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Activity Description: Volunteer - telephone support                                                   
RISK ASSESSMENT

	Service Area: 
	Assessed by: 
	Date of Assessment: 
	Ref No:


Likelihood:



Severity/consequences:




     Risk rating (SC x L):

1 - Highly unlikely


1 - Slightly harmful




1 - Trivial risk

6 - Substantial risk

2 – Unlikely



2 – Harmful





2 - Tolerable risk
9 - Intolerable risk

3 – Likely



3 - Extremely harmful




3 - 4 - Moderate risk

Main hazards/associated risks:

	Ref No
	Hazard/Risk
	Who is at risk?

Consider:Employees, Young Persons, Disability, Children/Pupils, Contractors, Visitors, New & Expectant Mothers, Members of the Public, Client/Service User
	Control Measures
	Locations
	Likelihood
	Severity
	Risk Rating

	1
	Risk of personal injury such as trip/slip/fall etc. whilst on phone call

	Volunteer or Service User
	Phone calls to take place at agreed day and time when convenient. Volunteers to check with Service Users that it is a suitable time to call and they are in a quiet room without distractions. No calls to take place whilst driving
	Home of Volunteer or Service User
	1
	2
	2

	2
	Risk of breach of personal and sensitive information obtained from phone call. Causing distress to service users and detrimental to organisation’s reputation.
	Service User
	Volunteers to undergo safer recruitment processes (including referees and training). Volunteers to sign confidentiality agreement and undergo remote safeguarding training. Complaints procedure explained to service users.
	Home of Volunteer or Service User
	1
	2
	2

	3
	Risk of abuse (such as emotional or financial) from either party - Service User or Volunteer.

	Volunteer or Service User.
	Volunteer to undergo safer recruitment (including criminal record declaration and references) and safeguarding training. Regular supervision and team meetings to raise any issues. Service Users to be given alternative contact if they have a complaint and regular spot checks to take place by Co-ordinators for feedback from Service Users. Volunteers encouraged not to use personal phones and if so to withhold their number. Volunteer code of conduct includes ‘do’s and don’ts)
	Home of Volunteer or Service User
	1
	3
	3


	4
	Risk of deterioration in mental health due to dealing with stressful phone calls.

	Volunteer.
	Volunteers recruitment process to include reference. All Volunteers to have a peer Buddy and regular group supervision (remotely) to raise any issues. Phone calls to last no longer than 30 minutes. Phone calls to be shared out amongst Volunteers so no Volunteer is over-whelmed. Volunteers to deal with a maximum of 4 phone calls in one day. Service to be reviewed regular and new Volunteers recruited if the service need expands.
	Home of Volunteer
	2
	2
	4


Conclusions: 
If the above recommendations are followed then risks can be minimised.

A safety Method Statement can be used as part of this risk assessment which can be used to assist with training and when monitoring work activities.
Review Date: 
Review of this document should be annually or more frequent if:
· After an accident / incident involving an activity from this risk assessment
· Any significant changes to work practices, materials, equipment or legislation

Assessor (Signed): 


Dated: 
Manager (Signed):



Dated: 
THIS RISK ASSESSMENT MUST BE SHARED WITH ALL INVOLVED IN THIS ACTIVITY
The sharing of the risk assessment with all staff involved with the activity is vital to ensure all control

measures are complied with, are practical and adhered to. 

Please document that this information has been provided
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