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What are Good Neighbour Schemes?
Good Neighbour Schemes are groups of local people who come together to offer a service in their
community for those in need of help and support. The people who need support may be the elderly,
disabled, single or young parents or carers, those temporarily in need through illness or anyone who may
be isolated within your community. Good Neighbour Schemes are not there to replace the work done
by Social Services and other professional care agencies. They operate on a much more personal and
responsive level than many agency-led schemes, often starting as simple offers of help to a person in your
community who needs it. However, they can improve the quality of life of people living more isolated lives
in rural communities.
The help offered by Good Neighbour Schemes may include:
•
•
•
•
•
•
•
•
•
•
•

Providing transport for appointments, hospital visits or to Day Care
Errands, shopping or collecting prescriptions
Preparing emergency meals
Household tasks or gardening
Visiting or befriending
Letter-writing or form-filling
Looking after or transporting children
Helping people after discharge from hospital
Giving carers a break
Reading to partially sighted or blind people
Providing information

Who are they for?
Most schemes have no strict rules about who can use the scheme, although many limit their services to
those that live in the village or parish.
There is an understanding that the scheme is only there to help people in need, those who, for whatever
reason, are unable to help themselves and have no family or friends available. In reality most of the people
who benefit from Good Neighbour Schemes are older people and those living with disabilities, learning
difficulties, housebound or with serious short or long term health conditions.
Other reasons a person may need the scheme include a lack of access to transport or those in an unpaid
caring role, but it depends on the scope of your scheme. Each scheme varies and is set up specifically to
meet your local needs.
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Why have a Good Neighbour Scheme?
Rural service provision continues to decline and demographic change can lead to a loss of community
spirit and cohesion and increased isolation especially in rural communities. Experience from other areas
suggests that Good Neighbour Schemes can play a key role in community life.
They can:
• Aid community involvement, helping to create a strong social bond and promoting people’s wellbeing and self-esteem.
• Offer valuable but informal support and advice - a helping hand.
• Allow some people to retain their independence and remain in their homes for longer than would
be otherwise possible.
• Reduce feelings of isolation, exclusion and loneliness.
• Lessen the impact of the ongoing decline in rural community services such as Post Offices, shops,
pubs and public transport.
• Be seen as preventative services, preventing or delaying the need for more costly intensive or
specialist interventions.
• Provide a link between younger and older members of your community, and also between
newcomers and more established residents.
• Be seen to have wider consequences within rural areas and often improve the viability and
sustainability of our rural communities.

What’s in it for me?
The main advantage of a Good Neighbour Scheme is that it will help others and enhance your community
by improving the neighbourly spirit and goodwill.
However, the testimony of other Good Neighbours demonstrate that helping in this way can be a very
rewarding experience:
•
•
•
•
•
•
•
•
•

It can be good fun.
You can make new friends and it can help against feelings of isolation.
Helping others will make you feel good, build your confidence and improve your self-esteem.
You can gain an enormous sense of achievement and feel part of a team.
You are doing something really useful that won’t get done without your help.
You can use your talents and prove your capabilities.
You can learn new skills and develop new interests.
You can gain valuable experience that may lead to paid work later.
You can find out more about a type of work you may be considering as a career.
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Getting Started
Step 1: Establish whether there is a need
If you are reading this you have already decided that something could be done to improve life in your
community. However, some sort of consultation should be done to establish how many people will benefit,
what type of services are required, how many potential Good Neighbours there are, and how many
residents say they will use a Good Neighbour Scheme (although bear in mind that just because people
say they will in theory, it doesn’t necessarily mean they will in practice). This can be done through a simple
door-to-door survey, a questionnaire, or through a public meeting or evening social event. Alternatively,
there may already be plans to conduct a Community Plan and the needs of the community can be
assessed from that. Smart Communities (part of CCS) can help with community
consultancy, visit: www.somersetrcc.org.uk/smartcommunities .
Any amount of interest, feedback or relevant information that can be gathered at this early stage will
contribute to the long-term success of the scheme. Alternatively, a singular lack of interest and support
will save you from wasting any more time on the matter and you can give this pack to someone else.
It is as well to note at this stage that setting up a successful Good Neighbour Scheme can take several
months, but preparation and forward planning are the key and will make life easier in the long run.

