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“very friendly and 

helpful service” 

“I care for mum who has Alzheimer's on a day to day 

basis. It can be very trying and to have an outlet like 

yours is a Godsend.” 

“It’s about knowing 

that you are not 

alone in your role as 

a carer.” 

“What you are doing is    

fantastic and brilliant       

support to families.” 

“I think Carers Support is doing a wonderful job.” 

“I really like the way Carers      

Support really listened carefully to 

my situation and came up with a 

range of ideas. They put us on 

track to helping with all aspects of 

my daughters care.” 

“A real 

boost for 

carers and 

their wellbe-

ing.” 
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Volunteer Handbook 

Carers Support West Sussex are so grateful to all their volunteers.  

Thank you so much for donating your time and expertise to help 

Carers in West Sussex. 
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First and foremost I want to thank you for 
joining this Charity that creates significant 
change for carers living across West Sussex. 
Without your help we would not be able to 
provide support for more than 25,000 carers 
we have registered with us. 

We know that being a carer is harder than 
we all think and nearly 50% of carers are 
providing more than 90 hours of unpaid support every week, with many of 
them also trying to stay in school, college, University or work. 

We know that there are more carers than we think and at the moment 
based on the 2011 census and with the growth in unpaid caring there are 
more than 94,000 carers in this County. Every month we register between 
250-300 carers but we also need to reach out to more, which is why your 
help is key. 

We know that many carers and communities in West Sussex don’t know 
what help is available and our job is to help them navigate that journey, 
understand their rights and help them to find their voice. 

So welcome to the most dedicated team of staff and volunteers I have had 
the pleasure of working with and to a charity that strives to make a real 
difference every day. The national charity Carers UK state that 3 out of 5 of 
us will become carers at some time in our lives. So our value is to make 
sure that the support we provide puts carers at the centre of everything we 
do and is an offer we can all be proud of. 

 

Thank you and I look forward to meeting you 

 

Sonia Mangan 

Chief Executive  

A welcome to Carers Support West Sussex 
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About us 
Carers Support West Sussex was formed in 2013 following the merger of 

three Carer charities with a long history of supporting Carers in the county.   

We’ve grown to a countywide service with more than 80 members of staff 

and over 70 volunteers helping to support more than 17,000 Carers. 

Our Carer Response Line, 0300 028 8888, is open six days a week to provide 

support and information.  We run more than 60 support groups,               

specialising in support for Carers of people with Dementia, a Learning       

Disability, Drug or Alcohol issues, Parent Carers and Young Adult Carers. 

We offer Emotional Wellbeing support where Carers can access free     

counselling, a Carer Callback service or attend courses on subjects including 

‘Mindfulness’ and ‘Relaxation Techniques’. 

Our Hospital Teams are based in St Richard’s, Worthing, The Princess Royal 

and East Surrey Hospitals, as well as several community hospitals where 

they can offer support to Carers who may find themselves suddenly thrust 

into a caring role. 

Along with our partners, we run a successful Carer Learning and Wellbeing 

Programme.  We also offer Carers     

access to a Wellbeing Fund and an 

Equipment for Independence Scheme. 

As well as our website                            

carerssupport.org.uk, we issue a regular 

Newsletter and updates on social      

media and Volunteers Facebook Group. 

Carers Support Hospital Team 
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Useful Contacts and Websites 

Workplace Options Employee Assistance Programme 

Freephone 0800 243 458 

assistance@workplaceoptions.com 

www.workplaceoptions.com 

SMS for call back 07909 3412229 

MINICOM 020 8987 6574 

 

 

WEST SUSSEX COUNTY COUNCIL LEARNING & DEVELOPMENT 
GATEWAY 

www.westsussexcpd.co.uk 

LOGIN DETAILS:  
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VOLUNTEER COORDINATOR: Wendy Taylor 

T: 01293-220043 

M: 07900-742174 

E: wendy.taylor@carerssupport.org.uk 

NORMAL WORKING DAYS: Monday–Friday 

VOLUNTEER PROGRAMME ADMINISTRATOR : Jo Wilkinson 

T: 01293-220043 

E: joanne.wilkinson@carerssupport.org.uk 

NORMAL WORKING DAYS:  Wednesday 9-2pm Thursday 9-2 

CSWS SUPPORT WORKER/MENTOR: 

M: 

E: 

NORMAL WORKING DAYS: 

 

Simply Personnel - (Timesheets & Expenses) 

https://carerssupport.simplypersonnel.co.uk:8443/
SimplyWebPersonnel/ 

LOGIN DETAILS:  
 
 

 

 

Useful Contacts and Websites 
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Welcome to our volunteer team 

Carers Support West Sussex currently has over 70 dedicated and            
valued volunteers who are central to delivering many of our services 
to Carers.  We are currently developing new and exciting                  
opportunities for people interested in volunteering with us, so now is 
an ideal time for you to be joining our team. 

