
1 

 

 

 

Volunteer Induction/

Guidebook 

2022 

  Northampton 

Project Coordinator:  Debbie  Larkins 

Mobile :  07718 651 631 

Project Coordinator:  Roz Bates 

Mobile:  07734 229475  

Office Telephone:  01604 637522 

15 St. Giles Street 

Northampton 

NN1 1JA 

www.voluntaryimpact.org.uk/happy-home/ 



2 

 

 



3 

 

 

Contents 

 

Introduction 

Our Mission 

The Organisation 

The Team 

Positive Recruitment 

Equality, Diversity and Inclusion 

Training and Support 

Safeguarding 

Confidentiality 

Health and Safety/Lone Working 

Withholding your Telephone Number 

Volunteer Roles 

Gifts or Rewards 

Insurance 

Expenses 

Feedback and Complaints 

Whistleblowing 

Endings 

Volunteer Declarations 

 

 

 

 

 

 



4 

 

 

 

 

Introduction 

 

 

Thank you for volunteering with our project. We know that you will be making a big difference to your 

local community and want you to enjoy your time as a volunteer with the Happy at Home Northampton 

project. This induction guide is designed to give you some basic information about the organisation and 

some guidelines about how to volunteer safely and happily.  Throughout the guide ‘Happy at Home 

Northampton’ will be referred to as Happy at Home. 

 

We know that volunteering is good for people’s well-being and gives them greater links with their com-

munity. Volunteering on this project will provide you with an opportunity to gain new skills and build on 

your confidence. 

 

The Happy at Home team are here to support you with your volunteering and appreciates your commit-

ment of time and energy, which you are offering for the benefit of others.  

 

 

Mission 

 

There are currently *132,280 older (over the age of 65) people in Northamptonshire. 

Many of these people feel lonely and isolated.   

 

With the older population in Northampton increasing in the next few years our support is needed now 

more than ever. 

 

Our mission is to reach as many people as we can.  To help reduce the feelings of loneliness and isolation 

in older people, provide information on local services and reconnect them with their communities.   

We will help to provide new friendships and new memories and increase people’s sense of wellbeing and 

happiness. 

 

*  Figure obtained from Northamptonshire Government Demography Insight (2020) 
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The Organisation 

Happy at Home Northampton is a part of Voluntary Impact Northamptonshire. 

The Happy at Home project first began in Daventry and South Northants in 2012 and due to its success 

was expanded into the town of Northampton in 2018.  Voluntary Impact Northamptonshire (VIN) in part-

nership with Daventry Volunteer Centre (DVC) applied for and received funding for this project from the 

Lottery Community Fund. 

 

In 2020 during the coronavirus pandemic home visits were prohibited, so the Happy at Home project 

modified its service to provide telephone befriending only.  As a result of this enforced change new posi-

tives began to emerge .  The project was now more accessible to different groups., people who were una-

ble to volunteer as a Home Befriender were able to apply as a Telephone Befriender.   

 

Happy at Home had an influx of volunteers who wanted to make a difference, they wanted to support and 

help their community in these extremely difficult times. 

 

As life returns to normality and home befrienders start to visit their residents again, Happy at Home  will 

continue to provide a telephone befriending service alongside the home visiting service.  Happy at Home 

is committed to providing opportunities for all, volunteer applicants and residents alike.   

 

The Team 

Debbie Larkins and Roz Bates are the project coordinators.  Their role is to support volunteers throughout 

their journey with the Happy at Home project.  The coordinator receives the referrals for the project, un-

dertakes home visits, and introduces the volunteer befriender to their resident. 

 

Becky Thornton is VIN’s Development Manager and is Debbie and Roz’s line manager.  Although your co-

ordinator is your first point of contact for most matters,  Becky is available for any issues you cannot dis-

cuss with Debbie or Roz.  Becky is available on Tel:  01604 637522  

 

Sophie Negus is VIN’s Project Support Coordinator and may be the first person you talk to when you con-

tact Voluntary Impact Northamptonshire.  Sophie will direct you to the best available volunteering role 

for you.   Hopefully this will be with Happy at Home but it maybe to something more suited to your skills, 

experience, or preferences. 
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Positive  Recruitment 

 

Happy at Home will collect information on all potential volunteers during the recruitment and selection 

process.  Volunteers will be asked to attend  an informal interview to discuss their expectations and the 

experience they can bring to their volunteering role.  It is important for all involved to appreciate that the 

interview is not a competitive process, and the only selection criteria we use is suitability for the role.  A 

completed application form , two personal references and  in some cases a DBS check will be required to 

confirm suitability for  our volunteer roles. 

