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Chairman’s Welcome 

 

Thank you for choosing to volunteer with the Friends of the Yeatman Hospital as a 

Volunteer Helper, Trustee or Advisor.  

Because of you, and your support, we are able to provide additional help and services to 

Yeatman patients. By volunteering you give the patients the most precious gift of your 

time. 

As Chairman I recognise, we have the responsibility to ensure you are fully supported as 

you begin your journey as a volunteer. I also recognise you will have many questions. 

I am sure you will find this handbook will answer many of your questions about being a 

volunteer and about the Friends.  Please feel free to get in touch with either our 

Administrator or myself if we have missed anything.   

Thank you again for offering your time, and knowledge in support of our task to help 

improve the lives of our patients. 

 

Yours sincerely,  

 

 

David G Hayes, CBE 

Chairman, Friends of Yeatman Hospital 
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Introduction    

  Here at the Friends of the Yeatman Hospital we call those who volunteer time with us, 

“Friends Helpers”, those who volunteer to govern the charity “Trustees” and those who 

support us with information and advice “Advisors”. 

No matter in what role you’re volunteering, we want you to understand more about our 

work to help our community and our values, know what we expect from you and have an 

enjoyable and safe experience with us. 

This Volunteer Helper Guide will provide you with information that you need to be a 

volunteer helper, trustee, or advisor.  Please make sure you read it carefully and ask 

questions to test your understanding. 

  Sections in the Volunteering Handbook will assist you to: 

• Understand how to keep yourself safe – Section 1 

 

• Understand the legal framework in which the Friends act and the implications 

for you as a volunteer – Section 2  

 

• Provides information and advice which is relevant when you are engaged in 
specific activities for example setting up for an event- Section 3 
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SECTION 1: SENSIBLE PERSONAL SAFETY 

This section contains information and advice about your personal safety when engaged on 
activities as a Friends Helper  

1.1  Personal safety is everyone’s responsibility: both yours as a volunteer helper and ours as 

the charity for which you are volunteering.  We want you to be informed and safe when 

working with us.  

Common Law says that a charity and its volunteers have a duty of care towards each 

other.   

The Friends of the Yeatman Hospital (The Friends) is an employer too, so we have a duty 

under the Health and Safety at Work Act 1974 to ensure that, so far as is reasonably 

practicable, the health, safety and welfare of employees are protected.   

1.2  The Health, Safety and Welfare of all our Volunteer Helpers, Trustees, Advisors and 

Employees is important to us. Depending on the circumstances we may therefore, 

between us, be held accountable should a problem occur. 

1.3   You must: 

• take reasonable care of your own safety, and that of others 

• follow our policies and procedures and abide by our Friends’ Values 

• attend training and become familiar with the information provided by us 

• report any incidents or concerns to the Administrator. 

• inform us if any safety, safeguarding, or support procedures are not working or 

are impractical to follow. 
 

1.4  Looking after Yourself 

Looking after yourself means more than letting your ‘Team Leader’ know if you are feeling 

unwell or if you have any queries. We want you to have an enjoyable time as a volunteer 

helper and to not put yourself in situations where you feel uncomfortable or in danger. The 

best way to ensure that the places where you volunteer for us are safe is to avoid problem 

situations and aggression before it happens!  

It may sound obvious, but it isn’t always the first thing many helpers consider. Many of us 

do our volunteering the way we always have, simply assuming other people will behave 

predictably. When a situation becomes difficult or violent, we are often shocked and 

surprised. Knowing how to recognise these signs and act accordingly, before an incident 

escalates, is essential to keeping safe.   

The information in this section will assist you to find ways of behaving which help you 

recognise and avoid danger. Strike a balance, however, between sensible caution and 

exaggerated suspicion. Some people are overly fearful, others are complacent and don’t give 



6 
 

a second thought to their personal safety. The ideal is to be somewhere between these two 

points: to be aware of the risks but also aware of how to minimise their impact and manage 

a threatening situation. 

 

 

Summary: 

• Hope for the Best: Plan for the worst. 

• Preparation is the best way to avoid potential incidents. Simply considering the 
significant risks and ways to reduce them really makes a difference. 

• The moment you identify a risk, act to reduce it to acceptable levels, or avoid it 
altogether. 

