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About this Guide
This Guide has been produced by Community First. It is intended to be used 
by Wiltshire Link Schemes both in the set up phase and as an on-going 
reference. It is based on the experience of the Link Schemes themselves, 
current legislation, and advice from a number of agencies. 

Please note this Good Practice Guide is for guidance only. 
Each Link Scheme must review and amend documents, 
information, processes and policies to match their 
circumstances and needs.

In general, this Guide assumes that a Link Scheme is 
a Registered Charity (which is the case for most Link 
Schemes). If your scheme is not a Registered Charity, 
then guidance is included in Information Guide B. 
Community First is aware that other legal arrangements 
exist and may be chosen by Link Schemes, such as 
charitable incorporated organisation, charitable company, 
unincorporated association or trust. Advice is available 
from the Charity Commission.  

You will find ‘(L)’ in various places throughout the Guide. 
This is designed to help Link Schemes and direct their 
attention to legal requirements. Where (L) appears at the 
head of a sub-section this indicates the following section 
covers some legal requirements. Where (L) appears 
next to one or two items in a section these items are 
particular legal requirements. Please be aware that these 
distinctions are not always straightforward, and that 
general good management is also a legal requirement of 
charitable status. 

There are also funding requirements. These are the 
criteria set by the funders of the Wiltshire Link Schemes, 
and apply to the Annual Grants Programme and the Small 
Grants Fund. These criteria are set out in Information 
Guide G (Section 5). These may occasionally change, but 
full notification and support will be given to Wiltshire Link 
Schemes to meet any new requirements.

Whilst every effort has been made to ensure 
that information is accurate, this document is for 
guidance only and there is no assurance that it 
is a full statement of law. We do hope you find it 
useful, but no legal liability can be accepted by 
Community First or its employees. 

Please check www.communityfirst.org.uk for updates and 
news.

Community First
Unit C2
Beacon Business Centre
Hopton Park
Devizes
SN10 2EY

www.communityfirst.org.uk           

Facebook: @CommunityFirstWiltshire
Twitter: @CommFirstWilts

The Wiltshire Link Schemes Good Practice Guide 2021 is 
produced by Community First and replaces the previous 
(2016) Good Practice Guide.

Researched and edited by Mike Read Associates.

http://www.communityfirst.org.uk 
http://www.communityfirst.org.uk 
https://www.facebook.com/CommunityFirstWiltshire/
https://twitter.com/CommFirstWilts
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Operational Guidance
Policies are essential to the day to day running of any Link Scheme and help 
it respond to any unexpected events. Some operational policies are also 
necessary for eligibility for the annual grant. 

This section gives examples of good practice polices or 
guidelines for the management committee.  Link schemes 
should amend adopted policies to better reflect the work 
undertaken at a local level. Community First has pro-
forma policy documents available and are able to offer 

support to any Link Scheme wishing to amend or update 
their operational policies.

The Management Committee should review and update 
all policies on an annual basis. (L)

J1: Client Complaints Guidance
Link Schemes offer a good neighbour service to any 
person within the local community who is in need either 
because they are e.g. older, disabled, on low incomes, 
single parents or perhaps are temporarily in need 
because of illness.  Each request for help should be 
dealt with fairly and promptly, with each Scheme aiming 
to provide a quality service at all times. The service is 
subject to the availability and skills of the volunteers.

A complaints procedure should be in place for any user 
or potential user who feels dissatisfied with the way they 
have been treated. The complaints procedure should be 
made available to anyone wishing to make a complaint. 

Guidelines for the Management 
Committee
• A copy of the complaints procedure should be 

available to anyone who requests it.

• The steps to be taken to proceed with the complaint 
will vary according to the circumstances, but the final 
decision will rest with the individual Link Scheme.     

• All complaints should be dealt with within 7 working 
days of receipt unless this is impossible due to the 
absence of Link Scheme members. If this is the case 
the complainant should be informed when the matter 
will be dealt with.

• Complaints of a serious nature are rare but need 
to be dealt with effectively and sensitively. Any 

complaint which alleges behaviour constituting illegal 
activity or physical, mental or sexual abuse should 
be notified by the Co-ordinator to the Chairperson 
as soon as possible and definitely within 24 hours. 
In the absence of the Chairperson another member 
of the Management Committee must be informed. 
The Management Committee member must inform 
Community First by the next working day.

• A written record of the complaint should be kept for 
a minimum of twelve months and in accordance with 
data protection guidelines.

• The confidentiality of those involved should be 
respected at all times.

• The feelings of all sides of the dispute should be 
considered.

• The matter should be reported at the next available 
Management Committee meeting.

• Complaints received by Community First will be 
directed to the individual link scheme immediately. 

