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Welcome statement and video 
 

Thank you for offering to volunteer with City of Sanctuary Sheffield (CoSS). This
handbook provides you with all the information you need to support your volunteering. 

 
Click here for an introductory video by our Chair, Magid Magid. 

 
 
 
 
 

City of Sanctuary Sheffield Vision and
Mission 

 
Our Vision is:  

 
For Sheffield to be a place of safety and
welcome for people seeking sanctuary.

 
 

Who are we?: City of Sanctuary
Sheffield (CoSS) is part of a national

network of welcome to refugees
and people seeking sanctuary that

was started in Sheffield and has
become a movement spreading
across the UK and beyond. We

operate from a 3-floor building at
37-39 Chapel Walk in Sheffield City

Centre. 
 
 

Who is included in the movement?: Cities, towns, local authorities, community
groups, schools, libraries, theatres, etc. as well as collaborative work around themes

such as health and maternity. Click here to find out more.

City of Sanctuary Sheffield
Mission

To work in
solidarity with
people seeking

sanctuary to
promote their

safety and
wellbeing 

To strengthen,
develop and

diversify
the movement for

the rights of people
seeking

sanctuary in
Sheffield 

To create safe,
welcoming spaces for

people seeking sanctuary 
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Keep everyone updated on each other’s work.
Keep all of us updated on what is going on in the asylum system

locally, regionally, and nationally.
Help us all respond quickly and collectively to crisis situations.  

The Refugee and Migrant Forum and Service Providers Group 

These two groups bring together people working for the rights of
people seeking sanctuary in Sheffield.The Refugee and Migrant

Forum is an information-sharing space for over 200 individuals and
organisations working in the movement for the rights of people

seeking sanctuary in Sheffield. The Service Providers Group brings
together those delivering services for people seeking sanctuary in

Sheffield. CoSS facilitates the group which aims to:   

The Sanctuary  
 

This is a beautifully designed space in the
heart of the city that is safe, welcoming and

supportive. Visitors are welcomed by
volunteers and offered a hot drink and a calm

place to sit, where they can participate in
conversation groups and other social

activities and find out about more about
activities and opportunities around the city. It

is a place where people are welcomed and
listened to, and a place where people can
discover the best of Sheffield as a City of
Sanctuary.  It runs a weekly timetable of

activities from Monday – Thursday including
a hot lunch on Tuesday, conversation club,
crafting group, English classes and social
time (tea, coffee and games). All activities

are open to all people seeking sanctuary and
do not require a referral. 

The Asylum Journey 
 

The Asylum Journey is a
website providing information

about the services and
resources for asylum seekers
and refugees in Sheffield.  It

covers all stages of the asylum
process and all kinds of

statutory and informal support
and can be accessed here.  

The SPRING Project 
 

SPRING offers help to refugees when
they receive “leave to remain” and need
support accessing housing, opening a

bank account, applying for benefits and
immigration advice.  Once these urgent

needs have been addressed, it
supports individuals with their longer-

term integration, such as learning
English, routes into volunteering,
education, training, and finding a
job. SPRING can provide limited

support for those who’ve experienced
trauma and also signpost to a variety of

activities supporting mental and
physical wellbeing across Sheffield.  

The Multi-agency drop-in 
 

CoSS manages this multi-agency hub
of advice, information and solidarity

that operates from Victoria Hall,
Norfolk Street (2 minutes’ walk from

The Sanctuary) from 1 – 4pm on a
Wednesday afternoon. Agencies

include: ASSIST, representatives from
local MPs, British Red Cross (Refugee

Support), Parker Rhodes Solicitors,
New Beginnings, SAVTE, Shelter, SHU

Refugee Rights Hub, Clothes Bank,
Health and Wellbeing desk, Citizens
Advice (newly granted refugees via

SPRING project only).
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 What City of Sanctuary Sheffield does
CoSS is an independent charity working in
solidarity with people seeking sanctuary in

Sheffield. We operate from a 3-floor
building at 37-39 Chapel Walk in Sheffield

City Centre.  From this base we run the
following projects:

https://asylumjourney.org.uk/


Date Event  

2007

Sheffield became the
UK’s first City of

Sanctuary for asylum-
seekers and

refugees.Initially a
movement; this was

supported by The
Council. We worked to
raise awareness in the

city and beyond. 

