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Hello,

On behalf of the staff, volunteers and, 
of course the patients who you will 
be supporting, we are delighted to 
welcome you to City Hospice.

Volunteers are vital to the work that 
we do. Without you, we would not be 
able to offer the care and support to 
thousands of people across Cardiff and 
their families, who are diagnosed with 
a life-limiting illness every year. 

At City Hospice, we are very fortunate 
to have over 250 volunteers supporting 
the charity. Whether you’re looking 

to make new friends, develop new 
skills, or put old ones to good use, 
volunteering is a great way to achieve 
all three and we’re very excited to have 
you on board.

We look forward to welcoming you into 
your volunteer role and supporting you 
along the way.

Thank you so much for choosing 
to volunteer with City Hospice.
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WELCOME 
   TO THE TEAM!  

YOU WILL HELP 
   MAKE A DIFFERENCE

Volunteers help us with everything and 
anything… from picking up patients to 
bring them to the hospice, maintaining 
and improving our beautiful 
gardens, raising vital funds through 
fundraising activities, supporting 
with administration duties, or helping 
in one of our retail stores. Many 
volunteers do more than one role, 
enjoying the variety! 

No matter what you’re going to be 
doing during your time with us, one 
thing is for certain:  you will help make 
a difference. 

“Volunteer support has a massive impact on our 
charity and we’re incredibly grateful to all those who 
give up their time for us. Thank you so much for 
becoming part of our very special team” 

Samantha Curtis, Volunteer Development Manager

“You make such a difference 
to the lives we support” 

Dr Margared Capel 
Dr James Davies

Professor Fiona Rawlinson

Our City Hospice 
Consultants in

Palliative Medicine

There are at least 125,000 
volunteers supporting 
hospices throughout the 
UK. The value of their 
contribution is estimated 
to be more than 
£200 million 
each year!
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City Hospice is at the heart of Cardiff 
and provides medical, nursing and 
end of life care to patients, as well as 
support to their families.

As a charity, we help patients with 
diagnoses such as Cancer, Dementia, 
Motor Neurone Disease (MND), Chronic 
Obstructive Pulmonary Disease (COPD) 
and other life-limiting illnesses. 

We provide care, occupational therapy, 
and advice on welfare rights. Patients 
can receive reflexology and other 
therapies at our Hospice Centre in 
Whitchurch. We also provide a range 
of counselling support services to 
patients and their families, for both 
before and after bereavement. 
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INFORMATION     
    ABOUT US 

YOU’RE GOING TO BE 
   PART OF AN AMAZING TEAM…

Our Consultants and Doctors are 
palliative and end of life medical specialists 
who are at the forefront of palliative medicine 
developments. They offer the latest advice on 
medication, pain and symptom control.

Our Clinical Nurse Specialists visit 
patients in their own homes and offer tailored 
advice on symptom control and treatments, as 
well as offering psychological and emotional 
support. 

Our Counselling and Bereavement 
Services are offered to all families. Whether it’s 
our monthly coffee morning, group therapy for 
adults and children, or one to one counselling. 
City Hospice recognises the need to support 
patients and their families in coming to terms 
with a terminal diagnosis and bereavement. 

Our Financial, Welfare and Social 
Advice Team offers practical advice on a 
range of areas to support living arrangements, 
financial worries, and benefits. They work hard 
to ease some of the problems faced by patients 
and families dealing with terminal or life limiting 
illnesses. 

Our Day Centre Groups create a supportive 
environment where patients and those who care 
for them can meet and socialise with others. 
Activities in these sessions include musical 
entertainment, quizzes, crafts and therapy dogs. 

Our Occupational Therapist assesses our 
patients’ daily activities with a view to improving 
or maintaining their independence and dignity 
including household tasks and personal care.

Our Income Generation Team are 
always thinking up creative ideas and putting 
their efforts into arranging the next big event 
or exciting fundraising activity. In addition to 
the events and fundraising team, we have a 
Corporate Partnerships Manager who looks 
after our relationships with local businesses 
and our ambassadors. Within the team we also 
have individuals that apply for financial grants, 
support marketing activities and manage our 
database of supporters.