Complaints Procedure for Clients
Link Schemes provide a volunteer service to those 
in need in their communities and the Management 
Committee, Co-ordinators and volunteers aim to provide 
a quality service at all times. If at any time you are not 
satisfied please use the following guidelines to make a 
complaint.
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1. In the first instance please telephone the Link 
Scheme Co-ordinator to discuss the issue and 
resolve it if possible. The Co-ordinator will record 
the complaint and the solution if it has been 
possible to reach one and will pass the details to the 
Chairperson.

2. The initial complaint may be made to the Chairperson 
or Volunteer Support Officer if you prefer.  

3. If it has not been possible to resolve the issue on 
an informal basis the Chairperson and Volunteer 
Recruitment and Support Officer may wish to 
telephone you or arrange a meeting to confirm the 
details of the complaint and try to resolve it. 

4. The Chairperson and Volunteer Recruitment and 

Support Officer will inform the volunteer of the 
complaint and take their views into account as 
appropriate. 

5. Once the issue is resolved you will receive a written 
record of the original complaint and the outcome 
unless you indicate that you do not require this.  

6. Unless you are advised otherwise the complaint will 
be dealt with in 7 working days.

Complaints received about Link 
services by Community First
These will be referred immediately by Community First to 
the Link Scheme concerned. 

J2: Volunteer Grievance Guidance
Guidelines for the Management 
Committee
• A process should be in place which is followed for 

the recruitment of all Link Volunteers.  An application 
form is completed by each potential volunteer, 
references are sought and driving details are 
confirmed before volunteers are recruited.

• All volunteers should be given the opportunity to 
attend training courses and other events where 
they are given the chance to meet, socialise and 
share experiences and information with other Link 
volunteers. All expenses should be reimbursed.

• Generally Link Scheme ‘members’ are the 
Management Committee and volunteers, and that 
is generally assumed to be the case in this Good 
Practice Guide. Be careful about your definition of 
membership and whether ‘members’ are allowed to 
vote. Different schemes may vary somewhat in their 
approach.

• All volunteers are generally members of the Link 
Scheme and have a right to vote at the Annual 
General Meeting and any Special Meetings.  Any 
volunteer wishing to serve as a Management 
Committee member should approach the 
Chairperson.

• The Volunteer Recruitment and Support Officer will 
represent volunteers at Management Committee 
meetings.

• Any issues of concern may be discussed in confidence 
with the Volunteer Recruitment and Support Officer 
and may be referred to the Management Committee 
if necessary.  

• A Link Volunteer Grievance Procedure should be in 
place for any volunteer who feels they have been 
unfairly treated.

Grievance Procedure for 
Volunteers
Any volunteer who feels they have been unfairly treated 
should follow the guidelines below. 

• Contact the Volunteer Recruitment and Support 
Officer who should deal with the grievance promptly, 
fairly and confidentially. Another member of the 
Management Committee may be approached if the 
grievance concerns the Volunteer Recruitment and 
Support Officer. The grievance may be communicated 
orally or in writing. 

• The Volunteer Recruitment and Support Officer (or 
Management Committee member) may request 
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confirmation in writing if they feel it is necessary.

• The Volunteer Recruitment and Support Officer (or 
Management Committee member) will respond to the 
grievance within 24 hours either offering a resolution 
or outlining the procedure and time scale for dealing 
with a more complex grievance. The Volunteer 
Recruitment and Support Officer should report the 
grievance to the next Management Committee 
meeting.

• Every effort should be made to resolve all grievances 
within 7 days of receipt. If this is not possible the 
volunteer should be notified in writing.

• If no solution can be reached between the Volunteer 
Recruitment and Support Officer and the volunteer, 
the matter must be referred to the Management 
Committee.

Any volunteer who feels that their grievance has not been 
dealt with satisfactorily may contact:

Community First, Unit C2, Beacon Business Centre, 
Hopton Park, Devizes, SN10 2EY         

01380 722241

linkproject@communityfirst.org.uk

J3: Equal Opportunities Guidance
Guidelines for the Management 
Committee
• Link Schemes are aware that discrimination exists 

within society as a result of prejudice on grounds of 
race, culture, religion, gender, sexuality, disability, 
age and class.  A Link Scheme should commit to 
ensuring that it enables all sections of the community 
served to participate in the Link Scheme in an equal 
and fair way (L).

• The Equal Opportunities Policy should apply to all 
volunteers including Officers and members of the 
Management Committees as well as to all users of 
the Link Schemes (see also the Eligibility Policy). 

• Volunteer recruitment procedures should be in 
place and opportunities for discussion and support 
arranged on a regular basis.  It is hoped that all 
volunteers will feel they belong to a Link Scheme 
that believes in and practices an anti-discriminatory 
approach to its members.

J4: Eligibility Guidance
A Link Scheme provides a ‘Good Neighbour’ service to 
those in need in their local communities. It is, therefore, 
impossible to tightly define those able to use the service 
due to varying local conditions. Each request for a service 
will be dealt with on its own merits by the Co-ordinator 
responsible for the day-to-day operation of the Scheme.