• Even if there are no significant risks present, keep assessing the situation to ensure 
that you are prepared.  

• Once you have put personal safety plans into place, don’t become complacent. 

1.5 To examine the risks, you should look at the people involved, the environment in which 

you work and the task. 

People: 

Who are you likely to meet? Are they: 

• well known to you? 
• about whom you know very little? 
• total strangers? 
• likely to welcome you? 

 

Environment: 
Where and when are you volunteering? Are you: 

• in a busy area? 
• driving or walking? 
• in someone else’s home? 
• likely to meet aggressive pets? 
• visiting a rural or isolated area? 
• able to easily call for help if needed? 
• Volunteering during daylight when more people are around or in the evening? 

 

Tasks: 

What are you doing? Are you: 

• dealing with cash? 
• carrying paperwork? 
• asking for personal data? 
• going to someone else’s home? (Collectors) 
• setting up heavy equipment? (tables etc for Car Boot) 
• dealing with impatient sellers? (Car Boot) 
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Thankfully situations where you may feel concerned or threatened are very rare!  

However, its sensible to take precautions and have a plan: don’t forget- 

Hope for the Best – Plan for the Worst 

 

 

 

1.6 Personal Safety Strategies: 

• think in advance about the ‘what ifs’ The more prepared you are, the more positive 

your reaction to threat will be. Preparation will give you the confidence to avoid 

or deal with a difficult situation. 

• remain alert and aware of your surroundings at all times. 

• your safety is more important than possessions so give them up if threatened. 

• only carry what you need and take your mobile phone with you. 

• plan your journey/ route in advance and avoid giving the impression that you do 

not know where you are going. 

• whenever possible arrange visits during daylight hours or when it is likely that 

people will be around.  

• don’t take short cuts, unless you know they are as safe as the longer route 

• as a Collector, if you are invited into someone’s home, note how the door locks and 

the best way to make an exit. Consider if there is any benefit in entering the 

property and think about remaining on the doorstep 
• tell a trusted person where you are going and what time you should be back, and 

plan what they will do if you miss the stated time. 
 

If an incident happens: 

• ensure that the immediate danger has passed. 
• make a note of any details you can remember as soon as possible. 
• report the incident to the Administrator. 
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1.7 Exercise: What would you do in the following situations? 

A. You are helping at one of the Friends Car Boot Sales up at the Terraces. You are 

standing at the gate welcoming members of the public to the event and collecting 

their entrance fee. The Car Boot Sale has been going all morning and its nearly 

time to start packing up. A car, piled to the brim with items to sell, pulls into the 

already full car park. They turn into the gates and can see the Car Boot Sale is 

nearly over as most cars are packing up. Out jumps a man who demands to be let in 

as the local paper advertised the Car Boot Sale started at 12:00 noon.  

How would you handle this situation? 

 

-------------------------------------------------------------------------------------------

-------------------------------------------------------------------------------------------

------------------------------------------------------------------------------------ 

B. You are a Collector and are calling on a new Friend in your Area.  You don’t know 

the residents of the house as they moved in six months ago.  In your hands are the 

envelope you are to deliver, your list of Friends to deliver to and your plastic 

Collector’s Pack.  After waiting a few moments, the door is opened by a young 

child and their pregnant mother.  You can hear a large dog barking in the 

background who dashes towards you. How would you handle this situation? 

 

-------------------------------------------------------------------------------------------

-------------------------------------------------------------------------------------------

------------------------------------------------------------------------------------------- 
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1.8 Reporting procedures: Accidents  

Accidents are rare events in the history of the Friends Charity, but it is important that any 

that do occur are promptly reported so that your wellbeing can be addressed, and 

insurance requirements be undertaken. 

All accidents, near misses, violent incidents, or situations where you felt threatened 

should be reported, in writing, to the Administrator as soon as possible after the event. 

Please either email the Administrator on admin@friendsoftheyeatman.org.uk or write to 

The Administrator Friends of the Yeatman Hospital, Hospital Lane, Sherborne, Dorset 

DT9 3JU   

The Administrator will contact the Charity Commission where necessary depending upon 

the severity of the incident. 

 

Your Report Should Include: 

• your name, address, and contact details 

• a full description of the accident, violent incident, or threat, including date and 

location 

• full details of any injury suffered and whether you needed to attend a hospital or 

your GP 

• name(s), address(es) and contact details for any witnesses 

• police crime reference number if applicable / available. 

