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ALAMEIN COMMUNITY COMMITTEE INC

ABN 14  634 097 750                              Incorp. No. A1801

CONTACT DETAILS

Isabel Ho – Receptionist

Times:                         Monday-Friday

                                    9:00am-1:00pm
Telephone:  9885 9401                             Fax:  9885 3818
Email: alamein@vicnet.net.au
Alamein Community Committee (ACC)
Jenny Fuge - Executive Officer  

Times: 
Monday, Tuesday, Wednesday, Thursday 

9.00am - 3.00pm  

Telephone:  9885 9401                             Fax:  9885 3818

Email: alameincc@bigpond.com

Alamein Neighbourhood & Learning Centre 

Mim Markovic -  Community Programs Coordinator 

Times: 
 Monday, Tuesday, Wednesday, Thursday 
Telephone:  9885 9162                            Fax:  9885 3818
Email: anlc@bigpond.com  

Adult & Further Education


Sandii Ingham -
Further Education Coordinator 

Times: 
Monday, Tuesday, Wednesday, Friday
Telephone:  9885 9074                           Fax:  9885 3818
Email: furthered@bigpond.com

Volunteer Alliance

Mira Haldun
Volunteer Alliance Coordinator

Telephone: 9885 3815                             Fax:  9885 1239

Email:  volunteeralliance@ashburtonsupportservices.com
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ALAMEIN COMMUNITY COMMITTEE 

incorporated
Alamein Community Committee Inc. was founded in 1976 in direct response to the needs of the community and continues today as a community development catalyst. It is a not-for-profit organisation and is managed by a voluntary committee of management.

Projects of Alamein Community Committee Inc. include: 

· Alamein Neighbourhood & Learning Centre 

· Adult Further Education Program 

· Community Bus

· Dial a Bus

· Community Garden 

· Social Housing & Advocacy Support Program,

· Never Too Old to Learn Program.

· Community Lunches
· Men’s Shed

Alamein Community Committee Inc. holds its committee meetings on the 1st Tuesday of every second month at 7.30pm. 
Annual General Meetings are held on the third Tuesday in March. New members are always welcome.  

Alamein Neighbourhood & Learning Centre holds its Volunteer Planning and Support meetings at the Centre on the 1st Tuesday of the month at 1 pm—bring your lunch!   All volunteers are encouraged to attend.
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MISSION STATEMENT
To provide educational, training and support programs which will encourage the local community, particularity disadvantaged people, to become involved in the process of self help and helping others and to improve on and share their skills and knowledge for the advancement of their own lives and the community in which they live.

 OUR AIMS

The aims of Alamein Community Committee Inc. are: 

· To respond to the needs of the community, especially those who are isolated and disadvantaged.

· To provide quality services.

· To encourage local residents to participate in building a sense of community which brings people together without discrimination.

· To encourage community members to take part in decision making by serving on various committees

· To represent the community at all levels of Government

· To network with other local organisations to maximise service provision to the community.


OUR VALUES
· The Alamein Community Committee is apolitical and it performs its functions in an impartial and professional manner
· The Alamein Community Committee has high ethical standards

· The Alamein Community Committee endeavours to provide a workplace that is free from discrimination and recognises the diversity of the community within which it serves

· Alamein Community Committee is accountable for its actions and inactions

· The Alamein Community Committee delivers its services fairly, effectively, impartially and with courtesy to the community

· The Alamein Community Committee provides a fair, flexible, safe and rewarding workplace

· The Alamein Community Committee concentrates on achieving results and managing performance and encourages equity in employment. 

ALAMEIN COMMUNITY COMMITTEE INC

VOLUNTEERING POSITIONS
The following are just some of the opportunities for volunteers:
· Become elected to the ACC Committee of Management

· Fundraising

· Promotional activities

· Bus driving

· Join one of ACC Subcommittees, e.g: Alamein Neigbourhood & Learning Centre Volunteers Support & Planning Subcommittee.
· Run an activity at ANLC

· Friendship and support 
· Office assistance

· Organising the trade table

· Coordinating Community lunches

· Gardening

· Working bees

· Organising bus trips

· Social activities

· Language & Literacy Programme tutor

· Publicity Officer

· Men’s Shed Assistant

VOLUNTEER RIGHTS AND RESPONSIBILITIES
As a volunteer you have the right to:

· accurate information about the organisation for which you are volunteering

· a clearly written job description with agreed working hours

· know to whom you are accountable

· be recognised as a valued team member

· be supported and supervised in your role

· a healthy and safe working environment.

· be covered by insurance

· say no if you feel you are being exploited.

· be reimbursed for approved, out of pocket expenses

· be advised of the organisation’s  volunteer policy and other policies that affect your role.