Many of our volunteers say they find it both challenging and           
rewarding. 

We have an amazing team of volunteers currently supporting us 
across the county in various roles, such as: 

• Support Group Facilitators and Co-facilitators 

• Providing Counselling Services 

• Providing Telephone Emotional Support 

• Administration and Marketing Support Roles 

If you have a particular skill or interest that you would like to use or 
develop as a volunteer, please let us know.  Also, you may like to be 
a part of our ‘Carers Voice’ program where you can help in shaping 
our services. 

mailto:pam.thomson@carerssupport.org.uk
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Our Vision, Values and Strategic Aims 
Our vision: 

For all family and friends Carers across West Sussex to: 

•          be listened to and valued 

•          have their rights and needs met 

•          be given a strong voice in shaping carer support and services 

Our values: 

•          ‘Carers at our heart’…. we put Carers at the heart of all we do to 

achieve the best personal outcomes for each Carer 

•          ‘Working together for Carers’…. we are committed to working in 

partnership with Carers and other organisations 

•          ‘Listening to Carers’….. we welcome innovation and creative     

Carer-led solutions to achieve the results Carers want 

We will achieve our vision through the following strategic aims: 

•          Supporting Carers to have a good quality of life and to be able to 

look after their own health and wellbeing 

•          Helping Carers to have access to an early offer of information, 

guidance and support 

•          Encouraging independence so that Carers have a choice of a life 

alongside their caring role including a social life, education, employment 

or volunteering 

•          Ensuring Carers’ voices can be heard and that Carers are valued 

and recognised as expert partners in care 
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Important Information 
Gifts 

Carers Support West Sussex requires that staff and volunteers do not 

use their authority or role to receive gifts, hospitality or benefits in 

kind and that all staff and volunteers maintain the highest standards 

of honesty, integrity and impartiality in their work role. Carers Support 

does not believe that it is appropriate for staff and volunteers to     

accept anything of greater value than small tokens of appreciation 

from any Carer, third party, supplier, contractor or any other person 

or organisation which it has, or might have, business connections 

with.  This is because it is important to ensure that no member of staff 

or volunteer acts in any way that is inconsistent with the integrity of 

the charity by accepting a gift in circumstances where it could influ-

ence, or be seen to  influence, that member of staff or volunteer’s 

work, decisions or actions. For the purposes of this policy, a ‘gift’ is 

deemed to be any payment or item given to a member of staff or vol-

unteer on an apparent ex gratia basis by any party in connection with 

Carers Support work.  A small token would be of a value under £10. 

Hospitality includes meals, accommodation etc. but does not include 

tea/coffee and a biscuit/cake etc. or a similar small offering at a 

meeting with a Carer or third party.  

Carers Support promotes a culture of honesty and transparency in the 

practice of receiving any gifts.  All volunteers are under an obligation 

to inform their mentor or the Volunteer Coordinator on the receipt of 

any gift, including the nature of the gift and the identity of the sender, 

as soon as received. 
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Important Information 
Adverse Weather Conditions 

It is essential that all Carers Support West Sussex staff and volunteers 

follow safe practices in the event of adverse weather conditions 

maintaining the safety of both themselves and Carers they may be 

working with. During adverse weather conditions Carers Support 

needs to focus on maintaining a service to Carers in West Sussex.  It 

also intends to ensure staff and volunteers are treated consistently 

when they experience difficulties in getting to work in extreme              

adverse weather and when 

there are situations 

of public transport    

breakdowns.  Extreme    

adverse weather            

conditions are defined as 

conditions such as heavy 

snow, flooding and    

weather conditions        

resulting in the AA recommending that travel should not be            

undertaken. http://www.theaa.com/traffic-news 

In the event of adverse weather please contact your mentor or the 

Volunteer Coordinator for an update on the situation.  It is the        

responsibility of the volunteer to notify their mentor or the            

Volunteer Coordinator as soon as possible if they are unable to keep 

their volunteer commitment due to adverse weather conditions.  
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What you can expect from us 

We’re committed to supporting our invaluable volunteers, we aim 

to do this by: 

• Always treating you with 

respect, consideration 

and appreciation 

• Ensuring you have a 

clear idea of your         

volunteer role within the 

organisation. 

• Giving you comprehensive Induction Training prior to starting. 

• Ensuring that you have the information, ongoing training and 

support required to carry out your role 

• To support you during your time with us, with regular            

individual review meetings and group peer meetings 

• Reimburse your travel expenses. 

• Provide insurance cover for you whilst you are undertaking any 

duties as a volunteer. 

