WELCOME…..

….to the team of Wetland Centre volunteers.  You are a valued part of WWT, working with other volunteers and staff of The Wetland Centre to create a friendly and professional environment for all who will visit us in the coming years.

You are giving us your time, abilities and energy.  We shall give you an opportunity to develop your skills and interests and make new friends.

	The meeting point and news exchange for volunteers will be in the Office. Here you will find:

· A Kitchen with free supplies of tea and coffee.

· The volunteer notice board in the passage into the office from the staff car park, giving useful information e.g. volunteers’ rota, notices about forthcoming events, and photographs of other volunteers so that you can recognise each other.

· A message book for noting any incidents or giving information to others.

· Telephones for use in an emergency.




Perhaps you hope to use this experience to help you get a job or get a place on a course of study.  If so, please let us know we may be able to offer advice or suitable training.

The purpose of this manual is to give you a broader picture of your own role as a volunteer at the Wetland Centre.  It should help to answer some of your, and our visitors’, questions.

There will be regular short training sessions, but ask me or a relevant member of staff for advice or help if you need it.  You will find that volunteers and staff will work closely together, remember we are a team!

Chris Elliott

Volunteer Co-ordinator

WHAT IT MEANS TO BE A WETLAND CENTRE VOLUNTEER

WE OFFER YOU:

	A chance to serve the community in an exciting project

Meaningful, necessary tasks

Professional orientation and training

Opportunities for continuing personal and professional growth and development

Recognition of a job well done

Opportunities for new friendships

A shared stake in the success of WWT and The Wetland Centre

Mutual respect and reciprocal appreciation of motivation, expertise and interests


WE ASK YOU:

	To be loyal to the values, goals and procedures of WWT – The Wetland Centre

To serve as goodwill ambassadors for WWT and The Wetland Centre

To keep confidential WWT and The Wetland Centre information not in the public domain

To participate in the prescribed induction and training programmes

To be prompt and reliable in reporting for assignments

To observe the same standards of professional practice as your staff colleagues at The Wetland Centre

To notify The Wetland Centre as early as possible if unable to report for duty, or find a trained replacement.

To volunteer for a minimum of 1 day a month averaged through the calendar year. 

If resigning to return your badge to the Volunteer Co-ordinator.


YOUR ROLE AND RESPONSIBILITIES AS A VOLUNTEER

VISITOR CARE

Visitors are the reason for our existence and our aim is to generate their interest in, and concern for the environment – locally, nationally and worldwide – by their enjoying their visit to the Wetland Centre. More and more people are going to be made aware of both the work of WWT and The Wetland Centre.  It is our job to ensure that from the very beginning we offer an enjoyable and informative experience.  As a volunteer, you have a crucial role to play.

· Making people feel welcome, at all points of contact.  This includes visitors and those who call by telephone, or contact us by mail.

· Helping people get the most out of The Wetland Centre, by encouraging their interests and answering their questions.

· Helping to maintain a safe and secure environment for our visitors.

The Wetland Centre volunteer is:

· approachable and interested

· welcoming and friendly

· well informed

· patient

· tactful

· polite (especially when dealing with problems)

· alert to danger and security risks

· calm in a crisis

· willing to ask for help

· professional

Few people would claim to be a perfect volunteer, but all effective visitor care means is that we treat our visitors, as we ourselves would like to be treated.  Their enjoyment is paramount.  A happy, satisfied visitor will tell others about their experience positively and will recommend the experience.  An unhappy and dissatisfied visitor will be equally vocal in letting others know about their dissatisfaction.

MAKING VISITORS FEEL WELCOME, AND HELPING THEM GET THE MOST OUT OF THE WETLAND CENTRE.

How can you as a volunteer, help people of all ages, backgrounds and cultures enjoy hearing about or touring around The Wetland Centre.

Be There!

Your help as a volunteer is vital in making the centre a success.

You have kindly agreed to help at certain times, and on this basis we will include you on a duty rota.  Please turn up when you have promised, or if you can’t come first try to find a replacement. We will provide you with a full list of volunteers. If you cannot arrange a replacement then call the Volunteer Co-ordinator. If you could sometimes fill in at short notice, please advise the Volunteer Coordinator.

