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Thank you for choosing to volunteer with The Association of Carers, your 

contribution will be helping to improve the lives of Carers throughout 

East Sussex.  We value our Volunteers and could not run our service 

without you. 

 

We offer various volunteering opportunities that help run our small and  

friendly charity.  We aim to take good care of our volunteers by  

encouraging and developing them through offering a free comprehensive 

training and support programme.   

 

This handbook was designed to explain everything you need to know 

about volunteering with us.  We hope you find it useful in your role.   

If you would like more information, please get in touch by phone, or  

email and we will be happy to help. 

 

Thank you again for helping us to provide a free service to help  

Carer’s improve the quality of their lives. 

 

Sue Palmer 

Director of Charity 

Hello and Welcome 
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About us 

The Association of Carers was established in 1987 by a group of Carers 

and healthcare professionals that recognised the need for Carers to be 

able to take regular breaks from their caring roles.  They set up a respite 

service for Carers living in Hastings & St Leonards, which grew over the 

years to include Rother.  From 2008 five additional support services were 

developed to support carer’s needs.  In October  

2013 our services were expanded further  

and we now provide many support  

services across East Sussex. 

Our Aims 

 Developing and expanding our  

service in line with what our Carers 

tell us they need to feel supported and continue in their  

caring role. 

 Promoting the needs and challenges of unpaid Carers  

throughout East Sussex. 

 Encouraging and developing our volunteers and staff through  

on-going training, support and supervision. 

 Maintaining a high organisational profile of Carers within the  

community. 

 Continually seeking funding from new stakeholders and  

retaining the support and integrity of our core funders to ensure 

the longevity of our services. 

Our Vision 
Enabling Carers throughout  

East Sussex to have access to 

free, high quality, volunteer-led  

support services.  
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How you can help us 

We have various ways you can help us.  Here are a few  

examples of our popular voluntary roles. 

Befriending with Respite 

This service gives Carers the opportunity to have some time to  

themselves, usually three hours each week, on the same day, at the 

same time.  By having a regular, set time, Carers are able to look forward 

to their break and plan what to do with the time. The service also benefits 

the person that is being looked after, providing them the opportunity to 

spend time with a volunteer who has similar interests and experiences.   

 

Carers Companion (Hastings, St Leonard’s & Bexhill-on-Sea) 

A volunteer spends time with the Carer and the cared for person in the 

home, or takes the Carer and the person they look after out (e.g. visiting a 

garden centre or café) with the aim of creating a relationship with both the 

Carer and the person they look after. 

 

Healthcare Respite 

A volunteer spends time with a cared for person for up to 4 hours, whilst 

their Carer attends their own health appointment. This could be for a 

course of treatment, over several weeks, or a one off appointment. 
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Supporting Carers to Identify & Plan Residential Respite 
(SCIPRR) 

A short term service, by which a volunteer helps a Carer look for a  

suitable residential home to provide respite care for the person for whom 

they care. They are supported to identify a suitable residential home and 

can be accompanied on viewing visits. The volunteer can also visit the 

cared for person whilst they are in residential respite, to give reassurance 

to the Carer. 

 

Computer Help at Home (CHAH) 

A volunteer supports the Carer to learn how to use their own computer in 

their own home.  This could enable them to keep in touch with family 

members and friends, to shop or bank online and generally help them to 

have more time to themselves and reduce their isolation. The Carer will 

receive 6 two hour sessions over 6 weeks. 

 

Talk & Support 

A telephone support service for Carers. We match a volunteer with a  

Carer, who will then call them at a mutually convenient time so the Carer 

can discuss in confidence how they are feeling. This service helps to  

reduce isolation and gives the opportunity for the Carer to feel more  

supported. It is a six month service, starting with a weekly call and  

reducing to monthly by the end of the six months. This service can also 

be offered after a caring role has ended as a result of a move to  

residential care, or a bereavement. 

We also have other opportunities that include: Charity Fundraiser,  

Ambassador Volunteer, Admin Volunteer, Community Fundraising &  

Publicity Volunteer, Mental Health Respite & Befriending Volunteer and  

Volunteer Driver .  
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What you can expect  

from US 

Our promise to you 

We want you to have a fulfilling experience and enjoy your role,  

so you can get the best out of your volunteer journey with us  

 

1. We always treat you with respect, dignity and gratitude. 

2. We ensure you are fully equipped with the tools to volunteer by  

providing training, supervision and ongoing support. 

3. We ensure you have a clear understanding of your role, and the  

boundaries within it.  

4. We acknowledge your skills and experience and match you to the 

most suited role.  

5. We will be professional and offer honest and fair feedback, in a 

timely manner. 

