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1) Volunteering do’s and don’ts 
 
Volunteering can be really rewarding. Helping others, especially in a time of national 
crisis, is an act of kindness. By volunteering, you can reap benefits yourself alongside 
helping the person you’re supporting. 
 
Following some simple guidance helps ensure the volunteering works well for all 
involved. 
 
Do:   

• Maintain a friendly yet professional relationship with the resident you are 
supporting.  

• Let the volunteer coordinator know if you can’t volunteer as planned for any 
reason so that the role can be filled by someone else (even temporarily until you 
can volunteer again). 

• Keep a rough log of the volunteering you do and let us know how many hours 
you have done as/when asked 

• Ask the volunteer coordinator if you are uncertain or worried about any aspect of 
your role 

• Let the volunteer coordinator know if your contact details change (especially 
phone number) 

• Make sure someone knows your whereabouts at all times - ideally a friend or 
family member. Ask them to contact the volunteer coordinator if they have any 
concerns about your safety.  

• Follow government social distancing rules when volunteering 
• Stop volunteering if you show symptoms of Corona virus or think you need to 

self-isolate. The residents we are working with are at higher risk from the virus 
so we mustn’t take any chances.  

• Feed back to the volunteer coordinator after your first volunteering session to 
say how it went / receive thanks/ iron out any issues. 

• Respect the resident’s cultural and/or religious beliefs, whether or not they align 
with yours 

• Take photo ID with you and show it to your resident (hold it up from a safe 
distance or leave it on the doorstep for them to look at) when you first go to your  
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resident. This is to reassure them that you are the volunteer from Lewisham 
Local and not part of a scam (sadly there are some scams going around). 

 
 
Don’t: 

• Give or lend money to the resident you’re supporting 

• Accept payment (money or in other forms) from the resident you are supporting.  

• Share your resident’s contact details with others. 

• Borrow the resident’s debit/credit card or their pin to pay for things or get cash 
out for them. 

• Discuss personal details about the resident with others, unless it is to share a 
safeguarding concern, and this should only be with your volunteer coordinator or 
the project lead at Lewisham Local, or a Safeguarding Service. 

• Ask someone else to cover your volunteering for you 

• Carry out tasks outside those that have been agreed with Lewisham Local 
without checking with us first 

• Go into your resident’s house or invite them to your house 

• Offer to give your resident a lift anywhere (eg to a hospital appointment) unless 
this has been agreed with the volunteer coordinator. 

• Make promises to the resident that you might not be able to keep 

• Place yourself in positions where you may feel unsafe, for instance helping late 
at night. 

• Accept thank you gifts from the resident you are helping. You can politely 
decline a gift by explaining that you have been instructed by Lewisham Local not 
to accept gifts. If the resident really wants to give something back, they can 
donate money to the Lewisham Local giving scheme. 

 
 
 

2) Covid-19 specific protocols 
 

• You must follow government guidelines when volunteering, to keep yourself and 
others safe. This includes: 

o Stay at least 2m (6 feet) away at all times from anyone you do not live 
with (social distancing). Social distancing should also take place when on 
the street and in the supermarket/pharmacy i.e. it is not just distancing 
from the person being helped. 

o Wash your hands regularly with soap and warm water for 20 seconds, 
especially when you return home from volunteering. Use hand sanitiser 
when washing isn’t possible 

o Avoid touching your face 
o Cover your mouth and nose with a tissue or your sleeve (not your hands) 

when you cough or sneeze and throw the tissue away immediately 
afterwards 

o See https://www.nhs.uk/conditions/coronavirus-covid-19/ for further 
guidance on social distancing. 
 

 

https://www.nhs.uk/conditions/coronavirus-covid-19/
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Since you will be helping people who are particularly vulnerable to Corona virus, 
it will be important to take some additional precautions: 

o Sanitise your hands before arriving at a resident’s house eg to drop of 
shopping 

o Sanitise your hands before taking anything from a resident eg dog lead. 
o Encourage the resident to wash their hands immediately after receiving 

shopping / their dog lead from you 
o If exchanging something with a resident, leave it on the doorstep, ring the 

bell and step back 2 metres before they answer the door.  
o If they need to pass something to you, they should put it on the doorstep 

then step back 2 metres or close the door while you pick it up. They 
should only come to the open front door again once you have retreated 2 
metres. 

o Wash your hands after volunteering, as soon as you arrive home, for 20 
seconds with soap and warm water.  
 

• Avoid direct contact with residents at all times 
 

• If you suspect you may have Corona virus, do not risk putting the resident in 
harm’s way – ask the volunteer coordinator to cover your tasks with another 
volunteer while you are self-isolating 
 

• Avoid travelling on public transport to carry out your volunteering tasks – you 
have been paired with someone living close to you to help with this. 
 

• In cases where taking public transport is unavoidable, disinfection of the items 
delivered should be carried out. 
 

