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Introduction
Welcome to HHRCS
Hunters Hill Ryde Community Services (HHRCS) recognises the valuable
contribution to the service made by volunteers and actively encourages their
participation. We recognise volunteers are an essential part of our program.
Volunteers are unique, individual as well as valuable to our service. We aim to tap
into the energy, interest, skills and time of people who contribute to their local
community. Thus, we are extremely grateful to the many HHRCS volunteers who
dedicate their time each week year after year. Without you, our service would not be
as successful as it is today.
Being a volunteer involves working together as a team, sharing the team spirit and
meeting the needs of our clients. It also involves meeting new people, starting new
friendships as well as learning new skills.
It is rewarding and challenging work, so it is important to look after yourself in this
role.
This booklet provides information on being a HHRCS volunteer and ways to look
after yourself, keep safe and remain healthy
Through Volunteers we:
- Enhance the range of services available through Hunters Hill Ryde
Community Services;
- Provide the opportunity for work experience and the development of new
skills in volunteers;
- Facilitate opportunities for meaningful community development;
- Allow for wider community participation in the service
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HHRCS Mission and Vision
Our Mission
Hunters Hill Ryde Community Services aim to be a respected organisation, providing
dynamic services, which enable our diverse community members to realise their
potential and independence.

Our Aims and Objectives







Assisting those in need to maintain and improve their quality of life;
Encouraging self-esteem, self-respect and independence;
Fostering community interest and involvement in the objects and activities of
the organisation;
Responding to the changing needs of the community;
Providing services and information to the community and referring community
members to other appropriate service providers;
Cooperating with other relevant organisations in the provision of community
support services

Our Philosophy









HHRCS believes in the right(s) of;
People to make choices in their own lives
People to dignity, respect, privacy and confidentiality
People to be valued as individuals
People to access services on a non-discriminatory basis
The community to accountable and responsive services
Individuals to be supported in their work
Individuals to express their ideas and opinions

HHRCS Inc. provides a range of services to residents of the City of Ryde and
Hunters Hill Local Government areas who are frail and elderly, who have a disability,
and their carers to enable them to continue to live independently and safely in their
own homes. HHRCS promotes the delivery of high quality services, through
our commitment to person centered care and the fulfilment of identified
community needs.

Our Principles
HHRCS’s commitment to social justice is embodied in the following principles:
 Equity: a fairer distribution of economic resources and power.
 Access: ensuring fair and equal access for all people to those services that
are important for the quality of life.
 Participation: maximising the opportunities for people to participate in the
circumstances which affect their lives, both on a personal level and a
community level.
 Rights: developing fairer, more comprehensive rights that are equally
enforceable by all people regardless of their income and social background.
 Re- Enablement: providing assistance maintaining independent living, and
encouraging service users to develop confidence and skills to live
independently
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Description of Service Programs
The HHRCS has two teams that provide a variety of support with a multifaceted
number of programs that address client, carer, social, and community needs. Most
of these programs have an opportunity for volunteering.
Social Support programs include:
 Women’s Wellness
 Emergency relief
 Social Support for Culturally and Linguistically Diverse Communities
 Carers Social Support
 Social Support Gladesville
 Volunteer Visiting Service
 Community Visitors Scheme
Community Support programs include:
 Senior Day centres at Hunters Hill and Woolwich
 Food services (Meals on Wheels)
 Social outings
 Men’s shed
 Social Support Acquired Brain Injury
 In-home Respite

Older Women’s Wellness
The Older Women’s Wellness Activity in Gladesville and Hunters Hill provides an
innovative model for maintaining health and well-being that focuses on the whole of
a person’s health. It aims to provide useful information and activities that help older
women stay healthy and provide choices about the prevention of illness and a range
of health services available.
The program includes: Gentle Tai Chi exercises, a chat with cup of coffee, speakers
on relevant subjects and occasional social outings at the end of each term.
The information and discussion sessions are decided by the women in the group
with lots of different areas of interest for each to discover.

Emergency Relief
Emergency relief program is designed to assist people in financial crisis to deal with
their immediate crisis situation in a way that maintains the dignity of the individual
and encourages self-reliance. HHRCS provides a safe and dignified environment for
the provision of emergency relief, treating each client as an individual and giving
them the opportunity to participate in making choices regarding their own needs
within program and budget limitations.

Carers Support
This Program provides support to Carers of the frail aged and people with a disability.
Carers are those who provide care and support for a parent, partner, child or friend
who has a disability, is frail, suffers from dementia or a chronic illness.
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One-to-one support is provided to Carers linking them with other relevant services as
required. Day and evening social and support groups are held at the Centre, with
guest speakers and social outings.