 
 
 
 
 
 
 

2009

We took over running
the multi-agency

Victoria Hall Drop-In
from the Council

adding to our role of
raising awareness.

 
 
 
 
 

2016-17

The Northern Refugee
Centre collapses; we

began campaigning to
fund The Sanctuary – a

new centre and
dedicated space for

people seeking
sanctuary.

 
 
 
 
 

2018

The Sanctuary opens
to the public, offering

a safe social space,
advice, support (and
tea) to refugees and

asylum seekers. 
 

 
 
 
 
 

And now for a bit of history: 2007 to the
present day:
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2019

The SPRING Project is launched,
helping refugees to access move on
support after receiving their Leave

to Remain, and is based at The
Sanctuary.

 

 
 
 
 
 
 
 

2020

In response to the Covid Pandemic,
we created the Virtual Sanctuary –
providing information, advice and
referrals remotely; and practical

support by delivery with the help of
volunteers. This included our

Connections Team and Home-
school Project.

 

 
 
 
 
 

Summer-
Autumn 2021

We worked with a fantastic group of
designers using input from over 150

people seeking sanctuary and
completely redesigned the

ground floor of the space to be:  
– More welcoming and safe for

those seeking sanctuary  
– More useful for all of the groups

who use the centre  
– More beautiful, becoming a

beacon of hope in difficult times 
– More tailored to the

requirements of people seeking
sanctuary and those working in

solidarity with them  
 

 
 
 
 
 

September
2021

As lockdown eased, we gradually
restarted the drop-in, until The
Sanctuary re-opened in autumn

2021
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Introducing the City of Sanctuary Sheffield staff team

 Our staff team
Click on the following link to meet each of the City of Sanctuary team:

Our Staff Team

Introducing our Trustees
 

City of Sanctuary is overseen by a large team of trustees.  Click on the following link
to find out who they are, what they do in the Trustee role and why they want to

support us:
Our Trustees
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Meeting and greeting new arrivals
Ensuring the kitchen is stocked with refreshments

and kept clean and tidy 
Helping in the information area.  

 
 The Sanctuary Team 

 
Click here to meet The Sanctuary volunteer team

leader, Anna Aitkin.
 

The Sanctuary is the Welcoming Space and
operations hub of the organisation.  

 
Volunteers based at The Sanctuary will welcome new

arrivals, ensure that people are signposted to
services and attend appointments with partners. 

 
It is a busy environment with activities such as

conversation classes, a choir, weekly meal, sewing
group and more! 

 
Volunteers at The Sanctuary work under the direction

of Anna Aitken, the Welcoming Spaces Manager.  
 

Volunteer roles include:  
 

Regularly update the website with information
divided into easily searchable topics  

Update and research service provider contact
details and referral forms  

Collate information about topics reviewed by
experts to enable provision of holistic support and

to facilitate self-help 

 Information Team 
 

Click here to meet the Information team leader,
Andrew Jeffrey. 

 
This team works under the supervision and receives
training from the Information Coordinator, Andrew

Jeffrey, to manage the Asylum Journey website.
 

Asylum Journey provides tailored, comprehensive
and up to date information about services and support

for people seeking Sanctuary in Sheffield.  
 

Volunteers in this team… 
 

 

 

Details on each volunteer team 
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Research possible fundraising opportunities
from Trusts and Foundations . 

Phone Trusts and Foundations to ask about
the requirements of their grant and to see

whether City of Sanctuary Sheffield is a good
fit  

Have regular zoom and phone calls with the
Director to discuss applications  

Complete funding applications under the
guidance of the Director  

Submit applications under the guidance of
the Director 

Work on projects and appeals such as the
campaign to Supercharge the Sanctuary

Fundraising Team 
 

Click here to meet the Fundraising Team leader,
Tom Martin.

 
Works under the supervision of and receives
training from the director of City of Sanctuary

Tom Martin. 
 

Volunteers in this team… 
 

 
 
 

Meeting and greeting new arrivals as a Drop-
In Welcomer.

Registering new visitors on the Screening
Desk

Helping people access free medical treatment
on the Health and Wellbeing Desk 

Sorting and distributing clothes in the Clothes
Bank. 

