
 

 

 

Experience Durham  

Student Volunteer Handbook 

2018-2019 
  

  

 

 

 

 

 

 

 

 

 

 

 

 

Your Project Name: 

Project Leader Name:  

Project Email Address: 

 

PLEASE KEEP THIS HANDBOOK AS IT CONTAINS IMPORTANT INFORMATION 

 



 

 

 

Welcome to Experience Durham Volunteering and Outreach!   
 

Experience Durham is Durham University’s department for the wider student experience; your time 

at University can be much more than just getting a degree! The department coordinates 

volunteering, sport, drama and music opportunities for students at all levels of University life and 

we are delighted that you want to be part of our volunteering programme!  

 

Our volunteering programmes focuses on social action in the local community in which you live. 

These opportunities will enable you to impact the local area in a positive way, make new friends 

from across the University and beyond and will also give you a great opportunity to develop your 

knowledge and skills and as a result, your employability. Volunteering is also really good for your 

wellbeing and we hope that you have a fun and rewarding experience! 

You can volunteer on any number of projects. It will be hard work at times, but will also be 

incredibly worthwhile. Experience Durham has a dedicated staff team who are here to support you 

throughout your volunteer experience, so feel free to contact us if you have any questions or 

queries.  

Experience Durham manages all Durham Student Organisation (DSO) volunteering. This 

encompasses Student Community Action, Team Durham Community Outreach and the majority of 

College volunteering programmes. All volunteering within the University is overseen by 

Emma Hall-Craggs, the Head of Student Experience:  Community and Outreach (emma.hall-

craggs@durham.ac.uk).   

 

SCA - Student Community Action 

SCA is Durham University’s largest volunteering organisation. SCA is led by an elected student 

executive committee who decide the direction and focus of SCA, so if you are interested in getting 

more involved look them up on the website (www.scadurham.org.uk). All of SCA’s projects are run 

by student project leaders. 

 

SCA is supported by a dedicated staff team who work all year round.  

Student Volunteer Manager   Katie Stobbs   katie.j.stobbs@durham.ac.uk 

SCA Volunteer Officer    Laura Congreve  community.action@durham.ac.uk     

SCA Volunteer Officer    Carys Roberts  student.volunteering@durham.ac.uk  

SCA Administrator     James Tate   james.l.tate@durham.ac.uk  

 

The SCA office is based in PC012, Palatine Centre, Stockton Road, Durham, DH1 3LE.  

We are open from 09.30 to 16.30 Monday-Friday. Our phone number is 0191 3341208. 
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Team Durham Community Outreach 

 
Team Durham Community Outreach offers volunteering opportunities to students who are 

interested in supporting sporting activities for disadvantaged groups including those who have 

disengaged from sport and physical activity, those who have a disability, or those affected by 

homelessness, substance misuse or who are ex-offenders.  

 

We also offer opportunities to volunteer and coach at our Team Durham Holiday Camps, where we 

offer a large number of different holiday camps for children of all ages over the school holidays. 

 

Team Durham Community Outreach is supported by a dedicated staff team who work all year 

round.  

Deputy Head of Volunteering    Jackie Lowes  jacqueline.lowes@durham.ac.uk  

Partnership Development Manager  Katie Binks    katie.binks@durham.ac.uk  

Adult Outreach Manager   Lynn Preston   lynn.preston@durham.ac.uk 

 

If you are interested in volunteering on Team Durham, please email 

teamdurham.holidaycamps@durham.ac.uk   

 

The Team Durham Community office is based in The Graham Sports Centre at Maiden Castle.  

 

College Volunteering 

There are also lots of opportunities within your College to become a volunteer. Volunteering for 

dedicated college outreach programmes can be a fun and enriching experience. As a volunteer 

you will get the opportunity to become a member of a close-knit group of volunteers within your 

College community, take on leadership positions and give back to your College, all while helping 

the local community!  

Check your College website pages for further information on the opportunities available or speak 

to your Outreach Officer to find out how you can get involved! 
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Volunteer Registration 
 

For insurance purposes, all volunteers MUST be registered on Upshot, our volunteer 

database. 

 

If you have not already done, so please register at:  

https://app.upshot.org.uk/signup/570184b3/ 

 

Essential Information  

 

As a volunteer you are a representative of Durham University in the local community. You are 

required to adhere to the policies of Experience Durham and our volunteer code of conduct in 

order to keep both yourself and our service users safe and happy and to ensure that we maintain 

our excellent standing in the local area and with our partners.  

