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Standard 1: Your role and responsibilities




Standard 1: Your Role and Responsibilities
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Area

The volunteer knows and understands:

The volunteer is able to:

1.1 Role

a) The role of a volunteer

b) Their duties, boundaries,
responsibilities and tasks

c) The standards, behaviours, values
and practices that relate to their
own role as a volunteer

d) The content of their own volunteer
agreement which explains the
expectations of the non-contractual
but two-way relationship between
organisation and volunteer

e) Where and how to seek support

a) Carry out their own duties
as a volunteer

b) Engage with training,
support, supervision
including mandatory
training, ongoing
development and
opportunities to stay up to
date

c) Recognise the boundaries
of their own role as a
volunteer including where
and when they should
seek support

1.2 Aspects of
volunteering

a) The organisation’s values and
structure

b) Where volunteers fit into the wider
team

¢) The impact volunteers can have
and the difference they can make

d) Common perceptions of volunteers
by staff and by individuals
receiving services

e) How volunteer roles complement
rather than replace staff roles

f) How volunteer roles provide added
value to individuals in a care
environment

g) Personal safety, risk avoidance
and insurance cover for volunteers

a) Carry out their duties
within the wider context of
service delivery

b) Be safe in their volunteer
role

1.3 Relationships

a) How a volunteer’s relationship with
an individual is different from a
personal relationship or that of an
employee

b) The range of relationships that
individuals have in their role as a
volunteer

a) Maintain professional
relationships with staff and
individuals receiving
services

1.4 Partnership

a) The support structure around
volunteering
b) The need for mutual respect

a) Be part of a team and
volunteer in partnership
with others

b) Develop key relationships

1.5 Skills
development

a) Why it is important to complete
mandatory education and training
prior to, and during a volunteer role

a) Develop their own
knowledge, skills and
understanding
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b) Why on-going learning and b) Seek appropriate support
development can be beneficial to for learning and
volunteers development in their role

¢) How to access learning and setting including peer
opportunities support

d) How to develop skills through peer ¢) Reflect on their own
support progress

e) When to seek support for learning
and development

f) How to reflect on learning, using
evidence from their own
volunteering role to inform their
development

g) How volunteering may assist with
gaining a career in health and care
where desired

1.6 Stress a) Common signs and indicators of a) Recognise when they are
stress in themselves and others under stress

b) Identify circumstances that tend to b) Seek help when stressed
trigger stress in themselves

c) Ways to manage stress

d) How and where to access support
if feeling stressed

1.7 Personal a) The measures that are designed to a) Keep safe in the work

security protect their own security when environment
volunteering, and the security of b) Keep others safe in the
those they_ suppqrt work environment

b) The organisation’s process for

checking the identity of anyone
requesting access to premises or
information
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Area The volunteer knows and understands: | The volunteer is able to:
2.1 Verbal, non- a) How to access training on a) Use appropriate verbal
verbal communication skills and non-verbal
communication b) The diffe_rent ways that people communication
communicate with each other b) Report any concerns
¢) How communication affects about communication,
relationships communication aids or
d) Ways to recognise an individual’s technology to the
communication and language appropriate person. This
needs, wishes and preferences could include a member
e) Verbal communication including of staff, a carer or a
tone and volume, jargon, slang family member
f)  Non-verbal communication ¢) Respond to the
including position/proximity, eye language and
contact, body language, touch, communication needs,
signs, symbols and pictures, writing wishes and preferences
and objects of reference of the individual
g) Use of human and technical aids
e.g. hearing aids, picture cards
h) How to check understanding
i)  Where communication may take
place including face to face, by
telephone or text, by email, internet
or social networks, by written
reports or letters, considering the
impact of different methods
2.2 a) What confidentiality means in a) Maintain confidentiality
Confidentiality relation to th_eir own ro_Ie o in line with the
b) Ways to maintain confidentiality in organisation’s policy
d?y"o.‘day communication and key national
c) Situations where information, o
normally considered to be principles
confidential, might need to be
passed on
d) Who they should ask for advice and
support about confidentiality
2.3 Consent a) What consent means in relation to a) Obtain consent from the
their own role individual before
b) Ways of obtaining consent carrying out their
c) Where and how to seek advice volunteering role
about consent
2.4 Comments a) Who to ask for advice and support a) Respond to and report
and complaints when responding to comments and comments and
complaints complaints in line with
the organisation’s policy
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b) The importance of learning from
comments and complaints to
improve the quality of service
2.5 Conflict a) Explore a range of factors and a) Assess and reduce risks
resolution difficult situations that may cause in confrontational
confrontation situations within the
b) How communication can be used to boundaries of own role
solve problems and reduce the b) Report confrontations in
likelihood or impact of confrontation line with the
¢) The importance of honesty, organisation’s policy
including identifying where errors c) Seek support and
may have occurred, and to tell the advice about resolving
appropriate person conflicts
d) The process for reporting and
escalating concerns
2.6 Handling a) Why itis important to have secure a) Record, store, report
information systems for recording, storing, and share information in
reporting and sharing information line with the
b) The recording procedure for organisation’s policy
handling information in the and the boundaries of
organisation own role
¢) The organisation’s procedure for b) Maintain confidentiality
incident reporting when handling
d) Why it is important not to disclose information
anything about the individual that
they may wish to be kept private,
unless it is appropriate to do so.
This could include
e health condition
e sexual orientation
e personal history
e social circumstances
e) Why it is important to maintain