 The Drop-In 
 

Click here to meet The Drop-In Team leader,
Anna Aitkin.

 
We run a multi-agency Drop-In every Wednesday

afternoon at Victoria Hall. Many of the partner
organisations we work with like ASSIST, Citizens
Advice, legal aid solicitors, MPs support workers,

and Shelter are present at the Drop-In. 
 

Volunteers at The Drop-In work under the
direction of Anna Aitken, the Welcoming Spaces

Manager.  
 

Roles include:  
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SPRING stands for Sheffield Project for Refugee Integration and Growth 

 
Based at The Sanctuary, SPRING is a collaboration of six organisations helping

refugees settle into the local community. 
 

SPRING volunteers work under the supervision and receive training from the
Front of House Support Worker Blessan Babu to assess refugees when they come

to The Sanctuary. 
 

They help to refer people for support from the SPRING partners and maintain the
database.  

 
They provide basic help to access bank accounts and housing.  

 
See the diagram above that shows all the services SPRING refers refugees to     

 and how they connect with other services across the city

City of Sanctuary Sheffield (CoSS) regularly updates supporters on social
media about the work we are doing, the situation for people seeking  sanctuary

in Sheffield, and things people can do to support our work.  
 

What is required:   
 

Come up with ideas for posts and campaigns  
 

Write posts and make graphics to appear on both Facebook and Twitter  
 

Schedule posts and monitor and respond to engagements with posts.

 Social Media Team 

The SPRING Project 

Click here to meet the SPRING team leader, Blessan Babu. 
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Contributing to staff, trustee and volunteer meetings 

Chairing or taking on other meeting roles 

Supporting fundraising 

Contributing to Human Resource issues; eg recruitment, policy
development 

Supporting IT systems 

The EBE (Experts by Experience) team 
 

Click here to meet the EBE team leader, Ibtissam Al Farah.
 

The EBE team represents the voices of people with lived experience of
seeking sanctuary and migration to the UK. The team is led by a member of

the staff team, Ibtissam Al Farah. 
 

The EbE Team is embedded in CoSS to inform all our work and co-lead us
in developing strategies, services and policies. Its aim is to increase the

participation and agency of people with lived experience of seeking
sanctuary in decision making and leadership of the organisation, and

develop transferable skills and knowledge to enable us to take up
leadership opportunities in the organisation, sector or elsewhere. 

 
To meet the team and learn the benefits it brings to volunteers click here.

 
Volunteers in this team help shape the future of City of Sanctuary Sheffield

by any of the following: 
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Organisation Role Description

South Yorkshire
Refugee Law
and Justice

(SYRLJ) 
 
 

Provide legal advice about people’s claims for asylum 
Help with research about the country a person has fled from, to explain why they

cannot return 
Help find evidence that clients may need to support a new asylum claim 

 
SYRLJ is a Sheffield based charity that provides a free service for asylum seekers who

need help to support their claim for asylum and who are unable to get a solicitor. 
 They: 

 
Click here to find out more.

Citizens Advice
Sheffield 

Citizens Advice Sheffield is part of the national Citizens Advice network that provides
information and help people access many statutory services and support e.g.,

benefits, housing, education, health, job opportunities etc. 
 

Click here to find out more.

Red Cross

 
The British Red Cross is the UK’s largest independent provider of services for
refugees and people seeking asylum. They offer emergency help, one-to-one

support and casework, special services for children and families, and help reunite
families. 

 
Click here to find out more.

 
Here are the local Red Cross contact details:
Email: refugeesupportsy@redcross.org.uk  

Call: 0114 2427385 

Sheffield City
Council

 
Sheffield City Council manage the provision of many services across the city –

housing, education, benefits, support into employment, libraries etc.  COSS
collaborates with them particularly in the provision of housing for sanctuary seekers. 

 
Click here to find out more.

 
Here is some information about some of the organisations we work closely with.  The list

is not exhaustive as we have partnerships or sign post people to many more. 

6) Organisations we work with 
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Local
Members of
Parliament

Local MPs often send a representative to the weekly Drop-in who can
support with some aspects of casework and if necessary, can escalate

problems to the Home Office via the relevant MP. 