The following principles will be taken into account:

Transport 
Transport by volunteers driving their own cars may be 
provided for those who:

1. Are unable to access public transport due to infirmity, 
or

2. Have no reasonable alternative transport due to lack 
of public transport, or

3. Are not eligible for the non-emergency patient 
transport service for medically related journeys, or

4. Consider the non-emergency patient transport to be 
inappropriate for their personal needs, and 

5. Can get in and out of a private car safely with a 
minimum of assistance.

It is often necessary for Co-ordinators to prioritise 
requests. Normally journeys for medical appointments 
are given priority. Requests are accepted subject to the 
availability of a volunteer.
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The service is not restricted to a particular age 
group or those with a physical or mental infirmity. 

If schemes do carry children it should be noted that 
for children under the age of 14 years the driver is 
responsible for ensuring all child restraints are in use in 
accordance with the law. ‘Child restraint’ means any type 
of baby seat, child seat, booster seat or booster cushion. 
The driver can be fined if a child under 14 years does not 
wear a seat belt or child restraint as required.

‘Good Neighbour’
Care may be offered to those in the community who need 
the services of a ‘Good Neighbour’. This is subject to the 
skills being available within the volunteer group to carry 
out the request. 

J5: Donations Guidance (L)
The donations policy is central to the service provided 
by a Link Scheme and is also a requirement of grant aid 
from the statutory authorities.

• Link Schemes offer ‘Good Neighbour’ support to 
those in need in local communities. Clients are not 
charged for the service they receive (L) but are 
invited to make a donation towards costs. This 
donation is placed anonymously in an envelope and is 
entirely voluntary.

• Link Schemes offer help to the most vulnerable and 
the service should be available to all regardless of 
means.

• Volunteers cannot legally collect a payment.  All 
donations must be placed in envelopes provided and 
passed to the Treasurer.

• Guidelines may be given as to the cost of any 
journey.

• Journeys undertaken on behalf of statutory bodies 
or other voluntary agencies may be charged for 
at the current mileage rate plus an amount for 
administration. Issuing an invoice will be necessary.

Financial responsibility for the Link Scheme rests with the 
Management Committee, not its volunteers or clients.

J6: Vulnerable Adults Guidance (L)
Guidelines for the Management 
Committee
The Link Scheme recognises its duties in relation to 
adults who may be vulnerable. The service provided is 
accessed mainly by older people, disabled people and 
people with learning disability and/or mental health 
problems. 

• The Link Scheme will operate according to Good 
Practice Guidelines to minimise the risk to the adults 
it supports and to carry out its duty of care.

• The Management Committee should ensure it has 
received the latest advice from Wiltshire Council and 
ensures that training, policies and procedures are 
in place to protect people using Link Schemes from 

harm and exploitation by the Scheme.

• The Link scheme should provide information to 
Safeguarding Adults Boards as requested.

• If the Link scheme or volunteer has any concerns 
about an ‘Adult at Risk’ being abused they should 
make referral to the Advice and Contact Team

Safeguarding is about protecting certain people who may 
be in vulnerable circumstances. These people may be 
at risk of abuse or neglect due to the actions (or lack of 
action) of another person. In these cases, it is vital that 
public services work together to identify people at risk 
and put steps in place to help prevent abuse or neglect.

Social Care Advice and Contact 0300 456 0111 or 
email adviceandcontact@wiltshire.gov.uk. If you 
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are calling out of hours, please call the Emergency Duty 
Service on 0300 456 0100.

You can also make a referral online, please find the web 
link below

https://adults.wiltshire.gov.uk/Information/
referrals-and-forms

Wiltshire SAB Wiltshire Safeguarding Adults Board 
(wiltshiresab.org.uk) 

Link to website that has July 2019 (most recent version) 
policies and procedures

http://www.wiltshiresab.org.uk/wp-content/
uploads/2019/10/WSAB-Policy-and-
Procedures-2019.pdf 

Definitions 1.5 

• Roles and Responsibilities 1.6 

• Recognition of Adult Abuse and Neglect 1.7 

• Indicators of possible abuse 1.8

Wiltshire Well Being Hub:

https://adults.wiltshire.gov.uk/Services

J7: Disclosure and Barring Service 
Confidentiality Guidance
• Disclosure Notices will only be accessed by two 

nominated Management Committee members. 
Disclosure information will not be passed on to 
anyone outside the organisation.

• The Disclosure Notice is used for the sole purpose 
of assessing recruitment of a volunteer to the Link 
Scheme.

• The Link Scheme will record the type of disclosure, 
the date of issue and the reference number on the 
individual volunteer’s record sheet. The Disclosure 
Notice will then be destroyed by shredding or 
burning.