boundaries with personal data,
including their own, such as social
media, phone numbers or email
addresses
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diversity and inclusion
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Standard 3: Respect for everyone (equality, diversity and inclusion)

Area The volunteer knows and understands: | The volunteer is able to:
3.1 Person- a) What is meant by person centred a) Support the individual
centred support support using person centred
b) What is meant by diversity, equality values by promoting:
and inclusion e Individuality
c) What is meant by discrimination e Independence
d) Ways in which discrimination may e Privacy
deliberately or inadvertently occur e Partnership
in an organisation and between e Choice
individuals e Dignity
e) How practices that support equality, e Respect
diversity and inclusion reduce the e Rights
likelihood of discrimination b) Raise concerns about
f) A range of environmental factors environmental factors
including lighting, noise, causing discomfort or
temperature, unpleasant odours distress
that can contribute to a negative c) Report to a member of
experience for an individual. staff immediately if an

individual is in distress
or discomfort

3.2 Inclusivity a) which legislation and policies a) Volunteer in an inclusive
relating to equality, diversity and way
discrimination apply to their own b) Interact with individuals
role in a way that respects
b) How to challenge discrimination in a their beliefs, culture,
way that encourages positive values and preferences
change

c) How their own previous
experiences, attitudes and beliefs
may affect the way they volunteer

d) How, when and where to access
information, advice and support
about diversity, equality and
inclusion

e) When to seek advice and support if
they experience discrimination
themselves

f) How to report if they witness
discrimination happening to others

3.3 Privacy and a) What is meant by privacy and Maintain privacy and dignity by
dignity dignity a) using appropriate
b) Situations where an individual’s volume to discuss the
privacy and dignity could be needs of an individual
compromised b) ensuring any discussion
c) How to maintain privacy and dignity takes place in an
in their role as a volunteer environment where

others cannot overhear
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d) Why it is important not to disclose

anything about the individual that
they may wish to be kept private,
unless it is appropriate to do so.
This could include

e health condition

e sexual orientation

e personal history

e social circumstances

e) Why it is important to maintain

boundaries with personal data,
including their own such as social
media, phone numbers or email
addresses

g)

getting permission
before entering
someone’s personal
space

alerting individuals
before entering their
private space

alerting relevant staff to
re-position any clothing,
etc. correctly

not touching patient’s
belongings without their
consent

reporting concerns to
the relevant member of
staff immediately
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Standard 4: Safeguarding

Area The volunteer knows and understands: The volunteer is able to:
4.1 Principles of a) The term safeguarding adults a) ldentify and report

safeguarding b) Their own role and responsibilities concerns; not to take

adults in safeguarding individuals action or investigate
c) The main types of abuse further

d) What constitutes harm

e) Why an individual may be
vulnerable to harm or abuse

f)  What constitutes restrictive
practices

g) A range of possible indicators of
abuse

h) The nature and scope of harm to
and abuse of individuals at risk

i) Arange of factors which have
featured in adult and child abuse
and neglect

i) The importance of ensuring
individuals are treated with
dignity and respect when
providing health and care
services

k) Where to get information and
advice about their role and
responsibilities in preventing and
protecting individuals from harm
and abuse

