General Volunteer
Handbook

Thank you so much for volunteering for Robes. Volunteers
are absolutely vital to support the work that we do, and we
appreciate your generosity greatly.

With your help we will support those experiencing
homelessness in Southwark and Lambeth, through our work
in our Winter Night Shelters, Wednesday Club and Floating
Support.

Please note if you are volunteering for our shelters, please
see the separate Shelter Volunteer Handbook.
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Introduction

G
‘/ & If you are volunteering in our Wednesday Club or other ad hoc

; H volunteering for Robes, then our Shelter Coordinator Macey will be
) . 7 on hand to assist you (if you are volunteering in the shelters, please
( see our separate Shelter Volunteer Handbook). However, the
e volunteer handbook gives you some key points to get started, and

things for you to bear in mind whilst you're volunteering.

VOLUNTEER AGREEMENT: A reminder of what you agreed to when you signed the
volunteer agreement with Robes.

To respect and treat with empathy every guest, fellow volunteer, staff member and
others involved in the project, regardless of differences in believes or background.
To work as a team, follow instructions from the person in charge and support other
volunteers and staff.

To attend the induction / training organised by the Robes staff team and to
familiarise yourself with the Robes policies

To commit to the project, and attend all the shifts you signed up for

To look out for your own and others’ safety and to not put yourself or others in
unnecessary risk

To always ask for help or advice if you are unsure what you need to be doing.

To let a member of staff know if you feel uncomfortable at any time.

To never ask probing questions that could cause people to relive traumatic events;
always be mindful of the fact that we are here to make people feel as comfortable
as we can.

To treat everyone equally ensuring that all guests have the same opportunities and
access to facilities.

To respect the boundaries between the guest and volunteers

Volunteers should not attend their shift if feeling unwell. Please inform Robes as
soon as possible if you need to miss a shift.

To follow the following rules:

o Volunteers are not allowed to consume alcohol or illicit drugs or to be
under their influence (including smelling of) during their shift.

o Volunteers should never exhibit aggressive behaviour - either verbal or
physical - towards guests, volunteers, staff or anyone else involved in the
project.

o Volunteers should never exhibit discriminatory behaviour towards guests,
volunteers, staff or anyone else involved in the project, regardless of their
beliefs or background.

o Volunteers should never give out personal details to guests (including
phone numbers, email addresses, social media details etc.) or meet
guests outside of the project unless agreed through Robes.

o Volunteers should not give guests money or anything that has monetary
value such as travel cards or gift vouchers.

o Volunteers should never be alone with guests (no lone working!) and
should never offer a guest a bed in their own home.



GENERAL POINTS:

KEEPING YOURSELF & OTHERS SAFE:

Our volunteers help provide a warm, empathetic and welcoming atmosphere, and
practical support such as cooking food for our guests.

Teamwork is really important when supporting our guests. Make sure you listen to
Robes Staff, supporting them and your fellow volunteers.

Please ensure that you have completed a volunteer agreement.

Attend an induction or any training sessions Robes organises, to ensure that you
are well equipped to start your shifts.

There are many resources on the Robes website you can also access to help you
prepare - go to www.robes.org.uk/for-volunteers to find out more.

If you sign up to a shift, try and attend it. If for some reason you can't please let
your Robes know as soon as possible, as it can take some time to find a
replacement.

Be punctual for your shifts, and please let your Robes know as soon as possible if
you are running late.
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The safety of our guests and our volunteers is of
the upmost importance and is taken very
seriously.

At no point should you put yourself or others at
unnecessary risk.

Please do not attend your shift if you feel
unwell. It is better for you that you rest, and important that our guests and other
volunteers are not put at risk of also becoming poorly. Please let Robes know as
early as possible if you are not able to attend your shift.

Please don't go into any enclosed spaces with a guest alone (i.e. no ‘lone-working’).
People who have led traumatic lives can behave unpredictably at times - this is to
protect you.

If you are concerned about someone’s safety or behaviour notify your Team Leader.
There are also tools on our website that explain how to best calm a guest down if
they are upset or confrontational.