Solace

Solace is a Leeds based charity which provides psychotherapy and support
to the survivors of persecution and exile living in the Yorkshire and Humber

region. 
 

Click here to find out more.

ASSIST

Assist is a Sheffield based charity that works with people who are seeking
sanctuary and who have been refused asylum.  They provide

accommodation, information and other support. 
 

Click here to find out more.

Conversation
Club

The conversation club is run by volunteers and offers English practice and
some basic English teaching together with quite a lot of orientation and

cultural input plus fun, welcome and friendship. 
 

Click here to find out more.

SAVTE

SAVTE empowers people, connects communities and changes lives through
local English Language support.  Their mission is to support people to

develop the necessary English language skills to help them gain confidence
and become independent, active citizens. Language volunteers support

learners in community settings or their homes.
 

Click here to find out more.

New
Beginnings

(including Job
Club)

The New Beginnings Project is part of VAS (Voluntary Action Sheffield) They
support sanctuary seekers to integrate into Sheffield life through

volunteering, employment, education and mentoring. They work with
clients on a one-to-one basis, linking them with external organisations to

create and maintain mutually beneficial relationships.  
 

Click here to find out more.
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Training 

In addition to induction training, volunteers will be given the
training required for specific volunteering roles. If a role
requires additional training, volunteers are expected to
attend the training and achieve any formally required
standards. Where possible and appropriate, City of
Sanctuary Sheffield will support volunteers to access
accredited training.   

Where possible, "Trauma Informed Working" training is also
offered two to three times a year.   

CoSS will ensure that a proportion of the volunteering
budget is set aside for ongoing volunteer training costs.   

Supervision   

All volunteers will have a named member of staff as a point
of contact within CoSS.  This person will usually be the
member of staff responsible for the area of work where they
are volunteering, and they will have overall responsibility for
supervising and supporting the volunteer.  

  

 
Depending on the volunteer role you opt for, you can follow any of the following paths. 

 The top line shows which staff member will be supporting you. If you wish to explore
doing a different role than you first signed up for, simply approach the Volunteer 

Co-ordinator to discuss. 
 
 
 

Volunteer training, supervision and support 
 

Throughout your time as a volunteer with CoSS you will have access to training,
supervision and support co-ordinated by the Volunteer Co-ordinator, Alexi Dimond and

the leader of your volunteer team. 
 

Click here to meet our Volunteer co-ordinator, Alexi Dimond. 
 

Pathway through volunteering 
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 Support 

All volunteers (who volunteer regularly) will be provided with regular
volunteer reviews with their named member of staff. There will be the
opportunity for a one-to-one meeting, at least every 6 months, or more
often if needed. All volunteers can ask for additional support or advice
at any time.

Volunteer review sessions will be used to allow the volunteer to discuss
their role, ensure the volunteer is receiving support within the
workplace, identify any problems associated with the work, identify
new training needs or further opportunities within the CoSS.   

CoSS aims to support volunteers in their further personal and
professional development beyond volunteering. 

For some volunteer roles there may be team meetings for volunteers to
plan the work of the team, share ideas, problem solve and plan new
developments.  Team meetings will also offer the opportunity for
volunteer support and supervision. 

Where possible group volunteer mutual support sessions, facilitated by
a mental health professional, are organised to help process emotions
and issues arising from supporting our service users and visitors. 

Where possible and necessary volunteers will be provided with briefing
before their work session and a debrief after it has been completed. 

We organise regular volunteer social gatherings to show appreciation
for their input and foster team spirit. 



Self-care

At CoSS we work with people who may have past traumas
and/or who are often experiencing extremely difficult
situations. It is really important that volunteers look after their
own wellbeing whilst volunteering at CoSS. 

This might include volunteers making sure to take a break
during their shift, talking to a member of staff or one of our
volunteer psychologists (Helen, Tina or Jane), attending
support sessions, or accessing further mental health support or
wellbeing activities outside of CoSS. 

The Sheffield Mental Health Guide and Sheffield Flourish
websites are helpful in finding groups or activities that promote
wellbeing.

The Asylum Journey website may contain information about
groups and activities available to volunteers who are Asylum
Seekers or Refugees.

