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Policy statement 
Canberra Health Services (CHS) is dedicated to fostering a culture of volunteerism that improves the provision of healthcare services and supports the organisation’s vision, role and values. 
CHS Volunteer Services refers collectively to the following service areas:
Canberra Hospital Volunteer Services, which includes volunteers at Canberra Hospital, the University of Canberra Hospital and various Community Centres 
Canberra Region Cancer Centre (CRCC)
North Canberra Hospital (NCH) Volunteer Services.
CHS Volunteer Services are responsible for the oversight, governance and evaluation of volunteers and volunteer programs within their respective facilities.  
This policy provides the framework for engaging with volunteers within CHS and ensuring alignment with the National Standards for Volunteer Involvement (published by Volunteering Australia), which outlines best practices for volunteer management. 
In accordance with the Work Health and Safety Act 2011, CHS ensures that volunteers receive appropriate training and are placed in roles that effectively support their safety and welfare while also meeting the needs of the organisation.  
Alerts 
All CHS Volunteer Programs must be developed in conjunction with the relevant CHS Volunteer Service at the facility in which they operate.
All CHS volunteers must be aged 18 years or older.
To ensure the safety of patients, carers and consumers at CHS, all individuals participating in volunteering roles must:
Undergo a reference check as part of the screening process.
Complete a National Police Check prior to commencement.
Hold a current Working with Vulnerable People (WWVP) registration without restrictions, unless exempted from doing so as outlined in the Working with Vulnerable People (Background Checking) Act 2011.
Comply with the CHS Occupational Assessment, Screening and Vaccination Policy.
Exemptions are considered on a case-by-case basis. Applications for exemption must be made to the General Manager, Canberra Hospital or to the NCH Staff Health and Infection Control Department.
Purpose
The purpose of this policy is to establish a comprehensive framework for volunteering services across CHS that complies with the eight National Standards for Volunteer Involvement:
Volunteering is embedded in leadership, governance and culture
Volunteer participation is championed and modelled
Volunteer roles are meaningful and tailored
Recruitment is equitable and diversity is valued
Volunteers are supported and developed
Volunteer safety and wellbeing is protected
Volunteers are recognised
Policies and practices are continuously improved.
Scope
This policy applies to:
All CHS employees and volunteers
CHS Volunteer Services, including those outlined as follows: 
· Canberra Hospital Volunteer Services and their respective facilities
· Volunteer Coordinator, Canberra Region Cancer Centre (CRCC) 
· Volunteer Program Managers
· North Canberra Hospital (NCH) Volunteer Services and their respective facilities. 
Roles and responsibilities 
CHS is committed to ensuring that volunteers: 
Are provided with a safe working environment, adhering to relevant occupational health and safety regulations and guidelines. 
Undergo a comprehensive workplace induction process that familiarises them with CHS policies, procedures, and safety protocols. 
Possess the necessary skills and knowledge required to effectively perform their volunteer roles. 
Receive necessary training before commencing their roles and continue to receive ongoing training and development opportunities to enhance their skills and knowledge. 
Are not engaged to cover employee meal breaks or leave periods, fill positions previously undertaken by an employee, unable to be filled by recruitment, or perform business critical tasks. 
Are covered for public liability and personal accident and injury insurance whilst volunteering with CHS. 
This commitment is implemented by the following teams:
CHS Volunteer Services is responsible for: 
Managing the development of new volunteer programs including program documentation and formal volunteer agreement documentation, in collaboration with any relevant stakeholders. 
Collaborating with the Canberra Region Cancer Centre (CRCC) Volunteer Coordinator in the development of CRCC specific programs.
Overseeing the review and changes to existing volunteer programs.
Managing the recruitment, selection and onboarding of volunteers, including pre-selection checks, such as WWVP registration, National Police checks and relevant immunisation requirements.