 

If in doubt – Report It! 

  

mailto:admin@friendsoftheyeatman.org.uk
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1.9  Bullying: 

‘A right to be safe’ 

Every person who volunteers with, works for, or comes into contact with the Friends 

should be treated with dignity and respect, and feel that they are in a safe and supportive 

environment. We have a responsibility to create an inclusive culture that does not tolerate 

inappropriate, discriminatory, offensive, or harmful behaviour towards any person who 

works for, volunteers with, or comes into contact with the charity.  

We want to be a place where wellbeing and mental health are valued and promoted, so 

that anyone working in the Friends or coming into contact with us is encouraged to value 

and invest in their own health and wellbeing.  

 

1.9 The Friends want your volunteering experience to be happy and rewarding.  Any incident 

of bullying which you are subject to, or witness, whilst you are volunteering or working 

for the Friends should be reported immediately to the Administrator. 
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SECTION 2:  

This section contains information and advice about the legal framework in which The 
Friends works and the implications for you as a Helper 

 

2.1  Safeguarding Children and Vulnerable Adults 

Safeguarding is everyone’s business. It means protecting a vulnerable adult or child’s right 

to live in safety, free from abuse and neglect. By children we mean anyone who is under 

18. By vulnerable adults we mean a person who is, or may be, for any reason, unable to 

take care of him or herself, or unable to protect him or herself against significant harm or 

exploitation.  

We have a Safeguarding Policy  and Handbook and Safeguarding Concern Form which 

are available at Induction and also on our website. ( Paper copies are available from the 

Administrator.)  We also have a Designated Safeguarding Lead, whose details are at the 

end of this section, and whom you should speak to with any queries or concerns. 

As the Friends we: 

• take seriously the welfare of all children and vulnerable adults. 

• recognise that it is everyone’s responsibility to help prevent the neglect or abuse of 

vulnerable people and to report any abuse discovered or suspected. 

• recognise the importance of implementing and regularly reviewing procedures 

which are designed to prevent and to help us be alert to such abuse.  

 

You must: 

• Read the Safeguarding Policy and be alert to potential indicators of abuse or 

neglect. 

• Share information so that an assessment can be made of the vulnerable individual's 

needs and circumstances. 

• Contribute to whatever actions are needed to safeguard and promote the 

individual's welfare 
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2.2 Exercise: What would you do in the following situations? 

A. Example: You knock on a front door one afternoon and it is opened by a three-

year-old boy dressed only in shorts. He says that mummy has driven away to work. 

You call out into the house from the doorstep but get no reply. What actions might 

you take?  

 

-------------------------------------------------------------------------------------------

-------------------------------------------------------------------------------------------

-------------------------------------------------------------------------------------------

-------------------------------------------------- 

B. Example: You visit a house to make a collection from an elderly lady living alone. 

She says that she has no food in the house and has not spoken to anyone else for 

several weeks. What actions might you take? 

 

-------------------------------------------------------------------------------------------

-------------------------------------------------------------------------------------------

-------------------------------------------------------------------------------------------

--------------------------------------------------- 

Please contact the Designated Safeguarding Lead Jill Warburton 

Mobile number: 07531 198791, if you see something you feel needs further investigation 

or 999 if you feel it is an emergency. 

 

The rule is: IF YOU SEE SOMETHING - SAY SOMETHING 
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2.3  Diversity and Inclusion 

The Friends of Yeatman Hospital recognise the benefits of diversity and inclusion for our 

communities and for ourselves as an employer and charity. We follow the Charity 

Governance Code for Diversity (Principle 6) which encourages charities to think about 

diversity and inclusion as part of decision-making: in how we act as an employer; how we 

develop and review policies; how we deliver our services, and how we work with others. 

Practically over the next few years we will focus on 3 Equality objectives: 

• Meeting our duties under Equality law.  

• Maintaining and seeking to improve the diversity of our Friends Helpers and 

Trustees where possible. 

• Making Diversity and Inclusion a natural part of everything we do. How we treat 

each other: Friends Helpers, Friends, Officers, Trustees and Advisers.  This applies 

equally to how we interact with patients, community members and partners. 

