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Volunteer Centres Greater manchester
Customer Care Policy

This policy is used by our Volunteer Centre staff as a guide to ensure you receive the best possible services from us. It is also on our websites so that you can access it and know what to expect from our services.
Volunteer Centres Greater Manchester have six core functions: 
1
Volunteer brokerage 

2
Marketing volunteering 

3
Good practice development 

4
Developing volunteering opportunities 

5
Policy response and campaigning 

6
Strategic development of volunteering

Our two main customers groups are:
· people who want to volunteer, 
· organisations that involve or would like to involve volunteers 
People who want to volunteer

Making an enquiry

Volunteer Centres Greater Manchester define a ‘volunteer enquiry’ as a request for information about volunteering in general or relating to a specific opportunity. Enquiries may be made by phone, email, in person or via the Do-it website.

Our commitment to you
· All telephone calls will be answered in a prompt and helpful manner. 
· Do-it and email enquiries will be responded to within 10 working days. 
· Where we are unable to do this (for example if someone is on annual leave) we will inform you as soon as possible and agree a new deadline.
· Upon request, staff will book confidential, one to one interviews/appointments at the earliest available time.  
· We will be punctual for all appointments.
· We will take required information from our customers in a courteous and sensitive manner. 
Helping you find a volunteering opportunity  

Our commitment to you
· We will use a variety of methods to match volunteers to appropriate volunteering opportunities, including telephone and one-to-one interviews where appropriate, drop-in sessions and Do-it (the national volunteering database).  
· We will collect and use information (such as your contact details, the type of volunteering you are interested in and some personal details like your age, gender and ethnicity) in line with our confidentiality and data protect policies and data protection legislation  (For a copy of our Data Protection Policy please contact your local Volunteer Centre).

· We will use your details to demonstrate to our funders and partners that we are able to reach all sectors of the community, but we will never identify you individually without your permission.    
· We will operate within current equality legislation (the Equality Act 2010).  
· We will do our best to match your skills, experience and background to an appropriate volunteering opportunity. 
· If we think an opportunity is unsuitable for you we will always explain the reason why.
· We work hard to ensure that we have a wide variety of opportunities to offer to people, but there may be times when we do not have the placement you want. In this case we will keep records of areas of volunteering that are in high demand, 
· promote our services to, and work with, organisations in these fields to help them develop and create more opportunities,
· offer you alternative opportunities based on your interests.
· Where possible, we will inform you about what to expect from different recruitment processes for the opportunities you are interested in.
· We will keep an up to date database of volunteering opportunities and individuals who want to volunteer.
Screening
Different volunteering opportunities will require you to undergo different levels of screening.  This could include interviews, providing references and Criminal Record Bureau Check (particularly opportunities that involve working with children or vulnerable adults). If you have any previous convictions this will not necessarily stop you from volunteering.  
Our commitment to you
· We will inform you if an opportunity requires any kind of screening 
· We will explain what to expect. 
· We will discuss any concerns you might have about this in a confidential interview. 
Expenses
Our commitment to you
· We always encourage organisations to pay their volunteers’ expenses, including travel to and from the volunteering opportunity and the cost of any training or equipment that you need to carry out your volunteer role. 
· If an organisation is unable to pay expenses we will inform you of this so that you can make an informed decision as to whether you want to volunteer there. 


Organisations that involve or would like to involve volunteers

Registering an Opportunity
A volunteering opportunity can be long-term, short term or one off.  It is an activity or the delivery of a service that benefits someone else, the local community or the environment and is done by someone on a voluntary basis, i.e. they have chosen to do it, unpaid. 

If your organisation has a volunteering opportunity that you wish to register with Volunteer Centres Greater Manchester you will be required first to register your organisation with us. This involves completing a registration form. 
We’ll ask you about your organisation, its aims and area of work. We’ll also ask about some of the policies and procedures you have in place to ensure the safety and fair treatment of volunteers. 
We may choose not to register your opportunities until you have certain policies and procedures in place. With regards to your volunteering opportunity, we’ll want to know all the details of what the role is, where it’ll be based, your recruitment and screening processes if applicable and whether or not you’ll pay travel expenses.
Helping organisations to find volunteers

Our commitment to you

We will:
· Support you to develop all the appropriate policies and procedures needed to register with us. 
· Pass all relevant information about your volunteering opportunity to potential volunteers.
· Support you to put appropriate recruitment processes in place. 
· Keep you informed of any progress made towards finding the right volunteer for your opportunity. 
· Inform you of any additional volunteer recruitment opportunities in your area.
· Help you to make your opportunity as appealing to potential volunteers as possible.
· Support you to develop new volunteering opportunities. 

Your commitment to us
We would like you to:
· Keep us informed of when a volunteering opportunity is filled or expires.

· Let us know when you have new opportunities for us to promote.

· Be prompt in responding to volunteers that we sign post to you.

· Work towards best practice in volunteer management.


Compliments and complaints
Our commitment to you
· In order to get your feedback about our services we will send out an annual comprehensive follow up survey to organisations and volunteers on our database. 
· We will use your feedback to improve the way we deliver our services.
· We will make our complaints procedure available to you.
The information in this sheet is for guidance only and is not a substitute for professional advice.  If you would like to discuss any part of this document, please contact us on: 

Volunteer Centre Manchester

Tel:      0161 834 9823

Skype: 
Email:  info@volunteercentremanchester.co.uk
Post:   VCM, c/o Macc, 3rd Floor, Swan Buildings, 20 Swan Street, Manchester, M4 5JW