Call a meeting
Another way to establish support for the scheme is to hold a public meeting. As many people as possible
should attend the meeting. Representatives from local clubs and organisations such as women’s groups
(e.g. Women’s Institute, Gardening Club etc.), children’s groups (e.g. Toddlers and playgroups), older
peoples’ groups and youth groups should be invited, as well as the local health visitors, doctors, district
nurses, neighbourhood watch, PCSO, local clergy and parish councillors.
All residents should be informed of the meeting through a poster campaign, posting leaflets to each
household or through an article in the parish magazine - preferably all three!
People are likely to protest that their community is already a caring community, and this is probably the
case. However, a Good Neighbour Scheme can excite more community feeling, encourage more helpers
and make better use of their time and effort.
If sufficient interest is shown at the meeting a committee of about 5 or 6 people should be elected there
and then, although this will depend on the size of the scheme. The meeting is also a good opportunity to
sign up your helpers (see Appendix A – Good Neighbour Agreement Template). A list should be made of
helper names, what help they can offer and their availability. Make it clear that any help, at any time, as
frequently or infrequently as they like is valuable. However, some element of consistency and commitment
is important as they may be building trusted relationships in the community.
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Step 2: Do we need a committee?
Yes, although as already stated, the size and composition of the committee will depend on the size of the
scheme and the needs of the community. Most existing schemes emphasise the importance of a sound
and dedicated committee to the success of their scheme. A committee will be able to monitor progress
and sort out any problems. It will share the responsibilities of co-ordinating the scheme and ensure the
continuation of the scheme as individuals come and go. Also, the organisation of the scheme will not rely
too much on the few people in the community who do everything!
Ideally, each member of the committee should be allocated specific tasks or responsibilities.
The committee should include the following posts (with a suggested outline of their respective
responsibilities):
• A chairperson – responsible for chairing meetings, recruitment, Good Neighbour support and
training (if appropriate).
• A treasurer – responsible for income, fund-raising, donations, payment of Good Neighbours expense
claims, grant applications (if appropriate).
• A secretary – responsible for correspondence, insurance, forms and rosters, leaflets and publicity.
• Specific co-ordinators (such as a street wardens’ co-ordinator, a transport co-ordinator, a welcome
pack co-ordinator, etc.) – responsible for keeping up to date with both volunteers and users details,
matching requests to helpers and ensuring the workload is spread evenly among the helpers.
The number of committee members and specific co-ordinators will depend on the anticipated scope
of the scheme – a scheme that only intends to offer a transport service to a handful of users is likely to
be a much simpler affair. In all cases though, account should be made of sickness and holidays so that
appropriate cover is available.
The scheme may like to consider adopting a constitution, or at least a set of aims, objectives and simple
rules. This is by no means essential but will be necessary should you wish to apply for funding
grants – most funders will ask to see a copy of your constitution and a recent set of accounts.

Committee Meetings
Clearly, committee meetings can be held as often as is deemed appropriate. Initially, meetings should
probably be quite regular, perhaps every two months or so, but once the scheme is up and running three
or four a year should be enough.
The Annual General Meeting (AGM) is an opportunity to tell people how the scheme is running, take
advice and opinions from the wider community and, if the constitution requires, elect new people to the
committee. It is also a good opportunity to officially thank your Good Neighbours, and recruit new ones.
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Step 3: Set the boundaries
It is important to establish the geographical limits of the scheme – who will you be prepared to help and
what length of journeys are you prepared to undertake.
Most schemes operate only for the benefit of residents within the village or defined community parish.
This will ensure local loyalties, the relationships between users and helpers are likely to be stronger, and
the cost in terms of money and time will be less.
Once your scheme becomes established and well known in the area you may be asked or even
expected to expand and include other areas. This should generally be resisted as journeys will be longer,
administrative costs greater and more volunteers needed to cover the wider area. Your scheme may also
lose the ‘local loyalty’ factor. However, you can simply tell the interested parties to contact CCS to see how
they can be supported to set up their own scheme.
It is not just geographical boundaries that need to be fixed. As we have said, a Good Neighbour Scheme
is there to ‘offer a helping hand’. It cannot and should not attempt to do the work of social services,
district nurses or other professional caring groups and statutory services – certain jobs will be beyond the
capabilities of the volunteers. It is important, however, to be aware of when outside help is required and
to know who to turn to on these occasions. Indeed it is a good idea for the committee to maintain links
with appropriate agencies, in particular the local Village & Community Agents. There may also be other
organisations who can help, some of which are listed in the section ‘Useful Contacts’ on page 17.
Finally, as schemes become particularly successful and well known, the statutory authorities may ask
them to help with specific tasks or services. Such requests should be treated with caution as it may put
too great a burden on the scheme. The scheme must consider the number of helpers, the limitations
of helper’s skills and the services they offer. Some helpers may resent such outside interference. It is
important to define the scheme’s relationship with the statutory authorities and caring
professionals – should any arrangement be made there should be a regular review and the scheme must
be able to withdraw at any time.
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Step 4: Deciding which services to offer
This will depend on the needs of your community, the number of helpers available, and what help they
can offer. This will be ascertained at an early stage, following community consultation and when recruiting
your volunteers. It will also vary as volunteers come and go and the needs of your community change – it
should not be set in stone.
This is another good reason to record the tasks completed by the scheme. You will soon see which
services are over-subscribed and where more Good Neighbours are needed, and which are not as well
used. Does this mean there really is no demand for it, or does it need better advertising?
The most frequent service offered by Good Neighbour Schemes is transport. In the absence of regular
public transport, and the difficulties encountered by elderly and disabled people using public transport,
this is probably not surprising.
Transport is usually provided for:
• Medical appointments – hospital, doctor, chiropodist, optician (although patient transport services,
hospital car schemes and doctor’s car schemes may be available)
• Visiting relatives and friends in hospital
• Shopping
• Attending Social Clubs, Luncheon Clubs and Day Centres or social events
• Collecting prescriptions, shopping, pensions, library books
The second aspect of a Good Neighbour Scheme is that of a care and support group, and as such could
offer services that may include:
•
•
•
•
•
•
•
•
•
•

Visiting or befriending the lonely, the housebound or the sick
Looking after children
Help with letters or forms
Household tasks
Gardening
Giving carers a break
Providing emergency meals
Reading to the blind or partially sighted
Comforting the bereaved
Looking after pets