Volunteers who wish for further mental health support can self-
refer to Sheffield IAPT using this website.  

Moving on 

In line with our commitment to good practice all volunteers who
leave will be asked to participate in exit interviews so that we
receive feedback on an individual’s experience of volunteering.  
This information will be used to improve the experience of
volunteers and further develop volunteer roles within the
organisation.   
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Welcoming and friendly
We aim to empower asylum

seekers and refugees
Provide safety for all our members

and ourselves
Provide a welcoming and friendly

atmosphere
Remain fair and open-minded

Be supportive
Be respectful

 
All staff, trustees and volunteers

agree with the vision and values of
CoSS. We will work together to build
a culture of welcome, which means: 

 
We will work together in ways that

are:  

 
We will work together as a team

where everyone is valued for their
contribution.  

 
 
 
 
 

Being respectful
Being honest and truthful

Taking responsibility for good
team working

Being cooperative
Being open to learning and

feedback
Being inclusive of everyone
Being reliable and punctual

Being willing to say if we don't
know something and to ask for

help.

We recognise that we are all seen
as representatives of City of

Sanctuary Sheffield when we are
working with partner organisations. 

 
We will work together as a team

where everyone is valued for their
contribution through:

Positive about
our

organisation,
its people and

its values  

 Respectful of
confidentiality  

Appropriate,
friendly and

reliable  

Willing to
address any

areas of
conflict in a

positive,
polite and

constructive
way  

Ensuring we
keep

colleagues
informed  

Making sure
we follow all

relevant
policies and
procedures 

WHEN WE
ARE

WORKING
WITH

OTHERS WE
WILL BE:  

3)  City of Sanctuary Sheffield
Code of Conduct 
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10) Expectations of volunteers 
 

All volunteers are expected to abide by the CoSS Code of Conduct.
 

Here is some detail on how that code applies to volunteers: 
 

Reliability and punctuality: Volunteers are expected to attend and
to arrive on time when they are expected to carry out their

volunteering role, or attend training or meetings.  However, City of
Sanctuary Sheffield recognises that sometimes this may not be

possible because of illness, caring responsibilities or urgent
appointments.  In these circumstances volunteers are asked to let

the named member of staff or team leader know as soon as
possible that they cannot attend or will be late, so that alternative

arrangements can be made.
 
 

Confidentiality and data protection: Volunteers must ensure that
confidentiality and the best interests of clients are maintained at all

times, within the responsibilities of their role.  If a volunteer is
unsure about their role, or has concerns about safeguarding issues
or the behaviour of a client or colleague they should approach their

supervisor. If volunteers are required to collect or use personal
information about any individuals, they must follow the Data

Protection Policy.
 
 

Behaviour: As with all staff it is expected that volunteers consider
how their actions could be perceived by other people and

organisations external to the City of Sanctuary Sheffield.  Volunteers
are expected to behave in a welcoming, polite and professional

way, and to dress appropriately for their volunteering roles. 
 Volunteers should be aware of their actions, both inside and

outside work, and not risk bringing the organisation into disrepute. 
 Volunteers are expected to tell their named staff member if they are

charged with a criminal activity or if they receive negative media
attention. Racist, sexist or discriminatory behaviour of any kind by

volunteers will not be tolerated. 
 
 

Acting a representative of City of Sanctuary Sheffield:
Volunteers must not speak as a representative of City of Sanctuary

Sheffield or imply they are doing so, unless they have been
specifically asked to do this; in particular as this relates to any

contact with the media or with other organisations.    
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Volunteer expenses: City of Sanctuary Sheffield aims to eliminate the financial
barriers to volunteering and make it accessible to a broad a cross-section of society,
especially people seeking sanctuary, by reimbursing any out-of-pocket expenses. 
 This would normally cover travel costs, and the cost of a local ‘meal deal’ if the
volunteer is required to be present all day and a meal cannot be provided by City of
Sanctuary Sheffield.  

Receipts or evidence of purchase (e.g., bus tickets) will be required. 

Bus Tickets: 

Individual tickets - We will reimburse up to the current max rate for daily travel
within Sheffield or South Yorkshire.