· be informed and consulted on matters which directly or indirectly affect you and your work

· be made aware of the grievance procedure within the organisation

· orientation and training

· have your confidential and personal information dealt with in accordance with the principles of the Privacy Acts

· be recruited as volunteers and not used to replace paid workers

RESPONSIBILITIES
As a volunteer you need to:
· be reliable

· respect confidentiality of clients, staff and other volunteers

· carry out the specified job description

· To be accountable

· be committed to the organisation’s principles, policies, and practices

· undertake training as requested

· ask for support when you need it

· give notice before you leave the organisation

· value and support other team members

· carry out the work you have agreed to do  responsibly and ethically and in accordance with the job description

· be aware of risk management considerations and to adhere to workplace health and safety guidelines

· refrain from offering advice, evangelising or  exerting undue influence over clients

· report incidents accidents promptly in accordance with policy

· refrain from accepting monetary or other rewards. of substantial value for services offered as a volunteer

· provide receipts for out of pocket expenditure

VOLUNTEER COORDINATOR
In addition to your assigned supervisor within Alamein Community Committee, the Volunteer Alliance Coordinator is also a point of contact within the organisation. The coordinator’s role is to promote the involvement of volunteers and to act as your voice within the organisation.  Feedback is important and you are encouraged to raise any suggestions, comments and concerns regarding your placement.

PLACEMENT
Once you have chosen your preferred available volunteer position, completed all the pre-placement screening checks and the Volunteer Coordinator has recommended your placement as a good match, a meeting is arranged for the volunteer to talk directly with the staff supervisor of that position.  At this meeting, the supervisor will provide the volunteer with an orientation to the service and arrange the times for the three trial sessions which need to be undertaken before placement is confirmed. The trial sessions will determine whether the volunteer is appropriate for the position and for the volunteer to decide whether they would like the position.  Once a position is offered and accepted it is expected that the volunteer will make a minimum of six months commitment.
ALAMEIN COMMUNITY COMMITTEE POLICIES AND RELATED INFORMATION
REIMBURSEMENT 
Alamein Community Committee is committed to ensuring volunteers are reimbursed for approved out of pocket expenses.
The term reimbursement relates to an exact refund of expenses incurred in the course of a volunteer’s work. 

Volunteers are entitled to claim reimbursement for ‘approved’ out of pocket expenses associated with their volunteer participation. Approved out of pocket expenses will be assessed on an individual basis. The volunteer’s supervisor must approve out of pocket expenses for reimbursement. Transport expenses are not normally reimbursed.

Process:

In order to claim reimbursement, the volunteer needs to undertake the following:

· Ensure they understand the policy and for what they are entitled to claim reimbursement for;

· Obtain prior approval for expenses from Program Supervisor;

· Retain all receipt; and

· Submit receipts to the Program Supervisor. 

RECEIVING GIFTS

Staff and volunteers are discouraged from accepting gifts from clients and/or their families. Although a client’s right to make offers of gifts is respected, such a practice is not considered to be in the best interests of staff, volunteers or clients. It is important that clients and/or their families are not made to feel that such gratitude is expected. Therefore, the following shall apply:

· Monetary gifts large or small must not be accepted. If a client or family member insists, staff and volunteers are to inform them of this policy.

· Small gifts such as a few sweets, a photo, flowers or other inexpensive items may be accepted but should be limited to infrequent occasions.

· Moderate to valuable gifts especially jewellery must not be accepted.

When volunteers are unsure if they may accept a gift, they should consult their Program Supervisor. When a client is incapable of understanding a volunteer’s refusal to accept a gift, or the client suffers from dementia, any gift (monetary or otherwise) is to be given to the Program Supervisor for safekeeping and returned either to the family, or to the client. This must always be documented.

(Policy adapted from Monash Volunteer Resource Centre Receiving Gifts Policy)

EVALUATION
Alamein Community Committee has a policy of continuous improvement aimed at providing best quality services to the community.  To this end, it values all constructive feedback. 

Alamein Community Committee facilitates the active involvement of volunteers in setting directions and decision making through:

· Participation in its Volunteer Support and Planning meetings; and
· Annual written evaluation surveys for volunteers 

We know that if you are not enjoying your time with us we won’t keep you for long. So, don’t hesitate to talk to us out changing you role etc, if you find it no longer suits you, or to suggest any changes that will make it better for you.

PRIVACY POLICY
Respect to all aspects of privacy for clients, staff and volunteer is of paramount importance. Confidentiality must always be maintained. Alamein Community Committee abides by the principles of the Privacy Act and volunteers are required to familiarize themselves with the policy.