4.2 Principles of a) The most up to date national a) ldentify and report

safeguarding minimum training standards for concerns; not to take

children Safeguarding Children at Level 1* action or investigate

b) The concept of child sexual
exploitation and potential indicators
that this is happening

further

4.3 Reducing a) How service environments can a) Identify and report
the likelihood of promote or undermine people's concerns; not to take

abuse dignity and rights action or investigate
b) The importance of individualised, further

person-centred care

c) How to help individuals to keep
themselves safe

d) Ways in which the likelihood of
abuse can be reduced by
managing risk and focusing on
prevention

e) How a clear complaints
procedure reduces the likelihood
of abuse
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4.4 Responding
to suspected or
disclosed abuse

b)

What to do if abuse is suspected;
including how to raise concerns
within local freedom to speak up
policy and procedures

The importance of reporting
concerns to appropriate members
of staff and escalating if required

a)

Identify and report
concerns; not to take
action or investigate
further

4.5 Local and
national
protection

a)

Relevant legislation, local and
national policies and procedures
that relate to safeguarding adults
and children

The importance of sharing
information with relevant others
The actions to take if they
experience barriers in alerting or
referring to relevant others

Identify and report
concerns; not to take
action or investigate
further

4.6 Prevent
strategy

The objectives of the Prevent
strategy

How volunteers can support
Prevent

The factors that can make an
individual more likely to be
radicalised or be a risk to others
What action to take if the volunteer
has concerns about an individual or
individuals

What makes a person vulnerable
How individuals may be influenced
directly or indirectly

The importance of sharing
information and the consequences
of failing to do so

Identify and report
concerns; not to take
action or investigate
further

4.7 Duty of Care

What is meant by a duty of care
What to do if faced with conflicts
and dilemmas as part of their
role

Where to get support and advice
about how to manage these
situations

Identify and report
concerns; not to take
action or investigate
further

* as set out in the guidance issued by the Intercollegiate Royal College of Paediatrics and

Child Health
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Standard 5: Mental Health, Dementia and
Learning Disability
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Standard 5: Mental Health, Dementia and Learning Disability

Area The volunteer knows and understands: | The volunteer is able to:
5.1 Mental a) How someone may feel if they have a) lIdentify sources of
Health mental health conditions such as support for an individual

psychosis, depression or anxiety

b) That issues may be physical, social
or psychological and can affect
people in different ways

c) Why itis important to understand
that the causes of mental health
conditions and the support needs
for people with them are different

d) How positive attitudes towards
those with mental health conditions
will improve the care and support
they receive

e) Ways in which adjustments might
need to be made to the way care is
provided to someone with mental
health conditions

f) How to report concerns associated
with any unmet needs which may
arise from an individual’s mental
health condition

with a diagnosis of
mental ill health

b) Apply principles to
improve interactions
with individuals with
mental health needs

5.2 Dementia

a) How someone may feel if they have
dementia

b) Why it is important to understand
that the causes of dementia and the
support needs of people with
dementia are different

¢) How positive attitudes towards
those with dementia will improve
the care and support they receive

d) Ways in which adjustments might
need to be made to the way care is
provided to someone with dementia

e) How to report concerns associated
with any unmet needs which may
arise from an individual’s dementia

a) Identify sources of
support for an individual
with a diagnosis of
dementia

b) Apply principles to
improve interactions
with individuals with
dementia

5.3 Learning
Disability

a) How someone may feel if they have
a learning disability

b) Why it is important to understand
that the causes of learning
disabilities and their support needs
are different

¢) How positive attitudes towards
people with learning disability will

a) Identify sources of
support for an individual
with a diagnosis of
learning disability

b) Apply principles to
improve interactions
with individuals with
learning disability
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d)

improve the care and support they
receive

Ways in which adjustments might
need to be made to the way care is
provided to someone with a
learning disability

How to report concerns associated
with any unmet needs which may
arise from an individual’s learning
disability
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Standard 6: Health and safety
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Area The volunteer knows and understands: | The volunteer is able to:
6.1 Health and a) The main points of the health and a) Recognise common
safety safety policies and legislation hazards

relating to their own role

b) Key tasks relating to health and
safety that should not be carried out
without special training

¢) How to access additional support
and information regarding health
and safety

d) Why itis important to assess the
health and safety risks posed by
settings, situations or activities

e) How and when to report health and
safety risks and issues that they
have identified

f) How to seek support in the event of
an emergency

g) The measures that should be taken
to maintain their own safety whilst
volunteering