Weekly travel cards - We will reimburse people who use weekly or monthly travel
cards for the days which they are volunteering. This is calculated by the amount of the
ticket, divided by the number of working days covered, multiplied by the number of
days they are volunteering. E.g. X volunteers 2 days a week, has a £20 a week travel
card. X will receive £8.

Refreshments and meals: Volunteers are entitled to free drinks (e.g., tea or coffee)
and light refreshments (e.g., biscuits) while they are volunteering.  If they are required
to volunteer all day, either a mid-day meal will be provided or the cost of a local meal
deal will be reimbursed up to the value of £5. 

 
References: City of Sanctuary Sheffield will provide references for those individuals
who have been actively volunteering for an appropriate length of time (enough time
for the appropriate staff members to feel confident that they can provide a fair and
accurate reference.) 

 
Insurance: City of Sanctuary Sheffield has a duty to provide adequate insurance
cover for the approved activities of its volunteers. Relevant insurance may include
employer’s liability, public liability, personal accident and professional indemnity.
Volunteers will not normally be expected to use their cars in the course of
volunteering. 

 
However, should volunteers choose to use their own vehicle while on a volunteering
activity, they will need to ensure they have the appropriate cover from their own
insurer, since volunteering is often classed as “business use”. 

 
A safe working environment: Volunteers should have a safe working environment in
compliance with Health and Safety legislation.  Volunteers will be made aware, at
induction and by their team leader, named staff member or supervisor, of relevant risk
assessments and safety guidelines.  They will receive any necessary safety training for
specific roles and be expected to follow all the required health and safety guidelines. 

 
Communication, meetings, social events:  City of Sanctuary Sheffield aims to make
volunteers feel welcome and valued in the organisation. Volunteers will receive
regular communication and updates from City of Sanctuary Sheffield through emails,
newsletters, texts and team meetings.  There will also be regular social events such as
meals for volunteers, to help people get to know each other and to thank volunteers
for the contribution they make to the work of City of Sanctuary Sheffield.  

Volunteer Rights 
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Boundaries 
 

CoSS have developed guidelines to ensure good practice and keep both yourself
as a volunteer and the people you work with safe.  Click on the link below for

guidance on how to respond in a wide range of different situations.
 

Volunteer Boundaries

VOLUNTEER
POLICIES: 

Data protection
and

Confidentiality:  

Safeguarding

Boundaries

Compliments,
comments and

complaints
policy

Bullying &
harassment 

Health and
safety

Code of
Conduct

Equal
Opportunities:
under review 
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Concerns, problems or complaints 
 

When there are concerns about the behaviour or
attitude of a volunteer, these will be addressed

through the Complaints section of the Compliments,
Comments and Complaints Policy.  If volunteers do
not abide by the above expectations or the Code of
Conduct they will be asked to cease volunteering. 

 
Similarly, if a volunteer has a concern or complaint,
whether about another volunteer, a staff member or

trustee, or any aspect of the work of City of Sanctuary
Sheffield, this should be addressed by using the

relevant procedures in the Compliments, Comments
and Complaints Policy. 

 
Click here to download the Compliments, Comments

and Complaints Policy.
 

If there are concerns about the health, mental or
physical, of a volunteer, or about the impact of an

illness or condition on a volunteer’s ability to carry out
their role, these must be raised in the first place with

the volunteer and the named staff member.
Volunteers are encouraged to inform the named staff

member of any illnesses or conditions that may impact
on their ability to volunteer. 

 
City of Sanctuary Sheffield aims to have a caring,

positive and proactive response to volunteers with
health problems.  It will seek to be flexible and to

make reasonable adjustments to the volunteering role
(e.g., shorter hours, more frequent breaks, easier

roles) to enable volunteers to continue volunteering. 
 The responsible staff member will work with the

volunteer concerned to develop an agreed plan to
support them while they are volunteering with City of

Sanctuary Sheffield.  If they have a period of
prolonged sickness absence, the named staff member

will keep in touch and help them with a planned
return to volunteering if appropriate. 

 
If an asylum seeker volunteer is detained by the Home
Office, or faces the risk of unwanted deportation, City

of Sanctuary Sheffield will endeavour to provide
support through this period. The named staff member
of another member of the team will keep in touch and

offer practical assistance if possible.  
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Welcome to the Sanctuary volunteer
team!
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