PRIVACY POLICY SUMMARY

(for a full copy please see your supervisor)

ACC is committed to ensuring the privacy and confidentiality of all clients and staff is upheld. ACC services and procedures are compliant with relevant State and Federal privacy legislation. 
ACC staff (paid or volunteer) delivering services are bound to comply with the statutory duty of confidentiality which is contained in the Commonwealth Privacy Act (1988), the Victorian Health Privacy principles contained in the Health Records Act (2001) and the Information Victorian Privacy Act (2000). Every employee (paid or unpaid) has a duty to not disclose information that could identify a person who has, or currently is, receiving a service. An exception to this duty occurs if:

· The client’s prior consent is appropriately obtained; or 
· If duty of care considerations eg. consumer, volunteer and/or staff safety override an individual’s rights to confidentiality.
All staff, volunteers and clients will be provided with information relating to ACC’s privacy policy and dispute resolution procedure. 

Collection of Information
ACC will only collect the minimum personal and health information that is necessary for the delivery of services to a consumer, or for purposes directly related to the delivery or eligibility of such services. 

Health and personal information will be collected for the purposes of:

· Establishing a client’s eligibility;

· Prioritising a client for services;

· Assessing a client’s needs;

· Providing data to funding bodies; and

· Service planning and evaluation (in this situation, any identifying information will be removed from the data).

ACC will collect this information only if we have an individual’s consent, or the consent of an authorized person. 

Use and Disclosure of Information

ACC will only use and disclose information for the primary purposes for which it was collected. We will take all possible steps to ensure that information is used and disclosed in accordance with a client’s expectations.

ACC will only disclose information about a client to an outside organization or individual with the client’s, or an authorised representative’s, consent. ACC will ensure that informed (and wherever possible, written) consent is obtained prior to the release of information. Consent documentation will be retained in the client’s file.

If a client wishes for their information to be disclosed to an advocate or other nominated person, written consent will be required.

The only circumstances under which ACC will disclose client information without the client’s consent is when:

· An authorised representative requires information;
· Where it is permitted or required by law;
· There is a serious threat to the health, safety and welfare of the individual or the public.
In these situations, ACC will keep the client informed of the disclosure, whenever possible and appropriate. 

Storage and Security of Information

All personal information relating to clients and staff will be kept in a secure place. Information is held in both computer-based and paper-based storage. ACC is conscientious and cautious in relation to access to computer and filing systems, in order to prevent unauthorised access, and we are committed to a ‘clean desk policy’ to ensure that files are always stored and protected appropriately from unauthorised access.

Only authorized personnel may access personal information records of staff, volunteers and clients. All authorised personnel are trained, and required by law, to respect an individual’s right to privacy. 

Client records are retained for the duration of a client’s involvement with ACC, and may be retained for longer in case of medical or legal implications. When the records are no longer required by law they are shredded, and deleted from the system.
Access and Amending Information

ACC takes reasonable steps to ensure that the personal information it collects, uses or discloses is accurate, complete and current. Clients have the right to access and correct their personal information. If a client requires at any time to access any of the personal information that is held by ACC, clients are required to contact the Privacy Officer. ACC aims to respond to requests for access to personal information within ten (10) business days. All reasonable precautions will be taken by ACC to verify the identity of the individual and their right of access to the relevant information. ACC requires a client to provide written permission if they wish for their information to be released to a third party.

Access may be denied or limited in exceptional circumstances eg. Where it might hinder the activities of a law enforcement body or unreasonably infringe upon another person’s privacy. 
Individuals seeking access to their information will be advised that they have a right to correct it. Clients are entitled to amend any incorrect information held by ACC. In addition, to ensure that personal information kept is current, clients and staff are required to notify ACC if their personal information or circumstances change. 
Privacy and Confidentiality Complaints
ACC recognizes and supports a client’s right to make a complaint, if they believe that their personal information has been collected, used or stored inappropriately. Clients are made aware of how to make a complaint and their right to do so during orientation. 

Any concerns should be discussed with ACC’s Privacy Officer, located at Alamein Neighbourhood and Learning Centre; by phoning 9885 9401; or writing to:



Privacy Officer



Alamein Community Committee Inc.



P.O. Box 122



Ashburton 3147

All concerns will be investigated thoroughly and necessary action will be taken, where required. Breaches of confidentiality may result in disciplinary procedures, termination and/or legal action. A breach of confidentiality occurs when a person in a trusted position divulges information about another person to a third party, without a lawful reason or authorisation. It is considered lawful, however, if conditions or circumstances exist that would lead a reasonable person exercising due care to believe that failure to disclose information could result in danger to another person. 