 

What you can expect from us 
 

We hope that you enjoy your role volunteering 

with us. As part of our commitment to our 

volunteers we will: 

 

 Respect the skills and experience you 

bring to your role; 

 Provide relevant training, support and 

information for you to carry out your 

volunteering role; 

 Provide support and supervision within 

your volunteering role; 

 Communicate with you and keep you 

informed of possible changes; 

 Offer you fair, honest and open feedback 

about your volunteering; 

 Provide a safe volunteering space; 

 To reimburse reasonable expenses 

related to your volunteering activity. 

What we expect from you 

 

We also have standards which we expect from all 

our volunteers. You will be expected to: 

 

 Notify us of any changes to your personal 

details or circumstances; 

 Maintain the confidentiality of the 

organisation, staff and people who use our 

services at all times, unless in incidents of 

potential harm; 

 Attend any training relevant to your 

volunteer role; 

 Inform the most senior member of staff 

immediately of any concerns that you may 

have regarding a service user, fellow 

volunteer or member of staff; 

 Show respect to the people who use our 

services; 

 Provide as much notice as possible if you 

are unable to attend your volunteer role or 

if you no longer wish to volunteer. 
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Data Protection and GDPR 

The General Data Protection Regulation (the GDPR) is the new law for data protection. It came into 

force on the 25th May 2018.  It is based upon the same principles as the previous Data Protection 

Act (1998), but introduces new rights for individuals, and increases the obligations of organisations 

that handle data about people.  

 

What is data? ‘Data’ or ‘personal information’ means a piece or pieces of information which can 

identify a living person. This personal data includes name, email, address, date of birth, and 

interests.  

Sensitive personal data or ‘special characteristics’ such as health information, sexuality and 

religious beliefs are given even more protection under the GDPR. 

What is data protection? Protecting data according to the law means:  

 We respect the privacy of people's personal information.  

 Our volunteers, service users and other contacts know how we look after their personal 

information.  

 We are able to respond to people exercising their rights, such as opting in or out of 

receiving messages from us, or objecting to their data being processed at all.  

 

What is data processing? Data processing includes anything we do to, or with, personal information, 

such as filing, updating, copying, checking or sharing. Data processing also covers simply storing data 

even if nothing is done with it. 

 

Durham University is committed to data protection and your volunteer role will require you to 

handle personal and sometimes sensitive data. Durham University’s data protection policy is 

available online at https://www.dur.ac.uk/ig/policies/dppolicy/ (updated February 2018). All 

individuals that process information on behalf of the University have a responsibility to comply 

with the University’s Information Governance Framework policies and associated data protection, 

information security, information management and information technology processes and 

procedures. 

REMEMBER! We do this to protect all of our volunteers and service users! 

1. Lock it! Keep personal information safe, whether on paper or on a password-protected computer. Make sure 

computer documents are password protected. Make sure you know who’s responsible for it, and has access to it. 

2. Tidy it! Delete all files and papers you don’t use to minimise risk of data getting lost or becoming out of date. 

Personal information shouldn’t be held for longer than needed. 

3. Secure it! Make sure your passwords are safe and private, and not shared. Make sure cabinets are locked. 

4. Learn it! If you have access to any personal information including service users or volunteers, undertake all training 

and stay up to date with the law. 

5. Report it! If there’s misuse of personal information, simple human error, lost phone/laptop or cyber-crime in all its 

guises, report it immediately to https://servicedesk.durham.ac.uk or 0191 334 1515.  

6. Question it! If you’re not sure about anything to do with personal information, ask a member of staff. 

https://www.dur.ac.uk/ig/policies/dppolicy/
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Confidentiality 

This section provides basic guidance on confidentiality. Any specific concerns you may have should 

be discussed with your project leader and/or Experience Durham staff.  

Our service users as well as your fellow volunteers trust us to keep their information confidential. 

We are committed to ensuring that this information remains confidential within Durham University. 

We expect volunteers to abide by the same rules on confidentiality as Experience Durham staff do.  

The right to privacy is essential to ensure that the service user, volunteer or employee has trust and 

confidence in the organisation and is treated with respect and dignity. Any service user or 

volunteer has the right to expect that any information imparted by them will be used for the 

purpose for which it was given and should not be released to any other, inside or outside the 

organisation, without their consent. 

However, in certain circumstances it may be necessary/appropriate to divulge information and so 

breach confidentiality. If a service user or fellow volunteer tells you something and they are at risk 

of harm, you cannot promise confidentiality. Where possible, if information is to be divulged to a 

third party consent should be obtained from the service user. Where a person is felt to lack the 

mental capacity to make a decision about divulging details of a particular issue to a third 

party/agency the volunteer may use ‘implied consent’. This will only follow after discussion with 

and agreement of the Volunteer Manager or Adult Outreach Manager. The incident must be 

recorded and stored securely.  