• Value your contributions to our objectives 

• To ensure that all our volunteers are made to feel part of the 

organisation with relevant and timely communications. 

 

http://www.theaa.com/traffic-news/index.jsp
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In return, Carers Support expect high standards from all our team 

whether they are paid staff or volunteers. We do this by asking of 

everyone to: 

• Always treat everyone  with respect, consideration and         

appreciation 

• Act in a professional way whenever you represent Carers     

Support in public 

• Act in a way that does not discriminate against or exclude      

anyone 

• Provide as much notice as possible if you are unable to fulfil 

your volunteering commitment or if you no longer wish to be 

involved with the organisation 

If you do not fully understand your role and responsibilities please 

ask you assigned support worker for guidance 

Please note: 

Volunteers must maintain confidentiality during their time with     

Carers Support West Sussex. This means that confidential                

information about the Carers we support, our staff and volunteers 

and our work is kept private unless sharing this information is        

required by law.  

What we will expect from you 
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Important Information 
Lone Working 

Carers Support West Sussex recognises that some staff and            

volunteers are required to work by themselves in the community 

without close or direct supervision, sometimes in isolated work areas 

or out of office hours. Under the Health and Safety at Work Act 1974 

and the Management of Health and Safety at Work Regulations 

1999, Carers Support has a duty of care to advise and assess risk for 

workers when they work by themselves. However, staff, volunteers 

and trustees have responsibilities to take reasonable care of       

themselves and other people affected by their work and actions. 

Carers Support is committed to providing a safe working                  

environment in a practical and reasonable way that meets the needs 

of its staff, clients, volunteers and visitors.  Consideration shall   

therefore be given to the health and safety implications in respect of 

lone working. 

Information and guidance will be included within your Induction 

Training and a document 

`Carers Support West Sussex 

Guidance for Staff &         

Volunteers – Lone Working 

Tips and Links` will be       

issued.  
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Important Information 
Safeguarding: 

Carers Support West Sussex recognises all adults, children and young 

people have a human right to live a life free from abuse and neglect. 

We prioritise the safety and protection of every adult, child or young 

person who may be unable to protect themselves from abuse or ne-

glect because of their care and support needs.  Adults and children 

sometimes need support to make decisions to give themselves the 

best possible outcome in life. Carers Support West Sussex staff and 

volunteers have a responsibility to report possible signs of harm or 

abuse and to take appropriate action as soon as possible. All           

volunteers will be asked to attend a half day training course on ‘Adult  

Safeguarding – Basic Awareness’ as part of their Volunteer Role 

Agreement.  Safeguarding will be discussed in detail within your     

Induction Training and regularly revisited during your time with the               

organisation. 

We ask of all our volunteers to respond immediately to any          

safeguarding concerns by making contact with their mentor in per-

son or by phone, or by contacting the Duty Manager by phoning T: 

0300-028-8888 

A copy of the CSWS Safeguarding Policy is available to all staff and 

volunteers located in the Carer Response Line Room in all three 

office sites. 
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Things you need to know 

Training & Development  

Carers Support West Sussex is committed to investing in volunteers 

to provide them with the skills necessary for their volunteering role. 

There is a requirement for all our volunteers to attend specific    

training: Induction, Facilitating Groups and Safeguarding training. 

Any additional training requirements and/or any personal aspirations 

can be discussed at your regular review meeting with your mentor.  

As a volunteer you will be able to access our In-House Training      

Programme and take advantage of spaces on the West Sussex Coun-

ty Council Learning & Development Gateway which offers free cours-

es and access to numerous E-

Learning programmes. 

Job opportunities 

We will circulate all job opportuni-

ties and you will be able to apply if 

you have the relevant skills and 

competencies for the post. Your application will be considered fairly 

along with all other candidates.  

Reliability & Commitment: 

Due to the nature of the work we do, it is crucial that you are reliable 

and are committed to carrying out your agreed volunteer role.  If 

your circumstances change please let either your appointed mentor 

or the volunteer coordinator know as soon as possible. 

If you are planning to go on holiday, please let your appointed     

mentor or the Volunteer Coordinator know that you will be             

unavailable for certain dates and when you plan to return. 
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Support for You 

We have a duty of care as an organisation to support our volunteers 

and we do this by offering regular review meetings with your      

mentor. The frequency of these meetings will be determined by your 

time commitment with us and by the nature of your role. Your re-

view meeting will give you the opportunity to reflect on your role 

and your time spent with CSWS, to discuss what support and training 

you require to be effective in your role, a chance for feedback and an 

opportunity to question.  All our staff and volunteers receive our 

fortnightly CSWS Newsfeed via email and on the volunteer team 

page, to keep you up to date on CSWS news and developments.  

https://www.carerssupport.org.uk/volunteerteam/ 

CSWS Policies 

Copies of all CSWS policies and procedures can be obtained on       

request. Selected policies are available in print at all of our three 

office sites and on the volunteer 

team page. 