Should a client feel their concerns have not been adequately resolved by the Privacy Officer, they will be referred to the President of the Committee of Management. 

If a client does not feel they have received a satisfactory outcome, they can contact the Federal Privacy Commissioner by:

Telephoning – 1300 363 992; or

By writing to:


The Director of Complaints


Office of the Federal Privacy Commission


GPO Box 5218


Sydney, NSW 1042
Reviewing the Privacy Policy

The Privacy policy will be reviewed regularly in consultation with the Committee of Management to ensure that the organisation’s systems and procedures are compliant with the requirements of all relevant State and Federal legislation and the HACC National Service Standards.

Any amendments will be made available to clients, carers, and staff. 
VOLUNTEER GRIEVANCE PROCEDURES
As a volunteer you need to recognise the stated aims of the organisation, contribute to these and work towards the best possible standards of service to the community.  Personal values contrary to those stated in Alamein Community Committee’s aims or any relevant legal Acts must not be practiced/exercised during the programme’s service delivery.
The organisation aims to prevent and to eliminate discrimination and harassment in its employment policies and practices. 

Where volunteers consider their rights have been breached, processes for resolving disputes have been developed and are available for you to access.
COMPLAINTS RESOLUTION PROCEDURE

Stage 1 (Informal): 
Time frame: five (5) working days

Complaints will be initially considered within the organisation, through a verbal approach to the person(s) affected by the complaint. The staff/senior management member investigating the complaint will discuss the issue (within the boundaries of privacy legislation) with all relevant people. The parties involved will be interviewed separately and offered opportunities to present their version of events. The staff/senior management member investigating the complaint will attempt to resolve the complaint at this stage taking into account all parties affected. The complaint will be documented and kept on file and all parties affected by the decision will be fully informed and given time to respond. 

Where a complaint remains unresolved through Stage 1 of the process, the formal complaint resolution stage will be implemented:

Stage 2 (Formal):  

Timeframe: As promptly as possible, dependent on availability of relevant parties, advocates and mediator (where applicable). 

· All relevant persons involved will be advised of the complaint resolution procedure.

· A meeting will be arranged with the relevant parties and /or their advocates with the aim of resolving the complaint.  

· A resolution action statement will be developed describing the agreed process and actions to resolve the complaint. The outcome will also be recorded.  Where a successful resolution is reached all actions required to resolve the issue will be documented and signed by all relevant parties. Each party will retain a copy of the document as a record.

· Where it is not possible to resolve the issue to the satisfaction of all parties, a mediator may be required. A copy of the actions taken in attempting to resolve the complaint will be recorded, signed and made available to all parties.

After the formal complaint resolution procedures have been undertaken, if the person making the complaint is still unsatisfied, they will be reminded that they are entitled to take the matter further, and will be provided with information on additional avenues available to resolve the matter i.e. they may refer their complaint to the Committee of Management (where they have not been previously investigating the complaint), the State Ombudsman or other relevant parties. 
Routine Complaints

The staff member receiving the complaint will acknowledge the complaint verbally and attempt to resolve the complaint to the satisfaction of the client using Stage 1 of the complaints resolution procedure. If any policy or operational changes are required, the staff member will discuss the matter with the Executive Officer. The staff member receiving the complaint will respond verbally to the client within five (5) working days of the complaint being received. The staff member will outline any actions or decisions that have been taken. If the client is dissatisfied with the way the organization has responded, they will be reminded that they are entitled to take the matter further (Stage 2 of the complaints resolution procedure). 

Serious complaints

The Executive Officer (or Committee of Management in the case of complaints or disputes with the Executive Officer) will be informed of all serious complaints within 24 hours. The Executive Officer or a member of the Committee of Management will contact the complainant verbally within 24 hours of being notified and will acknowledge the complaint in writing within five (5) business days of being notified. The senior management member will investigate the complaint (according to Stage 1 of the complaints resolution procedure). After attempting to resolve the complaint with the client, the program coordinator will write to the client outlining any decision reached and/or any actions ACC has taken, or will take, in response to the complaint. This written notification will occur within five (5) working days of the complaint acknowledgement letter being sent. If the client is dissatisfied with the way the organization has responded, they will be reminded that they are entitled to take the matter further (Stage 2 of the complaints resolution procedure). 

Monitoring and review

The Executive Officer will review the complaints register every three (3) months to ensure that complaints have been responded to promptly, fairly and appropriately and that procedural changes have been implemented. 

      Other resources and organisations

Other options, which may assist ACC or its clients in resolving complaints or providing advice, include the following organizations (please consult the white pages telephone directory or directory assistance for up-to-date phone numbers):
State HACC Departments

In Victoria, clients can contact their nearest departmental regional office via the Department of Human Service’s website: www.dhs.gov.vic.au, or refer to the White Pages Telephone Directory.