Our Trustees form our Council of 
Management. The Council of Management 
governs the charity and meets quarterly to 
review policy, service developments, finances, 
and income generation. The day to day running 
of the charity is delivered by the senior 
management team, led by the Chief Executive, Liz 
Booyse.

Our Volunteers are absolutely essential to 
the work of the hospice. We’re incredibly lucky 
to have such a group of friendly, reliable people 
all working together to support our worthwhile 
cause. Our Volunteer Development Manager, Sam 
oversees the volunteer programme and works 
hard to create an enjoyable, fulfilling experience 
for everyone. We’re all so pleased that you’re 
going to be joining the team!

#Oneteam!
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OUR 
   PURPOSE

OUR 
   VISION

That our palliative care and bereavement counselling services 
are widely recognised as reflecting best practice in a centre of 
excellence; that the charity is embraced and supported by the 
people and institutions of Cardiff as their leading local charity; 
that the City Hospice Trust operates within a financially stable model.

We are Cardiff’s local hospice team offering palliative care in 
the community for people with life-limiting conditions. We 
support them so that they can live their life in their place of 
choice, with dignity and in comfort.



Events
Our events generate income in 
the thousands, and assist us 
greatly with raising the profile 
of City Hospice. From our ‘In 
memory’ events such as Forever 
Flowers at Cardiff Castle to our 
Sparkle Walk, Celebrity golf days 
and art auctions, each event is 
vital to assist us with the work 
that we do. So many volunteers 
help out at our events on a 
regular, or one-off basis. It 
can be a very rewarding and 
enjoyable way to spend a few 
hours of your time.

At our warehouse 
We’re very lucky to receive 
generous donations of preloved 
goods and clothing from 
members of the public. All of 
these items need to be sorted 
and prepped for us to sell in 
our retail stores or on eBay. 
Our volunteers work tirelessly 
to keep this operation moving 
and ensure our stores stay full 
of stock.

Bereavement Support
We have volunteers who support 
our monthly bereavement 
coffee mornings and regular 
bereavement groups. These 
volunteers help to provide a 
listening ear and emotional 
support. They help us to provide 
a safe space for people to 
share their feelings. During 
bereavement it can be a comfort 
to talk to someone that may 
have experienced a similar 
personal experience – many of 
our  bereavement volunteers 
are people that have been 
supported themselves by our 
bereavement team in the past. 

In the office
From reception to 
administration, a number of 
volunteers use and develop 
their professional skills to help 
with our business, patient, and 
fundraising services. We also 
have volunteers that help us 
to research and apply for grant 
funding.

Complementary Therapy
At City Hospice we offer 
complementary therapy 
treatments to patients, their 
families and carers, and those 
who have been bereaved. 
Provided by a small team of 
volunteers, and students, we 
offer services almost every day 
of the week. Complementary 
therapy is known to aid 
relaxation and improve a sense 
of wellbeing. We offer massage, 
reflexology and aromatherapy.

Donating skills
We are regularly supported by 
businesses and individuals who 
donate their skills to support 
us. This could be anything 
from providing digital skills 
sessions with our patients and 
volunteers, or offering funded 
training courses for our staff. 
We’re also supported by various 
local businesses and corporate 
groups who choose to spend 
their volunteer days with us.

Whether you’ll be donating a little or 
a lot of your time, we are extremely 
grateful for whatever you can contribute.

With so many volunteers supporting us, 
every single minute spent volunteering 
for City Hospice really helps. That 
conversation you have with a member 

of the public, or quick ‘share’ of our 
post on social media, may just reach 
someone who would really benefit 
from our services, or like to support us.

With so many volunteer opportunities 
available, there really is a role for 
everyone!
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A VOLUNTEER ROLE
   FOR EVERYONE #sharingiscaring

We’re always looking at ways to 
evolve our volunteer programme 
and to benefit from people who have 
particular skills to share. If you have 
a skill or profession that you feel 

could benefit the charity, please get 
in touch with Sam Curtis, Volunteer 
Development Manager to discuss 
this further on 07968 164454. 

Retail Stores
With several charity shops across 
Cardiff, our retail volunteers 
help us by sorting donations and 
serving customers in the local 
community. Did you know that 
our stores raise around £350,000 
each year?!