Objective 1. Meeting our Legal Duties 

The Friends will meet legal duties by ensuring that we comply with the Equality Act 2010 

which protects people from discrimination in the workplace and in wider society. Our 

charity does not tolerate direct or indirect discrimination, victimisation, or harassment to 

anyone on the grounds of: 

• age 

• disability 

• gender reassignment 

• marriage and civil partnership 

• pregnancy and maternity 

• race 

• religion or belief 

• sex 

• sexual orientation 

Objective 1 Actions: We will raise awareness of our commitment to equality and 
inclusion, ensuring that trustees, Friends Helpers, advisers, and employees are aware of 
their responsibilities and the behaviours we expect through use of training and role 
modelling from the Chairman and Trustees. 

Objective 2: Increase the diversity of Friends Helpers and Trustees where possible 

We know that we have a good range of diversity within the Friends but want to attract 

younger Trustees and Friends Helpers, as well those from other protected characteristics. 
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Objective 2 Actions: 

2.1 We will review how new Trustees and Friends Helpers are recruited to increase 

diversity where we can and ensure people feel welcome and included. 

2.2 We will ensure our recruitment process is fair, open, and inclusive. 

2.3 We will be open and transparent and will report progress publicly on an annual 

basis. We will take action to address any areas for improvement. 

Objective 3: Making Diversity and Inclusion a natural part of everything we do. 

Fostering a culture of inclusion is critical to improving representation and enhancing our 

reputation as an employer and as a respected charity.  

Objective 3 Actions: 

3.1 Expecting our Friends Helpers, staff, and trustees to adhere to our values and 

trustees to role model inclusive behaviours. 

3.2 Taking seriously and acting upon concerns as soon as they arise. 

3.3 Committing to getting the basics right – appropriate reasonable adjustments being 

put consistently in place in a timely manner, with sufficient budget set aside to do 

so, and promoting staff flexible working and job share where practical. 

Our Diversity and Inclusion Policy will be discussed at Induction and can be found on our 

website.  Paper copies are available from the Administrator. 

If you think you might have been treated unfairly or want further advice, you can contact 

the Equality Advisory and Support Service. 

Phone: 0808 800 0082    Textphone: 0808 800 0084 

 

 

 

https://www.equalityadvisoryservice.com/
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2.4 Complaints Procedure 

A complaint is an expression of dissatisfaction requiring a response and can be written or 

verbal. The Friends of the Yeatman Hospital take complaints very seriously. If you have a 

complaint, we want to hear about it, and we will do our best to put it right. 

 

We have a Complaints Procedure which is available in full on our website. This Procedure 

helps us to: 

• deal with complaints fairly, efficiently, and effectively; 

• ensure that all complaints are handled in a consistent manner throughout; 

• use complaints constructively in the planning and improvement of the Friends’ 

activities and 

• increase the satisfaction of Friends.  

 

How to complain 

We would like to resolve any complaint as soon as possible. Many complaints can be 

resolved informally. In the first instance contact the Administrator. If a solution is offered 

at this point, make a note of this. If you are not satisfied or do not wish an informal solution, 

you may pursue a formal complaint. 

 

Write down your complaint and send it to: 

admin@friendsoftheyeatman.org.uk  or Administrator, Friends of the Yeatman Hospital, 

Hospital Lane, Sherborne, Dorset DT9 3JU 

What will we do on receiving your complaint? We will: 

• listen and record your complaint and advise you how it will be handled. 

• investigate. 

• take action to resolve the problem and tell you what the action is. 

• take steps to avoid a repeat occurrence. 

 

At all times, we will treat you with understanding and respect. All we ask is that you do the 

same for us. 

Confidential information in relation to your complaint will be handled sensitively in line 

with data protection requirements.  

We are unable to respond to anonymous complaints or matters for which the Friends are 

not directly responsible. 

 

How long will it take to respond? 

We endeavour to respond full and conclusively to all complaints within 30 working days. 

You will receive acknowledgement of your complaint within 5 working days of receipt. 

You will be contacted to make sure that we have understood your complaint properly. You 

may be interviewed by the person investigating the complaint. 

mailto:admin@friendsoftheyeatman.org.uk
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Whenever possible we will deal with it more quickly, if we think it will take longer, we 

will let you know. 