In an emergency/high risk of immediate significant harm prior permission is not necessary, but the 

Volunteer Manager and Head of Student Experience: Community and Outreach must be informed 

as soon as possible after the incident.  

For more information see “Dealing with Disclosures” at the end of this booklet. 

Equal Opportunities 

Experience Durham is committed to the fair treatment of its staff and volunteers, regardless of 

ethnicity, gender, religion, sexual orientation, responsibilities for dependants, age, disability or 

offending background. You have the right to be treated fairly and without discrimination, as do the 

people with whom you are working. If you have any concerns, please speak to a member of 

Experience Durham staff. Experience Durham also has a complaints and discipline procedure.  

For further detail of Durham University’s equality and diversity policy please go to:  

https://www.dur.ac.uk/equality.diversity/positiveworking/policies/eanddpolicy/  
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Health and Safety 

Health and Safety is the shared concern and responsibility of everyone. Volunteers can expect 

Experience Durham to take all reasonable steps to ensure their safety. Every project and activity is 

risk assessed on a regular basis.  

As a volunteer you need to be aware of health and safety issues when undertaking your volunteering 

role. Under Health and Safety law, you have a duty to take care of your own health and safety as well 

as that of others who may be affected by your actions. This includes listening carefully, following 

instructions, using any safety equipment that has been provided and taking part in relevant training. 

Any incident, whether resulting in injury or not, which affects you or anybody you are working with 

needs to be reported. Experience Durham has an Incident Reporting Form which can be found in 

the SCA and Team Durham Community Outreach offices or at your college. Full details of Durham  

University Health and Safety policy can be found at www.dur.ac.uk/healthandsafety/hspolicy/.  If 

you have any questions about incident reporting, please do not hesitate to ask a member of staff. 

 

Training  

All volunteers are required to attend an induction before the start volunteering. This induction 

covers your rights and responsibilities as a volunteer, child and adult safeguarding training, 

alongside social media and data protection training. 

Depending on the project you are volunteering with, extra training may be provided. This allows 

you to develop your skills and knowledge further. Please email SCA’s dedicated training email 

address on training.sca@durham.ac.uk for more information.  

Policy on Recruitment of Ex-offenders 

Experience Durham undertakes not to discriminate unfairly against any volunteer on the basis of a 

conviction or other information revealed. We actively promote equality of opportunity for all with 

the right mix of talent, skills and potential, and we welcome applications from a wide range of 

candidates, including those with criminal records in line with the Rehabilitation of Offenders Act 

1974.  

Insurance  

Durham Student Organisation (DSO) volunteering on an agreed community outreach project will 

be covered by the Durham University insurance policy.  In order to be covered by this insurance, 

volunteers must be registered on Upshot – our database.  Upshot allows us to keep track of who is 

volunteering, when and where they are volunteering and how many hours they contribute. 
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Expenses  

SCA and Team Durham Community are able to cover certain expenses on your projects, but you 

must have the permission of staff and your Project Leader before you make any purchases. These 

purchases can include equipment and occasionally refreshments.  Any purchases must be proved 

with a receipt and are reimbursed by filling in an expenses claim form which can be found in the 

SCA and Team Durham office. Reimbursement of expenses will be either by cheque or by direct 

payment to bank accounts. Expenses are never reimbursed via cash.  

For information regarding reimbursement of expense on College projects speak to your College 

representative.  

Travel Expenses 

Experience Durham wants to support the local community and protect the environment so will 

only reimburse bus fares that volunteers may need to pay in order to travel to and from projects. 

Volunteers are reminded that purchasing return tickets on the outward journey is cheaper overall. 

Volunteers will have to present tickets to staff in order to receive reimbursement.  

If there is no suitable public transport; volunteers are unable to get a bus for personal reasons; a 

taxi works out much cheaper or other special circumstances, SCA and Team Durham Community 

will cover taxi costs, however this must be agreed beforehand with a member of staff.  

If a volunteer does have a car and cannot use a bus for the above reasons we can cover petrol 

costs (45p per mile), however the driver must ensure that they have the correct insurance cover to 

drive volunteers and beneficiaries on projects.  This requires Business Insurance cover or written 

confirmation from your insurance company that your current policy covers you to transport others 

on such trips. If the driver does not have this cover or confirmation, the driver may not be insured 

to drive people on this trip. Car usage must be agreed with staff in advance and must ensure that 

the volunteer is adequately covered by insurance. All requests should be made on the Project 

Driver Registration Form. 