Day Centre 
Our weekly Day Centre is 
supported by volunteers who 
help organise activities for 
patients, provide refreshments 
and offer a listening ear. A team 
of Volunteer drivers help to 
transport patients to and from 
the Hospice. 

Gardening
Our team of volunteer gardeners 
tend to our award-winning 
gardens each week. Come rain 
or shine they help to maintain 
our tranquil hospice grounds 
which are enjoyed by patients, 
volunteers, and staff. 

In the community
We are lucky to have a number 
of groups that support 
and fundraise for us in the 
community. Our collection 
box volunteers work hard to 
place collection boxes in local 
businesses and help us to build 
brand-new relationships.

Bucket collections 
Our bucket collection volunteers 
help to raise the profile of City 
Hospice, alongside raising vital 
funds. We hold collections several 
days a week across the whole of 
Cardiff and are always on the look 
out for more people to get involved!

Spreading the word
Some volunteers speak about the 
support they’ve received from City 
Hospice in the local community. 
These volunteers help raise our 
profile to both people that may 
benefit from our services, and 
those that could help to fund 
them. Volunteers also help us to 
distribute our leaflets.



When you begin volunteering with 
City Hospice, you’re guaranteed to 
receive a friendly induction which will 
include lots of information about the 
Hospice and our services. There will be 
plenty of opportunities for you to ask 
questions if you have any. 

You can expect to receive:
•  A friendly and informative induction.

•  An up-to-date volunteer role 
description.

•  A welcome email with plenty of 
information about ways to keep in 
touch.

•  A copy of this volunteer handbook.

•  Information about our policies and 
procedures.

•  Ongoing training and support 
throughout your time volunteering. 

•  To be formally introduced to the 
team member that will be on hand 
to support you with the day-to-day 
elements of your role.  

Your training and induction 
The training and induction process will 
vary for each volunteer role. However, 
you will be invited to attend a ‘Group 
induction session’ at the Hospice. This 
is a new feature from Autumn 2022 and 
you will receive further information 

about available sessions shortly after 
you join.

The ‘Group induction session’ will 
include a hospice tour and provide 
the opportunity to meet with other 
volunteers – both new and longstanding. 
It will also be an opportunity to meet 
with Sam, our Volunteer Development 
Manager if you haven’t already had the 
opportunity to do so.

How long will it take for me to 
become a volunteer?
It’s an exciting time and we know how 
wonderfully eager our new volunteers 
can be to support our charity. We’re 
just as excited and can’t wait to have 
you supporting us too! 

We promise to do all that we can to 
get you recruited as soon as possible. 
Generally, you can expect for the 
recruitment process to take anywhere 
between 2 to 3 weeks. If your volunteer 
role requires a DBS check or drivers 
checks, this process may be a little 
longer. 

If you are required to have a DBS check 
as part of your volunteer role, we will 
make you aware of this at the earliest 
opportunity and provide you with 
everything you need to know and do. 
We will cover the cost for the check to 
be undertaken.
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YOUR VOLUNTEER   
   JOURNEY

Training and development 
opportunities
During your time with us, we will 
ensure you are fully trained and 
supported in your role.

There will be plenty of opportunities 
to learn new skills, or enhance existing 
ones should you wish to.

We provide a range of internal training 
courses that you can join throughout 
the year, including topics such as: 
Bereavement awareness, safeguarding, 
customer service, GDPR, equality and 
diversity.

We are very fortunate to have 
great relationships with corporate 
training providers such as N-ergy 
who kindly provide recognised ILM 
qualifications free of charge to our 
volunteers where they can. They 
can provide recognised courses in: 
Customer service, Team Leadership 
and more. If you’re interested to 
find out more, or to enrol onto an 
ILM course, please get in touch 
with Sam at samantha.curtis@
cityhospice.org.uk



We know our volunteers don’t do it for 
us to say thank you, but we’re going to 
say it anyway! 

From our entire hospice team to the 
families we support, we are very 
appreciative of the help we receive 
from all our volunteers and we simply 
couldn’t do it without you. 

We promise to always take the time to 
say thank you. Wherever possible, to 
appreciate our volunteers, we regularly 
apply for monetary grants to allow us 
to celebrate the work that you do.