 

Volunteers must read and agree to the Volunteer Information provided in this guide, which outlines what 

is expected from the volunteer and what they can expect from Happy at Home.  In commencing their role, 

the volunteer commits to the aims, values and key policies of the organisation.  They also commit to deliv-

ering the key tasks outlined in the relevant role description.  This Volunteer Guide/Induction does not and 

is not intended to create a contract of employment between Happy at Home Northampton and volun-

teers. 

 

Equality, diversity and inclusion 

 

Happy at Home is committed to building a diverse organisation that is responsive to the needs of its staff, 

volunteers, and service users.  Happy at Home is also committed to equal opportunities at all stages of 

recruitment.  Selection of volunteers will always be carried out without regard to protected characteris-

tics:  age; disability; gender; reassignment; marriage and civil partnership; pregnancy and maternity; race; 

religion or belief; sex; and sexual orientation.  This commitment is reflected throughout the organisation’s 

policies and procedures.  Happy at Home will not condone, accept or ignore any forms of discrimination 

or unacceptable behaviour. 

 

The Equality and Diversity policy is available on our website 
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Training and Support 

 

Volunteers will have a valuable set of skills and knowledge gained from their education, work, previous 

volunteering, and life experiences.  To help ensure that volunteers are appropriately equipped for their 

role, each volunteer must undergo the appropriate induction and training before commencing their role. 

 

Safeguarding 

 

Happy at Home believes that everyone has the right to live a life free from harm, abuse, and exploitation.   

As your volunteering role may require you to work with vulnerable people we need to ensure there is a 

process in place for reporting  safeguarding concerns .  If at any time you  are told  or observe something 

which concerns you, you MUST inform your coordinator at Happy at Home who will be responsible for 

reporting  the concern to the appropriate authorities.  If the coordinator is not contactable (on annual 

leave, etc.) you must contact the Senior Manager Becky Thornton. 

The Safeguarding procedure/policy is available on our website. 

 

Confidentiality 

 

Happy at Home will protect volunteer information in accordance with the relevant data protection legisla-

tion including the Data Protection Act 2018.  Data will be held securely and confidentially and will only be 

accessed by authorised individuals.  Please see our Privacy Policy on the website for further information 

about how we collect, manage, and use the personal data of our volunteers.  We expect all volunteers to 

comply with the Happy at Home Data Protection Policy and associated policies. 

The Privacy policy is available  on our website 

 

When volunteering with Happy at Home, volunteers are likely to become aware of confidential infor-

mation about Happy at Home, its staff, and the people supported by the project.  All volunteers are re-

quired to maintain confidentiality and should not disclose the organisation’s information during their vol-

unteering services and any time afterwards.  (except under our legal obligations of safeguarding).   

The  Data Protection policy is available on our website 
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Health & Safety  

 

Lone working 

As a volunteer for Happy at Home, it is expected that you will be responsible for your own personal safety 

and therefore it is important that you let someone know when you are visiting your resident. 

 

Volunteers must  take reasonable care of their own health and safety and that of other people who may 

be affected by their acts or omissions. 

Any health and safety concerns must be reported to your coordinator. 

 

 

 

Reporting inappropriate behaviour 

In the event of any inappropriate behaviour taking place, when visiting your resident’s home , this should 

be reported to your coordinator.  Where such behaviour amounts to an assault, the police should be in-

formed without delay. 

The Health and Safety policy is available on our website 

 

 

 

Withholding your Telephone number 

Happy at Home recommend that you withhold your telephone number when calling your resident.  To 

withhold your number on individual calls just dial 141 before the telephone number you want to call.  
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Volunteer Role Description:  Home Befriender 

 

Main purpose of the role:   

To visit someone  within your community who is feeling lonely and isolated.  

As a befriender you will be expected to: 

 Provide a home visit for social interaction at a time that is suitable to both yourself and the resident  

 Refer back to the coordinator if you are made aware of any further information or services that the 

resident may find useful. 

 Keep the coordinator  up to date with your visits and how you are both getting on. 