If an in-depth investigation is required, we aim to provide a response within 20 working 

days. 
2.5 Whistle-blowing' or making a disclosure in the public interest 

Friends' employees, trustees and volunteers should contact the Charity Commission when 

they feel they need to 'whistle-blow' or make a disclosure in the public interest about 

some aspect of the charity's activities which concerns them.  It would be appropriate to 

discuss the issue within the charity first and only whistle-blow if you believe the charity 

is not taking the necessary action to address the issue. 

How the Charity Commission can help 

Your information helps us determine if a charity is at risk, and how serious it is. We will 
make a record of your concern and investigate those that pose the highest risk. If we 
investigate a concern, we usually work with the trustees and the charity to help get it 
back on track. 

We only investigate how charities are run but do not investigate any crimes ourselves. For 
example, if you report a criminal offence you still need to tell the police so that they can 
investigate it. 

What to report to the Charity Commission? 

You can report things that have happened, are happening or are likely to happen. Only 

report issues to us that could seriously harm: 

• the people a charity helps, 

• the charity’s staff or volunteers, 

• services the charity provides, 

• the charity’s assets, 

• the charity’s reputation. 

 

Examples of serious harm include 

• if someone’s health or safety is in danger 

• a criminal offence, for example theft, fraud, or financial mismanagement 

• if a charity uses its activities as a platform  for extremist views or material 

• loss of charity funds, for example when a charity loses more than 20% of its 

income or mare than £25,000 

• if the charity does not meet its legal obligations, for example if someone uses a 

charity for significant personal advantage 
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Who else to tell? 

You should also tell: 

• the police about a crime or if you’re worried about someone’s safety, 

• HMRC if you have concerns about tax, e.g. money laundering or tax evasion, 

• Action Fraud if you suspect fraud, 

• the police if you suspect terrorist activity. 

If you need advice about blowing the whistle on a charity call Protect’s free and 

confidential advice line Telephone: 0800 055 7214 

 

 

 

 

 

 

 

 

 

 

 

 

 

https://www.police.uk/information-and-advice/reporting-crime/
https://www.gov.uk/government/organisations/hm-revenue-customs/contact/money-laundering
https://www.gov.uk/government/organisations/hm-revenue-customs/contact/reporting-tax-evasion
https://www.actionfraud.police.uk/reporting-fraud-and-cyber-crime
https://www.met.police.uk/tua/tell-us-about/ath/possible-terrorist-activity/
https://www.pcaw.org.uk/
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2.6 Data Protection 

It is very important that personal information is stored securely, and access restricted to 

those who need to use it. This is particularly the case if personal data is involved or sets of 

information about a number of people.  

Make sure that personal information held by you is not disclosed either orally or in 

writing, whether accidentally or not, to any unauthorised third party. Do not leave paper 

copies of personal information where anyone else can access them. Keep manual personal 

records securely.  

Some personal data breaches have to be reported to the Information Commissioner's 

Office, so any personal data loss, destruction, or unauthorised disclosure, etc., should be 

reported to the Administrator to see whether a report is necessary. 

Any information we hold should be accurate and up to date.  Collectors, please help us by 

adding any supporting comments to your master list such as an individual has moved, 

died, or no longer wishes to be a Friend. 

As a general rule of thumb, handle information about other people as carefully as you 

would wish information about yourself to be handled. 

There is a Privacy Notice on our Website which explains how data about individuals is 

used and stored. A paper copy is available from the Administrator. 
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SECTION 3 

This section contains information relevant to specific activities which Helpers may be 
involved with for example car boot sales or door to door collections. 

3.1 Safe Moving and Handling 

Injuries and suffering can result from the handling of loads, even light loads if handled 

incorrectly. 

Before you undertake any moving or handling task you should consider the area and load 

you are to handle. You can do this by asking yourself the following questions: 

• Why am I moving this? 

• Where am I going to and from? 

• What is the safest way of fulfilling the task? 

It’s important to consider both your own and other’s capabilities. If it is a team situation, 

do you or any other member of the team have any medical or physical problems that 

would affect ability to carry out the task: 

• Previous injury 

• Pregnancy 

• Differences in height 

• How tired the individual is?  

You should make an assessment of the risk when moving or handling any type of load. 

You should factor in: 

• Is the load Heavy? 

