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Complaints Procedure 

Introduction
A community transport organisation should seek to offer a high quality service 
to all passengers. However the organisation understands that there will be 
times when passengers who use the service wish to make suggestions to 
help improve the service offered or to complain about a service they have 
received. They should ensure that everyone who avails of the service is 
aware that they have the right to raise concerns or make a complaint. 
Passenger’s complaints are important to an organisation, as it helps improve 
its services. 

What is a Complaint and what are its Aims? 
A complaint is where the passenger or passenger’s assistant is not satisfied 
with the service they get from an organisation.  A complaints procedure aims 
to:

  Raise any concerns about the service passengers receive or should be 
receiving

  Deal with complaints thoroughly and sensitively 
  Resolve matters at any stage of the procedure  
  Implement a positive action by looking at the effect of the resolution of 

a complaint on the provision of service and to implement changes as 
appropriate

The person dealing with the passenger’s complaint will try to assist them in 
whichever way is appropriate e.g. putting the passenger’s complaint in writing. 
If a passenger wishes to make a complaint verbally, they can bring someone 
along, either for support or to act on their behalf.

This policy sets out the organisation’s approach to dealing with a complaint.
Complaints are most likely to be in the following areas: 

  Dissatisfaction with the service or the failure to deliver a service 
  Quality and repair of the vehicles 
  A dispute between the organisation and the user regarding policy, 

procedures and practices 
  Discourtesy or unhelpfulness on the part of the staff 
  Discriminatory or offensive behaviour on part of the staff

Who can Complain? 
People who can complain are passengers using the service or a person who 
legitimately represents someone who uses or wishes to use the service.

Making a Complaint 
An organisation should be committed to providing a high level of service to its 
passengers. Every effort should be made through the implementation of 
business practices to ensure a good quality service is delivered. There may 
be occasions where an organisation may not meet the passenger’s service 
expectations. If the passenger does not receive a satisfactory outcome the 
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organisation needs to know, as this will help to improve the service.  

Implementation of the Complaints Procedure 
It is the organisation’s responsibility to make members/passengers aware of 
the complaints procedure by displaying the statement for the public to read.
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An example of a Complaints Procedure:

Stage 1 
1. Contact [Name of Organisation]’s office about the complaint (verbally 

or in writing). At this stage [Name of Organisation] can sort out 
mistakes and misunderstandings in an informal manner. [Name of 
Organisation] wants to make it as easy as possible for the passenger 
to inform them of their comments. The passenger can put the 
complaint in writing by letter, use the online complaints procedure (if 
applicable) or send in an email to [Name of Organisation]. 

Stage 2
1. If the initial discussion does not address the passengers concerns fully 

at stage 1, then they can take this matter further. [Name of 
Organisation] will send the passenger a letter acknowledging the 
complaint, instructing the passenger to confirm the details in writing or 
to contact the Operations Manager and he/she can ensure that the 
complaint or suggestions will be fully investigated. 

2. [Name of Organisation]’s aim will be to respond to the complaint within 
[Specify Number of Days] working days, but [Name of Organisation] 
may need longer if the complaint is complicated. The correspondence 
will outline reasons for any delay (if applicable) and state when the 
passenger will expect a full reply. 

Stage 3
1. If the passenger is not satisfied with the outcome at Stage 2 of the 

investigation, they can appeal to [Name of Organisation]’s Operations 
Manager.

2. At Stage 3 the passenger should clearly outline why they are still not 
satisfied and what outcome they expect from a further review.  The 
Operations Manager will carry out a full review of the complaint within 
[Specify Number of Days] working days (the passenger will be 
informed if Stage 3 takes longer than specified). 

Stage 4 
1. If the passenger is still not satisfied with the explanation or action taken 

after Stage 3 of the investigation, the matter is referred to [Name of 
Organisation]’s Management Committee, who may want to interview 
the passenger before making a final decision.  

2. The Management Committee will correspond with the passenger; in 
writing within [Specify Number of Days] working days with their final 
position on the complaint, with a full explanation of the action.
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An example of a Complaints Procedure 
Statement:

[Name of Organisation] believes in the core principle of “customer first”, 
assisting group members, customers and passengers with their transport and 
travel choices whilst using [Name of Organisation] services. [Name of 
Organisation] believes that its work is based on an ongoing process of review 
and a willingness and commitment to monitor, reflect and learn. 

If [Name of Organisation] fails to provide a service of a standard acceptable to 
their users, [Name of Organisation] need to know about it.  This will help to 
identify any underlying problems or issues within the organisation and enable 
[Name of Organisation] to make the necessary adjustments to stop them 
happening again. In cases of individual problems or issues with the service 
[Name of Organisation] will actively seek to investigate and address concerns 
in order to achieve a satisfactory outcome for all parties concerned. 

Complaints by staff and volunteers are dealt with through [Name of 
Organisation] staff management procedures. General satisfaction levels with 
the services that [Name of Organisation] provide are monitored through its log 
sheets, annual customer satisfaction survey and evaluation forms. [Name of 
Organisation] Quality Assurance Policy and Equal Opportunities Policy sets 
out a more detailed commitment to good customer care and community 
relations.
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Contingency Planning 

What is a Contingency Plan? 
A Contingency Plan is an impact-reduction measure for staff to comply to if a 
particular problem occurs. This plan is implemented when a risk is identified, 
(that has a high chance of happening), and which will have a high impact. It is 
important to find ways to reduce the likelihood of a risk and implement (if 
necessary) a structured approach to reduce its predicted impact.  

The plan should outline emergency and recovery procedures to minimise the 
risk. An organisation cannot prepare a contingency plan without first being 
aware that the contingency exists. Risk identification is a continuous process 
so that new risks and changes affecting existing risks may be identified 
quickly and plans changed to deal with them. 

The Main Considerations Addressed in a Contingency Plan are: 
  Scope- what particular risk the contingency plan is designed for 
  Initiation- how the organisation will know when to put the contingency 

plan into action 
  Actions- what sequence of actions are needed in order to control the 

problem and minimise the impact 
  Roles and responsibilities- who will do what and when in the midst of a 

contingency plan 

Drawing up a Contingency Plan- the Assessment Stage  
One of the first tasks to undertake is to prepare a detailed list of the potential 
risks that could effect the normal operation of the organisation. The 
Operations Manager should rate the probability of these risks occurring and 
their potential impact level. From this information the organisation can frame 
the contingency plan in the context of the realistic needs of the organisation.

Developing the Plan 
After the assessment stage is complete, it is time to devise and structure the 
Contingency Plan. The plan will contain a range of milestones to move the 
organisation from its disrupted (emergency plan) status to a return to normal 
operations (recovery plan). The Emergency Plan is the first important 
milestone, which deals with the immediate aftermath of the risk, to ensure that 
action at the time of the event is swift and decisive. If a fire started at an 
organisation’s depot or office everyone should know: 

  To go where 
  To do what 
  To do it now 
  To stop how 

It is important to identify key employees who should be familiar with their 
duties under this part of the contingency plan. This section of the plan should 
also determine which function(s) of the community transport business resume 
and in what order. The Recovery Plan comes into play once the initial crisis is 
dealt with and it is intended to make sure the organisation gets back on its
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feet as soon as possible. 

Summary of the Contents of a Contingency Plan 
A contingency plan will include provisions for the following:

  Responsibility – the employees appointed to take control in a crisis
  Priorities – the tasks that are more important than others  
  Information –  all essential information to be readily available to the 

appointed employees during the crisis
  Communication – all employees should be made aware of the 

problems and how the problems are to be controlled 
  Public Relations – if the disaster has a public impact, the recovery team 

may be put under pressure, particularly from the media. The first rule in 
any crisis management situation is to be completely open 

  Practice – the plan should be tested, if simulations are used, they 
should be as realistic as possible

An Example of a Contingency Plan for a Vehicle Brea kdown 
A minibus has broken down on route to pick up passengers. The contingency 
plan implemented to reduce impact to the service is: 

Action Example Consequences 
Identify contingency Disruption to the 

service and it’s 
passengers 

The service is non-operational until 
Plan B is put into place 

Draw up a recovery 
plan

Resume the 
service as soon 
as possible to 
minimise delays

Stage 1 
Contact the passengers to explain 
the situation and state the 
expected delay 
Stage 2
Option 1- Use the back up bus in a 
breakdown emergency 
Option 2- Contact the 
organisation’s brokerage firm to 
contract in a bus 
Option 3- Contact the 
organisation’s roadside and 
recovery assistance to fix the 
vehicle if there is a minor fault 
Stage 3 
When the vehicle has been fixed 
or another has been sourced 
contact the passenger to state 
time of arrival 

Draw up a recovery 
plan

Restore operation 
to normal 

Clear the backlog of passenger 
pick ups and drop offs 
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Managing Expectations 
For charities a key part of contingency planning is managing expectations. 
This requires the organisation to have:  

  The critical functions  
  The minimum acceptable requirements  
  The recovery strategy 

In the example above, the employees (paid and volunteer) are critical to the 
contingency plan; therefore the organisation would need to identify the 
following in its planning stage: 

  Acceptable requirements  
  Staff required  
  Vehicle required  
  Opening hours during period  
  Relocation if applicable, they should consider the following: 

- ICT systems set up to allow staff to work from home  
- Use of other offices not affected  
- Use of offices in another organisation not affected 

Contingency planning needs to be linked to the risk management process and 
the finance function of an organisation. 

Key Risks and Contingent Plans Implemented- the Org anisation’s 
Financial Function 
These plans should be set up as per the vehicle breakdown example above 
and should be established for each financial function. These procedures 
should be documented, approved by the Trustees or Board of Directors and 
incorporated into a manual for key staff members (copies to be kept at home 
or in office). The procedures should be reviewed at regular intervals (annually 
at least) or when a major change has occurred and updated accordingly.
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An Example of an Organisational Contingency 
Plan

Data and Information 
Data Back-up occurs daily at [Specify Time] using an automatic system which 
is logged to back-up data at this time every day.  There is an external hard 
drive system used to back up data on an alternative basis. All data will be 
retained for a minimum period of [Specify Time Period]. 

In the event of a fire, system failure or office destruction the data retrieval can 
be obtained via the [Specify Type of Hard Drive]. This Hard Drive is removed 
from the office premises on a [Specify the Day] every week. 

Paperwork 
[Name of Organisation] currently archives paperwork for the last [Specify Time 
Period] years as required by their funders. 

Finance
All financial information will be retained within [Name of Organisation] for a 
minimum period of [Specify Time Period]. In the event that [Name of 
Organisation] should dissolve then all financial information will be submitted to 
the relevant bodies. 

Depreciation
If [Name of Organisation] ceases to exist, depreciation held to replace a bus 
or office equipment will be repaid to the funder either based on market value 
or taken into consideration as part of redundancy payments. 

Communication
It will be possible to establish a communications network using [Name of 
Organisation] mobile numbers (specify below) in the event of adverse 
conditions (e.g. loss of office accommodation, in an emergency situation or 
the re-location of the office). 

Alternative Accommodation 
In the instance that the current office location of [Name of Organisation] is 
inaccessible for operational services, temporary alternative accommodation 
arrangements are organised through [Specify Name of Company] and 
[Specify Alternative Location]. Expected operational delays are estimated at 
[Specify Time Period]. 

Staff
If [Name of Organisation] folds then consideration needs to be given to 
redundancy. [Name of Organisation] have adopted a Reserves Policy allowing 
[Name of Organisation] to hold monies equivalent to cover redundancy and/or 
to continue their operations for a period of time, should funding fail. 
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Alternative Vehicle Arrangements 
In the event of vehicles being destroyed [Name of Organisation] would broker 
in vehicles from [Specify the Brokerage Firm]. 

