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Message from the  
Chief Operating Officer
Welcome to the Top End Health Service (TEHS) Volunteer Program. I hope it will be an enjoyable 
and fulfilling experience.

This handbook has been designed to assist you to become familiar with relevant policies, procedures 
and other important information as a team member of the program. Any suggestions you have for 
the improvement of the program will be gratefully received and considered with interest.

Volunteers play a vital role in our aim to support TEHS to provide top quality patient centred 
health care to the people of the Top End. Your contribution to the service, its consumers and staff 
is greatly appreciated. Thank you for volunteering your skills and valuable time.

Michael Kalimnios 
Chief Operating Officer TEHS

Purpose of this Handbook
This volunteer handbook has been prepared as a guide for participants of the TEHS Volunteer 
Program. The handbook outlines the Program’s objectives, policies and procedures as they relate 
to your role as a volunteer. No handbook can ever answer every question you might have, but we 
have attempted to cover all the major points about volunteering within TEHS.

If you have any questions at any time or need to discuss any aspect of your volunteer role, please 
contact the Volunteer Coordinator. Through personal contact we can get to know each other, 
express our views and work together collaboratively and successfully.

The TEHS Volunteer Program depends on volunteers for a number of vital services to our consumers. 
Without people like you, these services would not exist. The role of the Volunteer Coordinator is 
to train, provide information and support the volunteers who are actually providing the service.

We ask you to read this handbook carefully and then refer to your Volunteer Coordinator if you 
have any questions.
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About Top End Health Service and  
Royal Darwin Hospital
The Top End Health Service or TEHS as it is known, came into operation in 2014 and encompasses 
Royal Darwin Hospital (RDH), Gove District Hospital (GDH), Katherine Hospital (KH) and the new 
Palmerston Regional Hospital (PRH). Also included within the service are Primary Health, aged 
care, mental health, alcohol and other drug, oral health, hearing health and cancer screening.

The TEHS Strategic Plan 2017/18 – 2020/21 articulates where we are going as an organisation, 
outlining what we will focus on now and into the future in order to address the challenges and 
opportunities we face.

Embedded in our Strategic Plan are the following:

Our 
Values

Our Vision
Building Better 
Care, Better Health, 
Better Communities, 
Together

Our Mission
We promote, protect and 
improve the health and 
wellbeing of all Territorians in 
partnership with individuals, 
families and the community to 
ensure the delivery of best and 
most appropriate evidence 
based care.

Teamwork 
and trust

Honesty and 
accountability

Excellence 
and equity

Service and 
innovation
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About the TEHS Volunteer Program

The Evolution of Volunteers at Royal Darwin Hospital
Between 2004 and 2010 Royal Darwin Hospital (RDH) offered a volunteer service coordinated by 
the Support Services team and had as many as thirty volunteers working in various roles in and 
around the hospital. Unfortunately in 2010 the volunteer program was ceased due to a lack of 
resources available to manage the program at the time. 

Over the years and with the inception of TEHS, the need for a community volunteer program has 
increased. This, combined with a strong interest from the public has resulted in the re-establishment 
of a Volunteer Program and the creation of our team of volunteers.

In October 2017, a full time Volunteer Coordinator was appointed to recruit, train, induct and 
support a team of community minded volunteers to compliment the service provision of staff 
and other volunteer services that are currently active in and around the RDH campus. With the 
establishment of this position it is anticipated that the volunteer service will become a permanent 
and integral part of health delivery in TEHS.

Other volunteer services currently in place are:

• Territory Palliative Care runs an in-house volunteer service assisting with a range of services 
including pet therapy, home visits, administrative duties, transport of patients and carers and 
a daily tea trolley, the Jolly Trolley.

• A Volunteer Chaplain Service is offered with up to 30 varied religious or spiritual people 
visiting the hospital to provide comfort to patients.

• The Red Cross Society has two trolleys that offer patients books, magazines and the local 
newspaper to read at their leisure and another to provide the opportunity to purchase small 
comforts if they are unable to leave the ward to go to the canteen.

