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City of Yarra

Volunteer Policy & Procedure Guide 2008 

This guide has been prepared to assist Volunteer Managers develop and implement volunteer policies and procedures to guide volunteer involvement in their organisation. The guide has been compiled from consultation with Volunteer Managers and community groups across the City of Yarra and reflects common needs of most volunteer programs. 
This guide has been prepared with acknowledgement of national best practice standards and contemporary approaches to volunteer management in the state of Victoria. The guide provides Volunteer Managers with templates that can be edited to suit specific organisation requirements. Ideally, Volunteer Managers will produce a handbook of policies and procedures that can be referred to by organisation management, paid staff and volunteers alike. 

Comprehensive volunteer policies and procedures will decrease ambiguity often associated with volunteer management for paid staff and volunteers. Details of online resources that provide further information to develop volunteer programs and attract and retain the services of a diverse range of volunteers are included. 
Compiled by Jason Twomey

Enquiries to Yarra Volunteer Support Program Team 
1. Welcome from … 
Your handbook might start with a welcoming message from the leader of your organisation. This could be your CEO or General Manager, Director or Program Coordinator. 
Type your responses to the prompts in column 1 into the second column of this table. You’ll have a draft welcome message you can flesh out with colleagues and volunteers. 

	A brief overview of your organisation’s history
	

	Explain your organisation’s mission and objectives
	

	Highlight your organisation’s achievements and stature in the community
	

	Overview of services you provide by volunteers and why these service are important
	

	Acknowledge the value volunteers bring to your organisation
	


2. Equal employment opportunity

Community organisations that engage the services of volunteers have a professional obligation to ensure volunteers are given the same courtesy and support as paid staff. Policies and procedures that govern the work of volunteers should be developed and implemented within the parameters of Equal Employment Opportunity principles to provide a safe and healthy work environment with equal access for all. 

You can cut and paste the following points into a separate document and make your own statement about Equal Employment Opportunity specific to your organisation requirements. 

Discrimination

Volunteer management policies and procedures should reflect that discrimination is unlawful on the grounds of:

· Gender

· Age

· Disability

· Ethnicity

· Sexual preferences

· Physical appearance

· Marital status

· Political beliefs and affiliations

· Religious beliefs and affiliations

· Pregnancy

Reasonable adjustment

To ensure your organisation is inclusive and your services staffed by a broad range of people representative of your community, you may need to accommodate requests for reasonable adjustment of work, workplace practices or the physical work environment itself. This will help to accommodate:

· People with a disability

· Mum’s and Dad’s with child care responsibilities / issues

· People of Culturally and Linguistically Diverse background.
Further information about the legal status of volunteers in Victoria 

www.legislation.vic.gov.au – search “Victorian Law Today” in Acts for ‘volunteer’.

Further information about Equal Employment Opportunity in Victoria

www.humanrightscommission.vic.gov.au 

3. Volunteer Engagement
Your volunteer engagement policy should explain the various things you need to do once a volunteer has expressed interest in your organisation. The policy might set some parameters for volunteer expectations in return for their commitment to your organisation. 
Type your responses to the prompts and questions in column 2 into the third column of this table. You’ll have a draft policy outline you can flesh out with colleagues and volunteers. 

	Police Checks
	Explain the requirement for the check and give an indication of the timeframe involved.
	

	Working With Children Check
	Explain the legal requirement for the Check and give an indication of the timeframe involved.
	

	Probation
	Is there a probationary period attached to the volunteer role?
	

	Orientation
	Will the volunteer be given orientation on commencement? What does this involve?
	

	Performance Review
	Will the volunteer be subject to a performance review at the end of a defined period of service? Will this be an informal (verbal) review, or a formal (written) review? What happens if the volunteer’s performance is unacceptable? 
	

	Personal Information
	What information do you collect from prospective and current volunteers? For what purpose is it used and how is it stored?
	

	Training
	Is training available to the volunteer? How often will training options be available? Are training options based on job requirements? Are training options only available once a defined period of service has been achieved?
	

	Role development
	What mechanisms are in place if the volunteer believes they have skills that are not fully utilised? Who do they approach? 
	

	Expectations
	Can the volunteer expect special consideration for paid employment opportunities that may arise with your organisation given their voluntary service? Are paid positions advertised internally to volunteers in the first instance? 
	


Further information about the Working with Children Check

www.justice.vic.gov.au/workingwithchildren 

4. Office Administration
Your office administration policy should explain the basics of workplace conduct in your organisation. 
Type your responses to the prompts and questions in column 2 into the third column of this table. You’ll have a rough policy outline you can flesh out with colleagues and volunteers. 

	Reporting and Supervision
	Who do volunteers report to? Who do volunteers report to in the absence of their regular supervisor / manager?
	

	Holidays
	Does your organisation close at certain times of the year? Does your organisation observe traditional public holidays?
	

	Leave
	How much notice should a volunteer give if they wish to take leave for holidays, study, or other purposes?  Who should they contact in the event they are unwell and cannot attend work at their rostered time?
	

	Sign In / Out
	Is the volunteer required to sign in and out each day? Are there any other security protocols they need to observe?
	