Managing the placement of volunteers in collaboration with Volunteer Program Managers or relevant area/department managers.
Providing orientation to volunteers across CHS services, ensuring they receive appropriate induction, orientation on roles and responsibilities, relevant policies and procedures and mandatory training. 
Investigating, reporting and taking appropriate action with regards to feedback, performance, complaints or disputes related to volunteers in a timely within 48 hours.
Reporting and investigating incidents and documenting them into the risk management reporting software within 48 hours. 
Maintaining regular contact with volunteers to provide support, ensuring volunteers are engaged with throughout their time with CHS, provided with supervision and support that enables them to participate fully, performing their role as per agreements with CHS. 
Advising volunteers of any information that relates to, or impacts on, the volunteer and/or their role.
Measuring, acknowledging and recognising volunteers’ contributions to CHS. 
Ensuring secure handling and storage of all volunteers’ personal details and related documentation, in line with CHS Privacy Policy and the Australian Privacy Principles. 
Undertaking regular Volunteer Satisfaction Surveys in collaboration with relevant stakeholders.
The Volunteer Coordinator, CRCC is responsible for:
Management of all CRCC volunteer programs.
Management of the development of new CRCC volunteer programs in consultation with the Operations Manager CRCC and Canberra Hospital Volunteer Services.
Development of Program outlines for CRCC volunteer programs, to be finalised with the Operations Manager CRCC and Canberra Hospital Volunteer Services.
Management of recruitment, selection, orientation, training and placement of volunteers as required across CRCC programs, in collaboration with Canberra Hospital Volunteer Services.
Promptly providing Canberra Hospital Volunteer Services with copies of the volunteer-related paperwork including, but not limited to, training records, signed volunteer handbook, agreements and performance reviews for all CRCC volunteers.
Investigating, handling, reporting and finalising feedback such as compliments, complaints or disputes related to CRCC volunteers in a timely fashion, in collaboration with Canberra Hospital Volunteer Services.
Undertaking regular Volunteer Satisfaction Surveys in collaboration with Canberra Hospital Volunteer Services.
Volunteer Program Managers are responsible for:
Working collaboratively with the relevant CHS Volunteer Service for recruitment and selection of volunteers within their specific programs.
Providing guidance and support for day-to-day activities of volunteers within their respective areas, in accordance with the area specific Volunteer Program Outline.
Providing area specific training identified in the Volunteer Program Outline.
Undertaking performance reviews of volunteers as required, in consultation and collaboration with the relevant CHS Volunteer Service.
Attending Volunteer Program Manager Meetings.
CHS Volunteers are responsible for: 
Undertaking all onboarding requirements including, but not limited to:
· Undergoing a National Police Check prior to commencement.
· Maintaining a current WWVP registration.
· Compliance with CHS Occupational Assessment, Screening and Vaccination Policy as necessary.
Compliance with all relevant legislation, policies, procedures and guidelines.
Completing all mandatory volunteer induction, orientation and training. 
Registering shift start and end times to monitor attendance and contributions.
Always wearing CHS identification access pass (Canberra Hospital Volunteer Services only), name badge and volunteer uniform during a volunteer shift.
Completing mandatory annual refresher training.
Complying with WHS legislation, Code of Conduct, patient confidentiality, promptly reporting workplace incidents or hazards to the relevant Volunteer Services at the facility and respectfully upholding the values of CHS.
Submitting reimbursement requests only for approved out-of-pocket expenses related to vaccination and serology screening, applicable only through Canberra Hospital Volunteer Services.
Remaining within the scope of the CHS Volunteer roles and responsibilities.
Participating in and contributing to performance review processes as outlined by the relevant Volunteer Services at the facility at which they volunteer.
CHS Employees are responsible for: 