6. We will give you updates on how your role has made a difference. 

“I have met lovely people  

along the way. There is  

100% support from the  

Association of Carers. If  

there are any problems,  

they are there to help.” 

Respite Volunteer 
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What we expect  

from YOU 

Your commitment to us 

Our volunteers are the ambassadors of the Association of Carers, 

therefore having a professional and caring approach is a must! 

1. Always treat individuals with respect, consideration and dignity. 

2. Act in a professional manner whenever you are volunteering on  

behalf of the Association of Carers. 

3. Give notice to staff if you need to change or cancel a commitment.  

4. Be open and honest with us about how you are finding your  

volunteering journey. 

5. Make staff aware if you are unhappy with your role, or are faced 

with any difficulties or issues.  

6. Be non-judgmental and non-discriminative.   

7. Always be empathetic and sensitive  to situations.  

8. Adhere to the Association of Carers boundaries and do not burden 

the carer or the cared for with your worries or problems. 

9. Attend at least two volunteer supervision meetings per year and  

attend relevant training. 

10. Do not undertake any personal care, manual handling or give any  

medication.   

11. Do not undertake any domestic duties (e.g. cooking or cleaning),  

as you are not insured or trained to do so. 

 



8 

Before you begin 

Induction 

Our Induction Day is designed to: give you a good understanding of 

the Association of Carers, build your confidence in preparation for 

your role and explain important boundaries. It’s a great opportunity for 

you to meet the Association of Carers staff and other likeminded  

volunteers. An experienced Volunteer is invited to give a talk about 

their role within the charity.  

 

Training Opportunities 

We provide you with a free comprehensive training programme that 

will help you to feel confident and thrive within your role.  Our  

training courses are delivered throughout the year in several different 

locations to facilitate attendance.  These courses are delivered by 

trained professionals who specialise in areas such as First Aid,  

Bereavement and Dementia Awareness.  You will be given our  

training programme to take home at your Induction.  On our website 

you can find links to free online courses that you may wish to  

complete in your own time.  Our training programme is updated  

annually and we welcome any suggestions of new courses that may 

be helpful to volunteers.  You can claim back reasonable expenses for 

any training attended.  
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Once you’ve started 

Review calls  

We conduct frequent review calls, and offer an open door policy in our 

office.  This is an opportunity for volunteers and staff to raise issues 

and for you to talk constructively about your role.   

 

Support Meetings  

Throughout the year we hold a variety of support meetings, for all  

volunteers no matter what their role.  Each session has a guest 

speaker, there is an opportunity for you to socialise, whilst enjoying 

light refreshments.  Staff are available should you wish to share  

experiences or seek support.  There is an expectation that volunteers 

will attend at least two support meetings per year. 

 
“My volunteer was  

marvellous and he was so  

patient. I learnt so much more  

from him. I never thought I’d be  

able to do the things I have  

learnt at aged 87.”  

A Carer receiving  

Computer Help at Home   

We take supporting volunteers seriously. 
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Valuing our volunteers 

We celebrate the contribution our volunteers make by offering a  

complimentary lunch during Volunteer’s Week in June, and in December 

to celebrate Christmas. 

 

Volunteer Awards 

Each year, at our volunteer lunch, we present one volunteer with the  

‘Extra Mile Award’.  This is given to someone who has supported a Carer 

in a complex situation, or given a considerable amount of their own time.   

We also, like to recognise the long service commitment of our volunteers 

and issue certificates for 1, 3 and 5 years’ service and an award after  

10 years’ service. 
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Important stuff 

Expenses  

We believe that you should neither be out of pocket, nor have any  

financial gain when carrying out your role.  We encourage all  

volunteers to claim expenses and we will reimburse any reasonable 

out of pocket expenses.  This may include public transport, mileage, 

administration, or costs related to specific agreed activities.  If you 

have any queries with regards to expenses, you should consult the 

Volunteer Manager prior to any commitment being made.  Expense 

forms can be requested from the office.   

 

Financial Policy   

In your role, you should never enter into any financial transactions 

with Carers, Carers’ families or adults with care and support needs.  

We ask that volunteers do not give or receive personal gifts to or from 

anyone receiving our services.  We promote the use of card giving as 

a way of expressing appreciation or to celebrate any special  

anniversaries.  If a Carer is insistent on showing gratitude, then  

remind them, that although our services are free, it does cost money 

to provide them and encourage them to make a donation to us.  
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Insurance 

All volunteers are covered by the Association of Carers Public Liability 

insurance policy whilst on the premises or engaged in a volunteering 

role.  This covers against liability of injury or illness experienced as a 

result of any volunteer activities. If you are using your own vehicle 

while volunteering you should inform your car insurance company.   