• The Starlight Foundation provides programs integral to the total care of seriously ill children 
- while health professional’s focus on treating the illness, Starlight is there to lift the spirits of 
the child, giving them the opportunity to laugh, play and be a child again.

Our team of Volunteers work in partnership with staff, which adds warmth to our large institution 
and adds a personal touch to the care of our consumers.

National standards
Volunteering Australia has produced a set of National Standards for Volunteering. Our Volunteer 
Program is designed around the National Standards and we strive to meet current best practice in 
volunteer management.
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Volunteer Program Mission Statement
To promote service excellence and increase patient centred care throughout TEHS by working 
alongside hospital staff to provide additional support and information to our consumers whilst they 
are visiting the hospital campus.

Suitability for Volunteering
We recognise the importance of organisational fit; that is, matching the right people to the right 
roles within the organisation. In order to ensure that volunteers are suitable for the role, the 
Volunteer Service has in place the following strategies.

• From the time of your first shift, an initial probationary period of one (1) month will be in 
place to give the volunteer and the Volunteer Service the opportunity to test whether the 
arrangement is successful. If the volunteer feels the arrangement is not working, they may 
give notice and cease the engagement. If the Volunteer Coordinator has concerns about the 
volunteer’s fit, they will arrange to meet with the volunteer to discuss concerns.

• A Volunteer Work Performance Plan (WPP) will be put in place to ensure the volunteer clearly 
understands the role, and the volunteering environment. The WPP will be reviewed annually 
to ensure the arrangement continues to be successful. 

If at any time the Volunteer Coordinator forms the view that the engagement of a volunteer cannot 
continue, the volunteer will have the opportunity to respond to the concerns before any decision 
is made about their ongoing contribution.

Equal opportunity
TEHS believes in having a diverse workforce that reflects the community it serves, and this extends 
to the Volunteer Program. The Volunteer Coordinator will ensure that in recruiting volunteers 
due regard is paid to the principles of Equal Employment Opportunity. These are set out in the 
Commonwealth and Territory Equal Opportunity and Anti-discrimination legislation.

In order to find the best applicants for the position, TEHS will focus on their skills and past experience 
versus the requirements of the task to be performed. Referee and previous volunteering history 
feedback will also play a part in any decision-making.
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Pre-engagement Checks
As part of your application to be a volunteer, you are required to disclose any criminal records you 
have. If you do have a criminal record, you are not necessarily precluded from volunteering, and the 
Volunteer Coordinator will discuss it with you confidentially.

All new volunteers are required to hold or obtain a Working with Children Clearance (WWCC) and 
undergo a National Police Check from SafeNT. Both of these can be applied for online by visiting 
http://www.pfes.nt.gov.au/Police/Community-safety/SAFE-NT.aspx and the Volunteer Coordinator 
can assist you with this process if required.

There is a small fee charged for both of these checks; the WCCC fee is $6 and the National Police 
Check is $13. 

If at any time of your engagement as a volunteer your WWCC is suspended or ceased, or if you are 
charged with a criminal offence, you must inform the Volunteer Coordinator within seven (7) days.

Rosters
Your roster will be developed in consultation with you, according to your availability (we are grateful 
for whatever time you are able to give). As a starting point, you may wish to volunteer for one or 
two shifts per fortnight.

As a guide, shifts are arranged in mornings (8:00am to 12:00pm) or afternoons (12:00pm to 4:00pm) 
although we do aim to provide some flexibility in consideration of individual circumstances. This 
can be discussed with the Volunteer Coordinator.

You will be able to take tea breaks of up to 15 minutes during your shift, and will have access to 
complimentary tea, coffee and water.

Looking After Your Health
It is important to ensure you take care of your own health so that you feel well and comfortable in 
your contribution to the service. Please keep the following things in mind when volunteering:

• When you are busy, it can be easy to forget to drink enough water or take a break to refresh. 
Please remind yourself and your volunteer colleagues to maintain healthy hydration, and to 
take a short break if needed.

• If you do feel significantly fatigued on a regular basis, please make an appointment with the 
Volunteer Coordinator to discuss options that may assist your continued contribution.