Some schemes organise social clubs, luncheon clubs and other events to bring people together rather
than simply providing a service for individuals. Others also offer use of certain medical aids, such as
wheelchairs, walking aids, bathing aids and so on, on a temporary basis. These can come from donations
or be purchased specifically for the scheme.
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Step 5: How is it going to work?
This is clearly an important question. There are various ways that Good Neighbour Schemes operate,
much depending on the size of the community, the number of Good Neighbours and co-ordinators
available, the extent of the services provided and so on.
Some smaller schemes have a co-ordinator for each day of the week who handles all calls and contacts
helpers according to the user’s need, regardless of what it is. One scheme has a mobile phone specifically
for the use of the scheme which, along with the records of helpers, gets passed from one co-ordinator
to the next according to that week’s roster. This has the advantage of there being only one telephone
number for the whole scheme. Other schemes list the phone number of each co-ordinator, to be called on
the appropriate day. This is clearly less flexible but may be easier if co-ordinators are sure to be available
on a given day on a regular basis. Yet another scheme has an answer-phone which a co-ordinator checks
every morning and evening and then records and deals with requests.
Larger and more complex schemes may have specific co-ordinators for each type of service (transport,
street wardens, pet care, medical aids, or whatever), and the user will simply call the relevant co-ordinator
with their request. The co-ordinator will then phone round to find a Good Neighbour able to help.
However the scheme operates, it is important that users go through a co-ordinator, and the co-ordinator
then finds the helper. It is also important to arrange adequate cover for holidays and sickness, and ensure
users have alternative numbers to call if needed. One scheme makes sure that the user knows they must
actually speak to someone, even if it’s the wrong person, rather than leave a message on an answer
phone. This ensures the request is logged and dealt with and avoids potential embarrassment, mistakes or
worse.
The telephone numbers of the scheme or the co-ordinators can be put in the parish and village
magazines, can be distributed on leaflets or cards to keep by the phone, or can be part of a special
welcome pack or booklet produced as part of the scheme, which will also outline the services offered.
These should be distributed throughout the area covered, ideally to every household, and should be
kept up to date, with the correct names and contact numbers and accurate scheme details. For further
information on welcome packs and booklets see page 16.
The co-ordinators will have the details of all Good Neighbours, what they are prepared to do and their
availability, and will phone round until the request is answered. They should also keep a log of tasks
completed, phone calls made (even unsuccessful ones for expenses purposes), and should attempt to
spread the work around the helpers. It is important not to use the same helper too often, but also not to
use some helpers too infrequently so that they feel undervalued.
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Good Neighbour Recruitment and Support
The recruitment and retention of a sufficient number of committed helpers is key to the success of the
scheme. This will be a continuous process since some people are bound to drop out periodically for
various reasons and must be replaced.

Good Neighbour Recruitment
New helpers will often be found through word of mouth once the scheme is up and running. However,
all forms of publicity, including talks and articles, should include an appeal for new helpers. Some people
have suggested that general appeals for helpers are only moderately successful, whereas actually asking
someone in person is much more likely to be successful. Obviously this should be considered carefully;
there is a fine line between asking people who would be happy to help but never quite get round to
offering, and asking people who then feel pressurised and feel guilty if they say ‘no’.
It is worth allocating the job of welcoming new helpers to one of the committee members, thus making
it a formal event. This is an opportunity to explain the finer points of the operation, the record sheets and
expenses claims, the system for donations, the importance of confidentiality, and answer any concerns the
helper may have. A brief Good Neighbour welcome pack detailing all relevant information may be a good
idea.
Asking helpers to fill out a short questionnaire or record sheet will enable you to get to know more about
the helpers and provide a simple way of recording what they are willing to do and when. It is important
that helpers realise that they can offer as much or as little time and effort as they are happy with. Some
people may be happy working every day if needed, others only every now and then. Obviously, any
amount of help is going to be appreciated and this should be made clear, although some element of
consistency and commitment is important. It is worth remembering that people can be both a beneficiary
and a helper – schemes often rely on elderly or housebound people to act as co-ordinators.
The need to know your helpers is essential as you and your beneficiaries need to know they are
trustworthy and reliable. Ensuring this requires enormous tact and discretion and although proper vetting
need not be necessary, unless they are working with children, some checks are unavoidable. Some
schemes even ask for references and report that helpers like being asked as it shows they are being taken
seriously.
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Street Wardens
Some schemes have a network of street wardens, helpers who are responsible for specific streets, closes
or blocks of houses. The role of these wardens varies from scheme to scheme but usually their role is to
be aware of what’s happening in their area, keep an eye on elderly or vulnerable people and welcome new
residents. Whether any formal guidance is given for the role is up to the committee. Some schemes have
found some form of guidance works well since the wardens then know what is required of them. Other
schemes report that this is too formal and people prefer to carry out the role the way they see fit. The
latter will generally mean that the input of the street wardens will vary – some will become very involved
and others simply keep a watchful eye.
The role of your street wardens can be as large or small as you wish. A street warden network can be
seen as a very easy way to improve community care and integration. No one warden has to commit to
too much but everyone in the community will know they have someone to turn to if they need help. The
street warden could be given a list of other helpers who can offer more specialised help, for example help
with household tasks or gardening, and can act as a co-ordinator for that area. The number of houses
allotted to each warden will depend largely on the number of helpers available and the make-up of your
community. One warden to 15 or 20 houses seems a popular arrangement. The role of street warden is
often a good introduction to a Good Neighbour Scheme, requiring relatively little commitment, and may
provide a good source of more active helpers in later years as people’s circumstances change.