 

 

Things you need to know  
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Important Information 

Data Protection and Privacy Policy 

Before we can collect, store and use data about an individual, the 

law requires us to ensure that we have the individual’s consent or 

legitimate interest to do so. This is in line with the General Data Pro-

tection Regulations (GDPR) and Data Protection Act 2018 which pro-

tects a person’s personal information. You may in your work with us 

have access to and handle the personal information of the people 

you are supporting.  We ask all our staff and volunteers who do have 

access to confidential data to complete an online `Data Protection 

Training` session at the earliest opportunity once joining the organi-

sation. You can view our Volunteer Privacy Policy on the volunteer 

team page which outlines how we store your data and your rights to 

access to the information we hold on you. 

Diversity 

We are   committed to a policy of 

treating all  volunteers and volun-

teer applicants equally and fairly.  

We   accept volunteers based on 

their suitability for the role. We will 

not discriminate against any volunteers because of their age, disabil-

ity, ethnic origin, gender, marital status, nationality, political beliefs, 

race, religion,  sexual orientation or socio-economic background. 
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Important Information 
Confidentiality  

Some volunteer roles will include access to confidential                   

information.  Volunteers only have access to information that is     

essential for them to carry out their volunteer roles.   

Volunteers need to be aware that confidential information may only 

be shared with other Carers Support salaried staff and volunteers 

who also require the information to carry out their roles.  There may 

be specific situations in which confidential information will be shared 

with others, but this will follow a discussion with and direct instruc-

tion from a line manager.  Training will specify in detail what infor-

mation is considered confidential.  It should not be assumed that 

broad advice on this subject will be adequate.   

It is a requirement for volunteers who have access to confidential 

information as part of their duties to sign a Confidentiality          

Agreement once they 

have completed their 

Induction Training. 
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Important Information 
Expenses and logging hours 

• Carers Support West Sussex will reimburse our volunteers with 

expenses related to the requirements of their role.  Any         

additional expenses must be cleared by your mentor or the   

volunteer coordinator beforehand. 

• At CSWS we use a self-service system called Simply Personnel. 

This is an on-line system which enables you to submit your        

expense claims on-line, to log your volunteer hours and to     

access, update and maintain your HR data such as personal/

and emergency contact       

details. Log-in details, 

guidance and Instructions 

will be issued after induc-

tion. 

• We ask of all our volun-

teers to use the mode of 

transport which is at the 

lowest cost wherever possible. When using  public transport all        

receipts/tickets must be provided with the expense claim; the 

same applies when claiming for any car parking costs 

• It is really important to log your hours so we can collate the 

number of hours contributed by all our volunteers - if you need 

support to do this please ask your mentor or volunteer coordi-

nator 



 

12 

Important Information 
Health & Safety 

Carers Support West Sussex is committed to looking after Health and 

Safety and the wellbeing of everyone who works for us, are on our   

premises or those who use our services.  This commitment applies 

equally to our large team of volunteers. 

 Any activities carried out on a voluntary    

basis are covered by the same health and 

safety legislative requirements as those     

carried out by Carers Support staff.  It is 

therefore important that you understand and 

accept personal responsibility toward promoting and maintaining 

health and safety standards in order to provide a safe working       

environment for all. 

It is important that you: 

• Carry out your duties without endangering either your own 

health and safety or that of colleagues, third parties and/or the 

general public 

• Comply with all relevant instructions and procedures relating 

to safety and follow guidance provided by Carers Support 

• Inform the Volunteer Coordinator of any personal health and 

safety requirements that you have 

For advice and guidance, contact CSWS Health & Safety Lead: Penny 
Jenkins M: 07721 127758 E: penny.jenkins@carerssupport.org.uk 
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Important Information 
Accidents & Incidents 

All accidents and incidents must be reported to your mentor or the 

volunteer coordinator as soon as possible. At each of our three    

offices you will find an Accident Book for reporting accidents or      

incidents. 

All accidents or incidents 

must be recorded.  

A first-aid kit will be    

available and designated 

first aiders will also be 

clearly identified within 

the office environment.  If 

you feel that it is a real 

emergency please contact 

the emergency services 

immediately. 

Personal safety and ID Cards 

As part of your induction, please provide us with contact details for 

two people who we will contact in the unlikely event of an           

emergency.  All staff and volunteers are asked to wear a Carers       

Support West Sussex ID badge when carrying out their role and when 

at Carers Support West Sussex premises. 

mailto:penny.jenkins@carerssupport.org.uk