If you agree to swap duties privately, please advise the Volunteer Co-ordinator.

The daily briefing by the duty manager for staff and volunteers will be held in the Water`s Edge café at 9.15 am.

Be identifiable!

Please be available to help visitors by wearing your badge and green WWT sweatshirt and/or polo shirt when on duty.  If you lose your badge, please report the loss to the Volunteer Co-ordinator.

Please dress appropriately for the task – i.e. suitable work clothes for planting or site maintenance or smart casual for guiding, events or office based work.

Be welcoming!

Your attitude makes a big difference to our visitor’s and colleagues perceptions.

Be knowledgeable!

Our training sessions for volunteers, daily briefings, volunteers meetings and literature  will provide you  with up to date information . Above all, if you are unable to answer a question please refer to a relevant member of staff.

Be tactful!

You may, for example, hear someone giving wrong information.  Try to think how you can convey the right information without belittling the person.  Tact is essential if someone is trying to monopolise your attention while others are waiting for your help.

Unacceptable behaviour i.e. by a child or adolescent member of a group tour should be discreetly pointed out to the carer or parent.

Be polite!

It’s essential to be polite, even when you have to point out unacceptable behaviour.

It’s not easy to stay polite and keep your temper in some situations, but calmness and politeness can help you maintain your control.  Ensure that you inform a member of staff if you had to confront a difficult ‘situation’ with a visitor to the site.

Be alert!

Visitors with special needs may welcome assistance, and visitors with small children sometimes lose concentration.  Remember, the Wetland Centre site can be a dangerous place.

Be enthusiastic!

Enthusiasm is catching – your fascination and enjoyment will affect others.

Be careful!

There are some things a volunteer – or staff member – must not do.

· If help is asked for, (e.g. if a blind person asks to take your arm for guidance) there should be no problem, but otherwise avoid physical contact, particularly with women and children, as this may be misconstrued.  If a visitor is violent, do not physically intervene, ensure your own safety and inform a member of staff.

· Do not campaign for a particular cause, whether political, religious etc. – even of ‘green’ and do not wear campaigning badges or pins while on duty.

· Avoid language, attitudes or behaviours that could be seen as offensive or prejudice against any group or individual.
Be willing to ask for help if you need it!

You cannot know all the answers, nor solve every problem.  Sometimes volunteers with expertise in particular areas may be able to help you.  You will also be made aware of the right member of staff to direct specific questions to – always seek appropriate help.

HEALTH, SAFETY AND SECURITY

You share with your fellow volunteers and the staff at The Wetland Centre the responsibility for your own safety and that of visitors, buildings and exhibits.  Safety must have top priority; we must not expose ourselves or visitors to risks that can be avoided.

As a volunteer, you will need to read through the Centre’s Health & Safety Policy and to sign a form to say that you have done so.  Details of your next of kin are recorded on the same form so that we know whom to contact in an emergency.

1. Responsibility

Health and safety legislation requires staff, volunteers and employers to take responsibility for their own, and others, health and safety.  In particular, you must:

a) take reasonable care for the health and safety of themselves and of other persons who may be affected by their acts or omissions at work, and

b) must co-operate with the employer to make the workplace safe.

c) theft and robbery – all staff and volunteers are strongly advised not to try and apprehend offenders, but to attempt to identify their vehicle registration number and colour and report the incident immediately.

2. Insurance

WWT has extensive Public Liability Insurance that covers claims which visitors might make if they have an accident on site.  WWT also has Employer’s Liability Insurance that relates to both staff and volunteers.  This might enable you to make a claim if you have an accident whilst you are on duty as a volunteer.

Your responsibility here is to:

· report any danger to the nearest member of staff immediately.

· not encourage or authorise a visitor to do something, which could be dangerous or lead to a claim, for example, wading into deep water to retrieve personal property.  In this case, please call a member of staff.  Do not try to resolve the problem yourself.