J.8 Recruitment of Ex-Offenders Guidance
• As part of its commitment to good practice the 

Link Scheme has a recruitment policy and an equal 
opportunities policy which ensure that all applicants 
will be treated fairly.

• All front-line volunteers – drivers and those providing 
‘good neighbour’ services - will be required to have 
a DBS check and any information disclosed will be 
assessed (L).

• A criminal record will not automatically preclude a 
volunteer from being accepted, but the information 

will be discussed with the applicant pending a 
decision being made.

• Regard will be given to the Link Scheme’s risk 
assessment which aims to ensure service delivery 
and safety for clients.

Any information concerning offences can be discussed 
with the relevant Management Committee members prior 
to the application for DBS Disclosure and will be subject 
to the same confidentiality policy as the DBS Disclosure 
Notice.

https://adults.wiltshire.gov.uk/Information/referrals-and-forms
https://adults.wiltshire.gov.uk/Information/referrals-and-forms
http://www.wiltshiresab.org.uk/wp-content/uploads/2019/10/WSAB-Policy-and-Procedures-2019.pdf
http://www.wiltshiresab.org.uk/wp-content/uploads/2019/10/WSAB-Policy-and-Procedures-2019.pdf
http://www.wiltshiresab.org.uk/wp-content/uploads/2019/10/WSAB-Policy-and-Procedures-2019.pdf
http://www.wiltshiresab.org.uk/wp-content/uploads/2019/10/WSAB-Policy-and-Procedures-2019.pdf
https://adults.wiltshire.gov.uk/Services/1544
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J.9: Document Retention Guidance

Document Period of Retention Comments

Constitution Permanently

Minutes Permanently

Records of accounts 6 years from the year end

Banking records, cheques, paying in 
books and bank statements

6 years

Investment certificates Permanently

Expense accounts 6 years

Petty cash records 7 years

Accident books 3 years from the date of each entry

Health and Safety records 3 years

Insurance policies 3 years after lapse

Insurance claims correspondence 3 years after settlement

Accident reports and relevant 
correspondence

3 years after settlement

Donations granted and relevant 
correspondence

6 years

Volunteer records
1 year after resignation unless query on 
volunteer’s record e.g. accident

See Section I

Records of Gift Aid donations received 
and the Gift Aid declarations relating 
to those donations (including any that 
are cancelled) 

6 years See Section H

Client records 1 year after last request
See also GDPR key 
points
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J.10: GDPR/Data Protection Guidance
Link Schemes are committed to a policy of protecting the 
rights and privacy of individuals. We need to collect and 
use certain types of Data in order to carry on our work 
of running and providing the Link services. This personal 
information must be collected and handled securely.  

The Data Protection Act 1998 (DPA) (came into force on 
1 March 2000) and General Data Protection Regulations 
(GDPR) (May 2018) govern the use of information 
about people’s (personal data). Personal data can be 
held on computers, laptops and mobile devices, or in a 
manual file, and includes email, minutes of meetings, 
and photographs.  The charity will remain the data 
controller for the information held. The trustees, staff and 

volunteers are personally responsible for processing and 
using personal information in accordance with the Data 
Protection Act and GDPR. Trustees, staff and volunteers 
who have access to personal information will therefore be 
expected to comply.

The purpose of this guidance is to set out the Link 
Schemes commitment and procedures for protecting 
personal data. Trustees regard the lawful and correct 
treatment of personal information as very important to 
successful working, and to maintaining the confidence of 
those with whom we deal with. We recognise the risks to 
individuals of identity theft and financial loss if personal 
data is lost or stolen. 
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Contact Us: 
Community First

Unit C2, Beacon Business Centre
Hopton Park, Devizes

SN10 2EY

01380 722241

linkproject@communityfirst.org.uk

www.communityfirst.org.uk
Facebook: @CommunityFirstWiltshire

Twitter: @CommFirstWilts

Other Information Guides:
1. Guide A:  Link Schemes and Community First

2. Guide B:  Setting up a Link Scheme

3. Guide C:  Link Management Committee and Trusteeship

4. Guide D:  Link Coordinators

5. Guide E:  Volunteer Recruitment and Support

6. Guide F:  Volunteer Activity and Guidance

7. Guide G:  Funding and Grants

8. Guide H:  Gift Aid

9. Guide I:  Risk Management and GDPR

10. Guide J:  Operational Policies

11. Guide K:  AGMs and Other Meetings

The above guides are available to view and download on our website 
along with an Annex including guidelines, templates and other 
resources:

www.communityfirst.org.uk/transport/link/link-scheme-gpg

Registered Charity No: 288117
VAT Registration No: 639 3860 06
Company Limited by Guarantee Reg. No: 1757334 England
Registered with the Financial Conduct Authority No: FRN 311971
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