	Dress Code and Presentation
	Is the volunteer required to adhere to a dress code on duty?
	

	Office Hours
	What are your operating times? Is work permitted on site after hours or on weekends? If so, who grants permission for this? If so, are there any security protocols the volunteer needs to observe in these circumstances?
	

	Children at Work
	In the event that child minding arrangements cannot be made or unforseen circumstances arise, does your organisation allow children in the workplace? If so, are there any special conditions the volunteer must observe if they bring their children to work?
	

	Privacy
	Do volunteers have access to client or organisation information? If so, are they permitted to pass details of this information to other parties?
	

	Gifts
	Are volunteers allowed to accept material or in kind gifts from clients or paid staff? If so, is there a ceiling on the amount or type of gift they can accept?
	


5. Volunteer Position Description 

A thorough position description will help volunteers understand the requirements of their role and set parameters for their participation in your organisation. A good position description can be a great way to advertise for volunteers and market your organisation to the community. 

As a guide, a volunteer role should be smaller in size and scope to that of a paid worker. Ideally, volunteer roles are created to assist and support activities carried out by paid staff. A typical volunteer position description template might include some of the following components.
You can cut and paste this template into a separate document to use as a basis to create your own volunteer position descriptions. 

	Title of volunteer position
	

	Reporting to
	

	Hours or days required each week
	

	Commitment required (weeks, months, ongoing)
	

	Brief overview of purpose of role
	

	Brief description of duties
	

	Qualifications or experience required
	

	Brief description of training or orientation provided to the volunteer
	

	Probationary period
	

	Brief description of any reimbursement available for out-of-pocket expenses (public transport fares, petrol costs etc)
	

	Is the volunteer required to have a current driver’s license?
	

	Is the volunteer required to use their own vehicle for work on behalf of the organisation?
	

	Will the volunteer be required to undergo a Police Record Check?
	

	Will the volunteer be required to undergo a Working with Children Check? 
	


6. Occupational Health & Safety

OH&S policies for volunteers should cover their general health and wellbeing, interaction with paid staff and clients and use of organisation equipment. There are many different facets to OH&S policy for volunteers, but a comprehensive policy platform should include:
· Evacuation and emergency procedures
· Use of personal motor vehicle

· Hazard, accident and injury reporting

· Manual handling

· Personal safety and lone working

a) Evacuation and emergency procedures

Type your responses to the prompts and questions in column 2 into the third column of this table. You’ll have a rough policy outline you can flesh out with colleagues and volunteers. 

	Evacuation procedure
	Under what circumstances should volunteers evacuate your premises?

Where do volunteers evacuate to?

What special consideration is made to volunteers with mobility issues? Are ‘evacuation buddies’ assigned to affected people?
	

	Emergency procedures – fire
	What procedures are volunteers required to observe in the event a fire is detected? Should they call emergency assistance first? Should they attempt to extinguish it themselves? Where are fire extinguishes located? Have they been trained to use them? Who are the workplace fire wardens?
	

	Emergency procedures – medical emergency
	In the event of a fall, illness, assault or other emergency, what procedures should volunteers observe? Should volunteers provide first aid, or call for medical assistance?
	


You can cut and paste the following points into a separate document and make your own statements specific to your organisation requirements.
b) Use of personal motor vehicle
Most insurance policies for community organisations will not cover damage to a motor vehicle owned by a volunteer. In the event a volunteer uses their private vehicle for transport to and from your organisation, or for work on behalf of your organisation during the course of their duties, it is best to make it clear your organisation will not accept any financially liability for damage to the vehicle. This can extend to parking fines and traffic infringement notices at your organisation’s discretion.
c) Hazard, Accident and Injury Reporting
You need to nominate a staff member to be responsible for accepting verbal and written advice of any workplace hazard noted by the volunteer or any accident or injury incurred by the volunteer during the course of their duties. A form can be designed to record any occurrences and should include space for details of date, place and time and a description of the hazard, accident or injury. You may need this information in the event a legal claim is subsequently made against your organisation.
d) Manual handling

You should discourage volunteers from any activities that involve heavy lifting. However, if heavy lifting or other strenuous activity is part of the normal course of their duties, it is best to make this clear prior to commencement and ensure the volunteer has adequate training and support where needed.

e) Personal Safety and Lone Working

In the event your organisation requires volunteers to work alone or off site in an unsupervised situation, you need to encourage them to be aware of their actions and surroundings and take steps to ensure they have access to assistance if needed. Some things you might consider include location of first aid resources, location of public phones, location of nearest police station and location of nearest service station. 
7. Reimbursement of out of pocket expenses

a) General

Most community organisations provide reimbursement of out of pocket expenses for transport costs or incidental expenses incurred by volunteers in the course of their duties. This may be capped at a certain dollar amount, or may only be available with the prior consent of the organisation. You need to decide what (if any) out of pocket expenses can be claimed and establish a reimbursement procedure. 

b) Use of personal mobile phones

If your organisation does not provide reimbursement for use of personal mobile phones, it is best to make this clear to the volunteer on commencement and direct them to use land lines where practical. 