Illness and Disease 
Preventative measures have been put in place to combat the recent outbreak 
of [Specify the Disease]. All vehicles are equipped with tissues and antiseptic 
hand wash for people to use. All the vehicles will be thoroughly cleaned on a 
regular basis and handrails, seats and surfaces will be wiped down with 
disinfectant. The organisation will display posters in their office to inform 
people of preventative information on [Specify the Disease]. It is important for 
casual staff and volunteers to help out when there is skeleton staff, due to 
sickness. It will be essential for office staff to access work computers from 
home.

Cease of Organisation 
In the event that [Name of Organisation] should cease to exist, all assets and 
paperwork will be forwarded to the appropriate organisation(s). 

Procedure for Revising Policy 
[Name of Organisation] will revise this policy if there are organisational 
changes or new regulations/codes of practice/official guidance relevant to 
[Name of Organisation] activities. 

[Name of Organisation] will also revise all policies on an annual basis 

Signed on behalf of [Name of Organisation] Management Committee: 

Signed………………………………….       Dated ………………………….. 
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CT Environmental Policy 

Community Transport Operators in London provide important transport 
services to passengers, but their services have an impact on the air quality, 
noise pollution, contribute to climate change and damage the natural built 
environment. The implementation of an Environmental Policy can both protect 
and enhance London’s environment. It is an agreed documented statement of 
an organisation’s stance towards the environment in which it operates. The 
benefits of an Environmental Policy are: 

  To provide employees with information on the environmental standards 
and performance expected of them

  To assure passengers and the local community of commitment to 
environmental management

  To improve cost control  
  To reduce incidents that result in liability  
  To conserve raw materials and energy 

There is no legal requirement or standard structure for an Environmental 
Policy, but there are key areas that such a policy should contain. The 
following are basic rules to follow to ensure that this policy is clearly written 
and concise: 

  Keep the statement short - if it's longer than two sheets of A4, then it's 
probably too long

  The statement is for all employees, so make sure it's easy to read and 
understandable

  The statement must be realistic, achievable and relevant to an 
organisation’s activities and practices

  Demonstrate commitment to making the policy work and get the 
statement signed, dated and endorsed by the Operations Manager, 
Senior Management Team, Board of Directors or Trustees 

A good starting point is to collect examples of other environmental policies 
written by other organisations. The policy is likely to include any of the 
following objectives:  

  Reduce the organisations carbon footprint 
  Improve recycling 
  Reduce packaging 
  Minimise waste 
  Improve efficiencies 

All environmental commitments should be an integral part of the day to day 
activities for all employees of an organisation. Ideally the Environmental Policy 
should be similar to an organisation’s mission statement, which should contain 
key commitments the policy should implement. The policy should outline an 
organisations key environmental objectives, who is accountable and how 
these objectives are going to be achieved and by whom.

The first step en route to sustainability is to create a written commitment in the 
form of an Environmental Policy Statement, which is signed by the Trustees or
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Board of Directors and reviewed at regular intervals. 

Recommended Reading: 
Business Link for London’s ‘How to write an environmental policy?’ is a 
guideline to write an environmental policy, which includes suggested content, 
guidelines, a checklist, reviewing techniques and overview of legislation. 
Go to the NetRegs website to get free environmental guidance for small to 
medium sized organisations in the UK. 
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An example of an Environmental Policy 
Statement:

[Name of Organisation] accepts responsibility for the effect its operation has 
on both the local and global environment and is dedicated to reducing them.

[Name of Organisation] has developed and introduced practices that are 
friendly to the environment and society to demonstrate that they are: 

  Taking the lead in promoting good practice 
  Saving money by using resources more efficiently 
  Devising sustainability policies 
  Minimising the organisation’s demands on the earth’s resources 
  Measuring the organisation’s impact on the environment and set 

targets for on going improvement 
  Complying with all relevant environmental legislation 

In order for [Name of Organisation] to conduct business in the most 
sustainable and environmental way it has: 

  The commitment of the Board of Directors or Trustees to a sustainable 
approach to managing their services 

  Assigned responsibility for sustainability to [Name of Employee(s)] 
  Set challenging but achievable targets and will report on progress 

(monthly/bi-monthly/quarterly)
  Worked with other organisations (such as funders, supporters, 

suppliers, their users, and other voluntary organisations) to develop 
good practice 

  Taken action now and plan to take more in the future to limit it’s impact 
on the environment 

  Provided relevant training for key staff and volunteers 

[Name of Organisation] is committed to minimising the impact of its activities 
on the environment and the principle activities to achieve this are to: 

  Minimise waste by evaluating operations and ensuring they are as 
efficient as possible 

  Minimise the environmental impact of their fleet through methods of 
vehicle and fuel selection 

  Conserve energy, water, paper and other resources efficiently 

  Actively promote recycling both internally and amongst users of the 
service (reduce, re-use, recycle)  

  Source and promote a product range to minimise the environmental 
impact of both production and distribution when procuring office 
supplies, energy, accommodation, venues, food etc 

  Meet or exceed all the environmental legislation that relates to the 
organisation
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  Use an accredited program to offset the greenhouse gas emissions 
generated by their activities. Implement a training programme for its 
staff to raise awareness of the environmental issues and enlist their 
support in improving their overall performance 

[Name of Organisation] staff and passengers are aware of the Environmental 
Policy. The Board of Directors or Trustees are responsible for ensuring that 
the policy is carried out in practice, reviewed and new targets and actions 
implemented.  

Signed ………………………        Dated……………………… 
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Quality Assurance Policy 

What is Quality Assurance? 
Quality Assurance is a process of verifying or determining if services meet or 
exceed passenger expectations. Quality Assurance is a process-driven 
approach with specific steps to help define and reach goals. It is the 
systematic monitoring and evaluating of various aspects of an organisation or 
to ensure that standards of quality are being met. The most popular tool used 
to determine quality assurance is the Deming Cycle. 

The Deming Cycle highlights the importance of implementing a plan to take 
an in-depth look at the organisation, to outline the changes needed if 
necessary, which can lead to a solution. A plan is used to look at the process, 
to see what works and what an organisation could change. The Deming Cycle 
for Quality Assurance consists of four steps, which are outlined below: 

As illustrated in the above diagram the four quality assurance steps within the 
Deming Cycle are: 

  Plan- to establish objectives and processes required to deliver the 
desired results 

  Do- to implement the process developed 
  Check- to monitor and evaluate the implemented process by testing the 

results against the predetermined objectives 
  Act- to apply the necessary actions for improvement if the results 

require changes 

Listed below are examples of applying the Deming Cycle to community 
transport:

  Plan- to investigate the quality of service provided by the organisation

PLAN

CHECK

ACT

DO

THE
DEMING
CYCLE
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  Do- to distribute passenger feedback surveys to users of the service 
  Check- to examine if the passengers needs are being meet or not 
  Act- if a passenger is not satisfied with an aspect of the service, such 

as the booking system, it could lead to a total revision of the booking 
process in order to improve or correct the system 

Benefits of Implementing Quality Assurance 
The benefits are: 

  Clarification of what services a passenger expects from an organisation 
  Reduction in loss of time due to re-work or ineffective and/or inefficient 

practices
  Better communications structure 
  Higher repeat business/referrals from a satisfied passenger base 
  Problems are highlighted and resolved in an open manner 
  Increased confidence that controls are in place and the risk of error is 

reduced
  Training for staff in performing their roles 
  Morale enhanced by having an effective, well-run organisation 
  Enhanced reputation in the business and community 
  Acceptance by government and the community of the concept of self-

regulation of the accounting profession and its effectiveness 

Outlined below are 3 quality marks that a CT is advised to follow or obtain: 
1. The CTA Quality Mark (currently at pilot stage) is a quality standard 

that can be obtained by any CTA member organisation. The CTA have 
recognised the need for a standard that the members of the 
Association should meet. Member organisations have indicated that 
CTA members need to be able to demonstrate their professionalism 
and service delivery standards. In addition funding bodies have 
expressed the view that there are few effective monitoring processes 
available to guarantee that a CT organisation they are funding is 
operating legally, prudently and appropriated.  The CTA Quality Mark 
(when published) has been developed to meet these aspirations. 

2. The PQASSO Quality Mark is a quality assurance system for small 
organisations. It has been adopted by numerous not-for-profit 
organisations who want to become more efficient and effective. This 
standard involves people within an organisation making judgements 
about its performance against the PQASSO standards. It is a quality 
assurance system for small organisations. It is a reflection of how the 
organisation meets the PQASSO standards and is designed to build on 
an organisation’s self assessment by having an independent external 
review.

3. The ISO 9000 is a family of standards for quality management systems 
and is administered by accreditation and certification bodies. Some of 
the requirements are: 

- a set of procedures that cover all key processes in the business 
- monitoring processes to ensure they are effective
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- keeping adequate records 
- checking output for defects, with appropriate and corrective 

action where necessary 
- regularly reviewing individual processes and the quality system 

itself for effectiveness 
- facilitating continual improvement 

An organisation that has been independently audited and certified may 
publicly declare that it is an ‘ISO 9001 certified’ or ‘ISO 9001 registered. 
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A Sample of a Quality Assurance Policy 

[Name of Organisation] is a (registered Charity and Company Limited by 
Guarantee). Their aim is to provide a sustainable group transport facility for 
local community groups, public and private sector clients. 

Quality is important to [Name of Organisation] because they value their 
members and recognise the need to assure existing and potential passengers 
their commitment to providing quality services. [Name of Organisation] strive 
to provide passengers with services to meet their expectations. [Name of 
Organisation] are aware of the time critical nature of their business and take 
all necessary steps to ensure vehicles are ready on time and have undergone 
the necessary checks and preparation prior to hire. 

This policy compliments [Name of Organisation] Complaints Procedure, Equal 
Opportunities Policy, Health and Safety Policy and Employee Policies. 

Quality Management System 
[Name of Organisation] quality management system is based around the ISO 
9001 framework. The ISO standards outline the requirements for quality 
management systems or gives guidance on good management practice.

Some of the conditions of ISO 9001 are to: 
  Set of procedures that cover all key processes in the business 
  Monitor processes to ensure they are effective 
  Keep adequate records 
  Check output for defects, with appropriate and corrective action (where 

necessary)
  Regularly reviewing individual processes and the quality system itself 

for effectiveness 
  Facilitate continual improvement 

Examples of how an Organisation can Implement a Qua lity Management 
System Based Around the ISO 9001 
[Name of Organisation] have the following processes and procedures in place 
to ensure consistent delivery: 

  The regular gathering of and monitoring of customer, and client 
feedback

  Dedicated risk assessments tailored to individual hire requirements 
  [Name of Organisation] sub-contractors and suppliers are recognised 

in their industry and have necessary accreditations and qualifications 
  A training and development plan for management committee and staff 
  Project management systems in place for special project delivery 

[Name of Organisation] have the following processes and procedures in place 
to meet their policy of continuous improvement and customer satisfaction: 

  Regular management reviews 
  Monitor performance of sub-contractors 
  Monitoring of customer complaints
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Transport Operation 
Systems and procedures are in place to ensure that customer requirements 
are met including: 

  Promotion of the services offered by [Name of Organisation] and the 
processes for booking transport services 

  Passenger needs are recorded and each driver is informed 
  Appropriate arrangements are in place to respond to emergency and 

other non recurring incidents including breakdowns, non availability of 
vehicles and excessive delays 

[Name of Organisation] vehicles are legal, safe and operated in accordance 
with Section 19 and 22 permits, which is illustrated below: 

  A documented procedure exists and training is provided (MiDAS) 
before a new driver drives any vehicle and walk round checks are in 
place

  A defect reporting system is in place enabling drivers to report any 
defects, reports are responded to and management decision taken 
before the vehicle is used again (where necessary planned repairs are 
scheduled)

  All vehicles have valid road tax and MOTS are undertaken annually 
  All vehicles are subject to a 60 day inspection, all faults found are 

recorded and acted upon before the vehicle is used again 
  Passenger lifts fitted to the vehicles are subject to regular servicing and 

are inspected by a competent person 
  BSOG claims are recorded and records kept  
  All vehicles and drivers are adequately insured 

[Name of Organisation] quality policy is available on [Name of Organisation] 
website and is also included in the employee handbook.  They require all staff 
and management committee members to read the policy and embed the 
policy into their day to day work practices. The Operations Manager is 
responsible for quality management and all employees (paid and volunteer) 
are encouraged to be responsible for the quality of service that is within their 
job description. 

