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This policy applies to  
 

Link Group Link Housing Link Living Link Property
 

Horizon Larkfield West Highland Lintel Trust
 

Policy Summary  
 
 
 
 
 
 
 
 

 
 
 
Equalities 
 
 
 
 

 
 
Privacy 
 

 

 

Policy Owner 

 Managing Director - Horizon Housing 

Approved by  
 
Horizon Board 
 
 
 

Horizon is committed to offering volunteering opportunities and to ensuring 
volunteers are supported during their time with Horizon. This policy sets out the 
broad principles for voluntary involvement in Horizon. 

This policy complies fully with Link’s Equality, Diversity and Inclusion Policy. 

This policy complies fully with the Data Protection Act 1998 and Link’s Data 
Protection Policy. 
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1. INTRODUCTION 
 
Horizon is committed to providing opportunities within the organisation for 
volunteering. Horizon places value on offering volunteering opportunities and is 
committed to working in ways which encourage and support volunteers. Horizon 
recognises the benefits to both the person volunteering and the organisation and is 
committed to involving volunteers in appropriate positions, which would benefit the 
organisation, volunteers, service users and the wider community. 
 
This policy sets out the broad principles for voluntary involvement in Horizon. It is of 
relevance to volunteers, staff members and Board members. 

2. OBJECTIVES 
 
Horizon aims to develop volunteering opportunities, which will be available to 
individuals wishing to contribute to the work of Horizon. 
 
Horizon works to promote volunteering opportunities, both in its own services and 
across the Link Group, and this policy aims to be consistent with the policy of our key 
partner in this, LinkLiving. 
 
Horizon recognises that each volunteering opportunity will be different depending on 
the individual’s situation and previous experience, the needs of the service and 
service users, and the needs of the volunteer. This policy aims to encourage and 
enable participation by volunteers from diverse backgrounds and circumstances, and 
to set out the principles and practices which support this: 

3. PRINCIPLES 
 
Horizon believes that the opportunities it provides for volunteering should be 
satisfying, stimulating and beneficial for the volunteer and that volunteering 
opportunities are intended to enhance the lives of the volunteer and service users. 
 
Horizon distinguishes volunteering from employment in that volunteers will not carry 
out any of the duties that are usually carried out by paid members of staff. Where a 
job is requested by a Care and Repair client which would normally be done by a 
volunteer, but there is no volunteer available, the task will be carried out by a 
member of staff. 

4. PRACTICE 
 
Each service will develop a volunteer agreement which states: 

• the purpose of the volunteering opportunity 

• the recruitment, selection and induction process 

• how the volunteers will be managed and supported 

• how training needs will be identified and what the volunteer can expect 
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• how the volunteers are expected to behave in the course of their work (set out 
in the Volunteer Code of Conduct). 

 

Prior to any volunteering opportunity being agreed, the resources required to support 
the volunteer(s) will have been identified. 
 
Before each volunteering opportunity is formally agreed, initial meetings should be 
arranged with the individual to give all parties the opportunity to look at the particular 
outcomes for the individual, the length of the volunteer opportunity and the role that 
they will undertake when volunteering. The success of the volunteering should be 
reviewed at six months (sooner if necessary) to ensure the arrangements continue to 
meet the needs of the volunteer and the service. 
 
Each volunteer will have a named supervisor. 
 
When the volunteering opportunity is confirmed, the volunteer agreement should be 
signed by the volunteer and the supervisor. 
 

The supervisor will make the volunteer aware of all relevant Horizon policies 
including health and safety policies, equality and diversity policies, and practices 
within the organisation. Volunteers have a similar role to play as staff with regard to 
health and safety issues. 

5. APPROACH AND METHOD 
 
The Horizon Board in its formal approval of the policy acknowledges that it accepts 
full responsibility for its implementation. Day-to-day responsibility for the operation of 
this policy lies with the appropriate directors and managers of the Link group of 
companies. All relevant employees have a responsibility to ensure that this policy is 
applied as instructed. 
 
6. MONITORING, PERFORMANCE MEASUREMENT AND REPORTING 
 
The following areas will be subject to monitoring: 
 

• Risk management 

• Provision of training and/ or information to staff 

• Compliance with policy requirements and procedures 
 
These will be monitored by appropriate managers within each company and/or 
function, and reported to the relevant director. If any significant issues of concern 
arise, these will be dealt with by the director who will report such matters to his/her 
Board. 
 
Any matter which demonstrates a serious failure of internal controls should also be 
reported immediately to the Managing Director. 
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7. COMPLAINTS AND APPEALS  
 
Horizon Housing welcomes complaints and positive feedback, both of which provide 
information which helps us to improve our services. We use a complaints handling 
procedure (CHP) developed by the Scottish Public Services Ombudsman (SPSO) 
and the Scottish Housing Regulator. 
 
The CHP allows for most complaints to be resolved by front line staff within a five day 
limit (first stage), or if the complaint is complex, a detailed investigation will be made 
by a manager within a 20 day limit (second stage). At the end of the second stage 
our response will be made by a director. If the customer remains dissatisfied he/ she 
may then refer the matter to the SPSO. 
 
The SPSO does not normally review complaints about our factoring service. If a 
factoring customer is dissatisfied after using the CHP, the complaint may be referred 
to the Homeowner Housing Panel. 
 
At each stage Horizon Housing will advise the customer how the complaint should be 
taken forward, and advise which agency would be most appropriate to consider the 
case. 

8. POLICY AVAILABILITY  
 
This policy is available on request free of charge from Horizon Housing. A summary 
of this policy can be made available in a number of other languages and other 
formats on request.  

9. POLICY REVIEW 
 
Horizon Housing undertakes to review this policy regularly, at least every three years, 
with regard to:  
 

• Applicable legislation, rules, regulations and guidance  

• Changes in the organisation  

• Continued best practice 
 