For information regarding reimbursement of expense on College projects speak to your College 

representative.  

 

References 

SCA and Team Durham Community staff are happy to provide volunteers with references for job 

applications and other positions. If a volunteer would like a reference, they must talk to office staff 

and references are given at the discretion of the staff member. Project leaders cannot write 

professional references for a volunteer. 

 

 



 

 

 

Safeguarding 
All volunteers have a duty to promote the welfare of children and adults who use our services and are 

required to act in such a way that at all times safeguards their health and wellbeing.  Familiarisation 

with and adherence to safeguarding children and adults at risk policies is an essential requirement for 

all volunteers. 

Experience Durham has specific safeguarding policies and procedures and volunteers also have a 

responsibility to practice and work within these policies. Volunteers are also required to participate in 

related mandatory/ statutory training. 

Durham University Child Safeguarding Policy  
 

Experience Durham aims to provide a safe environment for all participants, staff and volunteers.   

We are part of Durham University and therefore adhere to the Durham University Safeguarding 

Policy. A copy of the full policy can be found at (https://www.dur.ac.uk/safeguarding/policy/).  

The Lead Child Safeguarding Officer for Durham University is Sam Dale, Director of Student 

Support and Wellbeing.  

The Designated Child Safeguarding Officer for Experience Durham is Katie Stobbs (Student 

Volunteer Manager) who is overseen by Emma Hall-Craggs (Head of Student Experience: 

Community and Outreach). Both have the ability to address any safeguarding concerns directly to 

relevant agencies within the required two hour period as recommend by OFSTED. 

All volunteers working with children will be required to complete an Enhanced DBS check.  

 

In the event of a disclosure or suspicion of harm: 

 

 Call the Designated Child Safeguarding Officer immediately. This is the Student Volunteer 

Manager Katie Stobbs. Her contact number is 0191 3341797. The DCSO will be available 

from 09.00- 17.00 Monday-Friday. 

 If you are unable to get in contact with the Designated Child Safeguarding Officer first or 

your concern is out of hours, call First Contact on 03000 267 979 or the social worker/duty 

emergency number for social services which will be provided for each child, where relevant. 

First Contact is open from 8.30am until 5.00pm, Monday to Thursday and from 8.30am until 

4.30pm on a Friday. In an emergency situation, a duty officer is available outside of normal 

office hours on the telephone number above. Log down all actions and inform the DCSO as 

soon as possible.  

 If the child is at risk of immediate harm, call the police on 999. Log down all actions and 

inform the DCSO as soon as possible. 

 The DCSO should send all relevant recording logs to the Lead Safeguarding Officer of 

Durham University as soon as possible. 

https://www.dur.ac.uk/safeguarding/policy/


 

 

 

In the event of a child going missing: 

Immediate. If a child is thought to be missing, the project leaders and volunteers must undertake 

an extensive search of the grounds. The building must be put into a state of lockdown, with the 

remaining children gathered in one central area and monitored by volunteers. The search will be 

conducted for ten minutes after which the Project Leaders will call the police and escalate the 

situation. As soon as a child is suspected of being missing, the Project Leaders will call 101, the 

local non-emergency number; to let them know that there is a potentially missing child. You must 

then inform the Designated Child Safeguarding Officer and/or any relevant Experience Durham 

staff immediately. This is the Student Volunteer Manager Katie Stobbs. Her contact number is 0191 

3341797. The DCSO will be available from 09.00- 17.00 Monday-Friday. 

When calling emergency services, you must inform the operator that;  

 

 You are operating a student volunteering project.  

 You are from Durham University.  

 You are working with children.  

 There is a potential lost child.  

 Your current location. 

 It would be preferable for the police to contact the parents of the children involved.  

 

Post incident. An incident form must be completed as soon as possible and submitted to the 

DCSO.  

 

 

 

 

 

 

 

 

 

 

 



 

 

 

Experience Durham Policy on Protecting Adults at Risk  

Experience Durham has developed its own Safeguarding Adults Policy which can be accessed here 

https://www.teamdurham.com/universitysport/clubcaptainportal/conduct-

expectations/?pendingpreview=true&edit=true  

 

The Designated Adult Safeguarding Officer for Experience Durham is Lynn Preston (Adult Outreach 

Manager) who is overseen by Emma Hall-Craggs (Head of Student Experience: Community and 

Outreach). Both have the ability to address any safeguarding concerns directly to relevant agencies 

within the required two hour period. 