3. First Aid

If you are told about an accident on site: find out where the person in trouble is and roughly what the problem is, immediately contact the Duty Manager or Duty First Aider.      If out on the wetland site it may be quicker to call by radio or to send someone else to the Peter Scott Centre for help.  If necessary an ambulance will be called for by radio from the site or telephoned from the office.  Do not try to treat any injury yourself (unless you are qualified).  Injuries should only be treated by a qualified First Aider.  Ensure that you or someone else stays with the injured person until help arrives.  Remember it’s very important to stay calm, even when under the utmost pressure. Duty First Aider will be announced at the morning briefing. 

Until skilled help comes:

· as a general rule, do not move injured people unless they are in further and immediately danger if left where they are.

· calm and reassure them (and their family/companions)

· if someone has been electrocuted, switch off the power source.

The First Aider will normally alert the Emergency Services if an ambulance is needed.

We are NOT ALLOWED to give aspirins or any other medication.  Again refer to the first aider or staff member in charge.

A blanket is available from the first aid room, which should be given to the first aiders who may need to keep a patient warm.  A first aid box is kept in the First Aid room,  admissions, 3 storey hide,2 storey hide, maintenance yard, staff kitchen and café.   

4. Reporting Accidents

ALL accidents must be reported whether they involve you, a colleague or visitor.  A first aider or staff member will be responsible for reporting cases that they deal with.  But if you, for example, fall over and cut yourself, this should be recorded in the accident book which is kept with the first aid bags.

You should also report ‘near misses’ to a member of staff so that action can be taken to remedy the cause.

5. Health Matters

Weil’s disease or leptospirosis can be contacted when open wounds are exposed to water in which there is rat urine.  Whilst this is not a major problem here, you should cover any open wound with plaster, if for instance you are working out on site or pond dipping etc.  If you spot a visitor with a wound in these circumstances, either tell the member of staff with you or tactfully explain the situation to the visitor and suggest they put on a plaster.  If you will be working outside, you will be issued with a card which explains leptospirosis further.  Bank voles do not carry the infection.

Visitors who report dead, injured or sick looking birds.  Show sympathy and care, find out where the bird is, what kind it is/what it looks like, and what the problem is and notify a member of staff.  DO NOT deal with the bird yourself.

Remember to wash your hands after handling grain.

Be aware of the possible effects of grain dust, feathers etc. – allergies and asthma.

6. Fire Alarm

If the alarm sounds, you must respond to it. The duty Fire Marshall will instruct you on what to do. All volunteers will be trained in fire procedures during your induction.

7. Lifting

Take great care when lifting, lift properly and only those amounts that are well within your capability.

The keynotes for safety and security are:

1. Be alert and aware of potential risks or situations that could escalate into trouble.

Be particularly watchful for the safety of children – warn parents, carers or teachers if a child might be at risk.  Also look out for others whose judgement of danger might be impaired, such as adults with learning difficulties.

2. Know what to do in a risk or crisis situation.

3. Never assume someone else will take care of the problem!

4. Never take unnecessary risks.

5. DON’T PANIC!

THE WILDFOWL & WETLANDS TRUST

VOLUNTEER POLICY

INTRODUCTION

This document states the Wildfowl & Wetlands Trust’s (WWT) policy on involving volunteers based at Centres in its work.

The purpose of developing a policy was to enable WWT to think about the value of its volunteers and to make a public statement about this value.

BACKGROUND INFORMATION

WWT is a charity that exists to “conserve wetlands and their biodiversity” The organisation is governed by a Council made up of, and elected by, members of the Trust.  The Council appoints a Managing Director to manage the affairs of the organisation and he is supported by a small team of Directors who make up the managing committee of the Trust.  Each Centre has a Centre Manager who is, in turn, supported by paid staff.  The Wetland Centre Operations Manager is Stephanie Fudge.

Volunteers are a very important part of the WWT.  Without the enthusiasm and commitment of the volunteer groups much less work would be possible in order to meet our mission.

Volunteers provide a valuable resource to the WWT, although it is acknowledged that to support their work, financial and other resources are required.