• Bulky? 

• Will it be difficult to grasp? 

• Will it be slippery? 

People don’t often think about the environment they volunteer in.  But it is important 

you recognise any hazards. 

• Lack of space to manoeuvre? 

• Work surfaces too high or too low? 

• Uneven or slippery floors? 

• Steps? 

• Lighting? 
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3.2  Lifting Safely 

Position your feet correctly: 

Adopt a stable position. Place your feet shoulder width apart with one leg slightly forward 

to maintain balance (alongside the load, if it is on the ground) You should be prepared to 

move your feet during the lift to maintain your stability.   

Always wear suitable footwear and consider if you need gloves. 

Adopt a good posture: 

Bend the knees so that the hands when grasping the load are nearly level with the waist if 

possible but do not kneel or over-flex the knees.  Keep the back straight, tucking in the 

chin helps. Lean forward a little, over the load if necessary, to get a good grip.  Keep the 

shoulders level and facing in the same direction as the hips. 

Get a firm grip. Try to keep the arms within the boundary formed by the legs.  The 

optimum position and nature of the grip depends on the circumstances and preference, 

but it must be secure.  A hook grip is less fatiguing than keeping the fingers straight.  If it 

is necessary to vary the grip as the lift proceeds, do this as smoothly as possible. A load 

becomes more difficult to handle if it is held:  

• Above the shoulders 

• Below the knees 

• Away from the body i.e., with arms stretched out 
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3.3 BBQ Equipment Safety: 

 

The Friends' Barbecue equipment is used for fund-raising, providing food at our local car 

boot sales. Friends Helpers will be given full instructions before being asked to use the 

equipment. 

 

The following is a checklist for use before each event: 

 

• food handling arrangements should be strictly followed. See Food Handling 

section. 

• the team leader should ensure that all members of the team are familiar with the 

Friends' Risk Assessment for Barbeque Operation.  The risk assessment will be 

reviewed annually or following any accident or unusual event. 

• an experienced member of barbecue team should brief any new member of the 

team prior to the event. 

• two persons should share the lifting and positioning of gas bottles.   

• all equipment should be checked prior to setting up. 

• all gas bottle connections should be checked for condition and tightness before 

igniting the burners. 

• a First Aid Kit and a Fire Extinguisher will be available as part of the equipment  
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3.4  Food Handling Safety 

When Handling Food 

You must: 

• Wash hands prior to handling food. 

• Wear disposable gloves when handling food for public consumption. 

• Be sure there are plenty of clean utensils. 

• Do not use the same board for raw and cooked food. 

• Make sure food is cooked thoroughly. 

Don’t forget: If you have a recent history of Diarrhoea or Vomiting you must be clear of 

symptoms for three days prior to handling food for public consumption. 

 

When Storing Food 

You must: 

• Always follow guidelines on the correct storage of food. 

• Keep raw food separate from “ready to eat food” to avoid cross-contamination. 

• Wash hands and surfaces often. 

• Refrigerate promptly and avoid direct sunlight or very hot temperatures. 

• Dispose of food in the correct recycling bin. 

Natasha’s Law 

Since 2021 there are new regulations regarding the sale of pre-packaged food items such as 

sandwiches.  The Friends will display two notices at events where pre-packaged food items are 

sold or are provided. 

1 A notice drawing the attention of consumers to the fact that food provided or sold may 

contain allergens. 

2. A Notice explaining that any pre-packaged food for sale or provided by the Friends will 

contain a full list of ingredients and customers are asked to read this and note the allergens 

which are indicated in bold text or are highlighted. 
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3.5 Risk Assessments 

There is a legal requirement for employers to produce risk assessments under the 

Management of Health and Safety at Work Regulations 1999.  We want to ensure our 

volunteer helpers and the public are safe by following good practice. 

The principles of risk assessment are straightforward common sense and involve 

considering and writing down the following: 

• identifying the hazards (What might go wrong?), 

• deciding who might be harmed and how, 

• evaluating the risks and deciding whether the existing precautions are adequate or 

whether more should be done, 

• recording your findings and telling our employees and volunteers about them 

• reviewing our assessment and revising it if necessary, for example: 

◦ if the work changes significantly 

◦ if there is an accident 

◦ when someone returns to work after sickness or injury, or suffers a change in 

their health, that could affect or be affected by their work. 