• If you are picking things up for others, try to limit the amount of time you spend 
outside of your home by picking up essential items for them when you do your 
own shopping or collect their medication during the same trip. 
 

• Wash your hands thoroughly with soap and water for at least 20 seconds before 
and after volunteering, and where possible during the activity. Use hand 
sanitiser when soap and water is not available. Avoid touching your face. 
 

• Do not offer advice. Sometimes well-meaning advice can lead to negative 
consequences. If the resident has health concerns they should phone 111, their 
GP, or in an emergency phone 999.  

 
 

3) Safeguarding 
 
‘Safeguarding means protecting an adult’s right to live in safety, free from abuse and 
neglect. It is about people and organisations working together to prevent and stop both 
the risks and experience of abuse or neglect, while at the same time making sure that 
the adult’s wellbeing is promoted including, where appropriate, having regard to their  
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views, wishes, feelings and beliefs in deciding on any action.”  
Care and Support Statutory Guidance, Department of Health, updated February 2017  

 
The Care and Support statutory guidance sets out the 10 main types of abuse:  

o Physical abuse 
o Neglect  
o Sexual abuse  
o Psychological  
o Financial abuse  
o Discriminatory  
o Organisational  
o Domestic violence  
o Modern Slavery  
o Self-neglect  

 
If you have concerns that the resident you are supporting might be experiencing 
or be at risk of any form of abuse, you must tell xxxxx xxxxx as soon as possible 
on xxxxxxxxxxx.  

 

• Helping the resident to avoid scams: sadly there are some scams relating to 
Covid 19. If you are concerned about something the resident tells you / feel 
unsure about something they have been asked to do (eg via a phone call) 
please raise it with the volunteer coordinator. 
 

• Unable to contact the resident: If the resident doesn’t respond to you ringing 
the bell or phoning them, this could be because something has happened to 
them. Carry out any reasonable sensible checks (eg knock on the door of a 
neighbour, step back, and from a safe distance ask them if they noticed anything 
that would help explain the lack of response. They might have seen them 
leaving for a hospital appointment, for example). If you are unable to discover 
what has happened, phone the Project Lead (or the Volunteer coordinator if you 
can’t get hold of the Project Lead) who will have next of kin details for the 
resident and can make enquiries for you. Do bear in mind that if you hadn’t  
agreed on a time, it is possible that they are in the bath or on the phone and 
that’s why they are not answering, so it is a good idea to agree a time for your 
shopping drop / picking up the dog etc.  
 
 
 

Example of a safeguarding situation: A volunteer visiting a resident who is self-isolating has noticed that 

the resident is looking thinner each time they see them at the door of their house (from 2m down the garden 

path). They phone the project lead, Fay, to discuss this concern. Fay phones the resident directly to discuss 

this concern. The resident expresses that they feel their needs are not being met as their food parcels from 

central government are not suitable for their dietary intolerances. Fay helps the resident to contact central 

government to alter her food package contents. In the meantime, the volunteer who raised the concerns is 

contacted and asked if they can purchase some suitable gluten and dairy free food supplies to tide the 

resident over until the first new food package is delivered. The resident is happier and eating regularly. 
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• Remember to always call 999 in an emergency 
 

• Avoid giving advice to the resident (eg about health related matters). If they have 
health concerns they should phone 111, their GP, or in an emergency phone 
999.  

 
4) Data protection 

 

• Personal data (such as phone number, address, email address or medical 
details) is any information that is clearly about a particular person. It must be 
managed carefully and lawfully.  

• You will need to access some personal data relating to the resident you are 
helping so that you can carry out your role. This is likely to be their address and 
phone number but may also include medical information if you are picking up 
pharmaceutical supplies for them. 

• Personal data should only be shared with others on a need to know basis.  

o Do not share the contact details you are given for the resident  
o Keep the details safe / don’t leave them lying around where others can 

see them 
o At the end of your time as a volunteer Personal Assistant, delete all 

contact details and personal data for your resident (eg from your phone or 
computer) 

 

• What to do if there’s a data breach? This means that personal information has 
got into the public domain when it shouldn’t be public. For example, if you 
accidentally emailed the contact details for the volunteer to some of your friends.  
If this happens, you should:  

▪ Attempt to recall the data (eg recall and delete the email) 
▪ If this isn’t possible, let the people know that the information was 

sent to them in error and ask them to delete it 
▪ Let the volunteer coordinator know what happened 

 

• You may be sharing some of your personal data with the resident too, for 
example your mobile phone number so that they can contact you to arrange 
timings.  

• Only share what you need to for the volunteering to be successful, eg you won’t 
need to share your address  

• The resident will be told not to share your contact details with others, but if you 
receive any calls you weren’t expecting from people connected to the resident,  
let the volunteer coordinator know so that they can investigate. It may be that 
your number has been shared without your permission.  