Good Neighbour Drivers
Many schemes find that the biggest problem in their community is
a lack of transport. A transport service is needed to help users
get to doctor’s appointments, to go shopping, visit friends or
relatives in hospital and so on. Most of this is done during the
day so many drivers are retired. Obviously, to be a driver you
need to comply with all the usual legal requirements such as a
full driving licence, current tax, MOT and insurance. Drivers need
to inform their insurance company that they are using their car
for unpaid driving, stressing that they will be receiving expenses
only, and that no element of profit is involved. There should be
no additional premium charged for this.
Written confirmation should be received from the insurance
company before the driver starts driving for the scheme. It
should be noted that seatbelts should be worn in front and back seats – legally this is the passenger’s
responsibility in the case of adults but the driver’s responsibility for children under 14.
Drivers should be paid a contribution for their petrol and running costs. The current Inland Revenue taxfree mileage allowances are 45p a mile for the first 10,000 miles in the tax year and 25p per mile for each
additional mile over 10,000 miles. This is only a guide and obviously you are free to set your own rates,
many schemes offer a flat rate of 45 pence per mile.
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Finance – Expenses, Donations, Funding and Grants
A Good Neighbour Scheme will need a treasurer and a bank account. Although the scheme may be
relatively informal there will be expenses and income that need to be recorded. Should you decide to
apply for grants, most funders will expect to see a recent set of accounts and possibly a projection for the
coming year.

Expenses
The main costs incurred when setting up your scheme will be the mobile phone (if needed) and publicity,
with insurance, phone calls and travel costs the major expenses once the scheme is up and running.
Helpers may be offering their services for nothing but should not be out of pocket – drivers should be paid
a contribution for their petrol and running costs. The current rate is 45p a mile for the first 10,000 miles in
the tax year and 25p per mile for each additional mile over 10,000 miles. Obviously you are free to set your
own rates.
With regard to telephone costs, an amount per minute can be paid to co-ordinators, or an itemised bill can
be requested. However, if there is a scheme mobile phone it is often more cost effective to have an allinclusive contract with ‘free’ minutes and messaging. One scheme suggests that it takes on average 3 or 4
calls by the co-ordinator to find a helper, so this is an important consideration. Some helpers may not want
such a contribution but they should be persuaded – it is the only way to discover the true costs of running
the scheme. The helper can always give the money back as a donation. It has been pointed out that Good
Neighbours who refuse expenses may deter others from joining the scheme.

Donations
Some schemes have a suggested tariff for donations, a certain
amount per mile perhaps, or for a particular journey. All schemes
should encourage clients to make donations, although everyone
can be encouraged to give only what they can. Some schemes
report that making a donation allows users to take some level
of ownership of the scheme. Some people won’t accept charity
so being expected to pay for the service helps people feel
more comfortable about using the scheme on a regular basis.
Helpers can either be given envelopes in which clients can place
donations, or carry donation boxes, or ask clients to donate
online. There are several online giving platforms which are free
to set up, such as Just Giving or Go Fund Me – such methods
avoid potential embarrassment on both sides. Donations should
not be refused as clients may feel they need not offer again, or
that the service is free, and may expect it to be so next time.
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Do we need insurance?
Your Good Neighbour Scheme will almost certainly involve helpers offering some sort of transport service,
so some consideration of insurance is required. When using private cars it is essential that the drivers
inform their insurance company that they are using their car for unpaid driving, stressing that they will
be receiving expenses only, and no element of profit is involved. There should be no additional premium
charged for this. A sample letter for use by drivers is avilable from CCS, and written confirmation should
be received from the insurance company before the driver
starts driving for the scheme.
Charity Assured suggests that a policy should include
public liability, employer’s liability, personal accident and
money matters, so ideally, the Good Neighbour scheme
should arrange insurance cover for public liability and
personal accident as a minimum. It is also suggested that
schemes should arrange cover to protect your drivers
against loss of their No Claims Bonus – clearly this should
encourage more drivers.
Some policies exclude certain activities so you need to
ensure that the policy will cover what the volunteers
actually do. Some examples include checking smoke
alarms or touching anything electrical such as changing a
light bulb.
We would suggest insuring with companies who specialise in providing policies to charitable organisations,
both large and small. Although we cannot recommend a particular company, some companies who
specialise in this field are listed below.

8 Visit
• Norris & Fisher (Good Neighbours Scheme):
https://www.norrisandfisher.com/good-neighbours-insurance
• Zurich:
https://www.zurich.co.uk/en/charity-insurance
• Absvar:
https://www.ansvar.co.uk/ourproducts/connect/pages/charity-andcommunity.aspx
• Bluefin:
https://www.bluefinprofessions.co.uk/charity-insurance/
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Publicity
Publicising your Good Neighbours Schemes is of the utmost importance so
that potential users and helpers know that the scheme exists, what help it can
provide, how it works and how to contact the co-ordinators.
This can be done in a number of ways:
•
•
•
•

Through door-to-door leafleting of all households
Posters throughout the village on notice boards
Articles in the parish magazines
Talks to local clubs and organisations, such as the Women’s Institute,
social clubs and so on
• Articles in the local press or on local radio
• Newsletters
• Welcome Packs to new village arrivals
Word of mouth is often the best form of publicity, and both users and helpers should be encouraged
to share their experiences and inform others of the benefits of the scheme. It is worth asking users
for feedback and asking permission to quote some of the more positive comments in articles and
advertising material. If anyone has the time and the enthusiasm, a short newsletter is a good way of
advertising the scheme, relating success stories, and updating volunteers and users about the scheme,
other support groups, new legislation and other items of interest.
Finally, be sure that the professional care services are aware of the scheme and have up to date
information.