THE ROLE OF VOLUNTEERS

Volunteers are people who work to help WWT achieve its objectives for no financial rewards other than, in some cases, reasonable out-of-pocket expenses.  WWT believes that volunteers are vital to the organisation.  Volunteers, staff and Council members work in partnership to help WWT achieve its objectives.

At the Centres volunteers work in a variety of areas including education and visitor services, grounds and reserve maintenance, administration and research.  They are consulted on developments and have an opportunity to influence events within the organisation.  In time all these areas will need support at the Wetland Centre.  However, our main requirements are currently in tour guiding, greeting and explaining, membership recruitment, education, shop and art gallery, outdoor work and events.

WWT believes that it is the responsibility of the management, staff and key volunteers to ensure that voluntary activity is undertaken to benefit the organisation, the cause of wetlands conservation and the volunteers themselves.

The overall responsibility for volunteers rests with the Managing Director; however day-to-day management rests with members of staff.

EXPECTATIONS

Volunteers are expected to give as much or as little as they consider appropriate to them.  The WWT expects volunteers to be realistic in their commitment; however, once a commitment is made the Trust expects its volunteers to fulfil this unless negotiated otherwise.

RIGHTS AND RESPONSIBILITIES

Some general rights and responsibilities of volunteers include:

RIGHTS

To know what is expected

To know who to go to with a problem

To receive a level of support appropriate to their role

To receive appropriate training

To get something from the work themselves

To develop and change in the job

To be able to say ‘no’

To know what their rights are if things go wrong

Not to be ‘out of pocket’

To take part in the organisation

To have safe working conditions

To be insured

To be free of discrimination on grounds of race, gender, sexuality, disability etc.

RESPONSIBILITIES

To give a reasonable and sustainable level of commitment

To do the job reliably and safely

To do it in a way which corresponds to the aims and values of WWT

To be honest if there are problems

To attend training and support sessions

VOLUNTEER TASKS

There are a range of tasks that volunteers do.  These vary from regular to occasional and ongoing to seasonal.

BENEFITS TO VOLUNTEERS

When volunteers have completed the induction training course and subsequently completed 20 hours voluntary work they are issued with an ‘accreditation card’ which allows the following benefits:

The same discount as staff in WWT shops, restaurants and coffee shops.

Regular training and invitations to social events.

Free entry to all WWT Centres on production of their card (guests will be charged the current reduced entry rates i.e. group rate payable at the Centre being visited)

Volunteers may, in the future, be offered the opportunity to achieve National Vocational Qualifications.

EXPENSES

Volunteers are paid reasonable out of pocket expenses.  Travel costs to and from the Centre are not normally paid for by the WWT.  However, the Centre Manager may wish to reimburse such costs in exceptional circumstances.

Volunteers are expected to use the facilities at the Centre: however, if they have occasion to use their own or a public telephone or purchase materials on behalf on the WWT these costs will be reimbursed.  Volunteers claim such expenses on the standard WWT claim forms, available form their supervisor.

Tea and coffee will be provided on the same basis as to staff at the Centre.

INSURANCE

Volunteers, whilst undertaking work on behalf of WWT at Centres, are covered by the insurance policies of the Trust.  This includes employers liability and public liability. Volunteers are insured to drive a WWT vehicle once permission is granted by a supervising member of staff.

If a volunteer uses their own car for official WWT business (outside the normal travelling to and from the Centre on duty days) they should inform their insurance company that they are doing so.  Private cars are not covered by WWT insurance.

RECRUITMENT AND SELECTION

The Wetland Centre welcomes anyone, over the age of 16, who wishes to volunteer.  Most tasks can be undertaken without any previous experience as training and supervision are provided.  There are, however, certain tasks which require certain levels of physical ability, previous experience and knowledge.

SUPERVISION

WWT ensures that all volunteers are adequately supervised. When they begin with the Trust, new volunteers meet the supervisor to get to know each other and both are encouraged to develop a good working relationship.  There are occasions and tasks where minimal supervision is required, depending upon the skill and experience of the volunteer.