 Keep us informed of any relevant changes in your circumstances, so that we can amend our records.  

 Let the resident/or coordinator know if you are unable to make a visit. 

 Let your coordinator know as soon as possible if you are unable to continue visiting  your resident 

so that she may quickly allocate another volunteer. 

 Be responsible for your own personal safety and therefore it is important that you let someone 

know when you are visiting your resident. 

 Complete the induction training & accept our policies 

As a befriender you will  NOT be expected to: 

 Carry out any personal care 

 Administer medication or change medical dressings 

 Carry out cleaning or gardening  

 Use residents bank cards/cash 

Keeping boundaries—”A friendship with Boundaries” 

It is important that you are both happy with the timings and contact that you both share. It is vital that 

you set clear boundaries for yourself and your resident. E.g. Should you find that you are being called 

regularly outside of agreed times of contact, please inform your coordinator who will sensitively ad-

dress it.  

If you have any concerns about any of the above please contact your coordinator. 

Other requirements: 

Due to the vulnerable nature of the people we support we will require two references and a DBS certificate for 
this role. (This is undertaken by the Disclosure and Barring Service to ensure that unsuitable people do not work 
with vulnerable groups .  Further details will be discussed with you at recruitment as to how these will be obtained 
at this time. 
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Volunteer Role Description:  Telephone Befriender 

Main purpose of the role:   

To befriend someone within your community who may be feeling lonely and isolated.  This may be via a 

telephone or other means such as skype/Zoom/Teams/WhatsApp video call etc. 

As a  telephone befriender you will be expected to: 

 Provide 1:1 Telephone befriending to an allocated resident  on behalf of  the Happy at Home North-

ampton project. 

 Provide at least an hour a week to talk to your resident (this may be in the form of one call or two 
calls a week—this is entirely up to you and your resident. 

 Refer back to the coordinator if you are made aware of any further information or services that the 

resident may find useful. 

 Stay connected with the organisation and provide regular updates to the coordinator 

 keep us informed of any relevant changes in your circumstances, so that we can amend our records.  

 Let the resident/or coordinator know if you are unable to make your calls. 

 let your coordinator know as soon as possible if you are unable to continue contacting your resident  

so that she may quickly allocate another volunteer. 

 Complete the induction training & accept our policies 

As a  telephone befriender you will  NOT be expected to: 

 Ask the resident about their finances 

 Give your resident your home address 

 Visit your resident  without the permission of the coordinator.  To undertake home visits a DBS cer-
tificate must be  applied for. 

 

Keeping boundaries 
It is important that you are both happy with the timings and contact that you both share. It is vital that 

you set clear boundaries for yourself and your resident. E.g. If you have decided to share your phone 

number with your service user and you find that you are being called regularly outside of agreed times of 

contact, please inform your coordinator who will sensitively address it.  (Please see section:  Withholding 

your telephone number in guide) 

If you have any concerns about any of the above please contact your coordinator. 

Other requirements: 

Due to the vulnerable nature of the people we support we will require two references for this role.  Further details 

will be discussed with you at recruitment as to how these will be obtained at this time. 

 There is no time limit on the length of service, but befrienders are asked to make a commitment for a minimum of 

12 months. 
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Gifts or Rewards 

Happy at Home’s policy is that staff and volunteers do not accept gifts.  Please be on your guard and al-

ways refuse if offered one. If you are not sure if what you are offered is a gift, or you are placed in an un-

comfortable situation by refusing, please contact your coordinator who will log the incident and provide 

you with further advice. 

 

 

 

Insurance 

Happy at Home provides Employers Liability, Public Liability and Professional Indemnity cover for all vol-

unteers whilst working on Happy at Home activities.  Happy at Home does not provide motor insurance 

cover.  Volunteers will be asked to sign the relevant section on the Expenses form to confirm that they 

have agreed to drive on Happy at Home business with their insurers before we can reimburse mileage 

costs. 
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Expenses 

Happy@Home believes volunteers should not be out of pocket as a result of their volunteering.  There-

fore we will reimburse volunteers for any agreed out of pocket expenses. 

A claim form is available on the website or  from you coordinator. 

Please talk to a member of our team who will be happy to answer any questions you may have.  

 

Expenses are either paid directly into a bank account on the 25th of each month so to be processed they 

need to be forwarded to your coordinator by the 20th of each month. 