Points to Consider

Charity Status
A charity is an organisation whose objects and activities are exclusively charitable – it cannot undertake
activities or spend money on anything that does not further its charitable objects. It must also comply
with charity law, for example in keeping and submitting accounts. An organisation that has exclusively
charitable objects has a duty under the Charities Act 1993 to register as a charity unless it has neither
permanent endowment nor the use or occupation of land, nor gross income above £1000 per year.
This may all sound a bit heavy. However, there are certain advantages to charitable status:
•
•
•
•
•

Mandatory 80% rate relief, with discretionary power for local authorities to waive the remaining 20%.
Relief from payment of income tax and corporation tax (except on the proceeds of charity trading).
Relief from Capital Gains Tax.
Fundraising benefits – many trusts and statutory bodies only assist registered charities.
Public relations benefits – donors, volunteers and users may all feel more confident in the scheme if
it is a registered charity.

It’s up to you and the committee; it’s just an idea!

Page 12

Training
This may seem an unnecessarily big step for a simple Good Neighbour Scheme, but it is becoming more
common and can improve confidence and performance, and may encourage more Good Neighbours if
they think they are going to gain new skills. Basic training in First Aid, personal skills, funding applications,
as well as training in managing helpers, chairing committee meetings, drafting constitutions, and so on,
are available from the Community Council for Somerset (CCS).

Identity Cards
Whether you feel Identity Cards are necessary depends somewhat on the
size of the scheme and the number of people involved. You may feel that
since everybody knows everybody else in the village such things are
unnecessary, and you may be right. However, as the scheme grows and
more people want to get involved some of your clients may not know all
the helpers, and vice versa. A simple ID Card (with or without a photograph) can
help to reassure people, especially older or isolated people, particularly at a time when bogus
callers are such an issue.

Privacy
Volunteers must respect the privacy of the users and this cannot be emphasised too strongly. It is vital
that users trust and respect the scheme and the helpers, and it is worth discussing this issue at meetings
from time to time to reinforce the point to your Good Neighbour helpers.

Data Protection
In the process of undertaking day-to-day support the scheme collects and uses personal information
about people who the scheme supports – committee members, clients and helpers. This
personal information must be handled and dealt with properly, regardless of how it is collected,
recorded and used, and whether it is in paper form, in computer records, memory stick, mobile
phone, laptop, i-Pad or recorded by any other means.
The lawful and correct treatment of personal information is imperative to the successful operation of the
scheme and to maintain confidence between client and volunteers in the community. As a group you will
need to ensure that you treat personal information lawfully and correctly.
Your group will need to create a Privacy Statement and Data Protection Policy and ensure the data you
store is consented and stored safely to avoid any data breach.
We recommend only capturing data that is necessary and to avoid dealing with any sensitive data which
includes: racial; ethnic; political opinions; religious beliefs; trade union membership; genetic data; biometric
data; health data; data concerning a natural person’s sex life; sexual orientation.
See Appendix D: ‘Sample Data Protection Policy & Privacy Statement template’.
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Safeguarding
Some of the people that may use the scheme for support may
be considered to be ‘vulnerable’. As well as ensuring that all your
helpers are DBS checked it is important that they know what to
do if they think someone they are supporting may be at risk of
harm.
Co-ordinators should undertake some basic safeguarding
awareness training as they will need to act as the point of
contact for the volunteers should they have a concern. The
training will enable them to know if the information given needs
to be reported to the Local Authority and how to do that or what other avenues of support may be open
to them. Somerset Safeguarding Adults Board (SSAB) www.safeguardingsomerset.org.uk has a website
with information to help you.
Please see Appendix E: Safeguarding Policy Template.

DBS Checks (Disclosure and Barring Service)
It is strongly recommended that all helpers complete a DBS check prior to volunteering. The
check will reveal if the person has convictions that would make you consider them unsuitable to be
a helper, such as convictions for theft, fraud, dishonesty and violence, including sexual offences.
It will also reassure vulnerable people needing your help that you have done all you can to make
sure they are safe with the people visiting them.
You can apply for DBS checks through CCS as we have funding to support Good Neighbours Schemes - it
is on a first come first served basis but we can support and give funding advice to help the group.