      State Government Ombudsman

      The Ombudsman for the State Government deals with complaints concerning 

actions of government departments. The Office of the Ombudsman can also help with referrals to appropriate organisations for specific complaints. 

      However, it cannot act if the complaint concerns a decision or action of 

      an elected Council or Councillor.
      Equal Opportunity Commission

      The Equal Opportunity Commission will deal with complaints concerning 

      discrimination on the grounds of disability, sex, race, age, industrial 

      activity, marital, parental or carer status, political or religious 

      beliefs, sexual orientation or pregnancy. The Commission will assist 

      people to prepare statements and to lodge a complaint. The role of the 

      Commission is to then mediate between parties to reach resolution of the 

      complaint.
      Office of the Public Advocate

      The Office of the Public Advocate represents the interests of Victorian 

      people with a disability. 
Department of Justice - Complaint Resolution Service 


The Complaint Resolution Service will provide a mediator to act as a neutral third party to assist with negotiations in times of argument or complaints.

Complaints Resolution Centre





The Complaints Resolution Centre will investigate complaints on behalf of the Commonwealth Government regarding breaches of service provision and assist with negotiating a settlement.
Office of the Victorian Privacy Commissioner


The Privacy Commissioner deals with complaints concerning privacy of information.
Harassment and Discrimination

ACC strives to employ skilled individuals that can enhance the services provided to clients. Recruitment and selection strategies will be non-discriminatory and adhere to all applicable equal opportunity legislation and HACC principles and practices. Volunteer work is offered on an equal opportunity basis and volunteers are recruited without discrimination as to gender, culture, political or religious affiliation, or sexual preference etc. Should you have any grievances in this regard, do not hesitate to raise them with the Volunteer Coordinator, your supervisor or the CEO.

ACC does not tolerate violence or harassment and aims to ensure that adequate measures are in place to both prevent harassment and discrimination as well as to proactively address any incidents of harassment to create a safe environment for all who work for, or utilise the service.
Harassment refers to any type of discrimination. It can take many forms and may involve inappropriate behaviour, comments, actions or physical contact that is objectionable or causes offence. Unlawful harassment may relate to any of the characteristics covered by equal opportunity legislation, such as:

· Age

· Race

· Sex

· Disability/impairment

· Sexual orientation/lawful sexual activity

· Physical features

· Industrial activity/inactivity

· Marital status, including de facto

· Pregnancy

· Parental status

· Carer status

· Personal association with someone of the above attributes

Sexual Harassment is specifically defined as any unwelcome and uninvited physical, verbal and non-verbal behaviours of a sexual nature. Some examples of sexual harassment include:

· Leering, panting, pinching or touching;

· Offensive comments on physical appearance, dress or private life;

· Persistent, unwelcome requests for sexual favours or dates,

· The display of pornography (ranging from mildly erotic to sexually explicit).

Harassment is not only unacceptable, it is unlawful under state legislation (Equal Opportunity Act, 1995) and federal legislation (Racial Discrimination Act, 1975; Sex Discrimination Act, 1984; Disability Discrimination Act, 1992; Human Rights and Equal Opportunity Commission Act, 1986).

It is important to note that the person being subjected to the behaviour determines whether the behaviour is welcome or unwelcome. Harassment may be seen to have occurred if the behaviour makes the victim feel offended and humiliated; intimidated, embarrassed or frightened; and/or uncomfortable at work.
Occupational Health and Safety 
ACC is committed to the provision and maintenance of a working environment that is safe and without risk to health. This commitment extends into all organisational activities, both on and off site.
For the purpose of this information, hazard refers to an event or substance in the workplace, which has the potential to cause harm to the health and safety of others. Incident refers to where a person could have been injured or equipment damaged. 

ACC will comply with relevant Occupational Health and Safety legislation, statutory requirements, codes of practices and industry standards. All levels of management have a responsibility for the safety of their clients, employees and volunteers. The Occupational Health and Safety Act, 2004 requires that employers “eliminate risks to health and safety so far as is reasonably practicable” (Section 20). 