• Consider your physical capacity when undertaking tasks as a volunteer. Ensure you are 
using equipment appropriately and not placing yourself or others at risk by attempting to do 
something that may harm or injure you.

• In a clinical environment with vulnerable consumers, it is vital that you attend for your shift 
only when you are feeling well and healthy. Please do not attend if you are unwell; have 
a contagious illness such as the common cold, influenza, measles, chicken pox, whooping 
cough, etc.; or have a rash that has not been diagnosed by your treating doctor.
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Security and access
Upon commencement, you will be issued with a photo ID card by the TEHS Security area. If you 
lose this card, please notify Security as soon as possible.

You will find that many areas of the hospital require a proximity card (or ‘swipe’ card) to access. You 
will be issued with a proximity card along with your security ID card to access areas appropriate to 
your role. If you lose this card, please notify Security as soon as possible.

Please wear both cards at all times when volunteering.

Car Parking
Whilst on shift, you will receive a Car Park waiver which will allow you to park in the main carpark 
closest to the Main Entrance at no cost. Please ensure you place a print and display ticket on your 
dashboard with your waiver to avoid any unnecessary infringement being issued.

Please note: This waiver will only be able to be used when you are volunteering and if you are 
found to be using your waiver at other times this privilege will be removed.

Safety
Our goal is to ensure you complete your volunteering duties without incident. To achieve this goal, 
we need your cooperation.

• We ask that you observe all relevant safety precautions in whatever area you are assigned. 
This includes taking direction and instruction from supervisors and/or clinical staff.

• We ask that if you are required to use equipment as part of your duties, you ensure you are 
familiar with the equipment and with any safety measures. If you need assistance, please ask.

• We ask that you familiarise yourself with fire and evacuation procedures for the area you are 
assigned.

• We ask that you take a break if you need it, to ensure you are sufficiently refreshed to enable 
you to enjoy your rostered shift. If you find you are becoming too tired before the end of your 
shift, please contact the Volunteer Coordinator.

• We ask that you report any hazards to the Volunteer Coordinator immediately. This will help 
minimise risk of injury to you, staff and consumers.

Should an incident occur, it must be documented as an Incident Report and submit it to the 
Volunteer Coordinator as soon as possible. If you need emergency medical treatment, you will 
be seen in the Emergency Department. If you require non-urgent treatment, please see your own 
treating medical officer for advice.
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Emergency Procedures
Your proximity card includes a list of ‘codes’ that are used by TEHS to inform staff and volunteers 
when an emergency procedure is anticipated or underway. The codes are:

Code RED Fire

Code ORANGE Evacuation

Code PURPLE Bomb threat

Code BLUE Medical emergency

Code BLACK Personal threat

Code YELLOW Internal emergency

Code BROWN External emergency

These codes will be determined, called and managed by RDH staff. If a code is implemented, 
volunteers are to follow the direction of the officer in charge of the work area.

Sign-In Sheets
Volunteer sign-in sheets are very important to our organisation. On each shift, volunteers are asked 
to sign in at the beginning of their shift, and sign out at the end of their shift. This will ensure your 
contribution is counted. It will also ensure your presence is known for the purposes of evacuation 
procedures, should they be necessary during your shift.

Volunteer/Consumer Relations
As a volunteer, you are part of a team caring for our consumers and you represent TEHS. You are 
in a position of trust. When we refer to a consumer of TEHS, we are referring to a patient, a client, 
their family or friends, or anyone accessing the service.

The relationship between you and a consumer, although friendly, is not the same as a relationship 
between you and a friend. It is vital that you observe the boundaries of your role and do not take 
on or perform extra tasks or visits unless agreed to by the Volunteer Coordinator.

If require any guidance in relation to your role boundaries or you have any concerns or queries 
please talk to the Volunteer Coordinator.
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Insurance
All volunteers are covered by insurance whilst they carry out their duties at the hospital. Insurance 
covering volunteers is arranged through TEHS.