Social Support for Culturally and Linguistic Diverse (CALD)
This program is a caring, free and friendly service that aims to reduce social isolation
of elderly people from CALD backgrounds living or meeting in the Northern Sydney
area. Our clients come from many different cultural backgrounds, including Spanish,
Iranian, Indian, Chinese and Afghan groups that are run by volunteer community
leaders. In consultation with the community leaders we design and facilitate a range
of social activities which aim to support, promote and enhance the independence
and wellbeing of our clients. Volunteer roles with CALD Social Support program can
vary from a couple of hours per week or spending a whole day on an outing once a
month. There is no minimum commitment.

Social Support Acquired Brain Injury (ABI)
ABI is a recreational social program for people 18+ years with an acquired or
traumatic brain injury. The major focus of the program is for clients to have fun at
various activities nominated by group members. It encourages abilities, supports
independence and participation with dignity. Participants are able to enjoy social
interaction, fun and laughter supported by the assistance of our dedicated staff.
The group meets on Saturdays from 10am to 4pm for a variety of planned activities
and events. The activities include sailing, tenpin bowling, picnics, lunch, art and
music, visits to markets and galleries. Volunteer roles with Social Support ABI
program can vary from a couple of hours per week assisting with lunch at the centre
or spending a whole day Saturday (10am-4pm) on a regular basis.

Gladesville Social Support
This service is provided to younger and elderly people living in Gladesville and
Pittwater road Public Housing. Some clients may have a disability, other may be frail
aged. The aims of the service are to provide a friendly and caring environment for
the client to enhance the quality of their life. The program involves monthly activities,
outings, exercise groups.

Volunteer Visiting Service
Volunteer Visiting links a friendly visitor with an elderly or person with a disability
living in their own home in the community. The service aims to enhance quality of life
for the client and help him/her to enjoy life to its full potential. The visit will provide
opportunities for the sharing of interests and support. Volunteers must commit to a
minimum of once a fortnight visit for this program. Volunteers will benefit from this by;
updating their knowledge and skills through training, opportunity to meet other
volunteers, contributing to the community, being a friendly visitor to another person.

Community Visitors Scheme
The service aims to enrich the quality of life of residents of aged care homes who are
socially isolated or lonely and would benefit from a friendly visitor. Volunteers visit
fortnightly on a one on one basis to ensure that resident's lives are enhanced by the
visits they receive or the contact they have with a CVS volunteer.

Date Last Updated: 04/15
Version: Final V1.0
Approved By: Continuous Improvement Committee

Review Date: 04/16

HHRCS Volunteer Handbook

6

Seniors Day Centre at Hunters Hill and Woolwich
HHRCS has two Day Centres: the Hunters Hill Ryde Day Centre and the Woolwich
Day Centre. The Day Centre’s offer a range of social activities in a supportive and
friendly environment for frail-aged people, frail aged people with dementia and
people with mental illness and disability. Our client’s cultural backgrounds are
diverse and include Australian, Italian, South African, Chinese, Middle Eastern,
Greek, Indian and Egyptian.
Both services provide isolated people with an opportunity to socialize and be part of
their community or provide respite for Careers.

Food Services: Meals on Wheels (MOW)
This service provides clients who are frail, elderly or temporarily incapacitated with
balanced and affordable meals. These meals are delivered directly to the clients
homes via volunteer drivers. The Meals provided are catered to the needs of the
client. MOW operates Monday to Friday.

Social Outings
This program is available to elderly residence in local areas of Hunters Hill,
Gladesville and Ryde. , transport to and from the event is also provided. The bus
outings program visits a variety of exciting destinations, and includes many activities
such as;
- Harbour cruise
- A visit to a local attraction
- A meal at one of Sydney's many clubs

Men’s Shed
The Hunters Hill Ryde (HHR) Men’s Shed is an equipped woodworking workshop
where skilled and unskilled men can share time with each other, swap yarns and
work together on individual or community projects.
The shed is open Monday and Wednesday 10am-3pm. Members can make and
repair small items of furniture, toys, craft items and bring their own personal projects

In Home Respite
This is a flexible and responsive respite service for Carers, aimed at providing the
Carer with a short break from their caring role. The service gives people who care for
others on a regular basis a rest or the opportunity to attend to other day-to-day family
responsibilities. Those who are eligible are carers of people who have dementia
symptoms, are frail aged and/or have moderate to severe disabilities.
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Enabling Person Centred Approach
Hunters Hill Ryde Community Services works with clients using an enabling
approach. An enabling approach in community care means “doing with” and
supporting an individual “to do” rather than “doing for” or “doing to” the person being
supported.
The approach is about;






Actively involving each person in setting and achieving the goals that are
important and meaningful to them.
Focusing on outcomes for people.
Regular review of each person’s goals and My Support Plan.
Working with people to reduce unnecessary service use, and improve their
functional independence in ways defined as important by them.
Collaborative Working Relationship by tapping into formal and informal
networks/ supports for individuals.