 

All volunteers participating in regulated activity with adults at risk will be required to complete an 

Enhanced DBS check.  

 

In the event of a disclosure or suspicion of harm:  

 Call the Designated Adult Safeguarding Officer immediately. This is the Adult Outreach 

Manager, Lynn Preston. Her contact number is 0191 3342165. The DASO will be available 

from 09.00- 17.00. Monday-Friday. 

 If you are unable to get in contact with the Designated Adult Safeguarding Officer or your 

concern is out of hours, call Social Care Direct 24 hours a day on 03000 26 79 79. A trained 

officer will listen carefully to your concerns, give advice and take a referral if necessary, even 

if you want to remain anonymous.  

 If the adult at risk is at risk of immediate harm, call the police on 999. Log down all actions 

and inform the Designated Adult Safeguarding Officer as soon as possible.  

 The DASO should send all relevant recording logs to the Lead Safeguarding Officer of 

Durham University as soon as possible. 
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Dealing with Disclosures 

Remember that children and adults at risk cannot always communicate their anxieties or concerns 

in ‘usual’ ways. This is particularly important if a person has special needs or disabilities. 

DO 

 Inform a member of our staff immediately.  

 Realise that your concerns could be significant and should be passed on. 

 Allow the person to do the talking. 

 Listen – take all disclosures seriously.  

 Remain calm and caring. 

 Record the conversation as soon as possible afterwards (using the person’s own words as 

much as possible). 

 Complete an Experience Durham Disclosure Report form. 

 Refer to Experience Durham Designated Child/Adult Safeguarding Officer. 

 Share your concerns – you are not expected to handle it on your own. 

 Tell the child that you cannot keep information confidential and that you are going to 

contact other people for help. 

 Get support for yourself. 

 Reassure the person making the disclosure.  

DON’T 

 Examine the person for sign of abuse. 

 Ask leading questions. 

 Postpone or delay the opportunity to listen. 

 Allow your own feelings to surface. 

 Make false promises or promise confidentiality (e.g. that you will ‘keep the secret’). 

 Interpret what you have been told. 

 Discuss it with other volunteers. 

 Take sole responsibility for the disclosure. 

If you are disclosed information, you should record everything you hear. Details should include as 

much as the following as possible: 

 The person’s personal details (e.g. Name, Date of Birth, Address). 

 Date and time of the incidents and/or nature of allegations. 

 Your observations e.g. describe the behaviour and emotional state of the person and/or 

bruising or other injuries. 

 The account of what has happened in their own words. 

 Any action that you took as a result of your concerns e.g. comments made, who you have 

informed. 

 Sign and date the report. 

 Keep a copy of the report. 



 

 

 

Experience Durham Code of Conduct 

 

 I do not have any criminal convictions (spent or otherwise) that I know would disqualify me 

from working with persons under the age of 18.  

 I will inform Experience Durham immediately if there are any factors arising that would 

prevent me from working with under 18’s.  

 I know of no reasons that would make me unsuitable to work with vulnerable groups or 

children.  

 I have read and understand the University’s Safeguarding Children and Safeguarding Adults 

at Risk Policies and agree to abide by the terms of these and other Durham University 

policies.  

 I understand that failure to agree to the above or any actions taken to mislead Durham 

University would result in immediate dismissal from the relevant project, and I would not be 

able to work on any such future volunteering projects.  

 I will notify Experience Durham immediately if my medical details / emergency contact 

details change. 

 I will not engage in inappropriate behaviour whilst volunteering including drinking alcohol, 

smoking, taking drugs, swearing or making inappropriate comments – including sexist, 

racist and homophobic comments. 

 I will uphold my commitment to my project(s), be reliable, punctual and attend every 

session I have agreed to unless a very good reason prevents me from doing this. 

 I will let the activity leader know if I cannot attend my placement in good time so that other 

arrangements can be made. 

 I understand that any information I may learn concerning clients of Experience Durham 

must be treated as confidential and must not be repeated to others without prior consent 

of a senior manager.  

 I will discuss any issues I have with my placement with my project leader, member of staff or 

mentor. 

 I will attend any relevant training events necessary for my placement. 

 I will never put myself, another volunteer or client at risk and will treat fellow volunteers and 

staff with courtesy and respect.  

 I agree to receive emails from Experience Durham for activities I am involved in, informing 

of any upcoming events and activities and, on occasion, marketing information on behalf of 

third party sponsors. 

 I will not use my car to transport volunteers or participants without the correct permission 

and insurance being in place. This can be obtained from office staff.  

 

 

 

 

 

 

 

 



 

 

 

 