Attire for your Shift
Volunteers are often the first contact consumers have with the RDH, and it is important to make 
a positive first impression. Whilst on shift you should be dressed neatly and conservatively. We 
will provide you with a polo shirt to wear which will identify you as a TEHS Volunteer. You will 
also receive a hat that will be yours to keep. The shirt and hat should be worn with dark trousers/
shorts/skirt. We ask that you pay a deposit of $5 which if you should cease your service with us you 
return this shirt to your Volunteer Coordinator to receive your deposit back

Safe footwear is very important in a hospital environment. Shoes should be chosen to ensure your 
feet are protected in the workplace, as well as to ensure your comfort (bearing in mind you may 
need to walk reasonable distances as part of your role). Joggers or walking shoes are suitable. Please 
do not attend for your shift wearing sandals, thongs - only closed-in footwear will be permitted. 

Hygiene is also very important in a hospital environment. You will need to ensure you wash your 
hands in accordance with hygiene guidelines, and we ask that you minimise the jewellery you wear 
on your fingers and wrists so that you maximise the effectiveness of hand hygiene practices. Nails 
should be kept short and clean. Any open wounds, scratches or grazes should be covered with a 
waterproof dressing.

Mobile phones should be kept on silent. However we recognise that it is sometimes important to 
stay in touch so we ask that if it is absolutely necessary to use your mobile during your shift, you 
do so discreetly.

Absences
If you are unable to attend a shift, please ensure you let the Volunteer Coordinator know as soon 
as possible, so alternative volunteer arrangements can be made. In cases where we may need to 
arrange for another volunteer, the earlier we are notified the better.

Taking a Break
If you need to take a break from volunteering or are going away for a period of time, please inform 
us as soon as possible. 

If you are leaving the program, your Volunteer Coordinator will request an exit interview. This allows 
us to gather useful feedback so we can continually improve the way we manage our volunteers.
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Rights and Responsibilities

TEHS’s Rights and Responsibilities
TEHS has the right to:

• Expect volunteers to fulfil their agreed role;

• Expect a commitment of promptness, reliability and performance from all volunteers;

• Make the decision as to where a volunteer’s skills can be best used;

• Discuss volunteer performance and the need for any change;

• Expect clear and open communication;

• Release an unsuitable volunteer.

TEHS has a responsibility to:

• Provide a healthy and safe environment;

• Recruit volunteers in keeping with equal opportunity and anti-discrimination legislation;

• Provide a position description for volunteers;

• Provide training and orientation to prepare and assist volunteers;

• Provide adequate insurance for volunteers;

• Supervise the performance of volunteers and the organisation and to provide regular 
opportunities for review;

• Communicate to volunteers all information required to assist them in their role;

• Maintain confidentiality and screen all volunteers.

Consumer’s Rights and Responsibilities
Consumer’s rights:

• Respect for their individual human worth, dignity and privacy;

• To be informed about available services;

• To pursue any complaint about service provision without retribution or denial of service.

Consumer responsibilities:

• Respect the human worth and dignity of the services provider, staff and volunteers;

• Remember that our service is provided by volunteers and accept the limits and boundaries 
this imposes.
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Volunteer Rights and Responsibilities
As a volunteer you have the right to: 

• Receive accurate information about the agency;

• Have an understanding of the lines of accountability;

• Be seen as belonging through inclusion at meetings, functions etc;

• Be trusted with confidential information when necessary;

• Be safe on the job;

• Be able to say no if you feel uncomfortable with a request by RDH staff;

• Be covered by adequate insurance;

• Be consulted on matters affecting you and your work;

• Be involved in decision making;

• Have clear grievance and conflict resolution procedures;

• Receive feedback and recognition for your contribution;

• Receive orientation and ongoing training;

• Have personal information kept confidential.