Example of an enabling approach in practice;

Client Profile:
New client. Mrs B. 80 years old, who had a stroke previously. Referred for centre
based day care. Prior to her stroke she was very independent and catching buses
with ease. After the stroke, her family being very worried, were over protective and
did many things for her which caused a loss of confidence.

Traditional response:
Attendance at day centre once a week ongoing with provision of transport to attend.

Enablement Person Centred response and outcome:
Client attended our Wellness day where we encouraged her to walk (with a support
worker) from her home to the day centre each Tuesday (rather than send the bus,
which is what normally happens). Her goal was to be able to walk to the local library
with confidence which is something she did daily before the stroke.
After a 12 week period she was able to walk to the library on her own.

Date Last Updated: 04/15
Version: Final V1. 0
Approved By: Continuous Improvement Committee

Review Date: 04/16

HHRCS Volunteer Handbook

Statement of Principles
Statement of Principles for the recognition of Volunteers:



HHRCS demonstrates a commitment to best practice in the volunteer
management and all people respect and supports this commitment.
Our volunteers are involved in the life of the organisation and are included in
decisions that affect them.



HHRCS provides volunteers with clarity about their roles and is clear about
their expectations and policies that impact on their roles.



Our volunteers respect the roles of everyone in the organisations. HHRCS
recognises and celebrates the contribution of volunteers.



Our volunteers are provided with training and professional development for
their roles.



HHRCS provides all our people with the opportunity to resolve disputes with
respect and dignity.

Date Last Updated: 04/15
Version: Final V1. 0
Approved By: Continuous Improvement Committee

Review Date: 04/16

8

HHRCS Volunteer Handbook

9

Rights and Responsibilities
Volunteer Rights and Responsibilities


























Volunteer Rights:
to a healthy and safe work environment and adequate insurance ( Refer to
HHRCS WH&S Policies and Procedures);
to be interviewed and be placed to a job that suits your skills and values;
to have a job description and arranged working hours
to be treated equally and with respect , without discrimination or prejudice ;
to received orientation , ongoing training, support , supervision and recognition
to have the rights to privacy and confidentiality
to be informed about policy and procedure changes that affect your work
to have access to grievance procedures
to be reimbursed for out of pocket expenses
to gain satisfaction from your involvement
Volunteer Responsibilities:
to represent HHRCS in a positive way ;
to respect client and staff privacy and confidentiality;
to treat all staff and clients with dignity and respect
to not accept gifts from clients or engage in self-promotion or inappropriate
behaviour with clients;
to comply with procedures and guidelines of HHRCS;
to document and report issues/concerns, incidences or hazards affecting self or
clients ;
to be punctual , professional and accountable for set task or actions taken ;
to attend training sessions;
to work co-operatively with other staff or volunteers;
to provide services to the best of your ability;
to inform program coordinator/supervisor if unsatisfied in your work ;
to suggest areas that need continuous improvement;
to communicate at all times with sensitivity and consideration to all persons;
to give adequate notice of intention of exiting volunteer work
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Code of Behaviour
All Staff and Volunteers at the HHRCS are required to sign and follow the code of
behaviour upon employment. Employees and volunteers agree to;





















Abide by the Aims and Objectives of Hunters Hill Ryde Community Services Inc.
Observe all the rules of HHRCS including those specified in the Constitution and any
others determined by the Board of Management or the membership of HHRCS;
Adhere to all policies and procedures of Hunters Hill Ryde Community Services;
Work in a safe and competent manner in accordance with the policies and
procedures of Hunters Hill Ryde Community Services;
Represent HHRCS in a positive way; including the observance of all traffic laws when
driving HHRCS vehicles; on failure to do so, incurring all fines and penalties;
Not discuss confidential issues of Hunters Hill Ryde Community Services with people
outside the organisation, regard all information provided to them by a client as
confidential and never disclose personal information to a client;
Not take illegal drugs or be affected by alcohol when on duty nor are staff permitted
to consume alcohol whilst on duty;
Not smoke in Hunters Hill Ryde Community Services premises, facilities, vehicles
and or client homes;
Not accept gifts from clients, nor service suppliers, except with the permission of the
General Manager;
Follow all grievance procedures set down by the Board of Management to try to
resolve any conflicts with other staff, volunteers or members of HHRCS;
Not harass or bully in any form clients, staff, volunteers, members of HHRCS or the
community;
Not abuse, physically, sexually or verbally, clients, staff, volunteers, members of
HHRCS, or the community;
Not alienate clients from their family;
Treat clients and staff with courtesy, respect and consideration, act on complaints
and provide services to the best of their ability;
Wear suitable clothing including closed in shoes, clean and discreet shirt and
trousers/skirt (or shorts) as appropriate to the type of work being undertaken;
Not have sexual relationships with clients or take them to their (staff) homes or
engage in a relationship with clients outside of a professional relationship;
Not give medical advice to clients or diagnose the condition of a client’s health
(except health promotion advice provided by a Registered Nurse). If requested by
the family as to their thoughts regarding the condition of a client – refer them to their
GP or hospital.
Staff and Volunteer workers at Hunters Hill Ryde Community Services are expected
to model respectful and inclusive behaviour when supporting people in the
community to promote the clients uniqueness.

Failure to abide by the above rules may lead to dismissal from
Hunters Hill Ryde Community Services
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Clients Rights and Responsibilities
Clients are the focus of Hunters Hill Ryde Community Service's operation and it is
important that their rights are acknowledged and promoted at every opportunity. In
cases where the client has a legal guardian or advocate, their rights are to be
acknowledged and respected.

Client’s rights:
1: GENERAL
a) To be treated and accepted as an individual, and to have my individual
preferences respected
b) To be treated with dignity, with my privacy respected
c) To receive care that is respectful of me, my family and home
d) To receive care without being obliged to feel grateful to those providing my
care
e) To full and effective use of all my human, legal and consumer rights,
including the right to freedom of speech regarding my care
f) To be treated without exploitation, abuse, discrimination, harassment or
neglect
2:

PARTICIPATION
a) To be involved in identifying the home care most appropriate for my needs
b) To choose the care and services that best meet my assessed needs, from
the home care able to be provided and within the limits of the resources
available
c) To participate in making decisions that affects me
d) To have my representative participate in decisions relating to my care if I
do not have capacity

3: CARE AND SERVICES
a) To receive reliable, coordinated, safe, quality care and services which are
appropriate to my assessed needs
b) To be given before, or within 14 days after I commence receiving care, a
written plan of the care and services that I expect to receive
c) To receive care and services as described in the plan that take account of
my lifestyle, other care arrangements and cultural, linguistic and religious
preferences
d) To ongoing review of the care and services I receive (both periodic and in
response to changes in my personal circumstances), and modification of the
care and services as required
4: PERSONAL INFORMATION
a) To privacy and confidentiality of my personal information
b) To access my personal information
5: COMMUNICATION
a) To be helped to understand any information I am given
b) To be given a copy of the Charter of Rights and Responsibilities for Home
Care
c) To be offered a written agreement that includes all agreed matters
d) To choose a person to speak on my behalf for any purpose
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6: COMMENTS AND COMPLAINTS
a) To be given information on how to make comments and complaints about
the care and services I receive
b) To complain about the care and services I receive, without fear of losing
the care or being disadvantaged in any other way
c) To have complaints investigated fairly and confidentially, and to have
appropriate steps taken to resolve issues of concern
7: FEES
a) To have my fees determined in a way that is transparent, accessible and
fair
b) To receive invoices that are clear and in a format that is understandable
c) To have my fees reviewed periodically and on request when there are
changes to my financial circumstances
d) Not to be denied care and services because of my inability to pay a fee for
reasons beyond my control

Client’s responsibilities:
1: GENERAL
a) To respect the rights of care workers to their human, legal and industrial
rights including the right to work in a safe environment
b) To treat care workers without exploitation, abuse, discrimination or
harassment
2: CARE AND SERVICES
a) To abide by the terms of the written agreement
b) To acknowledge that my needs may change and to negotiate modifications
of care and service when my care needs do change
c) To accept responsibility for my own actions and choices even though some
actions and choices may involve an element of risk
3: COMMUNICATION
a) To give enough information to assist the approved provider to develop,
deliver and review a care plan
b) To tell the approved provider and their staff about any problems with the
care and services
4: ACCESS
a) To allow safe and reasonable access for care workers at the times
specified in my care plan or otherwise by agreement
b) To provide reasonable notice if I do not require a service
5: FEE
a) To pay any fee as specified in the agreement or negotiate an alternative
arrangement with the provider if any changes occur in my financial
circumstances
b) To provide enough information for the approved provider to determine an
appropriate level of fee1
1

Adapted from the Charter of Rights and Responsibilities for Home Care, 2013
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Work Health and Safety
Hunters Hill Ryde Community Services accepts responsibility to provide a work
environment that will ensure the health safety and welfare of its employees,
volunteer workers, contractors and members of the public. Safety standards are part
of all operational planning and activities. Every staff member has a role in promoting
a healthy and safe environment. The Management relies on staff (both paid and
unpaid) to report any hazards in the work place and client’s homes.
To help the HHRCS meet its health and safety objectives, each staff member (paid
and unpaid) has an important role to play. In any situation where there is an accident,
injury or a potential hazard is observed; please report to your Program Coordinator
or Team leader.

Reporting Incidents, Accidents and Hazards
In the event of an incident or accident in Hunters Hill Ryde Community Services
premises or any program venue, it is up to the senior member of staff to do whatever
necessary to ensure the safety and /or emotional well-being of present.
When an incident has occurred, steps to follow:
1)





Assess:
Has anyone been injured
Do I need to call 000
Check for danger
Is it safe to provide assistance

2)




Act:
Only if it is safe take action
Provide first aid if required and if you are a trained First Aider
Contact emergency services

3)





Report:
Contact senior staff member at HHRCS
Record incident on “Incident Report Form”
Take photos of the scene
If it is a matter involving the police, they MUST be contacted within 24 hours

Forms used at HHRCS to report accidents, incidents or hazards:
 Hazard Report
 Client Accident Incident Report
 Staff Accident Incident Report
As a volunteer you have the same responsibilities of reporting incidents as staff. This
is critical and if not done, legal ramifications may occur.
What is a Critical incident?
 A sudden, unanticipated incident or circumstance that produces a HIGH
degree of distress
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Causes an immediate or delayed emotional reaction that surpasses the
normal coping mechanism in the individual.
Requires immediate attention and decisive action to prevent/minimize any
negative impact on the health and welfare of one of more individuals.
It is overwhelming, threatening and have the potential to cause harm

Can be;
 Assault, e.g. sexual, physical, emotional
 Threats
 Severe injury or accident
 Death or suicide
 Fire , bomb , explosion threat
 Chemical hazard threat
 Discharge of fire arms
 Severe work health and Safety Risk ( WH&S)
 Damage to facilities
 Disruption to operations of HHRCS
 Information which has the potential to negatively affect the reputation of
HHRCS in the media and/or wider community.
After the incident volunteers will be debriefed, this is essential in ensuring the safety
and wellbeing of the volunteer.
Hazards:
What is a hazard?
 Something that has the potential to cause injury or illness
 E.g. uneven or broken steps, loose mats, faulty electrical, hazardous
substances , aggressive pets, manual handing – lifting, pulling, dragging etc.
Identifying hazards:
 HHRCS staff conducts a home and safety check list where staff and
volunteers preform home visits
 Check clients records of incidents , injuries
 Remember to report to your Coordinator if you have identified any hazards
How to prevent a hazard:
1) Identify the hazard
2) Assess the risks (how minor or serious are they)
3) Control the risks
4) Monitor and review outcomes
DO NOT attempt to fix any hazards without initial consultation with your Program
Coordinator.
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Medication Support Management
HHRCS Volunteers are NOT permitted to assist or administer medication to clients
who use our services.
This includes any assistance required to open medication packaging, take
medication from packaging and provide any advice or information of medical or
health nature. . Important to remember:
 Client retains all responsibility for their medication.

Infection Control
Infection control is used to minimise possible risk of harm to any volunteers, clients,
students and staff which may arise though passing infection between each other.
In order to prevent transmission of infectious germs and diseases, standard
precautions and practices are required.





All staff and volunteers must comply with infection control procedures
Training is provided to staff and volunteers who are at risk of infection
transmission. Advice and education regarding infection prevention is also
provided.
Personal protective equipment may be needed when working with clients who
may contract infections.

Responding to possible infections
 If staff or volunteer member should come into contact with infected bodies,
supervisors and coordinators need to be notified, and an incident report form
completed.

Personal Hygiene Requirements
1)
During meal preparation, retherming and packing meals all staff and
students must wear clean clothes and coverings such as an apron. Aprons
are not to be worn outside the Food Services kitchen. Aprons are to be
cleaned daily or thrown away if disposable.
2)
Hair must not be able to contaminate the food. Long hair must be tied
back or covered with a hair net or cap.
3)
Staff/ students must not wear jewellery only plain wedding bands and
small sleeper earrings.
4)
Smoking is prohibited in the HHRCS Food Services kitchen area and
HHRCS Food Service vehicles.
5)
Fingernails must be kept short and clean.
6)
Hands must be washed thoroughly with soap and warm running water:
Before starting work
• After using the toilet
• After handling money
• After smoking or eating, coughing, sneezing or using a
handkerchief or tissue
 After handling rubbish
• After touching your hair, mouth, nose, ears or eyes
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7) Staff/ students must inform the Community Support Team Leader if
they are suffering from vomiting, diarrhoea, other stomach upsets,
skin complaints or cuts.
8) Cuts and abrasions must be covered by an easily detectable
waterproof dressing e.g. blue plaster.
9) Staff/ students must ensure that raw food does not come into
contact with cooked / ready to eat food.
10) Staff/ students must protect the meals at all times from
contamination.
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Emergency Situations
In cases of emergency immediately call emergency services, one they have arrive
inform appropriate supervisor or coordinator for further instructions.
Emergency Contacts:
External Emergency Services – Dial triple Zero
- Ambulance:
000
- Fire Brigade: 000
- Police:
000

Client doesn’t answer the door:







If client doses not answer the door some things to consider are;
Is this a new arrangement? Are you visiting for the first time?
What have been your past experiences with the client?
Has the client forgotten things before?
Do you know other people close to the client who could inform you of the
situation, e.g. neighbours, doctor or relative?
Do not enter an obviously burgled premise. Call the Police and HHRCS office.

Action to take:
 Check the premise, e.g. back door , windows , backyard ( if accessible and
safe)
 Call the client and check with neighbours
 Check if the door is unlocked , and call out to them
 Check to see if their vehicle is parked near/ on the premises
 IMPORTANT!! Contact Program Coordinator or Team Leader after you have
assessed the situation
 Leave a note to explain attempted service delivery
Reasons for not answering the door:
 The client has forgotten the appointment and is somewhere else.
 Something else has come up, such as a medical appointment.
 They are asleep
 Medical condition
 Diabetic coma, stroke or heart attack
 Fallen and cannot move
 - Deceased
Things to Remember:
 Support staff, volunteers and Ambulance personnel do not have the authority
to force entry into someone’s house, only the Police have this authority.
 For the first three reasons listed above there is no need to call the Police. For
severe medical conditions, call the Police and they will call an ambulance if
necessary.
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Client Falls:
If a client had a fall these are the steps that should be taken:
1. Be aware of dangers to yourself. Be observant of trip hazards, water spills,
electricity, gas;
2. Do not try to catch a falling person or lift the client; you may seriously injure
yourself in the process or cause client injury.
3. If the client can get up by themselves:
 Assess if the client is injured, ask the client about pain, etc
 If you have a current First Aid certificate, follow the recommended procedures.
 Call the doctor or ambulance if necessary.
 Stay with the client and reassure them.
 Ring the Program Coordinator or Team Leader who will notify the appropriate
contacts.
4. If the client cannot get up by themselves;
 Don’t panic.
 Assess if the client is injured. Again ask, if possible, about pain, etc.
 If you have a current First Aid certificate follow the recommended procedures.
 Call an ambulance (phone 000).
 Stay with the client and reassure them until the ambulance arrives.
 The ambulance officers will lift the client and decide if they need to take them
to hospital.
 Ring the Program Coordinator or Team Leader who will notify appropriate
contacts.
 Do not give food or drink

Fire:
In less than 60 seconds a small fire can fill a home with smoke. Smoke produced
during a fire is highly poisonous and often fatal.
If a fire occurs while visiting your client, do not panic.
The aim is to get yourself and your client out quickly and safely.
 If the room becomes smoky, stay low. It is easier to breathe while making your
escape.
 If possible close the door of the room where the fire is. This will help delay the
spread of fire and smoke. If a closed door feels warm when touched, do not
open it. The fire is on the other side.
 Get everyone out. Plan and escape now so you can get out quickly and safely.
NEVER GO BACK IN!



Using a phone away from the premise, dial 000 and ask for the Fire Brigade,
clearly stating the address and where the fire is.
Stay with your client outside until the Fire Brigade Officer states it is safe.
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Ring the Program Coordinator or Team Leader who will notify appropriate
contacts. Never move a fire, such as cooking oil on a stove
If someone’s clothes catch fire, roll them on the floor and smother flames
using a blanket or rug.

NEVER PUT YOURSELF OR ANYONE ELSE’S LIFE AT RISK, EVEN WITH THE
SMALLEST FIRE!

-
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Transporting Clients
When deciding to transport a client in your vehicle or on an outing, you need to
consider a number of things to ensure safety:









The appropriate Program Coordinator needs to know if you are planning to
take a client out. This is for safety reasons and insurance purposes. The
Coordinator will advise you on the best procedures and whether other services
are more appropriate or can help.
Never lift a client who has fallen. You may be hurt in the process or cause the
client an injury.
If it is deemed necessary to place a wheelchair in your vehicle when taking a
client on an outing, the manual handling principles must be followed and
adhered to.
Wheelchairs are available at many shopping centres, doctor’s surgeries and
hospitals. A phone call to confirm and book the wheelchair is a good idea and
it gives you time to ask about other requirements such as parking, etc
Another option is to hire a disability taxi. A booking can be made and the
driver will wheel the person straight into the taxi.
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Changes in Client Behaviour
Changes in client behaviour
At times, clients may display behaviour that is difficult to deal with. There may be
many reasons for this behaviour. To deal with these challenging behaviours there
are certain options you can take.
If clients display inappropriate behaviour that causes volunteers to feel that their
safety is threatened. This can include; physical actions, threats, sexual suggestions,
wilful exposure or foul language.
If inappropriate behaviour occurs, immediately leave the clients home. Then
contact Program Coordinator, or Team Leader, and complete an incident report form.
2

Do













Be prepared
Have a plan
Make everyone safe
Stay calm
Be patient, empathetic and listen
Use simple language
Give client clear limited options
Lead with positives
Use gentle calm voice
Be aware
Take all threats seriously, ring
“000”
Debrief afterwards

Examples
 Don’t negotiate or argue with the
consumers who are experiencing
loss of rationality
 Don’t validate content
 Don’t minimise the person’s
situation
 Don’t change the topic
 Don’t lecture
 Don’t panic



Don’t leave the person alone
Don’t isolate yourself with the
client

Client Changes
If a client’s circumstances or situation changes to the point that the service is no
longer needed, inform the Program Coordinator or Team Leader. A decision will be
made to either change or cease the provision of service to the client.
Client circumstances may change such as;
- Declining health
- Longer hospital stays
- More dependant of volunteer assistance
- Moving into a residential facility
- Passing away
These changes may cause you to feel upset and experience feelings of grief through
the loss of a client or not being able to assist them any longer. This is normal and
natural. Please contact the Program Coordinator to discuss these feelings.
2

Adapted from the HHRCS Policy and Procedure Manual 2013.
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Lines of Authority / Reporting
The reporting process is as follows.

• The Volunteer will report back to their Program Coordinator to discuss any
issues, progress, client concerns, questions etc

Volunteer

Program
Coordinator

Team Leader

Board of
Managment

• If the issues discussed are of a serious nature , the Program Coordinator
will inform the Team Leader

• The Team Leader will assist where appropriate, if the issues or concerns
can not be resolved the General Manager will be contacted for further
support

• The Board of Managment provides support and guidance to the HHRCS
General Manager in all matters including serious staff, volunteer and client
issues.
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Reimbursement Policy
Hunters Hill Ryde Community Services recognises that individuals may incur actual
expenses when volunteering; these will be reimbursed on presentation of a receipt.
Volunteers are reimbursed for the cost of mileage if they use their own vehicle and
any incurred costs that have been approved by the Team Leaders, Managers and
Coordinators. Volunteers are responsible for recording their mileage, submitting their
mileage claims on a Vehicle Log Sheet and ensuring that their vehicles are insured
appropriately.

Token Payments:
HHRCS though not legally required nor expected may make a token payment to
individuals who volunteer. The payments are not paid on a "fee for service basis".
The payments can be in the form of:
 Reimbursement
 Allowance
 Honorarium


Definitions:





Token payment is a token amount compared to the services provided or
expenses incurred by the recipient.
Reimbursement is a precise compensation for an expense already incurred.
Allowance is a definite predetermined amount covering estimated expense.
Honorarium is an honorary award for volunteer services and a fee for
professional services voluntarily rendered.

How an amount is described does not determine its treatment for tax purposes.
Whether a payment is assessable income in the hands of a volunteer depends on
the nature of the payment and the recipients circumstances.
Generally, receipts which as earned, expected relied upon and have an element of
periodicity, recurrence or regularity are treated as assessable income.
Where a person’s activity are a past time or hobby – rather than income producingmoney and other benefits received from those activities are not assessable income.
A payment that is not assessable to a volunteer will have the many of the following
characteristics.
 The payment is to meet incurred expenses
 The payment has no connection to the recipients income
 The payment is not received as remuneration or as a consequence of
employment

The payment is not relied upon or expected by the recipient for day-to-day living
 The payment is not legally required or expected
 There is no obligation on the part of the payer to make the payment
Some payments to volunteers may be assessable income in the hands of the volunteer.
HHRCS recommends that any volunteer in a receipt of a payment from HHRCS obtains an
independent taxation advice relevant to their own personal situation.
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Insurance Policy
Hunters Hill Ryde Community Services complies with all legal requirements with
respect to insurance. HHRCS is responsible for insuring at replacement cost, where
appropriate, all property that is not otherwise covered by the landlord, being Hunters
Hill Council.