The [Name of Organisation] policy is reviewed annually, and its effectiveness 
is measured during day to day monitoring of [Name of Organisation] work and 
any changes are made and communicated as necessary. 

Signed………………………………….       Dated ………………………….. 
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Safeguarding Children, Young People and 
Vulnerable Adults Policy 

Introduction
In recent years there has been increasing concern about the safety and 
welfare of both children and young adults. Some organisations consider the 
welfare of under-18s and vulnerable adults as an integrated part of their Duty 
of Care obligations. There are a number of statutory policies and provisions 
relating to child safeguarding that could be applied to an organisation, which 
they would be expected to incorporate into the Safeguarding Children, Young 
People and Vulnerable Adults Policy. These include: 

1. The Children Act 2004- this Act is an amendment of The Children Act 
(1989), it strengthens an organisation’s arrangement to safeguard and 
promote the welfare of children. It also requires agencies to work 
together through local safeguarding children boards. 

2. The Safeguarding of the Vulnerable Groups Act 2006- this defines the 
scope of the Vetting and Barring Scheme, as certain children and 
vulnerable adult activities are regulated. 

3. Working Together to Safeguard Children 2010- sets out how 
individuals and organisations should work together to safeguard and 
promote the welfare of children. 

An organisation should interpret and act on substantial guidance to take 
preventative measures to protect young people and vulnerable adults from 
abuse: physical; sexual; psychological/emotional; financial or material; neglect 
and acts of omission and impairment to their personal and social 
development.

Most organisations believe that children and young adults have rights as 
individuals and should be treated with respect and dignity. They strive to 
provide a safe environment for any young person in its care. An organisation’s 
employees (paid and volunteer) are required to take shared responsibility for 
safeguarding the safety of any child, young person or vulnerable adult while 
they avail of their services.  

Definitions 
According to the Vetting and Barring Scheme the following definitions apply: 

Vulnerable children 
For the purposes of this policy young people are any learners under the age 
of 18 and those whom are considered vulnerable. 

Vulnerable adults 
The Safeguarding Vulnerable Groups Act 2006  defines a ‘vulnerable adult’ as 
a person aged 18 and over who is: 

  Living in residential accommodation including sheltered housing 
  Receiving domiciliary care 
  Receiving support, assistance or advice to help them live 

independently
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  Detained in custody or under a probation order 
  Requiring assistance in the conduct of his/her affairs 
  Receiving a service or participating in an activity targeted at older 

people, people with disabilities or with physical or mental health 
conditions

Child
The Children Act 1989 states the legal definition of a child is ‘a person under 
the age of 18.’ 

Abuse
Abuse is any behaviour towards a person that deliberately or unknowingly 
causes him/her harm, endangers life or violates their rights. 

Abuse may be: 
  Physical 
  Sexual 
  Psychological – repeatedly being made to feel unhappy, humiliated, 

afraid or devalued by others 
  Financial or material – stealing or denying access to money or 

possessions
  Neglect 
  Discriminatory – abuse motivated by discriminatory attitudes towards 

race, religion, gender, disability or cultural background 

Vetting and Barring Scheme (VBS)
The Safeguarding Vulnerable Groups Bill provides a legislative framework for 
the introduction of a Vetting and Barring Scheme for those working with 
children and/or vulnerable adults. Protection of children and vulnerable adults 
is a top priority for Government. The scheme began to operate in October 
2009 in England, Wales and Northern Ireland.

The Vetting and Barring System was implemented to reduce the risk of harm 
to children and vulnerable adults. The aim of this scheme was to prevent 
unsuitable individuals obtaining work with both children and vulnerable adults 
and barring them from gaining access to such people. The necessary 
statutory duties are put in place, complemented by checking facilities.  

Employers and voluntary organisations that interact with children and 
vulnerable adults need to check a person’s ISA (Independent Safeguarding 
Authority) status before employing them. The Vetting and Barring Scheme 
aims to prevent unsuitable people from undertaking certain paid or voluntary 
work with children or vulnerable adults.

If a paid worker or volunteer works with children or vulnerable adults in 
England in either a regulated or controlled activity, this scheme must be 
implemented. 
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Regulated Activity 
Regulated activity covers any employee (paid or volunteer) working closely 
with children and vulnerable adults on a frequent or intensive basis. It includes 
the following areas: 

  Care or supervision of children or vulnerable adults 
  Driving a vehicle that is being used to transport children or vulnerable 

adults

It is a criminal offence for an employer to allow a barred person, or a person 
who is not yet registered with the ISA to work for any length of time in any 
regulated activity. It is also an offence for an employer to employ an individual 
in a regulated activity if they fail to check that person’s status. 

If a person fails the vetting and barring process they must not take part in any 
regulated activities. If an individual is employed (paid or volunteer) to take part 
in a regulated activity they must be registered with the ISA. It is a criminal 
offence for an individual who is barred to take part in a regulated activity for 
any length of time.

Controlled Activity 
This covers a special category of work, referred to as a controlled activity. 
Employers will be able to employ someone barred from regulated activity to 
carry out controlled activity (provided the organisation puts in place the 
necessary safeguards). It is an offence for an employer to employ an 
individual in a controlled activity if they fail to check that person’s status. 
Controlled activities include:

  Frequent or intensive support work in general health settings, the NHS 
and further education settings 

  People working for specified organisations with frequent access to 
sensitive records about children and vulnerable adults 

  Support work in adult social care setting

Important:
The Home Secretary announced on 15th June 2010 their intention to remodel 
the Vetting and Barring Scheme (VBS); it will be halted pending a review by 
Government. Therefore the Independent Safeguarding Authority (ISA) 
registration stage has stopped and will not be launched on 26th July 2010. For 
further information, go to the Criminal Records Bureau website to get the 
latest developments. 

Criminal Records Bureau (CRB) Check 
As part of the wider framework of safe recruitment practices it is important to 
carry out a CRB check, which is still necessary for some job positions. The 
Vetting and Barring Scheme does not remove the need for employers and 
voluntary organisations to develop and apply robust recruitment procedures 
i.e. implementation of CRB checks, checking identity, qualifications, 
references and enquiring into career history. There are two types of CRB 
checks that a job applicant can apply, depending on the nature of the job 
position. These checks are: 

1. Enhanced CRB check
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2. Standard CRB check 

Both types of CRB checks require a fee, but are free of charge to volunteers, 
for additional CRB check information, go to the Criminal Records Bureau.

Note:
If there are any further questions about the Vetting and Barring Scheme, 
contact the ISA. 
If there are any further questions about the Criminal Records Bureau (CRB) 
checks, contact the Criminal Records Bureau. 
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An Example of a Safeguarding Children, Young 
People and Vulnerable Adults Policy 

Statement
[Name of Organisation] regards the safeguarding of children, young people 
and vulnerable adults as a priority.  This policy outlines the commitment and 
working practices of dealing with children, young people and vulnerable 
adults.

[Name of Organisation] is committed to ensuring that staff, drivers and 
volunteers working with Children, Young People and Vulnerable Adults 
undergo:

  A CRB check at an enhanced level 
  A references check 
  A CRB check, but if the outcome is pending, staff, drivers and 

volunteers will only work with children, young people and vulnerable 
adults in the presence of another staff member, driver or volunteer who 
has a satisfactory enhanced CRB check in place 

[Name of Organisation] will ensure staff: 
  Are adequately trained and supervised 
  Understand and follow the Safeguarding Children, Young People and 

Vulnerable Adults Policy 

The [Name of Organisation] recognises that the following are important: 
  A commitment to the protection and safeguarding of children, young 

people and vulnerable adults
  Exercising the care in the appointment of all those working with 

children, young people and vulnerable adults 
  Commitment to following statutory and specialist guidelines when 

working with children, young people and vulnerable adults 

As part of [Name of Organisation] commitment to Safeguarding Children, 
Young People and Vulnerable Adults Policy the Management Committee has 
the overall responsibility to ensuring the policy is in place and is being acted 
upon. The responsibility for the daily managing and monitoring of the policy is 
the responsibility of the Director who may delegate to the Operations Manager 
the application of the policy to the day to day working of the organisation. The 
policy will be reviewed annually and updated where necessary. 

Should [Name of Organisation] have any concerns regarding the policy or any 
reported incidents it will seek advice, and if appropriate, will contact the 
appropriate statutory authorities. This policy compliments the Equal 
Opportunities Policy, Health and Safety Policy and Employee Policies 
contained in the staff handbook. 

For the Purpose of this Policy Document: 
  A child is defined as a person under the age of 18 (The Children Act 

1989)
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  A vulnerable adult is a person aged 18 years or over who may be 
unable to take care of themselves, or protect themselves from harm or 
from being exploited, (this may be because they have a mental health 
problem, a disability, a sensory impairment, are old and frail, or have 
some form of illness) 

This Policy Breaks Down into Three Parts, which are : 
1. Guidance for paid staff and volunteers in safeguarding children, young 

people and vulnerable adults while they are participating in [Name of 
Organisation] activities/services. 

2. In addition to the duties reflected in all job descriptions and where 
necessary a risk assessment must be carried out and recorded (by the 
Operations Manager) and all reasonable steps must be taken to ensure 
a safe working environment for staff and service users. Written risk 
assessments will be issued to staff (where necessary). 

3. Staff, drivers and volunteers must never: 
  Enter an individuals homes without prior consent and informing 

[Name of Organisation] management of this 
  Undertake tasks and extra duties for individuals over and above 

what is required without prior consent of management 
  Smack, hit or physically discipline a child, young person or 

vulnerable adult 
  Restraining a passenger should never be used except by 

holding, which may be used if there is an immediate danger of 
personal injury to the child or other person (if it is necessary to 
restrain someone, a detailed written record of this event should 
be documented and given to the Operations Manager) 

  Engage in rough, physical or sexually provocative games, 
including horseplay 

  Be alone with a child, young person or vulnerable adult without 
someone else being nearby (e.g. next door with door open) 

  Converse/sit with in the rear of a vehicle without another 
responsible adult in attendance 

  Allow or engage in inappropriate touching 
  Allow the use of inappropriate language to go unchallenged 
  Make sexually suggestive comments (even in fun) 
  Allow allegations regarding a child, young person or vulnerable 

adult to go unchallenged, unrecorded or not acted upon 
  Do things of a personal nature for a child or vulnerable adult, 

that they can do for themselves
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What to do if an [Name of Organisation] Employee Sus pects any Form of 
Abuse is Taking Place Outside of their Service 

  It is not the responsibility of anyone working under the auspices of 
[Name of Organisation] in a paid or voluntary capacity to take 
responsibility for or decide whether or not abuse is taking place.