Risk Assessment of DBS Check Following a Disclosure
A criminal conviction may not automatically disqualify anyone wanting to be a volunteer. However, the
Good Neighbours Scheme will need to assess whether any risks are posed. We have created an
assessment form which should be used if a volunteer discloses a conviction or when a DBS disclosure
check reveals undisclosed convictions, (contact CCS for your copy).
You will need to think about whether the nature of each disclosure impacts on the tasks the helper will be
doing before refusing or agreeing to use a volunteer. The Good Neighbours Scheme need to be prepared
for this eventuality and treat everyone fairly and equitably. If a check reveals that the person is barred
from working with vulnerable people, this is legally binding so a barred person must not undertake certain
roles under any circumstances. Failing to comply could lead to prosecution.
This risk assessment model is based upon guidance from the Chartered Institute of Personnel and
Development. It can be used to guide you to investigate the legal position, to consider any evidence of the
risk and to investigate whether you can establish a way of working so that this is not an issue. You
will need to record all of your assessments for each disclosure as well as recording your decision.
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Health and Safety for helpers
Helping outdoors / operating machinery:
Please make sure helpers know how to operate any
equipment or machinery correctly and do not use any
equipment that appears to be dangerous. Report it to the
Good Neighbour co-ordinator / phone holder.
Make sure helpers wear any appropriate clothing such as
safety goggles, boots and gloves.
Helpers must be aware of the following:
• Be very careful when lifting. Only lift or carry items that you can easily manage. Use a wheelbarrow
or trolley if available. If in doubt do not attempt the lift single-handed, but seek assistance.
• Be very careful when using ladders. Make sure you know how to put a ladder up correctly and place
the ladder so that it won’t slip.
• Be very careful when handling solvents, bleach or cleaning liquids. Wear protective gloves and
always wash your hands afterwards.
• Beware of accidents
• Do not take risks
• If you have an accident during the course of being a helper you must inform the Good Neighbours
co-ordinator / phone holder immediately.
• If you are injured or feel unwell ring the phone holder and see your doctor.
• He or she will be able to provide an independent record of any injury
• Providing the injury was not caused through your own negligence you may be able to make a claim
through the scheme’s insurance policy.
• If the accident is serious and you are not happy with the response from the scheme you can
contact the Health and Safety Executive Helpline number on 0300 003 1747.
• Do not undertake any large-scale jobs. The Good Neighbour Scheme co-ordinator / phone holder
can help with contacting local trades people to undertake the work.
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Welcome Packs and
Good Neighbour Scheme Booklets
A Welcome Pack is an excellent way of welcoming new residents to the village and helping them
become integrated into the community as quickly as possible. It may also be used as a way of providing
useful information to the community at large, an important role of Good Neighbour Schemes. Used in
conjunction with a Good Neighbour Scheme, it is a good way of publicising the scheme, a simple way of
publishing contact details of the co-ordinators, the street wardens and other relevant telephone numbers,
and making sure everyone knows what services the scheme provides. Obviously, the Welcome Pack can
be as large and comprehensive as your enthusiasm, time and printing costs allow. Some may contain
a brief history of the village, some may mention plans or projects ongoing or for the future. All should,
however, include some words of welcome to the village from key groups such as the Parish Council, the
Church, the Village Hall Management Committee or the Good Neighbour Scheme committee.
The pack should include a contents page for ease of use, a map of the parish and as many useful
telephone numbers and bits of local information as possible or appropriate. Most of these are fairly
obvious, but here is a list of ideas (though not the definitive list!):
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Parish Councillors and Parish Clerk and other parish officers
District and County Councillors
Member of Parliament and possibly European Member of Parliament (if Britain remains in the EU)
Local community constable PSCO
Neighbourhood Watch Co-ordinator
Clergymen and Church Officers (of all denominations)
Times of Church Services
Local doctors, and surgery opening times
Health Visitors and District Nurses
Hospitals and other Health Services in the wider community
Village Hall Management Committee details (inc. booking details and fees)
Details of local schools (primary and secondary)
Playgroup and Nursery
Local library and mobile library (with opening times)
Good Neighbour Scheme Co-ordinators and Street Wardens
All local clubs, sports clubs, organisations, local support groups
All local magazine editors and details (inc. deadline for articles)
Bin collections
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Useful Local Contacts
As already mentioned, Good Neighbour Schemes are not there to replace the work done by Social
Services and other professional care agencies, and there may come a time when outside help is required.
This may mean enlisting the help of professional carers, health professionals or Social Services. However,
it may mean you need advice or support form a specialist voluntary organisation or a little information
from a helpline. Below are just a few of the organisations that may be of use. This is the tip of the iceberg;
there are loads of groups and organisations out there offering information, advice and support, so just ask!
Somerset Village & Community Agents
The Somerset Village Agent service uses paid, part time, highly trained individuals living in the parish
‘clusters’ they support. They help to bridge the gap between isolated, excluded, vulnerable and lonely
individuals and statutory and/or voluntary organisations which offer specific solutions to identified needs.
01823 331 222
info@somersetrcc.org.uk
Somerset Carers
If you regularly look after someone in a caring capacity, the Somerset Carers can support you with advice
and guidance. Caring for another person is very rewarding, but can be overwhelming and lonely at times.
Somerset Carers can help link to you groups and events in your area, to find facts and information that will
help the person you are caring for with their particular needs. Here you will find specific support for your
unique situation; and our Carers Agents are on hand to help and guide you.
0800 31 68 600
carers@somersetrcc.org.uk
Age UK
Services include a mobile toenail cutting service, a Home Support Service, and advocacy, counselling
and befriending services. They also have a helpline offering advice and information on anything from
domiciliary health care to hairdressers, and 46 Information Sheets.
01823 345 613
info@ageuksomerset.org.uk
Mind in Somerset
The mental health charity in Somerset offering; peer support, adult support groups, adult one-to-ones and
a young persons service.
01935 474 875 | 01823 334 906
info@mindinsomerset.org.uk
Compass Disability
Services provided enable disabled people to access services, premises and facilities within the South West.
01823 282 823
info@compassdisability.org.uk
Young Somerset
A youth work charity focusing on encouraging and supporting young people to become actively involved
in shaping the communities in which they live.
01278 722 100
admin@youngsomerset.org.uk
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APPENDIX A
SAMPLE: Good Neighbours Helper Agreement
In order to ensure that you remain safe and that ‘Scheme Name’ (GNS) is appropriately represented at all
times, we ask that you agree to the following:

1. I have read and understand the ‘Scheme Name’, Data Protection Policy.
2. I acknowledge that whilst being a helper I represent ‘Scheme Name’. I will uphold the principles of
and not misrepresent or undermine GNS values.
3. If at any time I have any concerns or lack clarity about my duties, responsibilities or role as a helper I
will raise this with a member of GNS as soon as possible.
4. I will report anything which I consider to be an issue relating to the purposes of GNS to a member of
GNS as soon as possible.
5. I understand that GNS will do all that can reasonably be expected to ensure my safety, and that I
will do likewise to protect myself and those I am supporting with (whether GNS, other helpers or
members of the public). If I become aware of anything which I consider to be potentially dangerous
I will bring it to the prompt attention of a member of GNS.
6. I will not commit GNS to any financial cost, liability or intent.
7. I will not keep personal information about any clients or beneficiaries of GNS and understand
that such information is subject to the Data Protection Act 2018. If I am advised by GNS that I am
considered to be not adhering to this agreement, I will cease from all activities which could be
construed as representing GNS in a helper capacity.
8. If I am incapable of continuing as a GNS helper I will make this known to a member of GNS.
I have read and accept the above terms:
Volunteer name: ____________________________________________________________
Signature: _______________________________ Date: __________________________
Responsibility
Overall responsibility for this agreement lies with the ‘Scheme Name’
Last reviewed - date here
Reviewed every 2 years
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APPENDIX B
SAMPLE: Good Neighbours Helper Information Form
Organisers are free to use or amend any of these templates and guidelines to help them run their Good
Neighbour Scheme.

Name of helper:
Address:

Email:
Telephone number:
Mobile number:
In case of emergency, contact:
Emergency contact telephone
number:
Do you have a current DBS
Clearance?
Approximate age (please circle):

Yes / No
What is the database reference number?
Under 20

21–40

41–60

Over 60

Hours available – please indicate the number of hours or times that would suit you
am
pm
evenings

Mon

Tue

Wed

Thur

Fri

Sat

Sun

This information will be treated as strictly confidential and only used by the ‘Scheme Name’ co-ordinators
when needed.
Availability [please circle]: 		

Daily 		

Weekly

Fortnightly

Monthly

Signed:
Date:
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APPENDIX C
Good Neighbours Essential Check List
Constituting the group

Essentials

Optional

Notes

Publicising the activities of the scheme
Appointing a chairperson, treasurer
and secretary
Recruiting helpers / Volunteers
DBS Check (If applicable)
Co-ordinator

Depending on the type of support
you are offering wiill reflect if you
require a DBS check.

Bank Account
Insurance
Funding
Health & Safety

CCS can give guidance on which
funders to approach or how to
fundraise your start up costs.

Training for Helpers
Identity Cards
Marketing Materials
Logo
(Posters / Leaflets)
Mobile Phone

If you sign up to the scheme CCS can
provide you with your own logo and
poster.

Diary / Record book
Policy’s - Data Protection/
Safeguarding / Equalities & Diversity
Petty Cash Box & Lockable portable
storage
Market Research
Ask the community for feedback
on what people would use
the scheme for
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CCS provide these templates as part
of the information guidance

CCS offer a consultation service
through Smart Communities who
can help you construct your survey