Volunteer Insurance:


All volunteers are covered by a personal insurance policy for any injury they
may sustain in the performance of their duties.

Staff and Volunteer Vehicles
 Vehicles of any staff and volunteers are to be covered through their own
insurance policy when used for HHRCS work. In case of an accident the
excess is covered by the HHRCS insurance policy.
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Training, Ongoing Support and
Supervision
Supervision and support are important for ensuring that volunteers are supported in
their work and that their work is carried out effectively. All volunteers receive
ongoing supervision and support continuously both formally and informally. The line
supervisor of each staff or volunteer position provides supervision and support as
per the organisation structure.
Relevant information from the HHRCS staff meetings will be passed onto volunteers
to keep them update.
Appropriate training and development opportunities are provided for all employees
and volunteers. This includes:
 Annual reviews of all positions and position descriptions to ensure the skill
levels required for each position reflect the responsibilities of the positions
 The identification of training needs through ongoing staff input, management
input and annual professional development reviews
 The provision of training to meet identified needs
 Opportunities for all staff and volunteers to attend training
 Ongoing evaluation of training to ensure it meets staff and volunteer needs
and improves the operations and services of Hunters Hill Ryde Community
Services.
Training opportunities are organized for volunteers (where resources permit and the
training is applicable to the role) to meet HHRCS mandatory training as outlined in
Human Resource management Policy/ Procedure. These included:
 Orientation on commencement
 Fire Drills
 Manual handling for all volunteers directly involved with clients
 Infection control for all volunteers directly involved with clients
 Dealing with challenging/changed behaviours3

3

Adapted from HHRCS Human Resource Management Policy and Procedure, 2014
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Grievance Procedure
If an employee or volunteer has a grievance related to their employment or
concerning another staff person the following process applies:
In this procedure volunteers will refer to Program Coordinator or Team Leader.
Step 1: Seek Advice
Volunteers should consider seeking advice from their Program Coordinator or Team
Leader Unless advised to the contrary the following steps apply.
Step 2: Discussion
The Volunteer may approach the Program Coordinator for discussion and advice on
the issue. The discussion is confidential.
Step 3: Management
If the volunteer considers that the discussion has not addressed their concerns
adequately they may put the issue in writing to the Program Coordinator and request
that the issue be raised with senior management. Senior management will make a
decision on the issue and advise the Volunteer within 7 days.
Step 4: Mediation Facilitated by an Independent Negotiator
If the volunteer considers that the discussion with senior management has not
addressed the concern adequately an independent negotiator may be brought in to
facilitate the mediation. If the volunteer considers the problem still not resolved in
Step 4 they can request consideration of the Board.
Step 5: Board of Management
If the volunteer considers the problem is not resolved in Step 4 they may request
consideration of the issue by the Board. The Board will make a decision on the issue
and advise the volunteer of their decision within 7 days. The decision of the Board is
final.
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Dismissal / Exit Procedure
When a volunteer leaves the Hunters Hill Ryde Community Service, the following
procedure applies:
1. Arrange an exit interview.
The exit interview is conducted by the Volunteers Program Coordinator and
provides useful feedback about Hunters Hill Ryde Community Services for use
in planning and evaluation. The Exit Interview Record (Staff Exit Form) guides
the interview and is used to record responses.
Completed Staff Exit Forms are forwarded to the Continuous Improvement
Committee for review and consideration of improvements.
2. The Volunteer will inform the Program Coordinator of their resignation in
writing. The Program Coordinator will also provide a Letter of Termination
from the General Manager or the Board if they were dismissed. (Copies of
these letters are kept in volunteer files.)
3. If requested a written Certificate of Volunteering detailing the period of
volunteering and type of work performed will be provided. The Program
Coordinator and/or Team Leaders may provide a verbal reference to a
prospective employer if requested.
4. All property belonging to HHRCS is returned, including keys, files and
equipment
Office Location
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Address: Hunters Hill Ryde Community Services Inc.
46 Gladesville Road
Hunters Hill NSW 2110, Australia
Phone : (02) 9817 0101
Fax: (02) 9816 5462

Facebook : www.facebook.com/HHRSCS
Office Hours: Monday - Friday 9am - 4.30pm
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HHRCS Volunteer Handbook

Thank you for
choosing to
volunteer with
HHRCS
We greatly
appreciate your
support
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