There is a responsibility to protect children, young people and vulnerable 
adults in order that appropriate agencies can then make enquiries and take 
any necessary action to protect the individual. 

[Name of Organisation] staff and drivers are in a unique position with children, 
young people and vulnerable adults; it is therefore possible that a child, young 
person or vulnerable adult may approach them to talk about abuse. 

If an employee (paid or volunteer) is approached, then try to do the following: 
  Accept what the child, young person or vulnerable adult says 
  Keep calm and do not appear shocked 
  Look at the child, young person or vulnerable adult directly 
  Let them know that someone else will have to be informed- DO 

NOT PROMISE CONFIDENTIALITY 
  Reassure the child, young person or vulnerable adult that they are 

doing the right thing 
  Never push for information or question the child, young person or 

vulnerable adult 
  Make a written note straight away of exactly what they said and 

record the circumstances or activity that proceeded the disclosure 
  Report the disclosure to the designated officer as soon as possible 

and fill out a protection disclosure form (a copy of the disclosure will 
be sent to the Operations Manager/secretary) 

  If appropriate the matter will be reported to the relevant protection 
agencies

If a person should: 
- Accidentally hurt a passenger  

- Misunderstand/misinterpret something a person has 
done

- Seem unduly distressed  

The incident should be documented using the Protection disclosure form 
and it should be reported to the Operations Manager as soon as possible.
The record should include exactly what happened, or what was seen, what 
was said and who was there. In addition all accidents must be recorded in 
the accident book. 
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The responsibility is to ensure concerns are reported appropriately, it is not 
the responsibility of [Name of Organisation] staff to investigate concerns. 

If any member of staff or volunteer notices something which concerns them 
about a child, young person or if they are confiding in a member of staff this is 
the agreed procedure that [Name of Organisation] will follow: 

  Everything that has been said by the child, young person or vulnerable 
adult, or been observed by the member of staff/volunteer will be 
recorded on a Protection Disclosure Form.  The completed records will 
be kept confidential within a secure location at the [Name of 
Organisation] offices 

  The information recorded must be factual and not contain assumptions 
or personal comments by the staff member completing the form 

  [Name of Organisation] will record the dates/times when these 
events/situations have happened taking care not to interpret what has 
been said, recording only factually what has been said 

  If there has been an explanation given to a staff member on injury or 
incident, who will ensure this is included 

  Members of staff/volunteers will immediately raise the contents of the 
Protection Disclosure Form with the designated officer.  The 
designated officer will then consult with Social Services.  The 
designated officer and Social Services will then agree on the next 
course of action 

  All staff and volunteers will receive appropriate training and support to 
raise awareness of this policy 

It is important to note that this is only a process of observation and at no point 
will staff be actively looking for evidence of abuse, but they will act if they 
notice or are told anything which gives them cause for concern.  The 
responsibility is to ensure concerns are reported appropriately, it is not the 
responsibility of [Name of Organisation] to investigate the concerns. 

What to do if a Member of Staff (paid or volunteer)  Suspects any Form of 
Abuse by Another Member of Staff or a Volunteer? 
The following circumstances may lead to a member of staff (paid or volunteer) 
to suspect that a fellow colleague is abusing a child, young person or 
vulnerable adult: 

  An allegation is made by a child or adult 
  A member of staff notices inappropriate behaviour by another member 

of staff 

In each case a Protection Disclosure Form should be completed and the 
designated officers immediately informed in strict confidence (if the allegations 
concern either the officer or Operations Manager then the Chair of the 
Management Committee will be informed). 

The designated officers may be informed of situations where they are unsure 
if the allegation constitutes abuse or not and they are unclear of what action to 
take.
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Social Services will be consulted if there is any doubt and all incidents will be 
recorded and kept on file in a secure location.  This is because of the nature 
of the material and it may be one of a series of instances that cause concern. 

If the designated officers conclude that the allegation constitutes poor 
practice, they will work with the member of staff (paid or volunteer) to ensure 
adequate training and supervision is given to prevent further incidents.  If they 
conclude that it constitutes abuse they will take advice from the Director and 
formal disciplinary and criminal procedures will be implemented. 

[Name of Organisation] Management Team assures all staff that it will fully 
support and protect anyone who, in good faith (without malicious intent), 
reports his/her concerns about the possibility that a child, young person or 
vulnerable adult may be experiencing abuse. 

Signed………………………………….       Dated ………………………….. 



CT Operations Manual London     Policy 6A 

The Equal Opportunities Policy 

An Equal Opportunities Policy is designed to ensure that an organisation complies 
with its equality obligations under anti-discrimination legislation. An organisation may 
however extend its policy to cover groups and categories that have different levels of 
statutory protection from discrimination. Community Transport organisations should 
extend their Equal Opportunities Policy to include passengers that benefit from their 
services. It is important to make sure that the wording of the Equal Opportunities 
Policy is clear and accurate.

Each Equal Opportunities Policy will be different, depending on the type of 
organisation. There are specific areas that most equal opportunity policies will 
incorporate and it is important to think about: 

1. Aims- why the organisation wants to devise an Equal Opportunities Policy and 
what its purpose is. 

2. Actions- how the organisation is open to all parts of the policy, how it is going 
to enforce equality of employment (relevant to paid and volunteer workers) 
and its policies on harassment, treatment and behaviour of employees (paid 
and volunteer). 

3. Is the policy working- does the policy fit the purpose of the organisation when 
reviewed?

Importance of an Equal Opportunities Policy 
It is important that an organisation implements this policy, as: 

  A number of individuals, groups and communities across society face 
discrimination

  Groups can ignore or discriminate against particular minority or 
disadvantaged groups 

  Writing an Equal Opportunities Policy will encourage an organisation to think 
about the practicalities to ensure that they are equally open to everyone and 
that all people involved are treated with respect 

  It highlights that an organisation is aware of discrimination and are willing to 
take measures to stop discrimination occurring in the workplace and to the 
services offered 

  Most funders require an organisation to have an equal opportunities policy 

An organisation should be committed to ensuring that it fulfils its obligations to 
operate fairly, justly and in accordance with correct legislation. No employee or 
potential employee should be discriminated against, based on gender, race or 
disability. 

Steps to Take Before Writing an Equality Opportunities Policy  
It is important to discuss the implementation of an Equal Opportunities Policy with 
employees (paid and volunteer) and passengers before writing it. Here are some 
ideas of questions to discuss: 

  How does discrimination affect employees/passengers? 
  How is the organisation working at the moment? 
  What does the organisation want to achieve by implementing an Equal 

Opportunities Policy?
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Key Elements of an Equal Opportunities Policy 
The key elements in any equal opportunities policy include the following:

  A statement of intent, including the aim and objective of the policy 
  Who the policy applies to (scope) 
  Outline of specific commitments/actions which will be undertaken 
  How the policy will be implemented and who is responsible 
  Monitoring and review 

Detailed Outline of an Equal Opportunities Policy 
It is important to outline why an organisation wants to implement an Equal 
Opportunities Policy and what they want it to do with it. The following is an outline of 
the content included in this type of policy: 

1. Statement of Intent should include: 
- How discrimination exists
- How being discriminated against affects employees (both paid and 

volunteer) and passengers
- Why the organisation should implement an Equal Opportunities Policy
- What the organisation hopes to achieve from this policy

Most organisations will highlight opposition to all kinds of discrimination in its aims.

There are two ways to list types of discrimination, such as: 
  [Name of Organisation] believes that equal opportunities are the central 

principle underlying all the work they do 
   [Name of Organisation] is committed to work against all forms of oppression, 

including those based on race, creed, gender, marital status, culture, class, 
sexuality, learning ability, physical impairment, political beliefs, age and 
unrelated criminal conviction 

  [Name of Organisation] recognises the existence of discrimination against 
people because of particular characteristics or beliefs

2. Policy is Applicable to: 
  Who the policy applies to- employees (paid and volunteer) and passengers

3. Action to the Policy 
This is an important part of the Equal Opportunities Policy, as it demonstrates how 
the organisation treats every one equally. The organisation has to consider what 
practical steps to take to: 

  Make sure the organisation is open to all 

The organisation should consider the following: 
  Look at all aspects of the service and the passengers who use those services, 

to ensure everybody gets the same amount of use out of the services 
  To identify the practical barriers that prevents some passengers from getting 

the most out of the organisation’s services 
  Is publicity written in numerous languages (should it be translated into other 

languages) and design easy to read? 
  Are all passengers using the organisation’s services treated equally?
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  Does the organisation experience difficulties from employees and 
passengers? 

  How does the organisation make sure that everyone is aware of the Equal 
Opportunities Policy? 

It may not be possible for an organisation to bring in measures to counter all types of 
discrimination, but make sure that they are aware of what they are lacking and can 
be responsive to individual’s needs when they arise. 

4. To Ensure Equality of Employment 
This part only applies to those organisations that employ workers. It should cover 
everything from vacancy advertising, selection, recruitment and training to conditions 
of service and reasons for termination of employment. 

The organisation should consider the following: 
- How will the organisation make sure that all sections of the 

community see the organisations job advertisement? 
- How will the organisation make sure that no one feels discriminated 

against by the advert or the position offered? 
- How will the organisation pay its workers and on what grounds? 
- Does the organisation have an open system for recording selection 

and rejection of applicants for vacancies? 

5. Prevent Harassment and Make Sure Everyone is Tre ated Equally 
This part of the policy looks at the way the organisation’s employees and volunteers 
are treated and the way people conduct themselves, known as ‘code of conduct.’

The organisation should consider the following: 
- How does the organisation want people to be treated in the 

workplace?
- What does the organisation mean by harassment? 
- If someone feels harassed what should they do about it – who 

should they tell? What will the organisation do about it? 
- How will the organisation make sure that everyone concerned is 

aware of their code of conduct? 

6. Implementation and Responsibilities Attached to the Policy? 
It is important to identify how the plan will be incorporated into the organisation. It is 
necessary to implement a plan to make employees (paid and voluntary) and 
passengers aware of the new policy. The policy should outline the responsibilities 
and roles of specific employees to adopt the policies and put into practice. 

7.  Monitoring and Reviewing 
It is important to monitor the organisation’s policy and review it annually to identify if 
it is working and the areas that need changed or updated. For example the Equal 
Opportunities policy will be reviewed every [Specify Time Period] years.
The organisation should consider the following:
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- How the organisation will keep a check that the policy action plan is 
being implemented? 

- Who will be responsible for this?  
- How often progress checks will be made e.g. monthly, quarterly 

etc?
- How the organisation will know when they have achieved an 

objective?

Recommended Reading 
Volunteer England has produced a good practice guide for community groups who 
work with volunteers. It includes sample forms and policies to adapt, including a 
sample equal opportunities policy and monitoring form, go to Volunteering England 
web site for further information.    
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An example of an Equal Opportunities Policy 

Statement
[Name of Organisation] is committed to the principle of equal opportunities. 
[Name of Organisation] will strive to develop a business culture that reflects 
and embraces equal opportunity and diversity in the workplace and its service 
provision in line with the current legislative framework and codes of practice. 

All decisions regarding the prioritization of resources/services and benefits of 
[Name of Organisation] will be made in accordance with equal opportunities 
principles.  All members of [Name of Organisation] will have equal access and 
the opportunity to make use of all services and benefits offered by [Name of 
Organisation].

In implementing the Equal Opportunity Policy [Name of Organisation] accepts 
the statutory requirements laid down in the Race Relations Act, Sex 
Discrimination Act, Employment Equality (Religion or Belief) Regulations, 
Employment Equality (Sexual Orientation) Regulations, Employment Equality 
(Age) Regulations, Equal Pay Act and the Disability Discrimination Act.  