APPENDIX D
SAMPLE: Good Neighbours Data Protection Policy
‘Scheme Name’ is a local support group, made up of local Good Neighbour (GN) helpers.
The Good Neighbour Group is set up to help the residents of (PARISH NAME OR NAMES HERE) with tasks
such as (WHAT DO YOU DO?) Example: shopping, transport, befriending, and basic home maintenance.
‘Scheme Name’ provides easy access to help and support, acting as a safety net for everyone in a town or
village, regardless of their age.
Privacy Notice
As a service user or GN helper with ‘Scheme Name’ we may ask you to provide certain personal
information about yourself which includes your name, contact details, and sometimes any hobbies or
interest you may have that will help us to provide our services to you. For example if you are registering to
use the Good Neighbour services or to become a supporter / helper with us.
This document explains how ‘Scheme Name’ , as the ‘Data Controller’ use the data you provide to us.
• Why we need your information
• We use personal data to help us provide the most appropriate level of service to our scheme users,
GN helpers and supporters. Without this information ‘Scheme Name’ would not be able to provide
the services we currently offer to the local community.
• Whose data do we collect?
We hold data on those who wish to use the services of, GN helpers with or otherwise support the work of
‘Scheme Name’ within (PARISH NAMES HERE).
How we obtain your data
Most of the information we hold about you is or has been provided directly to us by you. In some cases
we may collect data from someone else. This may be by referral from a relative, friend, or service provider
like Somerset Village and Community or Carers Agent, where necessary, in order to help us to provide our
services to you.
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What we do with your data and why
The main purposes of our data processing are to:
• provide appropriate help and services to the users of ‘Scheme Name’,
• promote and increase GN helpers support for ‘Scheme Name’ through marketing and social
activities,
• increase financial support for ‘Scheme Name’ fundraising and marketing and social activities,
• communicate with you about ‘Scheme Name’,
• administer our services where we match GN helpers with ‘Scheme Name’ clients
• promote the aims and objectives of GN‘Scheme Name’ through other activities.
We may use data obtained from other people or organisations to ensure that your contact details are kept
up to date, to plan our services and to ensure that appropriate due diligence is carried out to safeguard
the GN helpers and service users of ‘Scheme Name’.
We collect and record the following information (from the data provided by you or your representative)
when completing our client service request form, GN helpers agreement form or other ‘Scheme Name’
(manual or electronic) forms used to help us provide services, information or fundraising activities:
• Name(s) and address, email, phone number and other relevant contact details.
• Relevant next of kin, family or friends contact details that we require and are necessary in case of
emergency contact.
• Information on your hobbies and interests
• Records of donations, Gift Aid status etc. (if applicable)
• Records of GN helpers for ‘Scheme Name’ , information about our relationship with you, including
correspondence, meeting notes, attendance at appointments etc.
• Information necessary for us to support you.
Protecting your data
We keep your data secure with appropriate data security in place. This will be either locked cabinets for
manual forms and password protected files stored electronically. Only those members of ‘Scheme Name’
and those otherwise authorised will have access to the data we hold on you.
We do not share your data with anyone else or any other organisation unless it is necessary for the
purpose for which you have given us the data or we are legally required to. Examples are given below:
• We will provide information to HMRC on Gift Aided donations since we have a legal obligation to
provide this information.
• We may share basic information about you with a ‘Scheme Name’ helpers who has been assigned
to support you as part of their role within the Good Neighbours.
• In an emergency we may share your personal data with emergency services, NHS, social services
or other statutory organisation, or where we are legally required to do so in order to provide the
appropriate level of care and support to you.
• We may pass some or all of the information we hold on you to other organisations (Data
Processors). Data Processors, with whom we share data, are not allowed to do anything with your
data other than that which we have requested.
• We will never share your data with third parties for marketing purposes.
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Our responsibilities
The law requires us to tell you the basis on which we process your data.
• Some activities (for example sending you emails, letters or leaflets which promote the ‘Scheme
Name’ general activities require your consent. If the law requires your consent to process data in a
certain way then we will obtain it before carrying out that activity. This will not stop you from using
the services of ‘Scheme Name’.
• Where consent is given we keep a record of when and how we got consent from you. We also keep
a record of exactly what you were told at the time you gave your consent.
• In all other cases (i.e. providing care scheme/Good Neighbour services) the law allows us to process
your data if it is in our and your legitimate interest (in a way that you would expect the data to be
used) to do so, but only so long as we need to and your “interests or your fundamental rights and
freedoms are not overriding”.
• We carry out an exercise (legitimate interests assessment (LIA)) to check that we will not cause you
harm by processing your data, that the processing is not overly intrusive and that we will only do
so in a way which is described in this privacy notice. We will keep a record of our LIA and it will be
reviewed and completed again if circumstances change.
Retaining your data
We will keep data for as long as is needed to complete the task for which it was collected. Relationships
between clients, GN helpers and ‘Scheme Name’ are often long term, and so we expect to keep your data
for as long as that relationship exists, or until we no longer need it. Where we provide short term services
to clients then we will only keep the data for as long as is needed to provide our services to you.
Your rights
The law requires us to let you know that you have a number of rights about the way we process your data.
These are as follows:
• Where our use of your data requires consent, you may withdraw this consent at any time.
• You can refuse to give your consent but this will not stop you from using the services provided by
‘Scheme Name’.
• You can have any incorrect data we hold about you corrected.
• You will be informed of any new uses of your personal data before we start processing it.
• Where we rely on our legitimate interest to process data, you may ask us to stop doing so.
• You may request a copy of the data we hold about you.
• You may change or stop the way in which we communicate with you or process data about you, and
if it is not required for the purpose you provided it, then we will do so. Activities like processing Gift
Aid donations may mean we cannot entirely stop processing your data. We will always endeavour to
comply with such a request, however. If you are not satisfied with the way we have processed your
data then you can complain to the the Information Commissioner Office (ICO). https://ico.org.uk/
Tel: 0303 123 1113
Contacting us
If you have any questions about this privacy notice, about the way in which we process your data, or if you
wish to change the way we use your data, including how we communicate with you, please contact:
Name:
Contact address:
Telephone number:
Email address:
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APPENDIX E
Safeguarding Vulnerable Adults Policy
‘Scheme Name’ is committed to ensuring that vulnerable people who use our services are not abused and
that working practices minimise the risk of such abuse and any instances of possible abuse are identified
and reported. The definition of vulnerable adults is people who are over 18 years of age and are getting
or may need help and services to live in the community. Vulnerable adults may be unable to take care of
themselves and unable to protect themselves from harm or exploitation by other people.
Abuse can include: physical, financial, material, sexual, psychological, discriminatory, emotional abuse and
neglect. Abuse can take place in any setting, public or private, and can be perpetuated by anyone.
Rights & Responsibilities
Responsibilities of ‘Scheme Name’:
• To ensure helpers/volunteers are aware of vulnerable adult’s need for protection
• To notify the appropriate agencies if abuse is identified or suspected
• To support and, where possible, secure the safety of individuals and ensure that all referrals to
services have full information in relation to identified risk and vulnerability
• To DBS check helpers/volunteers who have access to or work with vulnerable adults
Responsibilities of ‘Scheme Name’:
• To be familiar with the vulnerable adult protection policy
• To take appropriate action in line with the policy of ‘Scheme Name’
• To declare any existing or subsequent convictions.
Support for those who report abuse
All those making a complaint or allegation or expressing concern should be reassured that:
• They will be taken seriously
• Their comments will usually be treated confidentially, but their concerns may be shared with the
• appropriate authorities if they or others are at significant risk
The Vulnerable Adult has the right:
• To be made aware of this policy
• To have alleged incidents recognised and taken seriously
• To receive fair and respectful treatment throughout
• To be involved in any process as appropriate
• To receive information about the outcome
We are also committed to reviewing our policy and good practice annually.
Chairman’s Signature: _________________________________ Adopted on:_______________________
Reviewed date:
Reviewed every 2 years
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With Thanks
CCS would like to acknowledge the Stogumber Good
Neighbours in working with us to establish the NEW
Somerset Good Neighbours Scheme. They have played
a pivotal role and were the first community to pilot the
scheme in Somerset.
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