8. Performance Review

Regular performance review will ensure your volunteers are satisfied with their work and comply with your workplace policies and objectives. Performance review is also a good way to assess any support or development needs your volunteers have acquired in the course of their tenure with your organisation. A typical volunteer performance review policy might look like this.

You can cut and paste this template into a separate document to use as a basis to create your own volunteer performance review policy.
· Volunteer performance is reviewed at six month intervals. However, the frequency of performance review can also be determined by the length of the volunteer placement or receipt of complaints regarding work performance.
· A performance review is a one-on-one discussion between the volunteer and the Volunteer Manager. The Volunteer Manager will provide feedback to the volunteer about their work and any concerns that have arisen. 

· In the event of unacceptable performance, specific issues will be noted with details of suggestions for improvement. A mutually agreed timeframe will be agreed for the volunteer to implement suggestions to improve their performance. 

· In the event the volunteer does not improve their performance within the nominated timeframe, the Volunteer Manager will consider further performance counselling or dismissal depending on the severity of circumstances. 

9. Grievance Review
a) General
Grievances should be attended to as quickly as possible to avoid escalation of disputes. Volunteers should be encouraged to raise any issues they have informally in the first instance. A grievance review policy might look like this.

You can cut and paste this template into a separate document to use as a basis to create your own volunteer grievance procedure.
· In the event a volunteer is dissatisfied with any aspect of their role, they are encouraged to raise their concerns with the Volunteer Manager immediately.

· The Volunteer Manager will agree to a timeframe to investigate the issue(s) raised. The Volunteer Manager will provide an overview of the steps this may involve including raising the issue with other volunteers, paid staff or clients.  

· Depending on the severity of the issue(s) concerned, the Volunteer Manager will consider reassigning the volunteer to another work area or suspending the volunteer from service until investigation has been completed.

· The Volunteer Manager will advise the volunteer of the outcome of the investigation within the nominated timeframe and collaborate with them to identify a solution beneficial to all parties. Depending on the severity of the issues raised, the Volunteer Manager will consider making a written note detailing the issues raised, steps taken to investigate them and any agreement reached with the volunteer. This will be retained for possible future reference if the issue(s) arise again in the future. 

In the event the volunteer feels informal grievance review has not produced a beneficial solution, the volunteer will have access to a formal grievance review process. 

· The volunteer can lodge a formal written grievance addressed to the Volunteer Manager. A letter or email should provide details of the issue(s) concerned and reasons why they are dissatisfied.

· The Volunteer Manager will investigate the issue(s) of concern within 2 weeks of receiving the grievance. This will involve consultation with other volunteers, paid staff or clients and will include consideration of any related informal grievance previously addressed.  

· Depending on the severity of the issue(s) concerned, the Volunteer Manager will reassign the volunteer to another work area or suspend the volunteer from service until investigation has been completed. 
· The Volunteer Manager will advise the volunteer of the outcome of the investigation and will collaborate with them to identify a solution beneficial to all parties. The Volunteer Manager will make a written note detailing the issues raised, steps taken to investigate them and the agreement reached with the volunteer. This will be retained for possible future reference if the issue(s) arise again in the future.
b) Troubleshooting

Conflict of Interest - In the event a volunteer has issues with the Volunteer Manager, your grievance review policy will need to specify an alternate contact person in your organisation that will assume the responsibilities of the Volunteer Manager outlined in the policy.

Stalemate – in the event you can’t reach an agreement with the volunteer beneficial to all parties, you need to consider what the next step might be. 
10. Dismissal
Your organisation may need to end its relationship with a volunteer for a number of reasons. Common reasons for dismissal include failure to address poor performance and spasmodic attendance / unreliability. 
Your organisation needs to ensure it has taken appropriate steps to observe principles of Equal Employment Opportunity if dismissing a volunteer is necessary.  
Further information about the legal status of volunteers in Victoria 

www.legislation.vic.gov.au – search “Victorian Law Today” in Acts for ‘volunteer’.

Further information about Equal Employment Opportunity in Victoria

www.humanrightscommission.vic.gov.au 

11. Program development
This guide has been designed to provide you with the foundation for a comprehensive volunteer program. You might like to consider ways to develop your program to attract the right volunteers for your organisation requirements. Volunteering Australia, the national peak body for volunteering, has developed a wide assortment of resources that can assist you. Some of these are available as free downloads from their website and some are available for purchase. Further information is available from www.volunteeringaustralia.org in their ‘publications’ section. Please consider some of the following publications / information sheets and how these might assist you with your current or future needs. 

· National Standards for Involving Volunteers in Not for Profit Organisations

· Recognition of Volunteers

· Practical Guide to Involving Volunteers from Diverse Cultural and Linguistic Backgrounds in Your Organisation
· Work Effectively with Culturally Diverse Clients and Co-workers

· Training Manual on Recruiting and Supporting Volunteers from Diverse Cultural and Linguistic Backgrounds in Your Organisation

· Quick Guide – Occupational Health and Safety Laws and Volunteers

· Police Checks and Volunteers

· Do Your Volunteers Need Training?

· Young People and Volunteering

· Event Volunteering

· Indigenous Australians and Volunteering
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