 

The Friends have completed a number of risk assessments covering the main fund-raising 

activities.  These are available from the Administrator.  The Friends will also make 

arrangements to present the risk assessments to appropriate groups of Friends Helpers 

prior to an event for familiarisation and to review, amend and update them as necessary. 
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3.6 Money matters 

Public collections 

Public collections are governed by law. All necessary permissions and licences will have 

been obtained by the Friends, and it is important that you follow our advice so that we do 

not inadvertently offend. Please act with sensitivity and have proper regard for the 

feelings of people you meet. 

 

If you are collecting on private property, we will have obtained permission from the 

owner or other responsible person. On public land, Dorset Council issues the licence, and 

this will describe both the location and the time limits for the collection. We will advise 

you of these conditions. Please keep to them.  

 

Please do not: 
 

• do anything to startle members of the public or cause anxiety, 

• appeal to anyone’s good nature, or make them feel guilty if they do not contribute, 

• do anything that might damage the Friends’ excellent reputation. This includes: 

o smoking or drinking alcohol while collecting 

o being under the influence of illegal drugs 

o behaving aggressively or using bad language 

o putting pressure on anyone to donate 

o doing anything that may be thought to be for your personal benefit 

o doing anything else that someone may think harms our reputation. 

• cause any obstruction or nuisance or block anyone’s path, 

• do anything to suggest that you are not in fact collecting money, 

• approach anyone who is at work or on duty, 

• do anything to disrespect local businesses or their staff, 

• touch a person’s body or clothing. If a sticker or pin is being issued, give it to the 

person for them to affix to their clothing. 

In general, you should not approach a potential donor unless you already know them 

personally. You must wait for a donor to approach you. 

 

We very much appreciate the time and energy that helpers put into collecting donations.  

We aim to make it as straightforward as possible but need you to follow our advice 

carefully.  Do not hesitate to ask if you are in any doubt. 
 

 



25 
 

 

 

3.7 House-to-House Collections 

The law governing house-to-house collections may apply to collecting contributions from 

Friends when delivering our newsletters. To be on the safe side, we assume that it does. 

 
Please: 
 

• wear an ID Badge which can be easily see, 

• only knock on the front door or main entrance of a property unless a resident asks 

you to do otherwise, 

• do not harass any person or ignore a request to leave or not to return 

• do not enter a property without permission, 

• take extra care when visiting properties after dark. Consider whether a night-time 

visit may cause anxiety. 

 

In addition 
 

• If one building contains several properties, and you need permission from a 

resident in order to access the building, you must not use permission given by one 

resident to call on others in the building unless they are known to be Friends. 

• Never stop a resident from shutting the door of their property (for example, by 

putting your foot in the doorway). 

• Only call between 9am and 9pm from Monday to Saturday or between 10am and 

9pm on Sundays and public holidays.  

• Sometimes there may be local restrictions to prevent ‘cold calling’ on non-Friends. 

This should not be the case for our collectors but do ask if you are unsure. 

• A maximum of two people may approach a property at any one time. 
 

3.8 Handling money 

 

Handling money correctly is important so that Friends and donors are reassured that their 

money will be properly used, and so that the Charity and yourself are both protected 

against any suggestion of dishonesty. 

 

Cheques 
If you accept a cheque, please ensure that: 

 

• The date is correct or within a few days of that day’s date 

• The cheque is made out to The Friends of The Yeatman Hospital 

• The words describing the amount match the numbers in the ‘£’ box 



26 
 

• The cheque is signed 

 

If any of these is wrong, we may not be able to contact the person concerned to have it 

corrected as cheques carry no contact details and banks will not divulge them. We may 

lose the money and our reputation will suffer if the donor thinks that we have not 

bothered to cash their cheque. 

 

Cash 
 

• You must give a receipt for each donation. (Receipt books are provided in each 

Collector’s pack.) Please ensure that the amount also appears on the counterfoil. 

• Money collected in sealed collection boxes or buckets does not require a receipt. 

Sealed boxes must be returned unopened. 

• If you need to count cash, do so in a safe and secure place. (Never in Public) 

• Never leave cash (or cheques) unattended. Ideally, keep it somewhere you can lock 

until you return your Collector Pack. 