Chatting with guests is encouraged, but be sure to not give out personal
information, especially phone number, address, email address, social media etc.
This is also to protect you.

RESPECTING BOUNDARIES:

e Itisimportant to maintain a professional volunteer - guest
dynamic. You are there to be friendly and welcoming to
guests and support them in a professional manner, but do not
get overly involved.

e It's great when a volunteer builds rapport with our guests,
but do remember that it is not your role to try and resolve any
challenges a guest may be facing. Advice workers are in place to assist our guests
access any support they may need, and often know more about a guests situation



http://www.robes.org.uk/for-volunteers

than what the guest has disclosed to you. If you feel a guest needs additional
support, please talk to a Robes staff member.

¢ Do not give or lend money to guests. If guests need financial support, please talk to
a Robes staff member, or ask the guest to do so.

e Respect the guest’s privacy. Keep what they share with you confidential but do
report anything that suggests that either the guest or anyone else could be at risk
of harm.

e Do not give guests lifts, take them home, share contact information / social media
details, or meet them outside of activities arranged by Robes. This is for your
protection and to protect vulnerable adults we are working with.

APPROPRIATE BEHAVIOUR:

Volunteers should not be under the influence of
alcohol or drugs during their shift, and should not
display any discriminatory or aggressive behaviour.

Engaging with Guests

e Informal chats with a guest will often
help a guest feel welcome and will help
to keep up their morale. Experiencing
homelessness can be lonely at times,
and your empathy and support can
make a difference. Some guests may
appear less social, either by nature or
perhaps they have suffered a setback
or had some bad news. It is good to use
your empathetic skills and to tailor those skills to each individual guest.

e There is no blueprint for topical conversation or interaction with Robes guests but if
you are new to volunteering and wondered about this here are a few tips...

o Asmiley face is always more appealing than a worried one! Be aware of
your body language, don't be afraid to smile.

o Offer to play a game with them

o You can chat about what is going on around you and if the person is
willing to talk you may find a common topic of interest such as football,
fashion or fishing, you never know.

o Keep sensitive topics such as religion, sexuality and politics as general as
possible or be prepared to steer them onto safer ground if need be. No
attempt should be made to persuade a guest to join your own religious or
political groups.

o Avoid an interrogative style of questioning or asking overly personal
questions. If a guest is not interested in talking do respect their choice.
Some guests may prefer to be left alone and will appreciate this.

o Remember that many of our guests may be estranged from friends or
family, and the support they get from Robes can engender a sense of
community and belonging. For many this is all important.



Robes Project

Robes Project was set up by a handful of concerned churches in 2007, motivated by a
strong sense that something had to be done to assist those facing homelessness.
Besides offering a warm meal and an overnight stay during the coldest time of the year,
through our advice work we also support our guests in finding a way out of
homelessness and related issues.

We rely on the support and hospitality of volunteers like yourselves to help some of the
most vulnerable members of our society.

During your volunteering the Shelter Coordinator will be your first point of contact for
support.

Macey Osei-Kissi

Mobile: 07594 511 800

Email: macey.osei-kissi@robes.org.uk.

There are also additional resources on our website to support you:
www.robes.org.uk/for-volunteers.
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ANNEX: SYMPTOMS OF RESPIRATORY ILLNESS INCLUDING COVID-19

mcludmg—cowd 19#symptoms of-respiratory-infections-including-covid-19

Symptoms of COVID-19, flu and common respiratory infections include:

continuous cough

high temperature, fever or chills

loss of, or change in, your normal sense of taste or smell
shortness of breath

unexplained tiredness, lack of energy

muscle aches or pains that are not due to exercise

not wanting to eat or not feeling hungry

headache that is unusual or longer lasting than usual
sore throat, stuffy or runny nose

diarrhoea, feeling sick or being sick


https://www.gov.uk/guidance/people-with-symptoms-of-a-respiratory-infection-including-covid-19#symptoms-of-respiratory-infections-including-covid-19
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