[Name of Organisation] management will ensure that recruitment, selection, 
training, development and promotion procedures result in no job applicant or 
employee receiving less favourable treatment on the grounds of race, colour, 
nationality, ethnic or national origin, religion or belief, disability, trade union 
membership or non-membership, sex, sexual orientation, marital status, age, 
or being a part-time or fixed term worker. [Name of Organisation] objective is 
to ensure that individuals are selected, promoted and otherwise treated solely 
on the basis of their relevant aptitudes, skills and abilities.  

Employment Practices 
a) [Name of Organisation] aims to be an equal opportunities employer 

and to ensure that no job applicant or employee receives less 
favourable treatment on the grounds of any factors irrelevant to a 
person’s ability to do a job. 

b) [Name of Organisation] regards discrimination, harassment, abuse, 
victimisation or bullying of staff, clients or of others in the course of 
work as disciplinary offences that could be regarded as gross 
misconduct.  Condoning such behaviour could also be treated as a 
disciplinary offence. 

As well as disciplining the perpetrator(s) [Name of Organisation] will deliver 
appropriate support to people who complain of harassment of themselves or 
others.
[Name of Organisation] will implement the following:
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a) Selection, recruitment, training, promotion and employment 
practices generally will be subject to regular review to ensure they 
comply with the equal opportunities policy.

b) Accommodate staff requests to work flexibly, whether part time or 
some other working arrangement, for specific reason as long as it is 
possible to agree this and is consistent with the needs of the [Name 
of Organisation]. 

c) Recognise that organisations are obliged under the Disability 
Discrimination Act (DDA) to make reasonable adjustments to 
accommodate disabled people and enable them to do their job 
without unnecessary difficulty.  [Name of Organisation] will make 
adjustments which are reasonable, whether or not they are obliged 
to do so by law, and whether or not a disabled applicant or 
employee is covered by the definition of disabled under the DDA. 

d) Accept their obligation not to discriminate against applicants and 
employees on the basis of their religion.  [Name of Organisation] 
also respect the beliefs of all staff and try to accommodate their 
employee’s religious beliefs by: 

  Allowing time for prayers during the working day 

  Consider employees/management committee dietary 
requirements when catering for staff and when providing 
facilities to store food 

  Where possible allow staff of particular faiths to take their 
holidays for religious festivals and other religious observance 

  Trying to arrange job interviews or other important work 
meetings at times when they do not clash with important 
religious festivals 

  Not imposing dress code with which people of a particular 
religion cannot comply 

Service Delivery 
[Name of Organisation] seeks to ensure that its services are accessible to all 
sections of the community in particular: 

a) [Name of Organisation] makes public its commitment to combating 
discriminatory attitudes where these are encountered [Name of 
Organisation] will attempt to ensure that none of it policies discriminate 
directly or indirectly against any group or individual. 

b) [Name of Organisation] attempts to find ways of making the services 
accessible to everyone including people with English as a second 
language, people with visual or hearing impairments, mobility problems 
and people who cannot easily travel on public transport. 

c) [Name of Organisation] will take all reasonable steps to ensure that all 
its activities are carried out in premises which are accessible. 

d) [Name of Organisation] will take all reasonable steps to ensure the 
transport it provides offers opportunity for people with mobility 
difficulties to both use the service and enable them to access the 
services they require in accordance with the booking procedure.
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e) [Name of Organisation] will be sensitive to the particular needs of 
members and users of the service by trying to provide support, such as 
translations, personal assistance, and have regard for the individual’s 
religious beliefs and other dietary requirements. 

Definitions 
[Name of Organisation] understands discrimination  to be unfavourable 
treatment of an individual or group of individuals on the grounds irrelevant: 

  To that person or group’s abilities to perform work required of them by 
[Name of Organisation]

Or

  To that person or groups entitlements to receive services from [Name 
of Organisation] 

Direct discrimination is any less favourable treatment, which cannot be 
objectively justified of a person or group of people because of a personal 
attribute or condition (not limited to gender, race, ethnic or national origin, 
disability, religion, or sexuality or age). 

A person subjects another to harassment  and that person engages in 
unwanted conduct, which has the purpose or effect of: 

a) Violating that other person’s dignity; 
b) Creating an intimidating, hostile, degrading or offensive 

environment for him/her; 
c) Unlawful harassment can be on grounds of the race, religion, 

sexuality etc of the person being harassed, or because of whom 
they associate with, are friends with, live with or are married to. 

Victimisation takes place where a person is treated less favourably because 
they have taken action against unlawful discrimination in their workplace.  For 
instance, if a person alleges that sex discrimination has taken place, or 
supports a colleague who has made that assertion, for instance by giving 
evidence at a grievance or disciplinary hearing or at an employment tribunal, 
they are protected under the various anti-discrimination Acts. 

Policy Management and Delivery Mechanisms 
1. Responsibility for Implementation 
[Name of Organisation] management committee has ultimate responsibility for 
the equal opportunities policy, however it is the responsibility of the Director of 
[Name of Organisation] to implement, monitor and evaluate the equal 
opportunities policy and delivery. The Director has a duty to ensure that the 
management committee is informed of the policy’s implementation and the 
implications of management committee decisions and policies for equal 
opportunities.
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2. Structure for Implementing the Policy 
All employees and management committee members will be informed that an 
equal opportunities policy is in operation and they will be bound to comply 
with its requirements.  The policy will also be drawn to the attention of [Name 
of Organisation] members, funding agencies, job applicants and where 
appropriate, users. 

The Equal Opportunities Statement will be displayed in [Name of 
Organisation] offices, visible to staff and visitors.  Workers and management 
committee members will be given a copy of the whole policy upon 
appointment/election and whenever the policy is modified. 

[Name of Organisation] will keep abreast of developments in equal 
opportunities practice. They will regularly provide training for paid and 
voluntary staff and management committee members on equal opportunities 
issues.

3. Obligations of Staff 
Management Team
The Management Team has the primary responsibility for successfully 
meeting these objectives by:

  Not discriminating in the course of employment against employees or 
job applicants 

  Not inducing or attempting to induce others to practice unlawful 
discrimination. Bringing to the attention of employees that they will be 
subject to action under the Disciplinary and Dismissal Procedure for 
discrimination of any kind 

Staff can contribute by not discriminating against fellow employees, clients, 
suppliers or members of the public with whom they come into contact during 
the course of their duties. It is not appropriate to induce or attempt to induce 
others to practice unlawful discrimination. All inappropriate actions must be 
reported to the Management Committee. 

4. Procedure for Dealing with Complaints of Discrim ination  
[Name of Organisation] grievance and disciplinary procedures will be used to 
deal with complaints about discrimination, harassment, victimisation and 
bullying involving staff. Complaints from members/clients are covered by 
[Name of Organisation] complaints policy and procedure.  Complaints 
involving management committee members should be through whichever of 
the above procedures is most relevant.  The organisation will treat seriously 
any complaint that they have failed to follow in their Equal Opportunities 
Policy.

5. Personal Data 
[Name of Organisation] may ask clients using services, job applicants, 
volunteers and committee members for information about their ethnic origin, 



 

CT Operations Manual London         Policy 6I 

disability, marital status, age or other personal information, but will only do this 
for a specific defined purpose, such as collecting statistical data for funders, 
for research, or their own monitoring to evaluate the impact of [Name of 
Organisation] Equal Opportunities Policy. 

6. Monitoring and Review 
This policy is subject to review and improvement.  It will be reviewed annually 
by the Chief Executive with the staff team and management committee.  Any 
suggestions for changes should be made, in the first instance, to the Chief 
Executive.

Signed………………………………….             Dated …………………………. 



CT Operations Manual London         Policy 7A 

Health and Safety Policy 

Introduction
A CT operator like any other organisation has a legal responsibility to ensure 
that its activities do not have a detrimental affect on the health and safety of 
its employees, volunteers, passengers and other individuals, such as visitors. 
The CT organisation’s commitment to health and safety should go beyond the 
legal minimum compliance to the regulations. Poor health and safety leads to 
illness and accidents, which can result in significant costs to the organisation.

A CT operator has a legal responsibility for the health and safety of everyone 
affected by the organisation. Its responsibilities include: 

  Carrying out a thorough health and safety risk assessment across the 
organisation

  Drawing up a Health and Safety Policy  
  Ensuring that the workplace (including vehicles) meet minimum 

standards of comfort and cleanliness 
  Recording serious injuries, diseases or dangerous accidents in an 

accident logbook (in some cases reporting them to the relevant 
authority)

Failing to follow health and safety rules can have severe consequences. An 
organisation can be fined or its senior management could face a prison 
sentence. In some circumstances, the business could be closed down to stop 
it from acting illegally.

Avoid the Costs of Illness, Accidents and Incidents  at Work 
Failing to establish and implement good health and safety policies and 
procedures could be an expensive mistake. A CT organisation could incur a 
range of costs, including: 

  Wages of the people who are ill or injured, plus the costs of covering 
their jobs

  Lost service provision caused by disruption to the business and 
inexperienced replacements  

  Damage to the service, equipment or the premises
  Costs of investigating and correcting the problem
  Fines and legal costs if the organisation is prosecuted  
  Compensation if the organisation is responsible for accidents that 

cause injury or damage to individuals or property
  Increased insurance premiums  

Health and Safety Practices and the Ramifications f or Insurance Costs 
Insurance provides some protection, though it rarely covers all the costs of 
accidents or illnesses. As a legal minimum, an organisation must have 
employers' liability insurance if people are employed. But from a business 
point of view the organisation may also need insurance against other risks, 
such as clean-up costs or public liability. The ability to show that a CT 
operator has sound health and safety policies and procedures is essential if 
the organisation wants to get competitive insurance premiums.
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Insurers will want to assess the measures the organisation has in place to 
minimise the risks of an incident occurring (e.g. a comprehensive driver 
training programme, such as MiDAS.) If the insurer isn’t satisfied with the 
organisation’s approach to health and safety then its premiums could 
increase. At worst the operator might not be able to find an insurer prepared 
to cover its risks, which could make it impossible for the organisation to 
continue trading. If the operator can demonstrate that they take risk 
management seriously, then it may be able to reduce its premiums.

Plan Ahead to get Health and Safety Measures Right 
The best approach to managing health and safety in the workplace is to have 
the right procedures and practices in place from the start and then monitor 
them regularly to ensure they are being carried out and are still appropriate.  

Once the CT operator has conducted a risk assessment, it may want to 
implement the following: 

  To assess all other possible environmental risks 
  Update assessments whenever subject to change, e.g. if the 

organisation purchases a new accessible minibus, then change and 
train the working practices of relevant staff 

  Carry out routine mini-assessments- look for potential health and safety 
problems

  Involve staff e.g. via a safety representative or committee, and 
encourage them to give the organisation ideas to improve 

  Keep up to date with the latest technology, to develop new ideas to 
improve health and safety performance

  Carry out regular maintenance to keep equipment and vehicles 
operating at full efficiency to reduce health, safety and pollution risks  

  Carry out regular checks to ensure staff are following safety 
procedures 

  Set up a health and safety management system (this would make it 
easier for them to keep on top of risk assessments and other safety 
issues in the business 

The Health & Safety Executive (HSE) offers a number of DVDs within a 
'Signposts to Health & Safety' series to demonstrate how small businesses 
have dealt with health and safety issues in key areas.

