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Volunteering Kirklees – here to help 
organisations and the people who 
volunteer for them. We are part of 
Voluntary Action Kirklees a charity 
that supports the voluntary and 
community sector in Kirklees.

Volunteering Kirklees includes 
the Volunteer Centre, which is an 
official (accredited) Volunteering 
England Volunteer Centre. 

We administer the Kirklees 
Volunteering Quality Award 
- a certificate awarded to 

organisations to show that they involve 
volunteers in ways that have been agreed 
as good practice by Volunteering Kirklees, 
Kirklees Council and NHS Kirklees.

Receiving the Kirklees Volunteering 
Quality Award will show that your 
organisation values volunteers and 
provides them with a high quality, 
positive experience. Having the award 
will help to attract new volunteers.

To find out more see  
www.volunteeringkirklees.org.uk 

Volunteers are vital to many groups, organisations and projects 
across Kirklees. The time that they give is a precious resource.

This toolkit will take you through the core elements of 
recruiting, training and managing volunteers well. It will 
also guide you through the basic legal points and policies 
that organisations using volunteers need to consider.

Examples of forms, policies and other documents are  
available on the Volunteering Kirklees website  
(www.volunteeringkirklees.org.uk). At the end of the toolkit 
we suggest sources of information to help you develop 
your volunteering programme beyond the basics.

What is volunteering?
A volunteer offers their time on an unpaid (expenses 
only) basis either to someone not related to them or to 
an organisation for non profit making purposes.

Volunteers choose to give their time to organisations. Their 
time is a gift, so they are not legally bound to the organisation 
and cannot be compelled to do specific tasks.

Volunteers should not be used as an alternative to paying 
employees as that would be exploitative. Volunteer 
work and paid work are essentially different. 

How to start?
Slowly. Don’t rush into recruiting volunteers and then realise 
all of the things that you haven’t thought about. 

Take time to think carefully about why you feel 
you need volunteers, what you will ask them 
to do and how you will support them. 

Check the opinions of other members of your team. Make 
sure that everyone involved understands what needs to go 
into developing a high quality volunteering programme.

Many hands 
make light work
traditional saying

“ ”
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Start with a volunteer role or task description 
(NOT a job description as that suggests 
an employment relationship). This is a 
straightforward outline of what the volunteer 
will do and any skills that might be needed. 
Think about:

Name of role – does it sound interesting?

Purpose of the role

Outline of tasks

Where the tasks will be carried out

The skills, qualities and experience needed

The commitment required

What supervision, support and training 
volunteers will need

Think about how you can make the role open 
to as many people as possible. Could people 
with physical disabilities be volunteers? Or 
people who need extra support, such as 
someone with dyslexia or someone who 
speaks English as a second language?

Some roles might have specific requirements, 
for example a counselling service might only 
need male counsellors or someone who 
speaks a certain language.

See www.volunteeringkirklees.org.uk for 
examples of volunteer role descriptions.

Writing the volunteer role description will help 
you to think about what you need for the 
rest of your volunteer programme, such as:

An introduction to your organisation. 

A policy on why you want 
to involve volunteers.

How you will recruit and select volunteers 
and put your equal opportunities 
policy into action (pages 3-5).

Who will be responsible for 
supervising volunteers and how 
they will do this (page 7). 

How you will handle any difficulties 
or disagreements (page 8).

What training will volunteers need? (page 6)

What expenses you will reimburse? (page 9)

Any insurance and health and 
safety issues (pages 10-11).

And perhaps most important of all: 
agreement, understanding and 
support from the rest of your team.

Look at your volunteer role description 
– who is your target audience and what 
might motivate them to volunteer for you? 
Are you offering training? Is it a caring 
role? Will they be helping to change 
or improve something? Will they be 
outdoors? Will they gain practical skills?

You want people to want to volunteer for you 
because it is the best match for them. Boil 
your recruitment message down into a direct 
ask. Your message will probably include:

what the voluntary work is

what the organisation as a whole does

how a new volunteer can 
make a difference

how to find out more

Getting your message out there:

Talk - word of mouth is the most cost effective 
tool there is. Make sure that everyone who 
knows about your organisation knows that you 
need volunteers. Ask friends and family first 
and ask them to pass it on.

Register - with Volunteering Kirklees – we’ll tell 
potential volunteers about your opportunities 
and will also advertise them on the national 
volunteering website (www.do-it.org.uk).

Plan - decide which methods of 
communication suit your target audience(s). 
Write it down, this is a marketing plan. It can 
be helpful to do things in stages so you can 
work out what has gone well and what hasn’t 
and make suitable changes.  

Think about:

Leaflets and posters – in community 
centres, local shops, libraries, places of 
worship, front windows etc

Websites and social media such as 
Facebook and Twitter – change your 
messages often to keep them fresh

Events, talks and presentations – use every 
chance to say you need volunteers

Local media – volunteering makes a good 
story and gets you free publicity

Partnerships – team up with schools, 
colleges, employers, places of worship etc

Remember you are competing with other 
organisations, so sell what you do.  
 

Open to everyone

How will you communicate with hard to reach 
groups? Do you need to translate things into 
other languages? Will people with disabilities 
know that you will support them to volunteer  
with you? 

If you know your message is not getting to 
specific groups in your community go and 
talk to them and find out why. Volunteering 
Kirklees can give you advice on how best to 
support volunteers with additional needs.

