’ve logged in or created an account, you should be able to view the calendar 

and see all the current events. At this point, if you can’t access the calendar or see the 

events please contact our Volunteer Officer. 

 

 

 

 

 

 

 

 

 

4. If you are invited to attend an event, you will receive an automated email invitation. At 

the bottom of the invitation is the option to click and say whether you can attend. 

The choices given are: ‘Yes’, ‘Maybe’ or ‘No’ 
 

 

 

 

 

 

 

5. Events that you’ve been invited to will show in addition to the original event listing but 

in another colour (to represent your personal calendar, in this case blue), and the 

appearance will vary depending on if and how you responded to the invitation: 

 

 

 

 

 



 

 

 

6. If you click on the personal invitation version of the event, you will see the full event 

details and you can also indicate or amend whether you can attend at the bottom next to 

‘Going?’: 

 

 

 

 

 

 

 

 
7. Once you have responded to the event invitation, your name on the guest list for the 

event will show one of the following symbols: 

‘Yes’  ✓ ‘Maybe’  ‘No’  
 

 

Declaration 

I would like to join the Healthwatch Northumberland Google calendar and I understand that, although the 
calendar is not available to the general public, my email address will be visible to other Healthwatch 
Northumberland volunteers, staff and board members. 

Signed (volunteer):  

Print Name:  

Date: 
 


