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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


Link Co-ordinators Page 3

Link Schemes Good Practice Guide 
2021 Edition

Contents
Information Guide D: 
Link Co-ordinators

Section D1 

Link Co-ordinators: An Overview          P4

Section D2 

Link Co-ordinator Role Description         P5



Link Co-ordinators Page 4

Link Schemes Good Practice Guide 
2021 Edition

D1: Link Co-ordinators: An Overview
A Link Scheme is operated by a Co-ordinator or a team of Co-ordinators 
operating from their homes using a dedicated telephone line, either landline or 
mobile, with an answering machine or voicemail. 

The Co-ordinator is appointed by the Link Management 
Committee and is responsible to them. The following 
issues need to be taken into consideration.

1. Potential new Co-ordinators should be asked to 
apply using the Co-ordinators application form and a 
normal recruitment process should be followed. 

2. Induction training should be given and a Co-
ordinators induction pack issued. Training should be 
given on the use of the computerised booking system 
if appropriate.

3. In addition to the primary Co-ordinator, Link Schemes 
are encouraged to appoint relief Co-ordinators or 
operate teams of Co-ordinators.

4. Full reimbursement of expenses incurred by Co-
ordinators is acceptable in line with HMRC guidelines 
(L). Expenses must be claimed via the Link 
Scheme Expense Claim Form. Any other financial 
consideration needs to be specified clearly as it will 
be treated as income by HMRC and Jobcentre Plus.

5. The Management Committee should ensure there 
is no intention to create a contract of employment 
as this would lead to conflicts with employment 
legislation. The template Co-ordinator’s Agreement 
may be used. 

6. Regular time off should be arranged for all Co-
ordinators.

7. Training and support seminars may be offered 
by Community First. Co-ordinators and potential 
Co-ordinators should attend when available and 
appropriate.

8. Community First staff are available to discuss any 
issues and provide recruitment support if required.

9. A list of suggested questions coordinators can ask 
clients over the phone is included in the Annex.
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D2: Link Co-ordinators Role Description
Personal qualities
Outgoing and friendly, a warm telephone manner, a good 
listener, a good communicator, flexible, well-organised, 
able to prioritise work load, work as part of a team, 
interested in people, and able to work in isolation.

Roles and Duties
The Co-ordinator will typically operate from home 
receiving requests from clients or other services. A 
dedicated telephone line, either land line or mobile, will 
be provided, with an answerphone or voicemail.

The Co-ordinator should undertake the following:

• If possible within the constraints on the Scheme find 
a volunteer to respond to each request.  This may 
take several telephone calls.

• Ensure all requests are dealt with to an appropriate 
timescale and a volunteer asked to take on the job.

• Observe confidentiality at all times. Clients’ details 
should be disclosed only to volunteers or another Co-
ordinator (L). See section I.  Volunteers’ telephone 
numbers should not be disclosed to clients.

• When a new client requests a service, explain the 
anonymous donation system. 

• Send a welcome letter to each new client. 

• Obtain contact details for clients’ family or 
responsible person, in case of emergency.

• Note accurate details of requests and keep records 
(electronic or manual) and statistics.  Sample forms 
are available. This facilitates the collation of annual 
statistics required by the Link Project.

• Assess each request according to the Eligibility 
Criteria policy (see Section J.4) and re-direct to 
other services as appropriate and use suggested 
coordinator questions to obtain client information. 
Please see Annex 4 for suggested coordinator 
questions

• Offer guidelines on the mileage rate and approximate 
length of journey if appropriate. The committee 
should decide guidelines for donations for other 
services.

• It may at times be appropriate to mention to some 
clients, for example individuals receiving certain 
benefits that they may be eligible for reimbursement 
of travel costs e.g. from Acute hospitals. Guidelines 
are available from the NHS. 

• Liaise with the Volunteer Recruitment and Support 
Officer and maintain volunteer details as supplied by 
them.

• Attempt to use volunteers on an equitable basis.

• Use one volunteer for more than one client where 
possible, e.g. for journeys to a day centre.

• Emphasise to volunteers that any requests from 
clients for repeat services must be passed to the Co-
ordinator.

• Deal with any concerns from volunteers about 
clients, and if necessary refer to another agency but 
only with the client’s permission. Report concerns 
to a member of the Management Committee if 
appropriate.

• Ensure all requests made by family members, friends 
or healthcare professionals are made with the client’s 
permission.

• Operate in accordance with the Link Scheme’s 
operational policies.

• Report to the Management Committee.
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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
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