If a volunteer feels they are not being adequately supervised, WWT encourages them to discuss this with the Volunteer Co-ordinator who works as part of the Education and Visitor Services team headed by Malcolm Whitehead who reports to Stephanie Fudge, Centre Operations Manager.  

SUPPORT

The WWT believes that it has a duty to provide ongoing support for its volunteers.  This is done in a variety of ways:-

Regular meetings between the volunteer and the supervising member of staff to discuss their work, progress, training needs (if appropriate) and any other issues.

An annual group meeting with the Centre Manager.

Regular informal updating and training sessions.

Rolling induction course (to which all established volunteers are invited as a ‘refresher’)

Ad hoc social events.

If any volunteer has a particular problem of concern a member of staff will usually be available to talk to them.

MONITORING

This policy will be reviewed annually to ensure that it is still appropriate to the needs of WWT and its volunteers.  Volunteers are asked to contribute to this review.  Between the annual reviews everyone who is involved, staff and volunteers, is expected to monitor its use – comments should be passed in the first instance to Stephanie Fudge, The Wetland Centre Operations Manager who may refer the comments on.

THE WILDFOWL & WETLANDS TRUST (WWT)

The Wetland Centre

TASK DESCRIPTION AND AGREEMENT

Between

NAME………………………………………………………………

and WWT – The Wetland Centre
The details set out below are as agreed at an initial meeting.  If these are changed by mutual agreement at any subsequent review meetings, a new or amended Volunteer Agreement will be exchanged.

DESCRIPTION OF RANGE OF TASKS

DAYS/HOURS OF WORK:

TRIAL PERIOD AND SUPERVISORY/REVIEW DATE:

REPORTING TO: Christopher Elliott, Volunteer Co-ordinator, The Wetland Centre

Signed…………………………………………………..
Volunteer
Signed…………………………………………………..
(WWT)
Christopher Elliott, for The Wetland Centre

Date:

NB Please read the outline of The Wetland Centre’s and Volunteer Responsibilities.

HEALTH AND SAFETY AT WORK

Name:……………………………………………………………

Address:………………………………………………………….

…………………………………………………………………….

…………………………………………………………………….

…………………………………………………………………….

Home Telephone Number:………………………………………

Work Telephone Number:………………………………………

Next of kin or person to contact in case of accidents:

……………………………………………………………………..

Their Telephone Number:……………………………………….

Serious illness or allergies:……………………………………….

Please indicate that you have read the relevant passages of WWT’s Policy Statement on Health and Security.

Signature:…………………………………………………………..

Date:………………………………………………………………..

CONFIDENTIAL

WWT THE WETLAND CENTRE APPLICATION FORM

	1. Personal Details


Surname:…………………………………Telephone:
Home:









Work:

First Name:……………………………………………..
Fax:

Address:…………………………………………………..

…………………………………………………….

…………………………………………………….

	2. Next of Kin/Person who can be contacted in an emergency:


Name:……………………………………… Daytime telephone No:

3. Are you over 18?



Yes


No

4. Do you speak/write any language (s) other than English?  If ‘yes’, which?

(NB this includes sign language and Braille)

………………………………………………………………………………….

5. Please indicate any experience and/or special skills you can offer.

………………………………………………………………………………….

………………………………………………………………………………….

6. Please indicate any health, mobility or other factor which would make certain kinds of work unsuitable for you.

…………………………………………………………………………………

…………………………………………………………………………………



7. Please tick all of the following activities in which you are most interested;

Explaining/guiding tours



Public Relations

Outdoor work/planting etc



Shop

Office Support





Art Gallery






Educational Support




Marketing Support

Involvement in event planning


Other (State)

Membership Recruitment



……………………………..

8. If you cannot volunteer on a regular basis, would you be able to help out with special events or projects?




Yes/No

Signed:…………………………………………..
Dated………………………………..

A copy of this document will be returned to you at a personal meeting with Chris Elliott

What days/hours are you available (Please tick all that apply)

	DAY
	A.M.
	P.M

	Monday
	
	

	Tuesday
	
	

	Wednesday
	
	

	Thursday
	
	

	Friday
	
	

	Saturday
	
	

	Sunday
	
	


	Notes:




