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Welcome

Welcome, and thank you for showing an interest in volunteering your time

and skills with Provided Services. We hope that this induction manual will

answer any questions you may have. But if  there is anything else you

would like to know about the services we provide, or the voluntary work

that you will be doing, please do not hesitate to contact the management

team of  your volunteering service.

This manual will give you information that you may need before and

during your time as a volunteer. We would like to make your time

volunteering with us as enjoyable and beneficial as possible.

The induction manual sets out a framework for introducing new and

existing volunteers to the work involved in the services we provide. This

induction manual will explain the commitment you will need as a

volunteer, the working conditions and what we expect of  you. 

In this manual we will be giving you information on the following areas.

• About us

• Induction

• What is a volunteer  

• Necessary agreements and forms for volunteers

• Why you should donate your time and skills

• What you and us could gain from volunteering

• What you can expect from us 

• What we expect from you

• General information

• Contact details

Head of  Provided Services
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About us

Provided Services is a section within Adults and Older People’s Provision

of  Hackney Community Services. We provide services for older people

and vulnerable adults (aged 18 and over) in their home or in the

community. We do this after a care manager or social worker has carried

out an assessment of  their needs. 

We want to work with those who are most at risk and make sure their

dignity, choice and respect come first in everything that we do. Hackney

is a diverse community, made up of  people from different cultures and

with different needs, and we want to focus on this when we carry out all

of  our services. 

Our services are split into three subsections and are as follows. 

Community-based services

The Community Resource Team provides a range of  support services,

including a Befriending Scheme, to frail, disabled and vulnerable people

who are lonely, isolated or housebound, and who are aged 50 and over.

(For more information see the Community Resource Team flyer).  

Supported Living Schemes are sheltered housing blocks for older

people. They provide a high level of  care and support and have a staff

team on site 24 hours a day, who provide everything from security and

safety to meeting the care needs of  the tenants.
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About us

The Transport and Welfare Catering Services provide transport to and

from day centres for older people and people with learning difficulties.

They deliver meals every day of  the year to older people and people with

disabilities who live in the community and are not able to cook a hot meal

for themselves. This service also manages the Frozen Meal Service. The

Frozen Meal Service delivers a two-week supply of  meals for people to

heat up as they want to. 

Domiciliary (home) care services 

In-house Home Care looks after mainly older people who live on their own

or with carers in the community in their own homes. This service works

from 7am to 10pm, seven days a week. In-house Home Care visit people

at home up to four times a day.  Usually two workers go to the visit.

The First Response Provider Team provides the first six weeks of  care

for all adults (aged 18 and over) living in Hackney, who need a new or

largely altered home-care package.  Care is focused on ‘doing things

with’ the service user, instead of  the traditional ‘doing things for’ the

service user. This is to help people stay mentally and physically active for

as long as possible.  

Occupational therapists focus on improving and maintaining carers’

skills. They work with care workers to make sure they are working safely

and to identify anything that might be a risk to both service users and

carers. Occupational therapists prevent any risks that could stop the
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About us

carer from being able to carry out their activities. They provide carers

with training to use a range of  rehabilitation equipment.  

Intermediate and Interim (short-term and temporary) services

The Day Care Service helps disabled and frail older people (aged 60

and over) to stay independent and continue to live in their home.  They

provide a range of  interesting activities to improve people’s physical and

emotional wellbeing. They develop and improve programmes with the

service user in mind. Their programmes aim to improve people’s physical

ability, self-esteem, behaviour, attitude and social skills.  

The First Response Duty Team is a service that manages many teams,

such as occupational therapy, physiotherapy, nursing, care managers,

occupational therapy technicians, occupational therapy assistants and

administration support. They are able to respond quickly, usually within 30

minutes to two hours and they prevent people having to go into hospital

where there is no need to. This service works in the local Accident and

Emergency department from 8am to 9pm, seven days a week.

The Therapy at Home Team is a service that manages many teams

such as occupational therapy, physiotherapy, speech and language

therapy and therapy assistants.  They provide short-term and intensive

rehabilitation to adults (aged 18 and over) and older people (aged 55 and

over) living in Hackney. The team works with people who have had a

sudden accident or illness, for example:

• a stroke; 

• a fall; or 

• an illness that has become worse. 

PJ34906_InsidePages:Layout 1  30/9/08  15:52  Page 4



7

About us

The team works to help people get back to their daily activities and be as

independent as possible. They also prevent people from going into

residential care sooner than they need to.

Median Road Resource Centre (MRRC) organises placements for

people who are ready to leave hospital, but are not able to return home.

They may be waiting for new accommodation (such as a sheltered or

supported living scheme, residential care, or local authority nursing care)

or for adaptations to be made to their current home.  

MRRC allows people to leave hospital and live as independently as they

were able to before going into hospital. They stop people from staying in

hospital when they do not need to and where basic living skills can be

quickly forgotten. 

There is a range of  projects working within MRRC and in partnership

with other multi-agencies such as:

• intermediate;

• interim;

• residential; and

• respect.

MRRC offers:

• 6 flats in sheltered accommodation for people aged over 55;

• 10 rooms in a residential care home for people aged over 65; and 

• 9 rooms in a nursing home for people aged over 65.  

To help us manage this range of  services we have an

administration team, who helps pull everything together from

staffing timesheets to petty cash.
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Provided Services structure chart 

The following chart gives you a quick overview of the sections in Provided

Services and their areas of work. 

Head of Service

Personal Assistant

Domiciliary Care
Services

Community-based
Services

Intermediate &
Interim Services

Business Unit
Finance and

Administration
officers

First Response
Provider Team

Community
Resource Team

Day Services

Home Care Service Supported Living
Schemes

First Response
Duty Team

Home Care and
First Response
Provider Team 
Occupational

Therapy Service

Transport and
Welfare Catering

Service

Median Road
Resource Centre 

Therapy at Home
Team
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Induction

What are the aims of the induction?

The induction is one of the main ways of making sure that existing and

new volunteers are made aware of our overall aims and objectives.  

Provided Services aim to:

• welcome you into the department;

• make sure all volunteers have the knowledge needed to perform

their volunteering roles effectively;

• give you a clear understanding of the service area you will be

working in; and

• help you understand the service area’s culture, values and objectives.

Induction sessions aim to:

• make sure we follow corporate obligations and work in line with

Human Resources best practice;

• make sure you get all the information you need so that you can do

your voluntary work and know who is around to help and guide you; 

• help you adjust into your new environment quickly and help you do

your voluntary work well; 

• let you meet other volunteers who you will be working with; and 

• encourage you to keep working with us. 
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What is a volunteer?

The National Survey of Institute for Volunteering Research describes

volunteering in the following way. “Any activity that involves spending time,

unpaid, doing something that aims to benefit someone (individuals or groups)

other than or in addition to close relatives or to benefit the environment.”

We also use this description for volunteering.  

• As a volunteer your aim must not be to make money.

• You must act within your roles and responsibilities. 

Volunteering work is different to the work done by paid staff, in that

volunteers donate their time and skills to benefit others. We think of  all

volunteers as an army of  invaluable support as they help with the work of

professional officers.

Please remember that during your volunteering work you will come into

contact with a range of  people including:

• the family of  the person you are helping;

• carers;

• staff  from Meals on Wheels who delivery a meal to the person you

are helping;

• other council staff;

• bogus callers (callers who are not genuine); and

• health-care providers such as nurses, physiotherapists and

therapists.

10
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What is a volunteer?

Always remember to be respectful and let people know who you are and

why you are at their home. Show them your identification card or letter of

confirmation, to tell them who you are and why you are there. 

Why should I donate my time and skills and what could I gain from

volunteering?

Volunteering can:

• be fun; 

• be a way of  meeting lots of  different people from many different

backgrounds;

• involve you in your community;

• be enjoyable; and 

• give you a sense of  fulfilment.

Volunteering is closely linked to:

• better educational attainment;

• better health;

• building a stronger community;

• gaining a wider social network;

• improved skills or abilities;

• improved confidence;

• improved experience; and

• improved job opportunities.
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What is a volunteer?

What could you gain from volunteering?

Volunteers play an important role in helping us to work towards and to

achieve our priorities and objectives. One of  the Mayor’s priorities is to

make Hackney a safer place to live, play and grow old in. Volunteers can

develop a wider social network with people in their communities and

develop invaluable trust.  

Overall, committed volunteers play an important part in how well we

deliver our services to communities in Hackney. Volunteers help us to

help the communities in need.

Volunteers are needed to:

• support us with social events such as day trips;

• support us with administration work connected to the services 

we provide;

• drive minibuses and take people to our events;

• support the work of the Befriending Scheme, for example, by visiting

and phoning people at home to keep them company;

• support Befriending Scheme’s service users at social gatherings; and

• help with other work such as reading to schoolchildren in their schools.

We are able to give references for employment or education. 
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The volunteering agreement is an agreement between you and us.  

The work you do should help the work that paid staff  do, rather than

replace the work which staff  currently do or recently did.  A volunteer 

role description (also known as a volunteer task description) is a

document which explains activities a particular volunteer is involved in.  

A role description is like a job description.

Volunteering agreement
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What you can expect from us

Being selected to be a volunteer

We work within the council’s ‘code of conduct’ and we, as council employees

are committed to selecting people in a fair and open way. This means that all

jobs (paid or unpaid) are given fairly and impartially. For example, if  you are

accepted as a volunteer it will be because of your ability and that you are

suitable to carry out the work a volunteer does. 

We aim to select volunteers who have a genuine concern and care about older

people and who are committed to the work we do. It is important to us that you

see us in a positive way and we provide a supportive environment for you.  

Volunteers are selected from the different community groups and they reflect

the different cultures of people who live in Hackney.  

Once you have shown an interest in volunteering, we will:

• send you an application pack;

• send for two reference letters (references must be based on your

character and skills);

• chase up references, if  we do not receive them within two weeks; and

• send you a letter inviting you to an interview. Whether you are invited to

an interview will depend on what both references say.
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What you can expect from us

Interviews

We carry out interviews in line with the Human Resources framework. Before

we offer you a start date, you must have:

• a police check clearance (and agree to the police check);

• a Criminal Records Bureau (CRB) check;

• a CRB clearance, which must be signed off  by the team manager;

• an induction and communication-skills training; and

• a ‘skills match’ to show your ability, skills and experience. For example,

the Befriending Officer will look at your ‘skills match’ results and find a

service user who you will be able to help. 

Supervision

We will give you regular supervision sessions.  

The aim here is to create a positive working environment. We want the time

spent in a formal meeting to be seen as essential and a valuable activity, which

is just as important as your volunteer work.  

The main aims of supervision are:

• to discuss your voluntary work;

• to provide support you need to help you maintain a high standard of

service to service users; and

• to check that things are working as they should be or if  they are not, 

find ways to solve them
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What you can expect from us

The dates of your supervision sessions and how often they will be, will be

agreed between you and your volunteering officer.  

• Supervision notes are confidential and must be recorded and filed.

• Supervision discussions can focus on the description of your tasks or

your needs. 

Supervision arrangements are flexible. We offer you supervision that suits you

(depending on the service). Supervision sessions can take place either by

phone or face-to-face.

Training support

• A member of staff  will come with you to your service user’s home to

introduce you both.

• You will complete a training programme on how to help people deal with

a loss, abuse and so on.

• We also offer a range of learning opportunities including classroom

courses, e-learning and extra resources at the Learning Zone centre.   

Training programmes could include areas such as:

• management development;

• information technology;

• equalities and diversity; and

• personal effectiveness. 
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What you can expect from us

To find out more about any of the above or other courses, phone the

Corporate Learning and Development Team on 020 8356 3259 

or 020 8356 3014.

Other support

There may be a time when you feel you need to talk to someone outside of

supervision. As well as training and supervision, we can provide or organise

counselling support from one of our qualified counsellors, in an environment

where you can talk about a loss or bereavement or your service user (for

example, who may be transferring to long-term nursing care).  

Counselling will offer you a listening ear, a safe and secure environment, a

chance for you to have your say and to clarify your thoughts, talk about your

feelings or help you make your own decisions.

Equipment

We will provide you with some basic equipment to help you in your

volunteering role, such as a special knife and fork for service users who find it

difficult to use their hands.  (This will depend on your volunteering service).

Quality of our service 

• We carry out regular spot checks to make sure that the relationship

between you and the person you are helping, is working well and we

offer help when you need it.

• From time to time we will contact you and the service user to make 

sure all is well.

PJ34906_InsidePages:Layout 1  30/9/08  15:53  Page 15



18

What you can expect from us

Insurance

• Volunteers are covered to carry out their voluntary work under our 

public liability insurance.

Out-of-pocket expenses

We will pay you out-of-pocket expenses you have from your volunteering 

duties such as:

• travel expenses;

• car mileage allowance (in line with the Inland Review mileage allowance

scheme, and you must give us a copy of your valid driving licence and

your current car insurance policy, which covers carrying light goods);

• phone calls (in line with your volunteering work such as calls to service

users or the office); and

• refreshments (up to £3 a day for three hours of voluntary work).

Before expenses are paid you must complete a petty-cash form with receipts

(of all expenses) every four weeks. If  you provide a Ring-a-Round service from

your home, you will be refunded for calls you have made while carrying out

your volunteering work. For more information speak with your volunteering

officer or the officer responsible.  
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Benefits

As a volunteer you must be aware that payments of expenses will not be

considered for benefit purposes, for example, your out-of-pocket expenses will

not have any relevance on how much benefit you receive. 

The following are some of the most common benefits:

• Jobseeker’s Allowance – if  you are receiving this allowance it may be

possible for you to still be a volunteer, but you must make yourself

available for and look for work. 

• Income Support – it may be possible for you to be a volunteer (the

amount of  hours you do will depend on the benefits you receive). 

• Incapacity Benefit – you are entitled to volunteer and this should not call

into question your incapacity to work. If  you have any concerns, we

advise that you speak with your benefits agency. 

Events

We organise regular volunteers’ events throughout the year (depending on our

volunteering service), to recognise your hard work. All volunteers are

encouraged to attend.  Events are free. 

• Each year we nominate volunteers for the National Volunteers’ Award,

which recognises volunteers’ hard work and dedication.  This event

normally takes place in June.  

• We give volunteers a certificate to recognise their hard work.

What we expect from you

• You must be aged 18 or over.

What you can expect from us
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We expect you to do the following.

• Wear your identification (ID) card or show your letter of  confirmation at all

times (you will need to provide us with four passport-sized photographs

before you start working as a volunteer).

• Carry out your voluntary work to the best of  your ability.

• Help us to achieve our aims.

• Work in line with our policies and procedures (for example, you will

co-operate with internal investigations).

• Respect all the work we do.

• Treat colleagues with dignity and respect and value their efforts.

• Not to be under the influence of alcohol or drugs while carrying out your

volunteering activities.

• Not carry out any physical activities for service users such as shopping or

running errands, which are not part of  your volunteering task description

or service area.

• Tell us about any new offences you have committed during or after your

police check clearance.

• Hand in your identification card or your confirmation letter to the staff

team if  you leave or are dismissed. 

• Follow our gifts and hospitality policy.

• Record and tell the office about any gifts you receive from service users. 

• Never restrain (for example, hold or lock) a service user in their home. 

What we expect from you
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How we expect you to work

You must do the following.

• Agree on boundaries (for example, what is expected from you) at the

start of  the voluntary relationship (boundaries are needed to protect you

and the service user).

• Visit or phone the service user on the day and time you, the service user

or the Befriending officer agreed.

• Stay with the service user for only the time agreed.

• Only provide social interaction such as attending local events.  

• Remember that you are there to help the service user by providing

recreation activities, including listening to them and talking to them.

• Discuss and agree any outcomes or limits as this will help to reduce any

misunderstandings you or the service user may have. 

• Not give your personal phone or mobile number to service users. 

All contact between you and the service user must be done through 

the office.

• Be open and honest, provide accurate and complete information on any

of your letters to us, such as your application form or at your interview in

your answers to the questions.

• Tell the manager or a member of staff  any criminal offences you face or

have been convicted of (unless the offence is ‘spent’ under the terms of

the Rehabilitation of Offenders Act 1974).

• Tell the office if  you have a serious health problem that prevents you

from performing your volunteering tasks.

While you are volunteering, if  any of the above happens, you must tell the

responsible officer straightaway.

What we expect from you
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Some indoor activities you can do with service users

• By listening to what the service user is saying, you can learn a great deal

about their world. You find out what they like and do not like.

• Listening to music can help break the ice and your service user may share

an episode of their past with you.

• By reading or writing to your service user, you can learn whether or not

they used to work, if  so, what type of work and you can even share some

culture differences.  

• Playing board games or cards can be enjoyable for you both.

Some outdoor activities you can do with service users

• Taking regular walks such as going to the shops or the cinema.

• Doing some basic gardening.

Activities will vary depending on your volunteering service.

When you speak to your service user, speak clearly. Do not shout or talk too

quickly.  Listen to what is being said to you and where appropriate do things the

way the service users want you to.  

If  your service user has hearing problems, talk to them face-to-face. If  they have

a sight problem, explain to them what you are doing or going to do. 

Assessment training

• We will do an assessment (before you start your volunteering work) of

your home, environment and your wellbeing, such as your mental and

physical wellbeing and so on. (This may vary depending on your

volunteering service.)

What we expect from you
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• You will have communication training four to six weeks before you

become a volunteer.

Training activities may vary depending on your volunteering services.

Unexpected circumstances

If  the unexpected happens, we expect you to do the following.

• Stay calm.

• Always phone your service user before visiting them. This will remind

them that you are due to visit and will alert you about any potential

problems.

• If  you phone or visit a service user and you notice a change in their

behaviour or situation, you must phone your office straightaway. 

Please write these numbers in your diary. These phone numbers 

can also be found on the back of your identification (ID) card or your

letter of  confirmation.

• If  the service user does not answer the door, it may be a good idea 

to speak to their neighbours or a friend, to try to find out where they are.

You must let the office know straightaway as we may be able to give 

you other contact details.

You can phone the Community Alarm (TeleCare Response Services) on 

020 8525 5001 as the service user may have contacted them for help.

Community Alarm may be able to get into the service user’s home.

• Phone local hospitals, such as the Homerton Hospital on 

020 8510 5555, to check whether or not the service user has

been taken into hospital.  

What we expect from you
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What we expect from you

• If  you are unsure about what to do, phone the police on 999 and let

them know your concerns.

• In an emergency, for example, if  you arrive at the service user’s home

and find the service user is unwell, you should try to find out if  they have

contacted their doctor. If  they have not, try to encourage them to do so.

You must phone the office straightaway, or if  you feel the situation is

very serious, phone the police on 999.

• If  you provide the Home Visiting or Telephone Service from your home

you must phone the office as soon as possible, either the same day or

the next working day, to give feedback on the service user’s progress or

any other issues such as the service user’s safety or wellbeing.

Medical emergency

In a medical emergency:

• if  you think the service user has fallen, do not try to move them; 

• try to find out if  they are in any pain and where they feel the pain;

• keep them warm and loosen clothing around their neck;

• if  they are unconscious, check to make sure they are breathing and

check that their nose and mouth are clear of  any obstruction;

• let the paramedics know about any changes in your service user’s

condition;

• collect all their medication, details of  next of  kin and their care plan and

give them to the paramedics; and

• tell your volunteering officer, office or the service, which hospital they

have been taken to.
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What we expect from you

The service user is not breathing

If  your service user is not breathing you must:

• call an ambulance and the police (where you have concerns);

• not touch anything until someone else arrives; 

• get advice from your volunteering office or the office immediately; and

• phone the service user’s doctor (if  you have not done so already).
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Our policies, codes and strategies

Working pattern, leave rules and so on

• We expect you to volunteer a minimum of  one to two hours a week.

(This may vary depending on your volunteering service).

• If  you are planning to go on holiday or leave we expect and ask

that you give us reasonable notice to make sure we can keep our

high standard of  service.

• If  you are unwell, we expect you to tell the relevant officer such as

your supervisor, as early as possible.   

Complaints and concerns

• We expect you to discuss your problems, complaints and concerns

with the appropriate officer, for example, your Volunteer Officer or

the Befriending Officer, who will help you sort them out. If  you are

still not satisfied after asking them for help, you can contact the

manager of  the team.

• If  you have a serious concern about work, a service user or

colleague, we expect you to bring this to the attention of the

manager.  

Confidentiality

The Data Protection Act 1998 asks that we respect service users’

confidentiality and give them the right to see written information about

themselves.
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You are expected to follow our policy on confidentiality.

• All personal details about you and our service users are kept in a

secure place or on a computer system. All our computers are

protected by a password and files are kept in cabinets that we lock.

• You must never discuss a service user’s personal details outside of

your volunteering work.  

• Your service user must be able to trust you and feel they can share

things that worry them with you.

• If  your service user shares something with you, but you are worried

about this, you must tell the Volunteering Officer or the manager,

whoever you feel most comfortable with.

• When you meet with other volunteers at support groups, 

volunteer forums or training sessions, do not use service users’

names in discussions.

• There may be a time when you feel you need to use a client’s

name.  If  this happens, you must do this with your Volunteer

Officer, or the Befriending Officer or your volunteering employer.

This must be done in a confidential manner and not in way that can

reveal the service user’s identity. 

Confidentiality and sensitive information

The Data Protection Act 1998 sets out what organisations like us must

do when handling the information we have about you and service users.

For example, we must:

• collect information in line with the law;

• keep it for a specific purpose;

• make sure the information is relevant and that we only 

ask you for the information we need;

Our policies, codes and strategies
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• keep the information accurate and up to date; and

• only keep the information for as long as we need it.

A lot of  this information is very personal and sensitive.  We know that 

you have a right to privacy and we will respect that right.  We want 

you to feel comfortable with the staff  who work with you.  

An important part of  that relationship is that you feel able to share

information with staff, and are confident that they will treat the

information with respect and confidence, but, sometimes we have to

share information with staff  in other agencies. We only do this if  they

need to know your information and we will ask your permission first.

However, there are rare circumstances when it is necessary for a

member of  staff, acting in good faith, to break the rules of  confidentiality.

For example: 

• to protect you or another person the information is about;

• for your own safety if  you are at risk; and

• if  we think you or someone else is being abused.

Disciplinary rules

The disciplinary rules are set out in our code of  conduct and the Human

Resources standards and frameworks. You are strongly advised to read

Our policies, codes and strategies
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these documents. We have included a copy of  the code of  conduct with

this manual.  

Health and safety

In terms of  health and safety, you should be aware that you must follow

certain legal duties as a volunteer. These are as follows.

• You must take care of  your own health and safety and of  the health

and safety of  the people you may affect while volunteering.

• You must co-operate with your volunteering employer or any other

person, in order for them to carry out legal responsibilities. 

• You must not misuse health and safety equipment. 

A copy of  our safety policy is available from your manager.

Code of conduct

The code of  conduct works in line with other Human Resources

standards and frameworks such as the: 

• grievance procedure;

• disciplinary policy and procedure; and

• equality and diversity policy.

As the code of  conduct is a part of  your volunteering agreement, if  you

break certain rules you can be dismissed without notice even if  this is a

first rule break.

Our policies, codes and strategies
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We expect all our volunteers to work within the law.  Unlawful or criminal

behaviour, even outside of  the workplace, may lead to disciplinary action

being taken against you.

If  you are unsure about anything that is expected of  you, check with your

manager or any of  our officers.

Standards

You will be working in an environment that is democratically controlled

and politically sensitive. Our success can often depend on how the public

see us and the work we do.  

All staff  and agencies, including volunteers, must understand and be

aware of  this code of  conduct. Everyone (whether a volunteer or not)

must follow all our employment policies including our:

• Equality and Diversity policy;

• Health and Safety policy;

• Anti-bullying and Harassment policy;

• Customer Care standards;

• Declaration of  interest;

• Whistle Blowing policy and procedure;

• Drug and Alcohol policy;

• Violence at Work policy;

• Smoking policy;

Our policies, codes and strategies
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• Gifts and Hospitality policy;

• Dress code;

• Data Protection policy;

• Information security policy;

• The use of  e-mail and internet policy;

• Supervision policy; and

• Out-of-pocket expenses policy.

For more information on any of  the above, speak to the officer who is

carrying out your induction. We can give you advice and can arrange

training activities if  we feel there is a need. 

Equality and diversity

We are an equal opportunities employer.  All employees, including

volunteers, need to carry out their duties in line with our equal

opportunities policy.  

The policy says that people should not be discriminated against because

of  their:

• colour;

• age;

• sex; 

• disability;

• religion or belief; or

• sexuality.

Our policies, codes and strategies
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We are here to make sure that all our employees (paid or unpaid) work

within the equality and diversity framework. We work with frail, disabled,

isolated and vulnerable older people and we consider the equal

opportunities policy as important to them as it is for us.  

This means that, as a volunteer, you need to:

• respect your service users’ individuality;

• respect their religious beliefs;

• respect their culture;

• be honest and trustworthy; 

• treat your service user as you would wish to be treated or how you

would wish your family to be treated; and 

• not be judgemental.

Equal opportunities and older people

Our equal opportunities policy says there should be no discrimination

when employing staff  and volunteers or when providing services.  The

policy says nobody should be discriminated against because of  their:

• colour;

• age;

• sex; 

• disability;

• religion or belief; or

• sexuality.

We follow this policy.

Our policies, codes and strategies
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During the winter months elder people are more vulnerable to the

weather conditions. A drop in temperature, for example if  the

temperature falls below 12oC and 54of, they are at risk of:

• breathing problems;

• strokes; 

• heart attack; and

• hypothermia.  

Common symptoms to be aware of

You should look out for:

• coldness and a puffy face; or

• mental confusion such as drowsiness, slurred speech or unsteady

movement.

What you should do

If  you notice any of  the symptoms above, you should:

• call the service user’s doctor and tell them what you think is wrong

and what symptoms you have noticed; and

• find a blanket or warm clothing and make sure the heating is on

high. If  you cannot find a blanket or warm clothing use aluminium

foil or newspapers to keep the service user warm.

General information

PJ34906_InsidePages:Layout 1  30/9/08  15:53  Page 31



34

What you should not do

You should not:

• try to move the service user, unless they are in a position, 

which could cause them harm; or 

• apply heat directly on their skin either by rubbing or using 

hot water bottles.

Other services to know about

The Community Alarm Service provides a free service to vulnerable

people living in Hackney. They also provide alarms, which can be worn

around the neck or the wrist.  When an alarm is set off, a call is put

through to the Community Alarm Service, who will respond. You can

phone them on 020 8525 5010.

Hackney Library Service provides a mobile library service, which 

can be used by older people (aged 60 and over) who live in Hackney. 

The library service provides a free monthly delivery and collection

service.  People can get: 

• large print books; 

• cassettes and CDs; 

• spoken books on tape; 

• videos;

General information
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• jigsaws; and 

• translated books.

Environmental Services out-of-hours emergencies. There is an

environmental health officer available 24 hours a day, 365 days a year.

Environmental health problems involve serious events, for example:

• deaths; 

• risks to health; and 

• food poisoning.

These problems do not always happen during office hours, which is why

the health officer is also available on 020 8356 2300.

General information
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