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Welcome to the Volunteer Centre Chelsea and Kensington (VCKC), we are
delighted that you have chosen to volunteer with us.
We may be a little biased, but we love all things volunteering! We are fortunate
enough to see the effect volunteering can have on not only an individual but
the community at large.
People volunteer for different reasons. Whether you have some free time and
want to make a difference, or you're looking to develop new skills and build on
existing experience.

Volunteering releases those feel-good vibes and can do wonders for your
mental health. If you want to volunteer but not sure if it's right for you, check
out our short video and see how amazing volunteering can be!

"VOLUNTEERING
MAKES ME FEEL GOOD
ABOUT MYSELF"
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VCKC

ABOUT US
In 1969, Lady Anstice Goodman
persuaded Kensington and
Chelsea to set up the Voluntary
Workers' Bureau. She was
delighted that in its first month
the volunteers came from all
walks of life - actors, homemakers, hairdressers, a mechanic
and the manager of a local firm.
In its first year, the (then) Volunteer
Workers' Bureau sourced
volunteering opportunities for 78
people and worked with 53
charities across London.

'ANSTICE GOODMAN HAS
DONE THAT RARE THING:
TRANSPLANTED AN IDEA
INTO REALITY.'

It delivered that work on an
income of £232.11 - all of it from
donations. There were no paid
staff members, but a team of 21
volunteers (mostly working out
of their own homes) helped with
interviews, telephone calls and
clerical work.

In the 50 years since the Volunteer
Centre has placed thousands of
volunteers into individual
volunteering roles in hundreds of
organisations. It acquired its first
computer in 1987, which helped
with the processing of 266
placements.
In 1999 its technology took a further
leap forward when it became the
first Volunteer Centre in the UK to
launch its own website.
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VISION, MISSION & VALUES
Our multicultural team is made up of staff and volunteers from various
countries around the world, all bringing their own unique skills and
expertise to the centre.
Working in such a diverse team allows us to learn from one another
and share ideas throughout our various projects.
OUR VISION
We exist to champion rewarding volunteering opportunities and
promote volunteering as a force for change and social good.
OUR MISSION
To build the capacity of local people and organisations by
empowering our community to realise their potential through
volunteering.
OUR CORE VALUES
Lead organisations in good practice and managing volunteers
Empower communities to come together using local resources to
solve local needs
Encourage people to make a positive difference within their
community
Include and build the capacity of every individual
OUR FUNCTION AS A VOLUNTEER CENTRE
Link, connect and integrate local people with their community
Promote volunteering and it’s benefits
Raise awareness of volunteering
Create, develop and promote opportunities
Lead and develop good practice
Maintain strategic development within a changing environment
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OUR PROJECTS
Looking for volunteering, training or activities? Our specialist teams have
got it covered.

CORE SERVICES
Looking for great volunteering roles? Our dedicated advisors
are here to help you find what you're looking for.
Email: registrations@vckc.org.uk

NEW OPPORTUNITIES
Are you unemployed? We can help you gain the essential
skills employers are looking for.
Email: ola@vckc.org.uk

VCKC WELLBEING
If you have disabilities or mental health needs, we will
support you to find suitable volunteering roles.
Email: louisa.sch@vckc.org.uk

COMMUNITY CHAMPIONS
The Champions project works to improve health and
wellbeing needs of residents in Notting Dale.
Email: ewa.kasjanowicz@vckc.org.uk

INSIDE OUT
Our offenders and ex-offenders programme offers support
to find new opportunities.
Email: jason.hudson@vckc.org.uk

MATERNITY CHAMPIONS
Maternity Champions are local volunteers who provide
support to expectant and new parents.
Email: ewa.kasjanowicz@vckc.org.uk
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VOLUNTEER TESTIMONY
MARIE'S STORY
New Opportunities Volunteer
My volunteering journey started
when I left Haiti to make a better
life for myself. I was finding it
difficult to get a job, so I decided to
volunteer. I went to see Ola at the
Volunteer Centre and she recruited
me as a volunteer assistant, helping
with setting up the job club, CVs
and looking for jobs.
Being with the Volunteer Centre really made me feel of use, as I
loved helping people to get jobs and seeing them make the
most of themselves.

FRANCIS' STORY
Wellbeing Volunteer
As lockdown began in late March, I
realised there would be many local
residents experiencing feelings of
isolation and with time free, I
volunteered as a Telephone
Befriender through the Volunteer
Centre Kensington Chelsea website.
I am incredibly impressed with the
energy, care and dedication of the
team in charge of Wellbeing.
I was initially put in touch with two people to ring, and soon a
third person was added. As the weeks have gone by I have built
a relationship with these people and I really look forward to
checking in with them.
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WHAT TO EXPECT
FROM US
Induction
When a volunteer asks to join a new project, the project will outline
what the role will be like, the skills required and how long the project
is predicted to last.