6.2 Infection a) How to prevent and control the a) Avoid spreading

prevention spread of infection infection

b) What to do if they are ill themselves b) Practice effective hand

¢) Common viruses and how they are
spread in a service setting

d) The importance of hand hygiene
including methods, washing
frequency and hand sanitisation

e) Bare below elbows policy in health
and care settings

f)  Ways to keep safe in the settings in
which they volunteer. This could
include acknowledging signage,
protective isolation, or the use of
personal protective equipment

g) When and who to ask for advice
and guidance

6.3 Hazardous a) A range of hazardous substances, a) Recognise hazardous

substances including cleaning products, which substances
may be used in the setting in which
they volunteer

b) Safe practices for storing, using and
disposing of hazardous substances
in the setting in which they
volunteer

6.4 Fire a) The characteristics of fire, smoke a) Prevent fires from

and toxic fumes starting and spreading

hygiene
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b) The main fire hazards in their b) Practice and promote
volunteer environment fire prevention

c) Basic fire safety and fire safety
protocols

d) What actions they should take as a
volunteer in the event of a fire

6.5 Incidents a) How to recognise adverse events, a) Identify and report

incidents, errors and near misses concerns; not to take

b) What they must and must not do in action or investigate
relation to adverse events, further
incidents, errors and near misses

c) The organisation’s key policies in

relation to reporting any adverse
events, incidents, errors and near
misses
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Standard 7: Fluids and nutrition
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Area The volunteer knows and understands: | The volunteer is able to:
7.1 Using care a) The importance of following plans a) Be given or ask for
plans of care and the guidance of the special instructions from
care team a member of staff in
b) What is meant by nil by mouth relation to fluids and
¢) Who to report concerns to including nutrition
members of staff, carers or family b) Support and encourage
members individuals to access
d) Special nutritional requirements fluids and nutrition in
such as diabetic diets line with their plans of
care
c) Support and encourage
individuals to drink in
accordance with their
plan of care
7.2 Access to a) The importance of access to fluids a) Check drinks are within
fluids in maintaining health and wellbeing reach of those that have
b) The importance of food safety restrictions on their
including hygiene in the preparation movement/mobility
and handling of drinks, and the b) Check drinks are
wearing of appropriate personal refreshed on a regular
protective clothing basis
c) Signs and symptoms of poor c) Check the temperature
hydration of drinks
d) Ways they can promote adequate
hydration
e) The importance of safety with hot
drinks
7.3 Access to a) The importance of access to a) Check nutritional
nutrition nutrition in maintaining health and products are within
wellbeing reach of those that have
b) The importance of food safety restrictions on their
including hygiene in the preparation movement/mobility
and handling of food and the b) Check appropriate
wearing of appropriate personal utensils are available to
protective clothing enable the individual to
c) Signs and symptoms of poor meet their nutritional

d)

nutrition
Ways to promote adequate nutrition

needs as independently
as possible
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Standard 8: Basic Life Support (BLS)
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Area The volunteer knows and understands: The volunteer is able to:

8.1 Basic Life a) Complete practical Basic Life Support a) Carry out basic life

Support Training that meets the UK support as advised by
Resuscitation Council guidelines in line the staff within the
with the recommendations of your setting in which they
manager. ** volunteer

e If volunteering with adults in
health and social care they will
undertake training in adult
basic life support.

e If volunteering with
paediatric patients in
health they will undertake
training in paediatric basic
life support.

e |[f volunteering with new-born
patients in health they will
undertake training in new-born
life support.

b) Know what to do if they need help

** Guidance:
e Most up to date Resuscitation Council Resuscitation Guidelines
e Cardiopulmonary Resuscitation — Standards for clinical practice and training Joint
Statement
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Standard 9: Moving and assisting




Standard 9: Moving and assisting
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Area

The volunteer knows and understands:

The volunteer is able to:

9.1 Move and
assist safely

a)

b)
C)

d)

Key pieces of legislation that relate
to moving and assisting

Steps to safe manual handling
Common injuries and healthy back
care

Tasks relating to moving and
assisting that they are not allowed to
carry out without special training

a) Move and assist
people and objects
safely, maintaining
the individual’s
dignity, and in line
with the organisation’s
policy