Any activities that are undertaken outside the boundaries of your role 

will not be covered by our insurance and you will be personally liable. 

 

DBS Checks (Disclosure and Barring service check) 

If your role requires you to be in direct contact with vulnerable adults, 

you will need a DBS check before you are able to commence.   

The Association of Carers will assist in the application process and 

cover the cost.  Your DBS check will need to be updated every 3 

years. If you do have a criminal record, this does not automatically 

mean you are unable to volunteer with us.  All situations can be  

discussed in confidence with the Director of the Charity who will  

decide what roles may be suitable.  

 

Data Protection/ Confidentiality  

We collect and store all information in line with the Data Protection Act 

1998.  We only share personal information on a need to know basis 

with the prior consent of the individual it relates to.  We expect all  

volunteers to maintain confidentiality about the people we support, 

staff, volunteers and our work, unless otherwise required by law.  

Confidentiality is between Carers / cared for and the Association of 

Carers, not  with you as an individual. This allows you to share any  

concerns with Association staff without needing to gain consent.  
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Health and Safety 

It is the policy of the Association of Carers to provide and maintain a 

safe and healthy environment for all volunteers.  It is the responsibility 

of everyone, paid, or unpaid, who assists in administering or delivering 

the services of the association, to take reasonable care.    

 

Most volunteering takes place in the community and people’s homes. 

An assessment will be carried out by staff for each placement, to  

ensure a healthy and safe environment for everyone connected to the 

Association of Carers. However, there may be hazards in these areas 

that will require you to be vigilant 

Some examples include: 

Overloaded power sockets 

Trailing wires across the floor  

Cluttered environment  

Faulty appliances 

Rugs 

Spillages  
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Dealing with Difficulties 
We pride ourselves on matching our volunteers in appropriate roles. 

However, if your role isn’t what you expected, or you are not happy, 

please speak to the Volunteer Manager as soon as possible. We  

welcome the opportunity to listen and respond to any issues that may 

arise. 

 

Compliments/Complaints  
We love to hear all comments and compliments. Your communication 

helps us to review what works well and any aspects of our services 

that may need to be revised.  Most informal complaints can be easily 

resolved by the Volunteer Manager.  Formal complaints should be 

made in person, by telephone, email, or in writing to the Director of 

Charity.   

 

 

Volunteer, Quality Assurance 

 

“I gave one piece of  

negative feedback and  

I’m pleased to say things 

have now improved”. 
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Lone Working  

The Association of Carers recognises that some volunteers are  

required to work by themselves for significant periods of time, without 

close or direct supervision, and possibly in isolated work areas or out 

of normal working hours.  Full training will be given to you at your  

Induction to enable you to remain safe, while engaged in such lone 

working.  

 

Lone working tips 

 Save the out of hours telephone number (07821659402) to use 

between 08.00-21.00 should there be an urgent need to speak to 

staff that cannot wait until the next working day 

 Report any incidents or near misses to the office 

 Park vehicles in a safe well-lit area 

 A mobile telephone should be carried whenever possible 

 Familiarise yourself with home risk assessments 

 You need to let a trusted person know when you are volunteering 

and your expected time of return. They need to have our contact 

details so they can alert us should you not return, so we can look 

into your wellbeing. 

 

If you find yourself in danger and unable to speak freely, please call 

the on call phone and use the phrase “Tell Pauline I am going to be 

late” this will signal that all is not well. You will be asked questions, 

that require a Yes/No answer , we will then call the Police and direct 

them to you. 
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Accidents and Incidents and Near Misses 

All accidents or incidents and near misses should be reported to the 

office, as soon as possible.  In the event of an actual emergency you 

should contact the appropriate emergency services, then report to the 

Association of Carers. 

 

Safeguarding Vulnerable Adults 

Within the first year of volunteering you will be required to attend a 

compulsory Safeguarding training session.  Dates of these courses 

are in your Training Plan. This will cover points in relation to the new 

Care Act 2014, however we will provide you with sufficient guidance 

at your Induction to commence your volunteering role. 

A Carer receiving our  

Talk and Support service   

 “To be able to speak and  

have a meaningful conversation  

helps to keep me going. My  

volunteer is so understanding,  

having that empathetic ear means so 

much especially as I do not have  

much contact with anyone  

else socially”. 
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 “The welcome I receive  

when visiting and the thanks 

when I leave, make me  

appreciate how important  

this service is.”  

Respite Volunteer 

What to do if a Carer/cared for discloses abuse, 

whether current or historic 

 Stay calm and listen 

 Be objective 

 Empathise 

 Take them seriously and offer support 

 Keep them safe if necessary 

 Preserve any evidence 

 Make a written record of what you have been told, note the time 

and date 

 Do not confront the person who has been accused of the abuse 

 Do not promise to keep secrets – confidentiality is between them 

and the Association of Carers, not you as an individual 

 Immediately inform the Association of Carers 

 

Our Policies and Procedures are available to download from our   

website, www.associationofcarers.org.uk 
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Boundaries Guidelines  

Points to remember 

 Remember to record the date and time of your visit, call or 

pick up – so as not to let anyone down 

 Inform the office of your visits when dates and times change 

 If emailing please always use the email address  

info@associationofcarers.org.uk, to ensure a prompt response 

 You must NOT give the carer your contact details, telephone 

numbers are given with the understanding that they are only to 

be used in relation to respite visits (if this agreement is 

breached then inform the office who will contact the Carer  

directly to ensure this stops) 

 Maintain confidentiality 

 Our services aim to support and empower and not to create  

dependency 

 Staff support is available to you, even if you just need to chat 

about a visit 

 

“A caring and supportive  

team. Support is readily 

available if I need it.” 

Volunteer, Quality Assurance 
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Things a volunteer CAN do 

Take part in agreed activities  

such as; reading, listening to  

  music, playing board games,  

  playing cards, dominoes 

Visit regularly at the agreed 

times  

Make drinks for the cared for  

person (such as tea / coffee) 

Call for help should the need 

arise 

Engage with the cared for  

person during visits whilst  

taking care to ensure they are 

safe, for example: 

 - Reminiscence work, such as  

   looking at old photos 

 - General chat 

 - Watching TV 

 - Crosswords 

 

Things a volunteer CAN’T do 

Household tasks including;  

cleaning, vacuuming, washing 

clothes, cooking, ironing,  

changing light bulbs 

Shopping 

Gardening 

Personal care including;  

toileting, feeding, lifting,  

any form of manual handling,   

washing 

Invite Carer/cared for to  

volunteers home 

Push wheelchairs 

Take anyone out without first  

speaking with the office, so staff                 

can undertake a further risk  

  assessment 

Administer medication  
(a volunteer is allowed to prompt though) 

Accept gifts or enter into any  

financial transactions with  

 Carers 

Bring other visitors to Carers’ 

home 

Visit outside of agreed times 

Give advice 
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Some Thoughts on  
Volunteering  

Fairness and Equality  

Volunteering enhances social inclusion and good relations.   

It should be open to everyone.  

 

The importance of free will/choice 

Volunteering is a matter of free choice and there should be no  

compulsion to take part.  

 

Mutual Benefit  

Volunteering is a shared experience.  It is rewarding and of benefit to 

the volunteer in building skills, confidence and extending social  

networks.  Volunteering is of benefit to society, in contributing to the 

building of social capital and progressive social change.  

Respite Volunteer 

 “I love my role as a  

Befriending Volunteer and  

I feel rewarded by how much  

the Carer appreciates  

their break.” 
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A Carer 

 “Thank you for looking  

after my wife for 3 hours  

each week. It has really  

made my life easier.” 

“I thoroughly enjoy  

my volunteering role. It is a  

pleasure helping my client and 

his wife. They are great fun  

and have welcomed me into  

their world.” 

Respite Volunteer 

 

Volunteer, Quality Assurance 

“I feel appreciated and 

thanked by the staff.  

The best voluntary  

organisation by miles.” 
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Staying In Touch 

 01424 722309 / 0300 330 9498 

 info@associationofcarers.org.uk  

 Association of Carers 

 Jackson Hall, Portland Place 

 Hastings, East Sussex, TN34 1QN  

  www.associationofcarers.org.uk   

 You can email to cancel / change  

 volunteering commitments.  Please 

 use info@associationofcarers.org.uk, 

 as staff check this regularly.  

Refer a Friend 

The greatest compliment we can receive is 

when you refer a friend to us.  If you have 

found your role rewarding, please tell your 

friends and pass on our details to them.   

Like us on facebook 

facebook.com/ 

AssociationofCarers 

Follow us on twitter 

@Carers1066  

Registered Charity 1159551 

“Charity begins ‘at home’ but the huge and increasing 

number of Carers who stay or juggle their lives to give 

‘care at home’ is doing just that – increasing. 

The Association of Carers based in Hastings is 

providing – via their fully trained and empathetic  

volunteers – support to more than 200 Carers, both 

young and old to ensure their own health and  

wellbeing is preserved whilst they care and nurture 

those they love ‘at home’.” Jo Brand 

https://twitter.com/Carers1066