All volunteers will receive an induction covering health and safety,
facilities such as refreshment areas as well as specific training
appropriate to the demands of the assignment and the capabilities of
the volunteer.
Supervision
Once you are assigned to a project you will be given the name and
contact details of the member of staff supervising you. Your supervisor
will be available to answer any questions that you have concerning the
project. All decisions by the supervisor are final and must be respected.
Insurance
We are fully committed to looking after your safety and you will be
covered under our insurance.
References
We are happy to provide references for volunteers who have been with
the volunteer programme for two months or longer. The reference will
be provided by the member of staff who supervised you. Please contact
us before putting any names down as referees.
Volunteer Review
Volunteers are welcome to have a review at any time to reflect on their
work. At the end of every project, the volunteer will have a review and
can give feedback.
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Expenses
As a volunteer you are entitled to the following expenses:

Out of pocket travel expenses that show you travelling to and from
the centre.
If you are volunteering for more than 4 hours per day you are entitled
to up to £5 reimbursement for lunch. For example, if you spend £3.50
you get back the full amount. If you spend any amount over £5 you
only get £5 back.
You will need to keep receipts as proof of travel and lunch. If you are
using an oyster card you will need to get a printout of your journey
from a tube station.
You should look to get your expenses on a daily or weekly basis. When
you have all your receipts the first step is to complete a petty cash
form.
Please ensure you complete the form with the following :
Date (top right)
Your full name (large box on the left)
Description of expenses (large box on the left)
i.e. Lunch 1st – 7th June
Travel
Amount for each expense (column on the right)
Total amount for all expenses
Your signature (on the bottom left)
Once completed, all receipts should be stapled to the form and
handed to your supervisor for reimbursement.
Volunteers are encouraged to take an hour lunch if they are
volunteering for more than four hours per day. Lunch breaks can be
taken between 12pm-2pm.
VOLUNTEER HANDBOOK
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WHAT WE EXPECT FROM YOU
Housekeeping
Smoking is not permitted anywhere in the buildings by staff or
visitors. If you need to take a smoking break, this should be away
from the immediate vicinity of the building.
Out of hours contacts
If you are volunteering at the weekend and need first aid or
emergency assistance, please contact your supervisor.
In case of emergency contact information
Volunteers will be asked to supply a contact name and telephone
number when they start. This will only be used if you are taken ill or
have an accident and require medical attention. In these
circumstances, we will use this contact information to help make
alternative travel arrangements if you are unable to get home unaided.
Moving on
You can stop volunteering at any time with the Volunteer Centre. We
ask all leaving volunteers to spare a short amount of time to fill in a
feedback form so we can gather any information to improve our
service. If possible we also ask for you to have an exit interview with
the Operations Manager.
Covid
You are expected to follow government guidelines. Whilst moving
around the organisation you must wear a mask at all times and take
a Lateral Flow Test if you are coming into the office. Masks,
sanitation and Lateral Flow Tests will be provided.
Media
We will never expect you to be our spokesperson. No comments
should be made to media outlets unless asked and arranged
beforehand with your Line Manager. We will always seek permission
from you before using any images of you on promotional materials,
website or social media.
VOLUNTEER HANDBOOK
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VOLUNTEERING BASICS:
PRACTICAL INFORMATION
Volunteers’ Files & Privacy
Records are kept on all volunteers who volunteer for
VCKC. These records include contact details, in case of
emergency contact information, a record of the projects worked on,
training undertaken and the hours you have volunteered on a project.
This information is kept confidential on a password-protected
computer database in accordance with the Data Protection Act 1998.
Volunteers’ data is also used collectively for reports. Personal
information on individual volunteers is not shared with any external
bodies without prior permission.
You have the right to object to the use of your data for any of the above
purposes. Please notify your supervisor of any changes of personal
details, address or contact details, so we can keep our records up to
date.
You can find out more about our data protection policy here.
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Checking in and leaving for the day
When you arrive to volunteer on a project, please
remember to sign in and out on the volunteers’
register, so we can record your hours.
We also use this form to check who is in the building in case of an
emergency.

Facilities
Breaks and refreshments:
Volunteers are entitled to regular short breaks,
particularly if they are using computers for a
long period.
Tea and coffee are available to all volunteers free of charge and you will
be told about the location of refreshment facilities on your first day.

Dress Code
You are encouraged to wear
clothes that make you feel
comfortable and are appropriate
for the type of work you are involved in.
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Telephone, Photocopiers and Computer Access
Telephones are located in all reception areas and staff offices. If you
need to make a call, please talk to the member of staff supervising
you. All phone calls are made at staff's discretion.