Management, employees, volunteers and clients all have a responsibility to abide by occupational health and safety policies and procedures to help maintain a safe and healthy workplace; this includes the identification, reporting and control of hazards. In accordance with Section 25 of the Occupation Health and Safety Act (2004), it is the duty of all employees to take responsibility for their own health and safety and that of any other person who may be affected by the employee’s act or omissions at the workplace. 
ACC will:

· Provide and maintain adequate protective equipment, fit for the required purpose; 
· Provide up to date information, training, instruction and supervision on the use of protective equipment;
· Keep information and records relating to the health and safety of staff, volunteers and clients; 

· Consult with staff and volunteers on health and safety matters and on ways to reduce workplace hazards and improve work systems;
· Promote health and safety awareness and develop healthy and safe working procedures;
· Employ or engage suitably qualified people to provide advice on the health and safety of staff, volunteers and clients;

· Monitor conditions in the workplace;

· Provide health and safety information to staff, volunteers and clients in appropriate languages, including the names of people to whom they may make inquiries or complaints in relation to health and safety;
· Maintain effective accident and incident analysis and hazard reporting systems;

· Encourage rehabilitation of injured employees; and 

· Regularly review health and safety policy and procedures;
Employees and volunteers will:

· Comply with all relevant legislation and statutory requirements, codes of practice and industry standards;

· Comply with health and safety work practices;

· Wear appropriate protective equipment;

· Report any potential or actual hazards, and participate in the analysis of any hazards, accidents and incidents at their place of work; 

· Accept responsibility for protecting themselves and others in the workplace;

· Coordinators of each service area (Further Education, HACC services etc) are accountable for the implementation of policy and procedures to ensure a safe workplace is maintained. Coordinators will evaluate all personnel’s safe workplace performance and education requirements on a day-to day basis and during performance appraisals.
It is considered an offence, without lawful excuse, to recklessly engage in conduct that exposes, or may potentially expose, a person at the workplace to the risk of serious injury. Any incident in which an individual is found to be recklessly disregarding the health and welfare of others may be dismissed or discharged.

First aid

All buildings and vehicles under the control of ACC have a first aid kit available. In addition, designated staff have the relevant workplace first aid/CPR training. ACC encourages all staff and volunteers to participate in first aid training opportunities. 

Smoke-free workplace

As part of ACC’s commitment to health and safety, the Alamein Neighbourhood and Learning Centre building is non-smoking.  ACC is committed to providing a smoke-free environment in all buildings and vehicles under its direct control. This will be achieved by the prohibition of smoking in those areas and vehicles. 

Information and training

ACC will provide appropriate training for staff and volunteers in health and safety practices and procedures, and will promote health and safety awareness and develop healthy and safe work procedures.

Orientation for all new staff and volunteer will cover relevant occupational health and safety issues such as:

· Fire and evacuation procedure;

· Relevant legislation and statutory requirements, codes of practices and industry standards;

· Safe work practices;

· Reporting accidents, incidents and hazards;

INCIDENT REPORTING

It is a requirement of the service that any incident, accident or illness caused at ACC or by clients, staff or volunteers be recorded in the Incident/Accident book (available at Alamein Neighbourhood and Learning Centre) and that appropriate reporting procedures be undertaken. 

If the individual involved is unable to fill out the incident/ accident form, they must provide the following information in writing to the organization within 24 hrs.

· Their name and volunteer position;

· The date and time the injury/incident or illness occurred;

· The exact location when the accident/incident/illness happened;

· How the injury/incident/illness happened;

· The nature of the injury or illness what part(s) of their body were affected (if any);

· The names of all people involved in the accident/incident, and details of any injury observed to others;

· Names of any witnesses to the injury or illness;

· Any damage to property that occurred;

· Any action taken to respond to the incident

· The date the volunteer informed the service;

If the individual is unable to notify ACC, someone else can give notice on their behalf, by providing the above information and his/her name. ACC will acknowledge in writing that they have been notified of the individual’s injury, accident or incident. All information from incident/accident forms will be stored, used and/or disclosed in a manner consistent with the privacy policy of ACC.

Volunteer/Client Relationship Policy 

Alamein Community Committee will provide a service that demonstrates an understanding of the boundaries of the volunteer/client relationship. Alamein Community Committee aims to maintain a service that is enjoyable, safe and meaningful for clients, whilst monitoring the client’s well-being and ensuring the safety of both clients and volunteers.
Distinction between paid and unpaid work

The organisation recognises a distinction between paid and unpaid work. Volunteer roles will not undermine or replace paid staff, but will be complementary and supportive of staff roles. Volunteers are obliged to concede to lawful staff directives but have greater options for voluntary refusal of duties, absences and leaving the service. Volunteers will refrain from offering advice to clients or accepting monetary or other rewards for services offered on a volunteer basis.

Alamein Community Committee staff will recognise the contribution of volunteers to the running of programmes in an appropriate and timely manner. Although paid staff members ultimately have greater authority than volunteers, ACC recognizes the contribution of volunteers on a democratic basis within the organisation, except where directives are necessary.