As a volunteer you have a responsibility to:

• Be reliable and arrive on time;

• Be trustworthy and honest;

• Respect confidentiality;

• Have a non-judgemental approach;

• Support the agency you’re working with and represent its interests;

• Be accountable;

• Be committed to the program;

• Avoid over-extending yourself;

• Acknowledge decisions made by the organisation;

• Undertake training when necessary;

• Address conflict incidents immediately with the appropriate person;

• Ask for support when it is needed.
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Volunteer Code of Conduct
TEHS has a responsibility to our consumers to provide a quality service. Patient centred care is at 
the core of all we do. The Code of Conduct for volunteers is designed to ensure a commitment to 
appropriate behaviour and define some of the boundaries required to help ensure your service is 
enjoyable and positive.

All volunteers will:

• Abide by the advice of the Volunteer Coordinator

• Be punctual and trustworthy

• Maintain a respectful relationship with all consumers, other volunteers and paid staff

• Represent RDH in a positive manner

• Not discuss confidential issues with people outside the organisation and refer any enquires 
to the Volunteer Coordinator

• Abide by NT Health’s Non-Smoking Policy

• Not take illegal drugs or consume alcohol prior to or during volunteering

• Not accept gifts from consumers

• Decline monetary or valuable gifts from consumers and inform the volunteer coordinator if 
this occurs

• Follow the grievance procedures to resolve any conflicts with paid staff, other volunteers or 
consumers of RDH

• Not provide your personal phone number to any hospital consumer you may be assisting

• Accept the consumer’s right of choice

• Listen empathically

• Not become involved in the consumer’s financial, legal, medical or other personal affairs

• Not personally investigate or follow up on complaints but refer to the Volunteer Co-ordinator 
who will involve the Patient Advocate

• Please remember to leave your life stresses and concerns at the door. If you feel unable to do 
so please talk to your Volunteer Coordinator

• Be clear about the role of the volunteer

• Only commit to activities you feel comfortable with; contact the Volunteer Coordinator if 
there are any concerns

• All volunteers will attend all essential training as directed by the Volunteer Coordinator. 

All volunteers will also be provided with a copy of the Commissioner for Public Employment‘s 
Employment Instruction Number 12 – Code of Conduct. This code clearly lays out the terms and 
conditions of employment for all staff of the public sector and will act as a guide as to the behaviours 
that we will also expect of our volunteers.
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Duty of Care
These notes should not be regarded as legal advice.

Duty of care places into a legal form, a moral and ethical duty to anticipate possible injuries and do 
everything reasonably practical to remove or minimise possible causes of harm.

Every organisation, and every person working in an organisation, has a duty of care. As a volunteer 
you have a duty of care to:

• The client, families, carers and friends of the clients (consumers)

• Other hospital visitors

• Yourself

• Other volunteers

• Staff

• The organisation

• Other people who are likely to be affected by your actions.

Consumers have a right to expect that all those who provide care will take reasonable care to avoid 
harming them, and to protect them from foreseeable risk of injury. As a volunteer you must take 
all reasonable steps available to ensure the safety of consumers and other people who may be 
affected by your actions.

Duty of care is part of the legal concept of negligence. These elements have to be proved in any 
case of negligence:

• Duty of Care

• Standard of Care

• Breach of Duty of Care

• Harm or loss.

Duty of Care
A duty of care exists when someone’s action could reasonably be expected to affect other people.

A person must take reasonable care to avoid acts (action) or omissions (inaction) that he or she 
could reasonably foresee are likely to cause injury or harm. A risk is foreseeable, even though it is 
unlikely to occur, as long as it is not far-fetched or fanciful.
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Standard of Care
The standard of care is the way a reasonable person would act in the same circumstances (job role, 
training, knowledge, experience and skills).

The standard of care will vary according to the situation and the relationship between the people 
involved. The more reliant someone is on someone else, the higher the standard of care.

Breach of Duty of Care
A breach of duty of care is the failure to meet the required standard of care and can occur as a 
result of unreasonable action or unreasonable inaction.

Duty of care is breached if someone behaves unreasonably, that is, they have done something a 
reasonable person would not have done in a particular situation or omitted to do something which 
a reasonable person would have done in the same circumstances (job role, training, knowledge, 
experience and skills).

At all times you must:

• Work within your defined role, as specified in your position description

• Adhere to organisational policies and procedures

• Follow specific directions from the Volunteer Coordinator.