During December 2021, a successful 
grant application through the National 
Lottery Community fund enabled 
us to host a Volunteer Appreciation 
Event at the Village Hotel, Cardiff. This 
included a three-course meal, goody 
bags donated by local businesses, and 
we were especially proud to be able 
to present our first ever long service 
awards!

Recognising the contribution of all our 
volunteers, we were proud to present 
certificates and individual accolades at 
this very special event.

We also take the time to celebrate 
Volunteers’ week every year taking 
place between 1st – 7th June. 
Volunteers Week is an annual 
celebration of the contribution millions 
of people make across the UK through 
volunteering. Whilst we acknowledge 
the importance of such an event, we’d 
like to emphasise that our appreciation 
for our volunteers is not limited to just 
one week of the year.
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WE’LL BE SURE TO SAY
   “THANK YOU!”

WE ENCOURAGE OTHERS 
   TO SAY “THANK YOU” TOO

In addition to us saying thank you at 
City Hospice, we also take the time to 
recognise the outstanding contributions 
of our volunteers by nominating them 
for other prestigious awards. 

Recognising not just the impact our 
volunteers provide to our charity, but 

also the important role they provide to 
the local community, we actively find 
new ways to showcase the great work 
and support that they provide.

Recently, this has seen the following 
volunteers being officially rewarded 
and recognised:

Glenys Taylor, Retail Volunteer Team Leader 

Glenys successfully won the ‘Community Volunteer of the year’ 
award for 2021 with Cardiff Third Sector. 

Acknowledging the sheer dedication, support and passion that 
Glenys brings with her to the role, we were delighted that Glenys 
won this award!

Pauline & Tony, Fundraising and events volunteers 
Pauline & Tony were chosen to represent City Hospice at the 
2022 Royal Garden Party. 

Pauline and Tony are a husband-and-wife team that dedicate so 
much of their time and lives to City Hospice. It was a honour for us 
to enable this special pair to enjoy themselves in the presence of the 
Royal Family.

Jim Goodwin, Head Volunteer Gardener

League of Mercy Award winner
During 2021, Jim was presented with a League Of Mercy Award in 
recognition of his volunteering skills and commitment to City Hospice 
for over 30 years. 

The League of Mercy awards are extremely prestigious and only handed 
to 25 distinguished volunteers across the UK each year. The awards 
ceremony was held at The Mansion House in London.
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OUR VOLUNTEER 
   VOICES

You’re going to be a part of a wonderful 
team of individuals each helping 
to support City Hospice through 
volunteering! 

Liz, our Hospice and Retail Volunteer explains:
“As a volunteer, it gives me a great sense of purpose to support the hospice 
plus a feeling of adding value and being needed.”

Wendy, our collections and events support volunteer says:
“I love volunteering for the hospice, it makes me feel good knowing that I 
am helping them raise funds for nursing care.”

KeVin, our Driver’s Assistant Volunteer tells us:
“I find volunteering for City Hospice such a rewarding experience. I really 
look forward to seeing our patients and listening to their stories. I volunteer 
because City Hospice provided such great care to my wife and I want to give 
something back so the charity can continue to support those who need it in 
the local community”

Keren, a volunteer that has supported City Hospice for 
over 25 years says:
“City Hospice means a great deal to me.  It has helped me in the past and 
I’m glad to be able to give something back and help the wonderful doctors 
and nurses carry out their brilliant work.  Volunteering for them has also 
given me loads of lovely new friends – Thank You!”

Peter, our Rhiwbina Volunteer Team Leader says:
“I love working in the shop with the other volunteers and especially love 
hearing the kind comments customers make about how the hospice has given 
both practical and emotional support. It’s obvious how very important that was 
to patients and their families at possibly the worst time of their lives.” 

Let’s hear about what some 
of our volunteers have to say 
about their involvement…

We want you to feel happy and 
prepared in your volunteering role 
at all times. This handbook offers a 
warm welcome to the City Hospice 
Volunteering Team, an insight into 
the charity and provides some basic 
information to get you started. 

During your time with us, you’ll meet 
many of the team who will be on hand 

to help you. We’re a very friendly 
organisation so please don’t be afraid 
to say hello and to ask questions at 
any point!