Maintaining a safe and supportive working environment for all volunteers. 
Understanding and complying with the CHS Volunteer Services Policy.
Providing appropriate support and guidance to volunteers as required. 
Acknowledging and valuing the contributions volunteers make to CHS.
Evaluation
[bookmark: _Hlk170467190]Outcomes
[bookmark: _Hlk170467240]CHS volunteers are satisfied that their role positively contributes to the wellbeing of patients, staff, visitors and themselves.
CHS volunteers comply with the CHS Volunteer Policy and follow directions provided by relevant CHS reporting bodies.
Measures
Track annual Volunteer Satisfaction Survey results to capture perceptions of impact, engagement and personal fulfillment. 
Track and analyse the volume and nature of compliments and complaints received about volunteers through formal and informal channels (e.g. emails, feedback forms, verbal reports).
Monthly audit of CHS Volunteer Data to ensure accuracy, completeness and currency of volunteer records.
Monthly review of training compliance to confirm completion of induction, orientation and mandatory annual refresher training. 
All evaluation measures will be reported to the relevant Executive of the respective facility on an as required basis.
Related policies, procedures, guidelines and legislation
Policies
CHS Nationally Coordinated Criminal History Check Policy
CHS Working With Vulnerable People Background Checking Policy
CHS Work Health and Safety Policy
CHS Recruitment Policy
CHS Privacy Policy
Procedures
CHS Occupational Assessment, Screening and Vaccination Procedure
CHS Recruitment Procedure
CHS Education and Training – Governance Processes and Staff Requirements Procedure
Legislation
Human Rights Act 2004
Work Health and Safety Act 2011
Carers Recognition Act 2021
Privacy Act 1988 (Commonwealth) 
Information Privacy Act 2014
Working With Vulnerable People (Background Checking) Act 2011 
Other
Australian Charter of Healthcare Rights
ACT Public Sector Code of Conduct
References
1. National Standards for Volunteer Involvement - National Standards for Volunteer Involvement - Volunteering Australia 
1. The National Safety and Quality Health Service (NSQHS) Standards - https://www.safetyandquality.gov.au/standards/nsqhs-standards
Definition of terms 
CRCC Volunteer Coordinator: An individual who manages all CRCC volunteer programs, overseeing recruitment, training, documentation and feedback in close collaboration with Canberra Hospital Volunteer Services to ensure effective and compliant volunteer engagement.
Volunteer: An individual or group who donates their time for the benefit of the organisation of their own free will and without coercion, with no expectation of, or right to, payment except for reasonable reimbursement of out-of-pocket expenses. 
Volunteering: Time willingly given for the common good and without financial gain. (Volunteering Australia definition)
Volunteer Manager, Volunteer Services, Canberra Hospital and North Canberra Hospital: An individual who leads the strategic development and governance of volunteer programs across the respective facility such as driving recruitment, onboarding, compliance and innovation while ensuring volunteers are supported, recognised and empowered to make meaningful contributions within CHS.
Volunteer Program Manager: Individuals designated to manage specific volunteer programs within CHS.
Search terms
Volunteer Services, Volunteer, Volunteer Handbook and Agreement, Volunteer Program Manager, Volunteer Manager, Volunteer Coordinator, Volunteering, North.
[bookmark: _Hlk172617781]For Policy Team to complete:
	Date amended
	Section amended
	Divisional approval
	Final approval

	6 January 2026
	New document
	Chris Tarbuck, EGM IHSS
	CHS Policy Document Review Panel

	
	
	
	


This document supersedes the following:
	Document number
	Document name

	
	

	
	


[bookmark: _Toc166761028][bookmark: _Toc166761347]Disclaimer 
This document has been developed by Canberra Health Services specifically for its own use.  Use of this document and any reliance on the information contained therein by any third party is at his or her own risk and Canberra Health Services assumes no responsibility whatsoever.
	Acknowledgement of Country 
Canberra Health Services acknowledges the Ngunnawal people as traditional custodians of the ACT and recognises any other people or families with connection to the lands of the ACT and region. We acknowledge and respect their continuing culture and contribution to the life of this region.
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