A Health and Safety Policy 
A Health and Safety Policy is a plan detailing how an organisation is going to 
manage health and safety issues. The policy should outline the organisation’s 
commitment to managing risks and complying with legal requirements. The 
Health and Safety Policy should include the following: 

  The statement of intent- which outlines the organisation’s commitment 
to managing health and safety effectively, and what they want to 
achieve
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  Responsibilities- which states who is responsible for what  
  Methods- which outlines how the organisation is going to implement the 

plan to practice 

Remember:
If an organisation employs five or more people they must have a written 
health and safety statement and a record of health and safety arrangements. 
A written document is necessary to inform the organisation and its workforce 
of the policy and who's responsible for what. 

If an organisation employs less than five people, it is not legally required to 
have a written health and safety statement. However, they must ensure that 
employees work safely- a written policy can help to do this. 

Before writing a Health and Safety Policy 
The organisation’s Health and Safety Policy should be specific to its business. 
It is important to consider the issues facing the organisation before writing the 
policy.

Legal Duties 
The organisation should ensure that its systems for managing health and 
safety enable the business to comply with the law. The organisation should 
appoint a 'competent person' to manage the health and safety responsibilities. 
Refer to the leaflet on getting specialist help with health and safety from the 
Health & Safety Executive (HSE) website. The HSE can advise the 
organisation on what else they may need to do. 

Risks
The organisation has a legal duty to carry out a risk assessment to identify 
any aspects of the business, its processes or workplace that could cause 
harm to: 

  Employees and others associated with the organisation
  Members of the public including passengers, suppliers and anyone 

else affected by the business

The risk assessment must include how the organisation control the risks 
identified. For further information on carrying out a risk assessment, refer to 
Risk Management in the Operations Section of this Operations Manual. 

Recommended Reading: 
If the organisation is unsure how to structure their Health and Safety Policy, 
refer to an example policy on the Health and Safety Executive (HSE) website.
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An Example of a Health and Safety Policy

Introduction
The Health and Safety at Work etc Act 1974, together with the Management 
of Health and Safety at Work Regulations 1999, other associated Health and 
Safety legislation and Codes of Practice impose duties on all employers in 
respect of Health and Safety at Work. These duties extend to [Name of 
Organisation], its employees and also other persons who may be affected by 
[Name of Organisation] work activities. As the employer, [Name of 
Organisation] have devised a health and safety statement to include these 
duties. All [Name of Organisation] employees should carefully read this 
statement.

Objectives
To eliminate or minimise, as far as is reasonably practicable, the risk of injury 
to:

(a) All [Name of Organisation] employees. 
(b) Staff, agency workers and trainees. 
(c) All non-employees of [Name of Organisation], including the 

general public, passengers, visitors to [Name of Organisation] 
premises and any other person who may be affected by the 
activities or undertakings of [Name of Organisation] or its 
employees at work. 

Statement of Intent
[Name of Organisation] recognises that the health, safety and welfare at work 
of all employees, whether on their premises, or carrying out their business 
elsewhere, is primarily the responsibility of [Name of Organisation]. In 
addition, duty of care extends to other persons while they are on [Name of 
Organisation] premises or affected by its activities. To achieve this effectively, 
[Name of Organisation] will implement a risk assessment, by: - 

  Identifying hazards of its work activities and assessing the risks to 
the health and safety of employees and other persons 

  Recording the management action required to effectively reduce the 
risks of injury and ill health  

  Providing and maintaining safe premises of work 
  Ensuring safe methods of using, handling, storing and transporting 

harmful substances 
  Providing suitable and sufficient information, instruction, training and 

supervision
  Providing and maintaining a safe working environment with 

adequate welfare facilities 
  Providing and maintaining the workplace, to provide safe conditions,

with safe access to and egress from a place of work and procedures 
for evacuation in an emergency 

  Providing adequate and suitable personal protective equipment 
when required 

  Identifying individuals with responsibility for health and safety 
management and advice
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  [Name of Organisation] will provide codes of practice and systems to 
cover all aspects on health, safety and welfare 

  [Name of Organisation] will arrange for the provision of competent, 
technical advice on health, safety and welfare matters 

[Name of Organisation] reminds all its employees of their duties under the 
Health and Safety at Work Act 1974 to take care of their own safety and that 
of others. They should also cooperate with management to enable them to 
carry out their responsibilities successfully. 

A copy of this statement and the following organisation and summary of 
arrangements will be issued to all employees, as part of the Staff Handbook. 
All documents will be added to or modified as legislation or the local situation 
changes.

[Name of Organisation] 
[Name of Organisation], as the employer, is ultimately responsible in law for:

  The health, safety and welfare of [Name of Organisation] 
employees at work 

  The conduct of [Name of Organisation] , to ensure the health, safety 
and welfare of the public and other persons not employed by [Name 
of Organisation] 

To meet these responsibilities [Name of Organisation] will ensure that: 
  There is an effective overall policy for the health, safety and welfare 

of employees
  Adequate funds are available to meet any requirement 
  Any necessary changes are made to the policy 
  The general public are made aware of any situations that arises 

which may affect their health, safety and welfare, and where 
necessary take steps to eliminate such situations 

  [Name of Organisation] activities do not have a detrimental affect on 
the health, safety or welfare of the general public 

  [Name of Organisation] is organised and has sufficient numbers of 
competent staff to meet its responsibilities for health, safety and 
welfare

Note:
Day to day responsibilities for health and safety matters are delegated to 
managers as set out below.

Health and Safety Management Responsibility 
The Nominated Lead for Health and Safety is [Please Name Specify] and the 
Operations Manager’s responsibilities are to:

a) Ensure that [Name of Organisation] has in place the appropriate 
arrangements to ensure compliance with legislation and local policies 
on health, safety and welfare. 

b) Ensure [Name of Organisation] employs a competent person to 
provide advice and assistance on health and safety matters, as
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required by the Management of Health and Safety at Work 
Regulations 1999 who will, in turn have full access to the Trustees. 
Ensure the Trustees discuss health and safety matters as and when 
necessary or as requested by a Safety Representative. 

c) Ensure arrangements are made for joint consultation with all 
employees. 

Responsibilities 
The person with overall responsibility for health and safety is the Chair of the 
Management Committee, who acts on behalf of the [Name of Organisation]. 

The Operations Manager 
The Operations Manager will be responsible for all matters relating to health, 
safety and line management within their depot. They will ensure that guidance 
and instructions, relating to health and safety, are practised and information 
relating to regulations and codes of practice are disseminated to those 
employees for whom they are responsible. They will also ensure that safe 
working practices are used at all times (and any necessary controls 
maintained).

Others with Responsibilities 
  The person to whom all incidents relating to the use and location of the 

office-based fire extinguishers should be reported to is [Specify the 
Name]

  The person to whom all incidents relating to the use and location of 
vehicle-based fire extinguishers should be reported is the [Specify the 
Name]

  The person to whom all vehicle related safety hazards, and all motor 
accidents, occurring in the course of [Name of Organisation] business 
should be reported is the Operations Manager 

  The person to whom all non-motor accidents occurring in the course of  
business should be reported to [Specify the Name] 

  The person to whom all other safety hazards should be reported is the 
[Name of Organisation] 

  The [Name of Organisation] is entitled, therefore, to elect a safety 
representative and [Name of Organisation] will incur a legal duty to 
consult with that person on all issues affecting health and safety in the 
workplace

All Employees 
Employees have a duty to co-operate with their employer as far as is 
necessary to enable the employer to comply with their legal obligations. All 
safety rules and arrangements relating to [Name of Organisation] activities will 
fall within the framework of legal obligation and all employees will be required 
to:

  Comply with any procedures, safe working practices or instructions 
that have been initiated by management for their health, safety and 
welfare
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  Take reasonable care for their own health and safety and the health 
and safety of any other person who may be affected by their acts or 
omissions at work 

  Not mis-use or damage any article provided in the interests of health 
and safety 

  Report to their Operations Manager all injuries and hazards or 
defects in equipment without delay 

Failure to comply with these responsibilities may lead to appropriate action 
being undertaken by [Name of Organisation] disciplinary procedure. 

Summary of Arrangements 
The following health and safety arrangements apply to all [Name of 
Organisation] operations and activities. The Director/Operations Manager 
must ensure that the following arrangements are adhered to. 

Accident/Incident & Near Miss Reporting 
[Name of Organisation] will provide a system for recording all accidents, 
dangerous occurrences, diseases, reports of violence and other incidents that 
occur in premises, work areas and through activities controlled by [Name of 
Organisation] involving employees, appointed contractors, visitors, members 
of the public and others. 

First Aid at Work  
[Name of Organisation] will provide suitable first aid facilities and equipment 
should employees or other persons become ill or injured whilst at work, or due 
to any work activities carried out by the [Name of Organisation]. 

Fire
[Name of Organisation] will take all reasonable steps to prevent or minimise 
the possible occurrence of fire within the premises that it owns and controls, 
and will provide detection/warning systems and establish emergency and 
evacuation procedures (where necessary). Fire Risk Assessments will be 
carried out of premises and this will highlight activities were there is a risk of 
fire. Suitable instructions will be displayed and training and information on fire 
prevention will be issued to all employees.

Risk Assessment
[Name of Organisation] will ensure that a systematic approach towards risk 
assessments is carried out to control and identify hazards, and those at risk 
from those hazards. It will include the identification of all activities, the hazards 
and risks associated with them, and a review of the method by which they are 
controlled. 

Safe Working Practice 
Safe Working Practices and formal procedures are provided for controlling 
risks associated with the work activities, identified through the risk 
assessments.
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Control of Substances Hazardous to Health  
[Name of Organisation] will ensure that a systematic approach is carried out 
to identify and control hazardous substances that occur as part of the work 
activities, and to reduce the risk of injury or ill health to employees and others 
who may be exposed to the substances. 

Electricity Safety  
[Name of Organisation] will ensure that arrangements are in place to cover 
electrical safety for portable equipment, fixed installations, appliances and 
electrical work activities and the disposal of unwanted electrical equipment.

Office Workstations
[Name of Organisation] will ensure that arrangements to identify and assess 
office workstations and the working environment, including display screen 
equipment and their users, are established. Arrangements will include eye or 
eyesight tests for users of display screen equipment. 

Personal Protective Equipment
[Name of Organisation] will ensure that suitable personal protective 
equipment is provided for employees, where work carried out present’s health 
and safety risks that cannot be adequately controlled through other means. 
Employees will be instructed and trained in the safe use of their personal 
protective equipment and the arrangements for maintenance, cleaning and 
replacement.

Communicable Disease Control
[Name of Organisation] will provide arrangements to identify those employees 
who maybe exposed to communicable diseases and ensure that adequate 
control measures and procedures are provided to reduce the risk of infection. 

Noise at Work
[Name of Organisation] will establish the way in which noise exposure to 
employees and others is controlled whilst work activities are undertaken. 

Young Persons at Work 
[Name of Organisation] will provide arrangements to ensure the health, safety 
and welfare of young persons who are employed or on work experience with 
them.

Plant Machinery and Work Equipment  
[Name of Organisation] will ensure that all plant, machinery and work 
equipment is suitable for its proposed use, and is inspected and maintained 
by a competent person to ensure that it is safe when used in accordance with 
the manufacturer’s instructions. The Operations Manager will keep records of 
all maintenance. It is important that all operators of such equipment will be 
suitable, trained and competent.
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Violence and Aggression at Work
[Name of Organisation] will take all reasonably steps to ensure employees are 
not subjected to violence or aggression during duty. Arrangements will be 
established to minimise the risk of violence and aggression. These will include 
the means of monitoring employees in potentially dangerous situations, a 
system for reporting incidents, safe working practices, adequate training for all 
employees at risk and for the provision of support facilities i.e. counselling. 