Boundaries

Volunteers are not permitted to provide advice to clients about their personal life, particularly with regards to financial, legal or health matters. Volunteers are to direct clients requiring this kind of assistance to the Program Supervisor, who will refer the client to an appropriate service. 

Volunteers are recruited for specific tasks appropriate to their role. As volunteers are only insured to perform allocated task, they are not permitted to do additional tasks for a client without their supervisor’s permission. 

Alamein Community Committee, through its policies and work practices, aims to encourage the client’s independence and self-determination. Where a client displays a pattern of dependence (e.g. repeatedly requesting advice on personal matters, raising discussions of a personal nature; or wishing to buy gifts) volunteers are to report this to their supervisor. A staff member will then have an informal discussion with the client to reaffirm the role and responsibilities of the volunteer. 

Monitoring and Reporting

Volunteers assisting Alamein Community Committee often have regular and direct contact with clients. Monitoring client well-being is a designated duty in the position description of volunteers in direct contact with clients. Volunteers are required to ensure observations and discussions with clients are dealt with in a manner that respects the privacy of the individuals (See Alamein Community Committee’s Privacy Policy).

If a volunteer feels that information shared with them or something they observe during their volunteer activities is a risk to the health or safety of the client, the volunteer or another person, they must discuss the issue with their supervisor. Volunteers are required to report any concerns they may have about a client’s health, well-being or safety to their supervisor. In addition, if a volunteer has reason to suspect a client they see is suffering a form of abuse (e.g. Neglect, physical, sexual, emotional or financial abuse) it is their responsibility to report it immediately to their supervisor. 

Nursing and Medication

In addition to training on confidentiality and maintaining professional boundaries, at orientation volunteers will be informed that they do not have a nursing role. Volunteers are not permitted to carry out nursing duties such as changing dressings or administering medication. 

MAINTAINING PROFESSIONAL BOUNDARIES

Professional boundaries work in two ways, they provide for the safety of the client and the privacy and safety of volunteers. These boundaries ensure a quality service will be provided to clients. Maintaining professional boundaries limits the scope for confusion and possible exploitation of abuse of either the client or volunteer.  Volunteers are engaged to assist in providing a service and therefore the relationship is that of a client/worker, it is not the role of the volunteer to provide friendly advice to the client about their personal life, particularly with regards to financial, legal or health matters. Refer clients requiring personal, medical, legal, financial or family assistance to the Program Supervisor, who will refer the client to an appropriate service. 

In order to do this, a relationship needs to be established with the client based on mutual respect and dignity. Encourage the client’s independence and self determination. Even with the best intentions, there may be times when a client becomes dependent on a volunteer. This is not beneficial for either the client or the volunteer, nor is it in the best interests of the organisation. 

Signs of a client becoming dependent on the volunteer may include discussions of a personal nature; asking advice on personal matters; or wishing to buy gifts. Volunteers should discourage these actions and inform their Program Supervisor of the situation. Sometimes the relationship can be brought back on track by an informal discussion with the client to reaffirm the role and responsibility of the volunteer. 

While volunteers and clients are asked not to discuss confidential information, there may be occasional where the client, either knowingly or inadvertently, discloses such information to a volunteer. Volunteers need to treat all information provided by the client with utmost respect and not talk about client’s confidential information with family, friends or any person other than their supervisor. If the volunteer has concerns that the information suggests there is a risk to the health or safety of the client, the volunteer or another person, they must discuss the issue with their Supervisor. 

If you feel at all uncomfortable with the relationship with a client, you should contact your Program Supervisor or the Volunteer Co-ordinator immediately to discuss an appropriate course of action. 

Volunteer Duty of Care Policy 

Duty of care is defined as an obligation, recognised by law, to avoid conduct that would pose unreasonable risk to others.

Clients have a right to expect that all those who assist in their care will take reasonable measures to avoid harming them, and to protect them from foreseeable risk of injury. All volunteers owe a duty of care to clients and are responsible and independently accountable for their actions whilst performing volunteer work. 

A volunteer’s duty of care is to use commonsense and exercise reasonable caution in any activities undertaken with a client. Breaches could include such behaviours as not meeting agreed upon standards of care e.g. by assisting a client in a way that is not part of your role or training; or by putting a client’s health at risk e.g. by leaving objects or spilt liquid on the floor that could pose an obstacle to a client. The basic message is to act responsibly and to not take risks. Accidents do happen and unforeseeable difficulties can arise. Such occasions are unfortunate but do not necessarily constitute a breach of a volunteer’s duty of care. If a volunteer has any doubts at all regarding duty of care issues they are encouraged to raise them with their Program Supervisor or the Volunteer Coordinator.