SUPPORTING YOU

You never know who you’re going to come into contact with while you’re 
volunteering, and what personal experiences people may have had.  
If anything at all affects you while volunteering with us, please seek 
support from a member of the team.

We will always make the time for you to talk and support you along the way.  

Samantha Curtis
Volunteer Development Manager

City Hospice Volunteer Programme Manager

To help you understand who’s who, 
and who you may be in regular 
contact with for your day to day 
volunteer activities, please see the 
diagram below: 

Volunteering
at 

City Hospice

Bereavement Gardening Day Centre Patient Driving Reception & 
Clinical Admin

Complementary 
Therapy

Events Community 
Fundraising

Karen
Counselling 

Service Manager

Jim
Head Volunteer 

Gardener

Pauline
Lead Day 

Centre Host

Linda
Day Centre 

Coordinator

Sonia
Clinical Admin 

Manager

Sue
Data Controller 
& MDT Support

Varies 
depending 

on the event

Daisy
Senior Fundraising 

Coordinator

Lauren
Fundraising 
Coordinator

Robert
Retail Operations 

Manager

Retail

Retail Manager 
or Team Leader



16 volunteer handbook | 02920 524150 | www.cityhospice.org.uk 17volunteer handbook | 02920 524150 | www.cityhospice.org.uk

We will:
•  Train you for your role and provide 

development opportunities 
•  Listen to your feedback and ask for 

your views and ideas 
•  Respect and value your time 
•  Provide assurance and insurance to 

cover your activities
•  Cover reasonable out of pocket 

travel expenses 
•  Make sure you’re familiar and know 

where to find all our policies and 
procedures

•  Work promptly and fairly to resolve 
any concerns 

•  Celebrate your successes and 
recognise your achievements 

•  Support you along the way

You will:
•  Commit to your volunteering role and 

undertake any necessary training
•  Follow our City Hospice policies and 

procedures at all times
•  Volunteer within the organisations 

health and safety policies and within 
the boundaries of your role

•  Respect the confidentiality of the 
organisation and its members

•  Treat all people with respect and 
equality

•  Keep up to date with the work of the 
hospice and the services offered

•  Maintain the good name and 
reputation of City Hospice 
throughout your time as a volunteer

•  Keep us up to date with any changes 
to your personal details and inform 
us as soon as possible if you 
need to to stop or postpone your 
volunteering for any reason.

•  Ask if you feel you need any 
additional help or support

We will both:
•  Be sure to keep the information 

we hold about you up to date and 
accurate recognising the importance 
of doing so in line with GDPR

•  Understand the voluntary nature of 
our agreement

•  Uphold confidentiality, maintain data 
protection and keep City Hospice 
information safe.

•  Be able to end the volunteer 
arrangement at any time 

We really hope you enjoy your time 
volunteering with us but if you have 
any issues or concerns, please don’t 
hesitate to get in touch with a member 
of the team in the first instance. 
Information about support for you 
while volunteering can be found on 
page 15 of this booklet. 

Alternatively, please contact Sam, 
the Volunteer Development Manager 
on 07968 164454 or email 
samantha.curtis@cityhospice.org.uk

OUR VOLUNTEER AGREEMENT  
   WITH EACH OTHER

POLICIES 
    AND PROCEDURES

When you officially become a volunteer 
with City Hospice, we will make sure 
you’re aware of all the policies and 
procedures appropriate to you in 
your role. 

The person carrying out your induction 
will tick each policy relevant to you 

below. Please take the time to read 
each policy in depth and ensure 
the details of each policy are fully 
understood.

If you have any questions or uncertainties 
about any of the above policies, please 
get in touch with Sam, our Volunteer 
Development Manager in the first 
instance or ask a member of the team. 

There may be additional information 

relevant to you in your role that you 
will need to read and understand 
before volunteering with us. We will 
provide this information to you and 
ensure you are kept up to date with 
any changes to policies and procedures 
at the earliest opportunity.