Management of Water Systems  
[Name of Organisation] will ensure that arrangements are in place to manage 
and control its water based systems and equipment, within its buildings. In 
doing so it will prevent and control the possible risk of exposure to employees 
and others of Legionella, the hazards from high temperature water and ensure 
the provision of drinking water. 

Contractors and Contracted Works  
[Name of Organisation] will ensure that persons carrying out contracted works 
on [Name of Organisation] premises, land or structures are assessed in 
respect of their competence, with special attention taken towards their 
compliance to health safety matters. 

Arrangements will be established for the management of contracted works, 
which will include the provision of information to contractors, monitoring of the 
contract and the contractor’s systems and performance for health and safety. 

Manual Handling
[Name of Organisation] recognises the latent and inherent risk of manual 
handling injuries in many work activities.  Arrangements will be made to 
ensure that when identified through risk assessment any risks of injury from 
lifting and carrying operations will be eliminated or reduced so far as is 
reasonably practical. Reviews of safe working practices and additional training 
will be carried out (where necessary). 

Audits, Monitoring and Inspections  
The monitoring of compliance with Health and Safety legislation and the 
[Name of Organisation] own policies and arrangements will be carried out by 
various audits and inspections. 

Lone Working 
[Name of Organisation] will ensure procedures are established to minimise 
the risks to persons working alone. Where necessary, means of 
communication and information will be provided to employees and systems of 
monitoring, both during normal working hours and outside those times will be 
arranged.

Training
[Name of Organisation] will ensure that suitable and adequate health and 
safety training is provided for all employees within their authority to ensure 
that they can carry out their responsibilities and work activities in a competent 
and safe manner.
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When allocating work to employees, [Name of Organisation] shall ensure that 
the demands of the job do not exceed the employees’ ability to carry out the 
work without risk to themselves or others. [Name of Organisation] shall take 
account of the employees’ capabilities and the level of their training, 
knowledge and experience. If additional training is needed, [Name of 
Organisation] shall determine ways in which this can be provided. 

New employees shall receive basic induction training on health and safety, 
including arrangements for first-aid, fire and evacuation. 

Review 
The Health and Safety Policy will be reviewed annually or as a result of any 
changes either to the legislation or within [Name of Organisation] or any of its 
operations that have an effect upon its arrangements for health and safety. 
Reviews will be conducted by the Management Committee. Amendments will 
be circulated and all employees will be part of the consultation process prior 
to the finalised policy. 

 [Name of Person] understands and accepts this policy adopted by [Name of 
Organisation]:

Signed………………………………….       Dated ………………………….. 
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MORR (Management of Occupational Road 
Risk) Policy 

Background to MORR 
The Royal Society for the Prevention of Accidents (RoSPA) has long 
campaigned for organisations (from the mid 1990’s) to adopt a proactive risk 
management approach to reducing the risks connected with ‘at work’ vehicle 
use. The HSE/DFT guidance ‘Driving to Work- managing work-related road 
safety,’ which is for employers to highlight their duties to manage risk on the 
road under the Health and Safety Work Act (1974) and the Management of 
Health and Safety at Work Regulations. It has raised awareness of: 

  The risks created and faced by staff when they use the road for work  
  Employers’ and employees’ to understand their duties to manage 

those risks, and how they can do so
  Government agencies including the management of occupational 

road risk as a fundamental part of their road safety and health and 
safety strategies and polices 

The employer has a clear duty under health and safety law to manage 
occupational road risk in the same way that they manage other health and 
safety risks. Taking action to ensure safer driving can:

  Help to keep the employees and volunteers safe while at work  
  Protect other road users  
  Save money by reducing accidents and incidents  
  Reduce business interruptions  
  Avoid adverse publicity associated with accidents  
  Help staff stay safe while commuting or driving in their leisure time  
  Promote smoother driving which improves fuel efficiency and reduces 

environmental impact

Guidelines to MORR 
The following are guidelines based on ‘plan-do-check-act’ management to 
Managing Occupational Road Risk (MORR), which is aimed at the Board of 
Directors, Trustees, the Operations Manager and other senior management of 
an organisation: 

STEP 1: Plan 
  It is important to take an overall look at the vehicle use of an 

organisation, which includes the vehicles driven for work purposes 
by the employer and employees (paid and volunteer staff) 

  It is important to calculate the annual mileage and any incidents 
(include their causes and costs). In addition it is necessary to think 
about the safety of staff that may be at work on the road as 
pedestrians or riding bicycles 

  Consult all employees (paid and volunteer staff) about road safety, 
listen to their views and look at what other organisations are doing  

  Develop a short statement about the organisation’s approach to 
road safety at work and communicate it to all staff so that they 



Policy 8B           CT Operations Manual London         

understand the aims and expectations. It is important that staff are 
aware of their responsibilities 

  The organisation could implement a risk assessment to highlight 
potential road safety problems and if the right steps are introduced 
to control risk on the road and promote safer driving 

Step 2: Do (for an organisation) 
  Devise a plan to reduce road travel 
  Consider the driver’s attitude and their driving competence on 

recruitment and in job role 
  Consider investing in extra driver training, for example, MiDAS (refer to 

Driver Training in the Operations Section of this Manual) 
  Ensure drivers and their supervisors always consider safety before 

driving, for example by planning journeys which follow the safest routes 
  Make it clear that staff must not speed. Avoid systems of work which 

may encourage speeding 
  Make sure that drivers are fit to drive, they must meet DVLA medical 

fitness requirements, they must not drive when they have become 
excessively tired by work or when they are impaired (by alcohol or 
drugs)

  Make sure drivers are alert to the effects of stress or medicines which 
can affect their ability to drive safely 

  Ensure drivers are familiar with any new vehicles they are asked to 
drive

  Insist that the vehicle is properly maintained and serviced regularly, 
including vehicles when owned by employees 

  Ensure vehicles are taxed and MoT’d (where necessary)  
  Ensure they understand how to manoeuvre vehicles safely 
  Make sure all staff who drive know what they should do in an 

emergency
  Ensure they carry mobile phones to call the emergency services if 

necessary, but prohibit all use of mobiles (hand held or hands free) 
while driving  

Step 3: Check 
  Check licences to see that drivers are entitled to drive the class or type 

of vehicle to be driven and to track penalty points and crash histories 
  Check employees’ vehicles are taxed, MoT’d and correctly insured with 

business cover when being used for company work for which they will 
be reimbursed

  Employees must report all road traffic offences (whether at work or not) 
  Ensure all accidents and ‘near-misses’ while driving for work are 

reported and investigated  
  Drivers must do daily and weekly vehicle safety checks  
  Ask for claims data and safety related information from vehicle 

providers (minor damage, cases of excessive brake/tyre wear etc)
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Step 4: Action 
  Make time and space to review progress periodically to identify any 

further worthwhile steps to implement
  Develop a simple MORR Policy with targets for further improvement
  Recognise, celebrate and reward safe driving achievements  
  Keep the topic live by always focusing on road safety in meetings, 

internal memos, briefings, staff appraisals etc 
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An Example of a MORR Policy

Statement
The [Name the Organisation] is committed to achieving continuous improvements 
in standards of health and safety at work and will seek to reduce the risks that 
staff and volunteers face and/or create when they are driving in the course of 
their work.

Although health and safety law does not apply to commuting, unless travelling 
from home to a place other than a staff member’s normal place of work, [Name 
the Organisation] regards it as good practice for staff to adhere to this policy 
when travelling to and from work.

General Principles of the Policy 
The [Name the Organisation] will achieve improved road safety by: 

  Encouraging staff to prepare a Safe Journey Plan for all journeys. Staff 
(paid and volunteer) are given a copy of the RoSPA Safe Journey 
Planner

  Encouraging staff to adopt safe, defensive driving techniques whilst on 
the road. [Name the Organisation] will provide training in defensive 
driving techniques where individual staff members request this 

  The contents of this training will be discussed with the staff member 
concerned to ensure that it meets their individual needs 

  Ensuring that when vehicles are hired for [Name the Organisation] 
business they are appropriate for the task, in a safe condition and meet 
the need’s and capabilities of the driver 

  Ensuring vehicles owned by staff and used on [Name the Organisation] 
business, are appropriately taxed, insured and have a current MOT 
certificate (if appropriate) 

[Name the Organisation] will endeavour to avoid or reduce travel by road 
wherever possible by making effective use of other modes of transport or by 
using remote communication systems. 

Operations Manager 
The Operations Manager must ensure that risks on the road, within their 
areas of responsibility, are minimised as far as is reasonably practicable. Staff 
should be informed of their responsibilities set out in this policy. 

The Operations Manager must ensure that the risks involved when staff are 
driving as part of their work, are properly assessed so that the need to travel 
by road can be minimised where appropriate. Where driving cannot be 
avoided steps must be taken to reduce risks and deal with any emergencies. 

The Operations Manager must make periodic checks to ensure that 
procedures for work related road safety are being followed and that staff are 
adopting safe driving practices.
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The Operations Manager must complete a checklist for each staff member 
using their own vehicle for [Name the Organisation] business. The Operations 
Manager should ensure that they lead by example, including the way they 
drive themselves, by always challenging unsafe attitudes and behaviours and 
encouraging safe driving amongst all staff. 

Drivers
Staff and volunteers must observe the requirements of this policy and the 
recommendations of the Highway Code, when driving on [Name the 
Organisation] business. 

Staff or volunteers are encouraged to report road safety problems, including 
near misses, to their Operations Manager. This information will be used to 
identify possible training needs of drivers and as a part of a review process for 
the [Name the Organisation] policy on driving. 

If staff or volunteers will be driving on [Name the Organisation] business they 
must present their driving licence (and if using their own vehicle, their 
insurance certificate and current MOT certificate) to their Operations Manager 
annually.  Drivers will be required to sign the checklist completed by their 
Operations Manager on production of these documents.

Staff or volunteers, who receive a driving ban, whether for a specific offence 
or ‘totting-up’, must report this to their Operations Manager as soon as 
possible. It will be regarded as a serious disciplinary matter if any driver 
continues to drive after having received a ban.

All ‘at work’ vehicle collisions must be reported to the Operations Manager, 
along with full information about such incidents. This information may be used 
in the event of any claim against the [Name the Organisation] and for 
monitoring purposes to try and prevent any such incidents happening again. 

Fatigue
No [Name the Organisation] employee or volunteer should drive while 
dangerously tired. They must ensure that they are not over-tired at the start of 
a journey and that they do not drive excessive hours. Drivers must take a 
break of at least fifteen minutes after two hours of continuous driving. 

Employees (paid and volunteer) are not permitted to drive when they are, or 
are likely to be, dangerously fatigued. If drivers feel sleepy they are advised to 
stop in a safe place as soon as is practicable. 

If sleepiness does occur the best short-term measure is the consumption of 
two strong cups of coffee (or other caffeine enriched drink) and a short nap of 
ten to fifteen minutes (some caffeine enriched drinks may not be suitable for 
people with diabetes and medical advice should be sought). However, this 
should not be used more than once in a single journey and should not be 
regarded as a substitute.
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Mobile Phones 
Staff may be required to carry a mobile phone for work purposes; however no 
[Name the Organisation] staff member or volunteer shall make or receive a 
call on a mobile phone in a vehicle unless it is parked in a safe place. No 
Operations Manager shall require a [Name the Organisation] staff member to 
receive a call on a mobile phone while driving. 

It is widely accepted that it is not the act of holding a mobile phone that is 
distracting, but the conversation. Drivers are to use the hands-free kit or pull 
over to answer calls from the office (of urgent), but all other calls are not 
permitted when on duty. 

This mobile phone policy applies to employees (paid and volunteer) who are 
driving for [Name the Organisation].