Once your expense for is completed, please send it to happyathome@voluntaryimpact.org.uk, or post to 

the VIN office at 15 St. Giles Street, Northampton. NN11 1JA. 

 

 

Feedback and Complaints 

Although Happy at Home makes every effort to ensure that any experience of volunteering with us is pos-

itive and rewarding, we recognise that volunteers at times may experience difficulty within their role or 

they may want to share feedback or raise an issue with a member of staff or another volunteer. 

In the first instance, volunteers should talk to their coordinator to try to resolve the issue, get advice or 

share feedback.  We will make every reasonable effort to resolve difficulties at an early stage and we al-

ways review feedback and learn from it. 

However, where the areas of concern cannot be resolved by these means, please refer to our organisa-

tional Feedback and Complaints Policy, which can be found on our website.  In line with this policy, feed-

back and complaints can be submitted to Becky Thornton at Becky.Thornton@voluntaryimpact.org.uk 

Volunteers 

Volunteers should not be expected to deal with either informal or formal complaints. If a service user (an 

individual or a group) speaks to a volunteer with a comment or complaint about the service the volunteer 

should direct them to the member of staff supervising them.  

 

Volunteers should acknowledge the complaint or concern and take it seriously but recognise that respon-

sibility for dealing with complaints lies with members of staff. 

 

The Feedback and Complaints policy  is available on our website 

 



13 

 

 

 

Whistleblowing 

 

We are all human and mistakes sometimes happen. When mistakes are made it’s important to be honest 

and identify where errors have happened. This will allow: 

Action to be taken that may reduce the impact of the mistake 

Lessons to be learnt through thinking about and agreeing what went wrong 

You have a responsibility to report things that you feel are not right, are illegal or if anyone at work is ne-

glecting their duties. This is known as 'whistleblowing'.  

If you would like to raise any concerns please contact Voluntary Impact Northamptonshire’s Chief Execu-

tive. 

 

The Whistleblowing policy is available on our website 

 

 

 

Endings 

Volunteers are free to stop  volunteering with Happy at Home at any time.  All we ask is for  volunteers to  

give us as much notice as possible to help us organise alternative arrangements. 

As we like to continually improve the opportunities we have for our volunteers, we may contact the vol-

unteer to reflect on their experience with us. 

 

There may also be times when Happy at Home will ask a volunteer to cease volunteering.  This may be 

because the role no longer supports the needs of Happy at Home and its current work. Or it may be be-

cause the volunteer is no longer able to carry out a particular role.  When this happens, we will endeavour 

to give as much notice as possible to the volunteer and try to find an alternative role if one is available.  In 

all cases, the volunteer will be treated fairly, with dignity and respect. 

 

Our Website address is:  www.voluntaryimpact.org.uk/happy-home/ 

 

(if you do not have access to our website and would like a hard copy of any of our policies please let 

your coordinator know , who will arrange hard copies to be sent to you). 
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Volunteer Declaration 

 

I have read the  ‘Volunteer Induction/Guide’ and  the policies mentioned within it. 

 I accept the conditions of the policies. 

 

Signed……………………………………………………………… Date ………………………………………………... 

 

 

Print Name ……………………………………………………… Countersigned by…………………………….. 

 

 
 

 

Photographic Permission 

 
Thank you for allowing us to take your photograph. 

This picture will be used to create an organisational ID badge. Is that okay    Yes/No 

 

We may also take pictures of you whilst volunteering which may be used for the purpose of  publicising 

our work.   Is that okay?  Yes/No 

 

 

Signed………………………………………………………………  Date ………………………………………………. 

 

 

Print Name ……………………………………………………… 
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Drivers Declaration 

 

 

Do you hold a current Driving Licence?     Yes/No 

 

Do you have current Motor Insurance ?     Yes/No 

(You will need to inform your Insurance Company  

that you are volunteering—there should be no  

payment increase). 

 

Do you hold a current MOT certificate and 

Vehicle Tax ?(If Applicable)       Yes/No 

 

Do you have any health problems that might  affect   

your role if using your car to transport a client?   Yes/No 

 

Will you report any illness, which may  temporarily  

or permanently affect your ability to drive?    Yes/No 

  

        

Signed……………………………………………………………  Date ………………………………………………... 

 

 

Print Name ……………………………………………………… Countersigned by…………………………….. 

 

 

 

 