• If you don’t feel comfortable sharing your phone number and it isn’t essential for 
your volunteering role, you can type 141 before dialling any number to conceal 
your phone number. 
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5) Help and support for volunteers 

 

• When to volunteer: This will largely be up to you and the resident to agree and 
will depend on your schedule. It might be advisable to volunteer for the first time 
during office hours on a weekday so that if you have any teething queries or 
concerns, you can contact the volunteer coordinator for a more instant answer.  
 

• Who to call for support? Your volunteer co-ordinator is your first point of 
contact to answer questions you may have about your volunteering. They are 
available on weekdays during office hours, on email and on their mobile phone. 
 

• What to do if you need support out of office hours? If it is non-urgent, email 
or leave a voicemail and the volunteer coordinator will respond to you the next 
working day. In an emergency, always call 999. 
 

• What to do if the resident falls ill with Corona Virus? If the resident you are 
supporting becomes ill with Corona Virus, it is likely they will be admitted to 
hospital (since they are in the high risk category) and therefore your volunteering 
task for them might cease until they return home. If it is necessary and safely 
possibly for you to continue volunteering to help the resident, then you may 
continue to do so. It may be that you need to put in place some more stringent 
hand cleaning and social distancing regimes when going to their front door. If 
you are in this situation and unsure whether you should continue volunteering, 
please contact your volunteer coordinator for advice. 
 

• What to do if the resident passes away? Sadly some of our residents will pass 
away during the Covid epidemic, either from corona virus or from other causes. 
This can be very distressing for those caring for them and supporting them. It is 
important that you look after your own mental health in such an eventuality. The 
volunteer coordinator will be available to talk to you about this, or you may prefer 
to phone friends and family to talk about how it has affected you. 
https://www.cruse.org.uk/ has useful information on bereavement. It may be that 
you learn that the resident has passed away before the Lewisham Local staff 
know, since you will be in regular contact with the resident, so please do let the 
volunteer coordinator know about the death if you find out from a source other 
than Lewisham Local staff.  
 

• What to do if you become ill and can’t volunteer? It is important that you let 
your volunteer coordinator know if you become ill and can’t volunteer. This is 

• true for all illnesses, not just Covid-19. It is important that we fill any gaps so that 
the residents aren’t left without. It will also put your mind at rest not to be 
worrying about doing the volunteering and potentially passing an illness on to an 
already vulnerable person. Once you have recovered from the illness, just let 
your volunteer coordinator know and you can get back to volunteering, either 
supporting the same resident or possibly a different one. If the illness is Corona 
Virus, you must follow government guidelines and self-isolate for 7 days from the 
onset of symptoms. After 7 days, if you do not have a high temperature, you can  

https://www.cruse.org.uk/
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• stop self-isolating. If you still have a temperature, you must continue to self-
isolate and therefore cannot yet return to volunteering. 
 

• What if you want to change role? If the task or role you have been given isn’t 
working out for you, please contact the volunteer coordinator to discuss. There 
might be some simple changes that could be put in place to make it work better 
for you. If this isn’t possible, we will look at whether there are any other roles 
available and in your local area, but it may be that they are currently all filled and 
that you may need to wait for another role to become available. 
 

• What do to if you want to stop volunteering? You can stop volunteering at 
any time, but please let the volunteer coordinator know as soon as you know 
you would like to stop. The more notice you can give us, the better, as we will 
then have more chance of finding someone else to take on the role without there 
being a gap for the resident. We are grateful for all time that is offered and 
recognise that circumstances change, particularly in the current situation, so we 
understand when volunteers need to stop for whatever reason.   

 

• What if your circumstances change? If anything changes that affects your 
ability to volunteer in the way you originally signed up to volunteer, we will try to 
accommodate a change so that you can continue volunteering. This may simply 
be that you and the resident arrange to change the time of the volunteering. It 
may be that we need to match you with a different role (where possible). If you’re 
keen to keep volunteering, we will try to accommodate your change in 
circumstances to allow you to do so, if possible. 

 
 

6) Good to know 
 

• All volunteering activities are covered by XXXXXXXXXX Public Liability 
insurance   
 

• We aim to match volunteers with residents who live near them, to reduce 
unnecessary travel, in line with government guidance. 
 

• We will pay any reasonable expenses that you incur while volunteering, but you 
must keep the receipt 

 

• If your volunteering role requires you to purchase supplies for the resident, you 
may be issued with a pre-paid payment card. If this applies to your role, we will 
let you know the process for obtaining the card. You will need to provide some 
identification and sign an agreement about use of the card. 
 

 
7) Contact details 

 
Your volunteer coordinator is:  
Xxxxx xxxxxx 
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Email: XXXXXX@XXXXXXXX 
Mobile: XXXXX XXXXXX (office hours with voicemail out of hours) 

 
 
 