Signed on behalf of [Name of Organisation] Management Committee: 

Signed………………………………….       Dated ………………………….. 
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MORR Checklist for the Operations Manager

Confidential
This form is to be completed by the Operations Manager for staff (paid and 
volunteer) who use their own vehicle (car) within [Name the Organisation] 
operation. It does not apply to staff only using their own vehicle to commute to 
a single place of work. 

Name

Vehicle
Registration
Number

Operations Manager to tick the appropriate boxes be low and include 
expiry dates where relevant 
Vehicle Insurance 
Certificate

 Expires  Business 
use

Yes No 

Insurance Company 

Vehicle MOT 
Certificate (where 
required)

 Expires  

Road Fund Licence 
(Tax Disc) 

 Expires  

Driving Licence   

Declaration by Driver 
I confirm that, to the best of my knowledge, the information I have supplied is correct and that 
I will inform [NAME OF ORGANISATION] should any of this change. I also confirm that my 
vehicle is maintained in a roadworthy condition in accordance with the manufacturer’s 
recommendations. 

Signed:  ……………………………………………………..  Date:  
………………………………………… 

Declaration by Director 
I confirm that I have checked the above details and have seen original documentation. 

Signed:  ……………………………………………………  Date:  
…………………………………………… 

Print name:  …………………………………………………………………………. 

This form is to be placed in the staff members pers onnel file and should 
be reviewed annually. 
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Volunteer Policy 

Definition 
Volunteering is the commitment of time and energy for the benefit of society 
and the community; the environment; or individual’s outside one’s immediate 
family. Volunteering is: 
‘Any activity that involves spending time, unpaid, doing something that aims to 
benefit the environment or someone (individuals or groups) other than, or in 
addition to, close relatives,’ (Compact, 2000). 

Volunteers bring tremendous value to the community transport sector to 
enrich and extend their resource portfolio; they have a great enthusiasm to 
deliver specific services. The volunteers are recruited to undertake a range of 
duties which, apart from driving, includes office work, assisting passengers, 
management and provision of training. Community transport across the UK 
has faced a shortage of volunteers and funding. The Community Transport 
sector needs to gather better quantitative data, in particular differentiating 
between volunteers and paid employees.

What is a Volunteer Policy? 
A volunteer policy is the underpinning of volunteers who have involvement in 
an organisation. It forms the basis of the organisation’s volunteer programme, 
giving cohesion and consistency to all elements of the organisation that affect 
volunteers, such as: 

  Recruitment 
  Expenses 
  Health and Safety 

It is important to consult a wide range of the organisation’s volunteers when 
writing a Volunteer Policy, to help define the volunteers within that 
organisation and how they can expect to be treated.

A Volunteer Policy should: 
  Demonstrate the organisation’s commitment to the volunteer 

programme and its individual volunteers 
  Ensure fairness and consistency, as the organisation will be dealing 

with a diverse range of volunteers and ensure that decisions are not 
made on an ad hoc basis 

  Enable volunteers to know where they stand 
  Make certain that paid  staff, senior management and the Board of 

Directors or Trustees fully understand why volunteers are involved and 
what role they have within the organisation 

* If an organisation is not yet working with volunteers, constructing a 
Volunteer Policy is an ideal starting point to consider exactly how an 
organisation will involve them in the activities.  

Get Started 
The following are steps to help an organisation prepare a Volunteer Policy:
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  Consider the involvement of volunteers 
  In what way do they fit into the day-to-day life and work of the 

organisation
  Consult as widely as possible when drawing up the policy and make 

sure employees from all levels of the organisation are involved in the 
consultation

  Involvement of senior management and Board of Directors or Trustees 
is key, as it helps to ensure that the document is taken seriously within 
the organisation 

  Set up a representative steering group to review the policy 
  Review the policy on a regular basis to guarantee that it is up-to-date 

What Should a Volunteer Policy Include? 
There is no set format for a Volunteer Policy, but each organisation should 
have their unique needs reflected in the policy. This policy should include 
some of the following: 

  An explanation of what the organisation does and why it involves 
volunteers in its operation 

  Include a statement of intent setting out the principles that explain the 
involvement of volunteers 

  Outline the organisation’s recruitment process in the policy 
  The recruitment process should include an Equal Opportunities Policy, 

which highlights the organisation’s commitment to offering equal 
opportunities to all volunteers. 

  Include information about how volunteers are inducted and trained 
within the organisation

  To clarify that volunteers are valued within the organisation through a 
system of expenses reimbursement 

  To outline the insurance cover provided for the volunteers 
  Health and Safety should be included, as the organisation has a duty of 

care to avoid exposing volunteers to health or safety risks 
  Grievance and disciplinary procedures should be outlined in the policy 

to deal with complaints by or about volunteers 
  Confidentiality is another important factor within the policy and 

volunteers should be covered by the same requirements for 
confidentiality as paid staff 

It is important that the organisation’s staff including volunteers know that the 
Volunteer Policy exists and that they understand its purpose. All staff and 
volunteers should receive a copy of the policy. Making it part of the induction 
pack will guarantee that new staff and volunteers receive a copy (the 
organisation could include the policy in the induction day). The Volunteer 
Policy should be reviewed every year to adapt or improve it. 
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An Example of a Volunteer Policy

Background 
[Name of Organisation] was set up in [Specify the Date] to provide affordable, 
safe, accessible transport to any voluntary/charitable organisation in [Specify 
the Location] and to any individual person with some form of mobility problem 
on a not for profit basis, with the help of volunteers. 

[Name of Organisation] aim to provide support by giving groups access to the 
organisation’s vehicles thus enabling them to fulfil many activities in life that 
more able people take for granted. For instance: going shopping, day trips, 
lunch clubs, and therapy sessions, as well as enabling groups to go on 
holiday together. 

Procedures are fixed within [Name of Organisation] to outline that volunteers 
are given every opportunity to volunteer, to be protected and treated 
appropriately. [Name of Organisation] recognises that everyone has the right 
to volunteer regardless of religious belief, political opinions, ethnicity, and 
cultural background, gender, sexual orientation, marital status, with or without 
dependents, disability, age, or any other justifiable factor. [Name of 
Organisation] promotes volunteering through driving the minibus, volunteers 
driving their own cars, working in the office and participating at Board or 
Trustee level. Volunteering will also be promoted in the [Name of 
Organisation’s] area of service. 

[Name of Organisation] are committed to involving a diverse range of local 
people in their work, in both formal volunteering and in a community activity 
capacity. [Name of Organisation] do this because they believe that: 

  By recognising and utilising the skills, knowledge and experience of 
local people it can provide better services 

  Volunteers can bring a different perspective to that of paid workers 
which, in turn, is valuable to the development of the scheme 

  By involving volunteers [Name of Organisation] can offer opportunities 
for involvement, learning and development for individuals 

  Volunteers serve on the  management committee and help with the 
delivery of [Name of Organisation] services, but at no time will the 
organisation use volunteers to replace paid staff 

Recruitment of Volunteers 
[Name of Organisation] is committed to serving and representing the people 
of [Specify the Location] and wishes to see all sections of the community 
represented among their volunteers. Volunteer opportunities are widely 
promoted throughout [Specify the Location] and will endeavour to make 
recruitment and selection materials available in a format accessible to any 
individual or group upon request. [Name of Organisation] implements a fair, 
effective and open system of recruitment and selection of volunteers and 
treats all information collected in this process confidentially. All potential 
volunteers must complete registration forms, provide references, attend an 
interview, agree to a CRB check (to be renewed every 4 years) and if 
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applicable undergo a driving observation check. The process is conducted by 
appropriately briefed/trained staff and aims to allow both parties to give and 
receive sufficient information to assess whether the volunteer opportunities 
available match the potential volunteers’ skills, qualities and needs. If 
unsuccessful, individuals will be offered an opportunity to discuss the outcome 
and identify possible alternatives within or outside [Name of Organisation]. 

[Name of Organisation] will adhere to their Equal Opportunities statement 
when recruiting and selecting volunteers (for further information refer to the 
Equal Opportunities Policy in this Section of the Operations Manual.) 
Volunteer opportunities will be promoted in accordance with the agreed 
method for recruiting volunteers so that there is wide accessibility offered. 

Additional factors to include are: 
  [Name of Organisation] has a Role Description for each volunteer post, 

(volunteer driver, admin etc). Each Role Description will clearly define 
the purpose of the role and tasks involved.  The role of the volunteer 
will clearly be communicated to all staff 

  Managers and supervisors will receive training from CTA and other 
Community Transport operators etc, to ensure good management

  All volunteers placed with [Name of Organisation] will be provided with 
support and guidance. The Operations Manager will review their 
progress on a daily basis and more formally on an annual basis 

  Volunteers will be provided with written documentation on any policies 
or procedures relevant to the placement and company policies 

  All information regarding volunteers will be strictly confidential 

Induction and Training 
  Volunteers should be given the necessary skills and knowledge to be 

able to carry out the role being asked of them
  All volunteers will be appointed a staff member to be responsible for 

welcoming them and introducing them into the organisation 
  [Name of Organisation] will provide appropriate training to enable 

volunteers to carry out their role more effectively. In the case of 
volunteer drivers, training will be provided immediately and refreshed 
as required every [Specify Time Period] years

  [Name of Organisation] will review volunteer’s training needs as part of 
on-going support and supervision

Expenses
  Paying out of pocket expenses to volunteers removes one of the many 

barriers to people getting involved in their local community
  Reasonable out of pocket expenses will be reimbursed monthly, 

including travel and meals.  Volunteers should ensure they obtain 
receipts for all out of pocket expenses that they claim for

Supervision and Support 
 All volunteers will be offered access to support and supervision on a 

regular basis
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  [Name of Organisation] will seek appropriate opportunities to 
acknowledge the value of contributions made by volunteers

Insurance
  Volunteers are insured under the organisation’s employer’s liability 

cover. Volunteers are also covered by the organisation’s vehicle 
insurance whilst driving and boarding/alighting vehicles

Health and Safety 
  All facilities in which volunteers are placed will meet Health and Safety 

standards in accordance with current legislation and insurance 
  Drivers using their own cars in connection with their voluntary work 

must inform their own insurance company to ensure adequate and 
continued cover 

  Volunteer Car Drivers are required to keep their own vehicles to a high 
standard to ensure comfort for passengers 

  It is illegal to use a hand-held mobile phone while driving. [Name of 
Organisation] instructs all drivers not to dial out or answer any mobile 
phone calls while driving for [Name of Organisation], even if the vehicle 
is stationary, for example at a set of traffic lights 

  [Name of Organisation] recognise the rights of volunteers to have safe 
working conditions and all volunteers will have access to a copy of the 
Health and Safety Policy.(refer to the Health and Safety Policy in this 
Section of the Operations Manual) 

Grievance and Disciplinary Procedures 
  The organisation’s relationship with volunteers is one of mutual 

responsibility and commitment within which both [Name of 
Organisation] and volunteers both have rights and responsibilities

  [Name of Organisation] recognise that volunteers need to know what 
their rights and responsibilities are if something goes wrong and have 
Complaints, Disciplinary and Grievance Procedures, which detail 
actions to be taken if the need arises

Reviews 
  All volunteers will be reviewed on an annual basis to ensure that the 

placement is meeting the needs of both parties
  The [Name of Organisation] Management Committee will regularly 

review the policy to ensure it’s implementation and to ensure it’s 
relevance to working practice 

  The Chief Executive Officer will implement the policy on a day to day 
basis

[Name of Person] understands and accepts this policy adopted by [Name of 
Organisation]:

Signed………………………………….       Dated ………………………….. 