Alamein Community Committee recognises the rights and responsibilities of clients and carers, volunteers and paid staff. Alamein Community Committee is also bound by the principle of duty of care and is required to provide a service that is of a high quality. A duty of care therefore covers the training, to a sufficiently high standard, of all personnel involved in the provision of service. 

DEALING WITH DIFFICULT SITUATIONS

Alamein Community Committee Inc. assists relatively low risk clients who are still reasonably independent and require social support. Policies and procedures are monitored and designed to minimize any risk and ensure the organisation’s duty of care is upheld. However, despite every effort to minimize risk, difficult situations can still arise. Below are some difficult scenarios and guidance on responding to them. Please note, all of the outlined cases need to be reported to your supervisor and may require an incident and accident report. 
A volunteer is threatened or assaulted

Volunteers are not matched with clients who are known to be aggressive or potentially violent. However, should you be confronted with aggressive or threatening behaviour from a client, family member or visitor, you should remove yourself immediately from the situation and contact your Program Supervisor. Volunteers will be offered debriefing. Any allegations of threats or abuse will be investigated thoroughly be the organisation and relevant measures will be taken to ensure such behaviour does not continue. 

A client becomes ill
If a client becomes seriously ill whilst a volunteer is present, and the volunteer believes it may be life-threatening, they should immediately contact emergency services (Dial 000). They should then contact their supervisor to inform them of the situation and to seek assistance. 

The Program Supervisor would then immediately contact emergency services and the client’s emergency contact, and an appropriate person would stay with the client. 

If a client is ill, but it is not believed to be life-threatening, the volunteer should contact their supervisor to discuss the appropriate course of action.

A volunteer may face the situation of an ill client, who does not want emergency services contacted. If the situation is serious, but no life-threatening, the supervisor should be contacted to manage the situation. If the situation is believed to be life-threatening, the volunteer should contact the ambulance and immediately contact the Program Supervisor to inform them and seek support. In the case of a life-threatening situation, the organisation’s duty of care would take precedence over the individual’s wishes.

If a client becomes ill whilst in the community, for example on an excursion, the volunteer should notify their Supervisor immediately. If the situation is life-threatening, an ambulance should be called. 

A client makes a complaint about another service provider
In the course of conversation, a client may reveal information about other service providers. This information should be dealt with confidentially. Volunteers should not attempt to solicit information regarding other services providers.

If the client persists in expressing concerns, the volunteer should encourage them to take the matter up with that service provider directly. The volunteer should explain to the client that they are from a different service and not in a position to act on the clients’ behalf. Volunteers can also raise the matter with the Program Supervisor or Volunteer Co-ordinator, who might be able to talk to the clients about community advocates or other options.

If the complaint raised by the client indicates abuse or physical harm, the volunteer must report this to the Program Supervisor as soon as possible. 
A client discloses confidential information to a volunteer

While volunteers and clients are directed not to discuss confidential information there may still be occasions where the client discloses such information to you, either knowingly or inadvertently. 

It is critical that volunteers understand that they are not to talk about client’s confidential information with family, friends or anyone other than the Program Supervisor or Manager. 

If you have concerns that the information suggested there is a risk to the health or safety of the client, yourself or another person, you must contact their Program Supervisor or Manager to discuss the information. 

If you are unsure about the implications of the information, they should contact their Program Supervisor or Manager to discuss the information. 

(Dealing with Difficult Situations adapted from Volunteer Management Resource Kit, Eastern Metropolitan Region, DHS) 

A GUIDE TO BEING A VOLUNTEER WITH THE 


ALAMEIN COMMUNITY COMMITTEE INCORPORATED





Welcome to the Alamein Community Committee Inc. (ACC). We hope that you will enjoy your volunteering experience with us. We encourage you to participate in our activities including our monthly meetings: ACC Inc. Committee and Volunteer Support and Planning Subcommittee.





The purpose of this booklet is to inform you about the Alamein Community Committee Inc.: what it does, its policies and procedures and who to contact. The booklet also tells you about the range of volunteering opportunities at Alamein Community Committee Inc. and about your rights and responsibilities.





Once again, welcome aboard! Without your involvement we would not be able to offer the range of activities and programs we currently provide to the community.





ALAMEIN COMMUNITY COMMITTEE INC.


COMMITTEE OF MANAGEMENT


Responsible for monitoring, planning & setting policy








EXECUTIVE OFFICER


Responsible for community development, administration


of programs, management, coordination, staff & representing


organisation within Local, State & Federal Gov. areas.


Responsible for ensuring organisation complies with


AQFT - (in conjunction with Further Education Coordinator) 


DHS Quality House  (in conjunction with Centre Manager)


and  HACC National Standards





Tutors/Volunteers








Tutors/Volunteers


Bus Drivers
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