• Return cash and cheques in the sealed envelope addressed to the Administrator 

inside your Collector Pack.   

• When transporting cash in public, try to disguise it by carrying it in a normal 

shopping bag. 
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References 

Personal Safety 

Thanks to the Suzy Lamplugh Trust for the guidelines on personal safety.  For further 
information read: 'Personal Safety at Work: A guide for everyone' and 'Personal Safety at 
Work: Lone Working', both published by the Suzy Lamplugh Trust. Copies are available 
on loan from the Friends' Administrator. 

Health and Safety at Work Act 1974: 

All employers have a common-law duty of care to their employees and volunteers. In 
addition, under the Health and Safety at Work Act 1974 (HASAWA) every employer has 
a duty to ensure that, so far as is reasonably practicable, the health, safety and welfare of 
employees are protected. 

Food Safety: 

https://www.food.gov.uk/safety-hygiene/providing-food-at-community-and-charity-

events#food-hygiene-certificates 
 

Risk Assessment 

For further information see www.hse.gov.uk/msd/risk.htm 

 

Safeguarding 

Guidance leaflet produced by Small Charities Support UK.  See their website 

http://www.smallcharitysupport.uk/index.php/downloadable-leaflets and scroll down to: 

Example Policies & Procedures for Small Charities 

  

Equality Act 2010 

For further information see https://www.equalityhumanrights.com/en/advice-and-
guidance/core-guidance-voluntary-charity-and-community-organisations 

 

Whistleblowing 

For further information see https://www.gov.uk/guidance/report-serious-wrongdoing-at-
a-charity-as-a-worker-or-volunteer#what-to-report-to-the-charity-commission 

 

Fundraising Guidelines: 

Information supplied by the Fundraising Regulator see www.fundraisingregulator.org.uk 

  

https://www.food.gov.uk/safety-hygiene/providing-food-at-community-and-charity-events#food-hygiene-certificates
https://www.food.gov.uk/safety-hygiene/providing-food-at-community-and-charity-events#food-hygiene-certificates
http://www.hse.gov.uk/msd/risk.htm
http://www.smallcharitysupport.uk/index.php/downloadable-leaflets
http://www.smallcharitysupport.uk/index.php/example-policies
https://www.equalityhumanrights.com/en/advice-and-guidance/core-guidance-voluntary-charity-and-community-organisations
https://www.equalityhumanrights.com/en/advice-and-guidance/core-guidance-voluntary-charity-and-community-organisations
https://www.gov.uk/guidance/report-serious-wrongdoing-at-a-charity-as-a-worker-or-volunteer#what-to-report-to-the-charity-commission
https://www.gov.uk/guidance/report-serious-wrongdoing-at-a-charity-as-a-worker-or-volunteer#what-to-report-to-the-charity-commission
http://www.fundraisingregulator.org.uk/
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Answers to What Would You Do Safety Situations : 

Question A: 

• Call for back-up from other Friends Helpers. 

• Listen to complaint with an open mind. The first thing that is necessary to do 

when you receive a customer complaint is to listen. 

• Repeat the problem back. 

• Empathize and think about why they are so aggressive 

▪ impatience (due to waiting, lack of information or boredom 

▪ frustration (due to lack of information or disappointment) 

▪ anxiety (lack of choice, lack of space) 

▪ resentment (lack of rights) 

▪ alcohol or drug? 

▪ Apologize for the error.  

▪ Offer and execute a solution. 

▪ Follow up. 

Question B: 

• Speak calmly to the residents. 

• Avoid eye contact with the dog. 

• Turn your body slowly to the side. 

• Cross your arms. Completely ignore the dog. 

• Be still for a short period then move slowly away. 

• Try to get to a place where there is a barrier between you and the dog. 

• Without shouting, calmly ask someone nearby to help. 

 

Answers to What Would You Do Safeguarding Situations: 

Question A: 

• Remain on the doorstep and ask questions to confirm if parent is due back soon, or 

if there is another adult in the house? Is there a neighbour who often babysits? 

• Reassure the child and keep calm. 

• Call the Friends Safeguarding Lead immediately on 07531198791. 

• If you have any concerns about the child’s immediate welfare dial 999. 

• Alert a neighbour if there is one nearby but remain until backup arrives. 
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