If you require the use of the photocopier for volunteer work, please
speak to a member of staff. Photocopies for personal use will incur a
small charge. Photocopies relating to a project will be made at staff’s
discretion.
Volunteers who use computers as part of their work will in some
cases be given a username and password to enable them to access
folders or network drives on the VCKC computer network.
Keeping In Touch
Core Services aims to contact all registered volunteers, on a regular
basis, about new, ongoing and forthcoming projects and social
events. The Volunteers’ newsletter is produced once a month and is
available both as a hard copy and is circulated by email.

VOLUNTEER HANDBOOK

|

13

HOW TO MAKE A
COMPLAINT
We take every complaint seriously and investigate every incident
thoroughly and fairly.
Problem solving procedure:
1. In the case of a volunteer or member of staff making a complaint
against a volunteer or a member of staff, they must first speak to
whoever supervises them. If the complaint is about their
Supervisor, they can contact the Manager of Core services:
operations@vckc.org.uk.
i. If the complaint is in regards to the Manager of Core
Services, they must address the CEO.
2. A meeting will take place between the relevant member of staff,
the volunteer and the Operations Manager to work towards a
practical conclusion. If practicable the issue should be resolved at
this stage.
i. If the issue continues then the volunteer will meet with
the relevant member of staff and a member of the
management team. Further investigation into the
incident will take place.
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VOLUNTEER MISCONDUCT
We take every case seriously and if an allegation of serious misconduct
is made against a volunteer, the volunteer will be asked not attend
their project until a decision has been made.
After an investigation into the allegation, if the Operations Manager
has reasonable grounds the volunteer will be asked to permanently
leave their role.
Serious Misconduct:
i. Breach of health and safety practice, which will put volunteers,
staff and visitors at risk. (See Volunteer Health and Safety Policy.)

ii. Discrimination or harassment on the grounds of sex, marital
status, sexual orientation, race, religion, politics, ethnicity,
nationality, disability, culture, age or social background.
iii. Theft of money, property, special collections and objects.
iv. Physical assault, violence and aggression to volunteers,
members of staff and visitors.
v. Malicious damage to property including objects and special
collections.
vi. Volunteering under the influence of alcohol, solvents or non
prescribed drugs.
vii. Behaviour which will be derogatory to the VCKC.
The above list is not comprehensive but is provided to indicate the
level of seriousness of misconduct which may lead to a volunteer
being asked to leave.
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KEY POLICIES &
GUIDELINES
We are committed to reflecting and representing the diversity of
Kensington and Chelsea, and to equal opportunities in volunteering. We
value and encourage diversity in our workplace and are committed to
promoting equality and eliminating discrimination.
We are committed to providing an environment of mutual respect where
equal employment opportunities are available to all applicants and
teammates without regard to race, colour, religion, sex, pregnancy,
national origin, age, physical and mental disability.
We recognise that there are a number of groups of people who, despite
wanting to volunteer are faced with obstacles to volunteering, for
example, volunteers with extra support needs. VCKC endeavours to find
ways of overcoming as many of these obstacles as it can, so all can be
involved.
A copy of our Equal Opportunities Policy can be found here. Staff and
volunteers are expected to have an understanding of and commitment
to this policy.
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HEALTH & SAFETY
INDUCTION
As part of your induction, you will be advised about what to do when a
fire alarm sounds, the location of your nearest fire exit and assembly
points. For your own protection, you should make a note of the
location of any fire alarm buttons, extinguishers and exits in the areas
where you are working.
There are also health and safety notice boards in every building in
case you want to check the name of the Area Safety Co-ordinator or
First Aider.
If you have an accident, please report it to the First Aider. All accidents
are recorded on an Accident Report Form and blank sheets are kept
in the reception areas. Once completed, these forms should be
handed in to your supervisor.
Our health and safety policy can be found here.

Feedback on the policy and the contents of this handbook is
welcome and should be sent to operations@vckc.org.uk
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HOW TO FIND US
We are based in Ladbroke Grove, which has a rich history of music, fashion, food and
culture. We are also fortunate to have the world-famous Portobello Road Market on
our doorstep.

Our office is open
Monday - Friday
9am - 5pm

WESTWAY CHARITY HUB
1 Thorpe Close
Ladbroke Grove
W10 5XL

LADBROKE GROVE TUBE
STATION
Hammersmith & City Line

Registered Charity No. 1076392

020 8960 3722

www.voluntarywork.org.uk

BUSES
7, 23, 52, 70, 228
295, 316, 452,
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