CITY HOSPICE VOLUNTEER POLICY 

GDPR POLICY 

HEALTH & SAFETY POLICY 

EXPENSES POLICY 

CONFIDENTIALITY POLICY 

EQUALITY & DIVERSITY POLICY 

FUNDRAISING POLICY 

SAFEGUARDING POLICY  

POLICY   VOLUNTEER SIGNATURE3

Once you have read and 
understood each policy, 
please sign alongside:

We regularly take photographs during our events and volunteering activities which 
we use for promotion on our digital platforms. If you do not want any photographs 
of you to be included, please inform Sam, our Volunteer Development Manager. In 
the absence of advising us we will assume you provide consent.



Thank you for helping to make 
our work possible.

City Hospice touches the lives of every 
community in Cardiff, supporting people 
when they need us most. It is our hard-
working team of staff and volunteers, 
who make this work possible. The 
reason these wonderful people work so 
hard and are so dedicated, is because 
of what we achieve together. Our goal is 
to allow our patients to live their fullest 
lives, to support them with their choices 
and to create lasting memories with 
their families. It is a privilege, to work 
alongside our team to achieve just this.

Our volunteers give so much of 
themselves to the charity, their efforts, 
skills, experience, and enthusiasm. 
Each role is a vital part of City Hospice. 
Our volunteers help to set our culture 
and make this a warm, welcoming, 
and friendly environment to work, and 
receive care and support.

Every month 100 new people are 
referred to City Hospice for palliative 
care. This is a staggering number of 
people. But we always remember 
that each of these people are special 
and unique, deserving of the highest 
standards of care. I continue to be 
proud of our values, work ethic and the 
commitment of our incredible team, 

and thank every person who has helped 
to make our work possible.

Thank you for being such an essential 
member of the City Hospice team.

Best wishes,

Liz Booyse
Chief Executive Officer
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KEEPING 
   IN TOUCH

A MESSAGE FROM
   THE CEO

We will normally contact you by email in the first instance, or by phone. To reduce 
our carbon footprint, we will do our best to minimise the number of letters 
we send out.  You can also choose to opt out of any post from us to receive 
everything via email should you prefer. 

For other ways to stay in touch, please see below:

City Hospice Information
Did you know that we have our very own website and social media pages 
that contain plenty of information and news about City Hospice?
You can visit our website at www.cityhospice.org.uk and follow us on:

 @Cityhospice and @CHvolunteering

 CityHospice 

 cityhospice

As a City Hospice Volunteer, please shout loud and proud about what you do! 
You’re now one of our team and we could really do with your help to spread 
awareness of our services. If you take any photos while volunteering, we’d love 
to see them – please email them to 
samantha.curtis@cityhospice.org.uk 

Our Private Volunteer Facebook Group
Come and be part of our exciting and exclusive ‘City Hospice Volunteer 
Facebook Group!’

With regular updates, news and informal chats between our volunteers, it’s the 
place to be so don’t miss out. All members to this group are official City Hospice 
Volunteers and it provides a safe space for all to enjoy. 

To sign up, please visit our page here: 
www.facebook.com/groups/cityhospicevolunteering/

During your volunteer journey, it’s important to keep your contact details and 
information up to date. If there are any changes to your personal details or 
circumstances to volunteering, please let us know at the earliest opportunity by 
emailing volunteer@cityhospice.org.uk



USEFUL CONTACT  
   NUMBERS 

City Hospice 2022 | Registered Charity No. 1023311 | Company No. 02651828

“Volunteering is twice blessed. It blesses those 
that give it and those that receive it.” 

Maurice Prendergast, City Hospice Volunteer

City Hospice
Ty Hosbis, Whitchurch Hospital, Park Rd, Cardiff CF14 7BF

02920 524150
 

Samantha Curtis
Volunteer Development Manager 

samantha.curtis@cityhospice.org.uk
07968 164454

Our Stores
Ely | 364-372 Cowbridge Road West, Cardiff, CF5 5BY | 02920 599 518

Llanishen | 36 Station Road, Llanishen, CF14 5LT | 02920 761 750

Penarth | 12 Stanwell Road, Penarth, CF64 2AA | 02920 712 912

Rhiwbina | 23 Heol-y-Deri, Rhiwbina, Cardiff, CF14 6YF | 02922 671 431

Whitchurch | Unit 8 Codas House, 52-60 Merthyr Road, CF14 1DJ | 02920 627 776
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