Harm or Loss
The person to whom the duty of care was owed has to be able to show that the breach of that duty 
of care resulted in some sort of harm or loss.

The harm or loss may be physical injury, financial loss or emotional shock.
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Confidentiality
Volunteers must respect the rights of consumers and others to confidentiality, privacy and dignity.

Guidelines on Confidentiality
The following guidelines will be observed in regard to the confidentiality of information passing 
through the TEHS Volunteer Program:

• Any particular privacy requirements of consumers, for example, the preference for a male 
or female volunteer, will be observed, within the limits of the volunteer programs resources

• TEHS volunteers will only request information from consumers necessary to access their 
needs in order to provide appropriate support. Information requests will be as unobtrusive 
and objective as possible. If you are unsure, check with a health professional or the Volunteer 
Coordinator

• The reasons for all requests for information will be explained to consumers

• The consumer has the right to withhold information

• TEHS volunteers will not release information outside the RDH Volunteer Program which 
could identify a consumer or volunteer

• Consumer and volunteer information will be stored in a filing cabinet, which is kept locked 
at all times

• Only authorised persons may access client files; either in the filing cabinet or on computer.

Any unauthorised access to, or disclosure of, confidential information about TEHS consumers, staff 
or volunteers are grounds for dismissal. This applies to volunteers as well as paid staff.

Mandatory Reporting
In the Northern Territory, any person who believes that a child is being, or has been, abused or 
neglected is required by law to report their concerns. The report must be made to Territory Families 
or directly to police and disclosed to the Volunteer Coordinator.

You do not need to prove abuse or neglect; you need only report your concerns. The Community 
Welfare Act provides legal protection against civil or criminal liability for people who make reports 
in good faith.

The Act also makes it clear that making a report does not breach any requirements of confidentiality 
or professional ethics.

If unsure, talk to the Volunteer Coordinator.
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Grievances

Grievance policy
All consumers and volunteers have the right to complain about the service they are receiving 
without fear of retribution and can expect complaints to be dealt with fairly and promptly.

Hearing about your problem assists us in improving our service – we cannot deal with a problem 
we do not know about.

Grievance procedure
1. In the first instance you should raise the matter with the person involved if you feel 

comfortable to do so.

2. If this is not satisfactory or you do not feel comfortable, contact the Volunteer Coordinator. 
You are entitled to request a support person.

3. If the complaint is still not satisfactorily resolved, or the complaint is in relation to the 
Volunteer Coordinator, the issue should be raised with the Senior Director, Operations.

4. If the issue is still not resolved to your satisfaction you can approach an outside body to 
handle the dispute – Legal Aide or an Advocacy Service.

5. All parties involved will be notified of the outcome of the dispute as soon as possible.

6. Any disputes are to be kept totally confidential between the people directly involved.

7. Details and outcomes of any dispute are to be recorded on appropriate forms and copies 
given to everyone involved.

8. Once the dispute is settled to the satisfaction of all parties, the matter is then closed.
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Volunteer Acknowledgement

• I am in receipt of the TEHS Volunteer Handbook and understand I should consult with the 
organisation’s Volunteer Coordinator if I have any questions about the information contained 
therein.

• I understand that from time to time there may be revisions to the Volunteer Handbook and 
Policy Manual. Such revisions will require the prior approval of the Senior Director, Operations 
and will be communicated to volunteers by the Volunteer Coordinator.

• I have entered into my volunteer relationship with TEHS voluntarily and acknowledge 
there is no specified length of volunteering. Accordingly, either TEHS or I can terminate the 
relationship at will, with or without cause, at any time.

• Furthermore, I acknowledge that this Handbook is neither a contract of employment or 
volunteering, nor a legal document. Although some or all of the policies and procedures may 
have been explained to me verbally, I understand that it is my responsibility to fully read and 
comply with the policies contained in this handbook and any revisions made to it.

Volunteer’s Signature      Date Signed

Volunteer’s Name (print)

Volunteer Coordinator’s Signature
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