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Warm Welcome – protocol (created January 2026) 

This protocol sets out the working arrangements volunteers to follow in order to provide a safe, 

enjoyable and successful service for those that would otherwise be housebound, vulnerable, 

lonely, or in need of social stimulation. 
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1. General working arrangements 

The Warm Welcome is open to visitors each Tuesday (except the Christmas/New Year break) 

between 10am and 1pm. 

Volunteers attend from approximately 9.30 am and 1.30pm to set up the room. 

Hot and cold drinks, snacks and a light lunch are provided without charge. 

From time to time some form of organised entertainment is provided. 

The room has a maximum capacity of 25 people. 

The Warm Welcome service is delivered in accordance with this protocol and the associated 

MP and HF Residents’ Association policies listed in the appendices. 

2. Setting up and closing down the Tyler Room 

Volunteers follow the aide memoir provided (appendix A) to ensure the visitors health and 

safety. 

A key to the Luxford Centre is kept by the volunteers and passed between them.  

Dorothy also has a key. 
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3. Visitors 

The Warm Welcome is open to all. 

Visitors are asked to complete a registration form (appendix B ) 

Unacceptable behaviour will not be tolerated (see appendix C) 

Guidance is provided for when dealing visitors exhibit challenging behaviour or may have 

mental health problems (appendices D and E) 

Visitors living in Uckfield can request a free lift to and from the Warm Welcome by calling 

01825 578006.  

Only volunteer drivers subject to an enhanced DBS check are used by the Association. 

4. Volunteers 

Volunteers provide a friendly welcome, engage and socialise with the visitors as required.  

A lanyard name badge is worn by the volunteers. 

Those volunteers that have completed food safety training also prepare and serve food and 

drinks. 

Volunteers are expected to familiarise themselves with this protocol and the Association’s 

policies as detailed in the appendices. 

Volunteers fall into two groups Assistant Volunteers and Full Volunteers: 

Assistant volunteers will be DBS checked but have a limited and more defined role, as 
follows: 
 

o Help with setting up and clearing away at the beginning and end of the session (where 
physically able) 

o Help with serving tea, coffee and packets of biscuits etc in the Tyler Room (excludes 
preparing food or a presence in the kitchen) 

o Maintain a presence in the room whilst the other volunteers are absent in the kitchen 
etc. 

o Generally, to continue to socialise and entertain the visitors  
o Other individually defined roles to be determined depending on their skills  
 

   Full Volunteers’ role, as above but in addition: 
 

o The designated 'First Volunteer' to take the lead on the assigned Tuesday (as per the 
rota) 

o Arrive and open up at 9.30am  
o Set up the room 
o Close down the room (approximately1pm)  
o Shop for food and newspapers as per the rota (appendix F shopping master list) 
o Prepare food 
o Manage interactions between visitors  

5. Rota 

For the Warm Welcome to open there must be at least three volunteers present. Whenever 

possible, this will include two Full Volunteers. 

The rota is set during the preceding month.  

It identifies the lead volunteer (‘volunteer number one’); the volunteer who is assigned to do 

the shopping and at least one more volunteer.  

If possible, a full complement of five volunteers will be assigned. 
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6. Communications 

The Warm Welcome WhatsApp group is used for concise day-to-day communications. 

Email is used for admin and more lengthy messages. 

7. Contact details 

Key contact numbers are listed in appendix G 

Contact details for visitors (and some volunteers) can be found in the Visitor Registration 

section on the iPad (password protected).  

See appendix H to find the iPad instructions 

8. DBS checks and training 

All volunteers are subject to Basic DBS checks (renewed at least every three years). 

Volunteers engaged in food handling complete a food safety level one course. 

At least one of the above volunteers has completed food allergen awareness training. 

Volunteers are required to ensure they are aware of the Association’s Safeguarding, Privacy 

and Data Protection policies (see appendices I, J and K) 

Face to face training on other topics is delivered from time to time. 

9. Safeguarding 

In accordance with the safeguarding policy (appendix I) concerns about a visitor’s physical, 

sexual, emotional or psychological wellbeing or if they seem to be subject to discriminatory or 

financial violation or other exploitation are to be reported immediately to the Secretary, Peter.  

In his absence concerns should be reported to Dorothy.  

If both are absent, then report direct to Adult Social Care (ASC) Tel 0345 60 80 191). 

10. Health and safety  

The Warm Welcome Risk Assessment (appendix L) sets out the principal risks to the health 

and safety of visitors and volunteers and the measures employed to address them. 

Accidents or near misses are reported on the appropriate form (appendix M) and referred 

immediately to the Secretary, Peter or Dorothy in his absence. 

Blank copies are kept in the admin folder.  

Unless brand new all portable electrical equipment brought into the Warm Welcome is PAT 

tested. 

In the event of a medical, fire or other emergency a 999 call is made. 

The volunteer will follow the operator’s instructions, for example how to operate the 

defibrillator or an epi pen. 

Emergency contact details are listed in the Visitor Registration documents. 

11. Food handling 

In addition to the training requirement set out above: 

o volunteers follow the allergen precautions as set out in appendix N 

o allergen notices are placed on each table 

o no food is prepared off site 

o only manufacturer labelled food is be used 

o when visitors’ food orders are taken, they are each asked if they have any allergies and 

this is noted down before passing to the kitchen 

o Tomatoes, apples, grapes and other non-peelable fruit is washed before served. 

o No loose food e.g. crisps, biscuits etc is served in communal bowls or plates. Only 

labelled packets to be used for these items. 
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12. Privacy 

Care is taken to protect the privacy of the visitors and volunteers. This includes using the 

WhatsApp group, emails and in conversation. 

Home addresses and medical information (even if permission is given) is not passed to 

others unless essential for the immediate safety of the individual(s). 

13. Finance 

The Warm Welcome is funded through the award of grants.  

The current funding expires at the end of 2026.   

Donations made by visitors are used to pay for special events organised for them. 

14. Appendices 

Appendix A - Aide Memoire for setting up and closing down 

Appendix B - Visitor Registration form 

Appendix C - Unacceptable behaviour 

Appendix D - Challenging behaviour 

Appendix E - Mental health issues 

Appendix F - Shopping master list 

Appendix G - Key contact numbers 

Appendix H - iPad instructions 

Appendix I - Safeguarding policy 

Appendix J - Privacy policy 

Appendix K - Data Protection policy 

Appendix L - Warm Welcome Risk Assessment 

Appendix M - Accidents or near misses report form 

Appendix N - Allergen safeguards 
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