What will your volunteers do?
Volunteering is a two-way deal: volunteers will do something 
that your organisation needs if it is interesting, stimulating or 
rewarding for them. Being a volunteer needs to be a positive 
experience and the first step is to be clear about their role: 

Finding volunteers
Different people have different reasons 
for volunteering. Interestingly the most 
common trigger for people starting to 
volunteer is “because I was asked”.
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Don’t create unnecessary barriers; the 
application process is as much about the 
volunteer deciding whether they like your 
organisation, as it is about whether you think 
they are suitable for the role.

Do you need to use an application form and 
interview or would an informal chat do? How 
important are references and screening? 
Make sure you let the enquirer know what the 
application process is and how soon they 
will know if you would like them to become a 
volunteer. 

Application forms

Forms can be off-putting so if you use one, 
keep it simple, eg:

Name and contact details

The role they are interested in

What they can bring to the role

What they want to gain from volunteering

Names of referees

Always offer to help people fill in the form. 
It might be less intimidating to offer to meet 
people before you give them a form.

References

It’s standard practice to ask for two referees 
who are not family members. Some people 
might struggle to provide these, so be 
prepared to be flexible. Make it clear to the 
volunteer and the referee that references will 
be treated in confidence. Waiting for written 
references can slow things down so you 
could take a verbal reference from a referee 
over the phone.

Criminal record checks

Not all organisations will need to check if 
volunteers have a criminal record. The need 
to screen will depend on what the volunteer 
is doing or who they are working with. It’s 
important to realise that for many people 
with criminal records, the nature of their 
offence will have no bearing on their ability to 
volunteer. It’s good practice to have a clear 
policy on this, see www.volunteeringkirklees.
org.uk for further guidance.

Interviews or  
informal discussions

Most people find interviews intimidating. 
We associate them with being tested and 
competing with others, so take time to explain 
the aim of any interview or informal chat to 
your potential volunteers. Reassure them that 
it is a chance for them to ask questions and 
find out about the organisation and role. 

Set time aside, find a quiet room (don’t sit 
across a desk from someone) and try to 
ensure that you won’t be interrupted. 

A set list of questions will help make your 
discussions consistent and fair. You can ask 
additional questions depending on the 
answers given. Don’t ask about a volunteer’s 
general health unless it is directly related to 
the task that they will be doing (asking  
without a valid reason goes against data 
protection principles).

When people are  
not suitable

It’s better to cope with a vacancy for 
a bit longer than accept the wrong 
person to become a volunteer, 
but how do you handle it? 

Explain to the applicant why 
you came to this decision.

Use the volunteer role 
description as a guide.

Are there any other roles available?

Let them know about Volunteering 
Kirklees so they can find out about other 
(hopefully more suitable) opportunities.

Monitoring and evaluation

Knowing who is (or is not) applying to 
volunteer with you is valuable information. 
It can help you to understand what you are 
doing well and help identify what needs to 
change. It is a good idea to monitor relevant 
details (age, gender, race, where people live 
etc) in an open and sensitive way.

Your application process
When potential volunteers get in touch it is important 
that everyone in the organisation knows how to 
respond to them positively. It’s good to have a standard 
procedure (such as sending out an information 
pack) and to deal with enquiries promptly. 



06    Involving volunteers in your organisation – a practical toolkit  07

Hello and welcome 
to your induction

Think ahead about what your volunteer(s) will 
need to know and understand when they 
arrive at your organisation. Involve as many 
members of your team as you can.

Remember that new volunteers might be self 
conscious and too shy to ask.

Try to balance the induction by giving them 
information on paper with informal chats, 
introductions to the team and practical 
demonstrations. It might be best to spread this 
over their first few sessions with you.

You might include:

Background and aims of the organisation

A tour of any premises

Volunteer role description 
and role agreement

How to use any relevant equipment 

Who’s who and what they do

How to claim expenses

Health and safety information

Who will help and supervise them

Problem-solving procedures

Your volunteer handbook (if you have one)

Training
Training can help volunteers to feel valued 
motivated and confident in their role

Formal or informal? 

Informal or ‘on the job’ training could simply 
involve taking the time to explain tasks 
or information. It can be helpful to offer 
volunteers a chance to practise so that you 
can check that they understand in a safe 
and supportive way.

Formal training might happen in more 
of a classroom setting, either inside the 
organisation or on external courses or online.

Working out whether volunteers need formal 
or informal training should be part of their 
regular supervision sessions (see page 9).

Think about:

Costs – set a budget for training costs, find 
out about free courses or you could share 
resources with other similar organisations.

Ensuring training is relevant to the volunteer 
task description or it can be seen as a 
form of payment and thus creates a legal 
contract.

Making sure that training is open to all 
volunteers and is not reliant on them having 
volunteered for a set period of time.

Make sure that your volunteers know:

Who to take any problems to

Who to talk to about their 
role and current tasks

Who to talk to about their skills 
and understanding

There are different ways to organise 
support and supervision:

Regular one to one meetings

Volunteers meet with a 
supervisor as a group

A peer support system where 
established volunteers act as a 
‘buddy’ to newer volunteers

Via email or other online tools

You might hold supervision sessions 
more frequently for newer volunteers. 
As a minimum it’s a good idea for 
volunteers to receive formal support and 
supervision at least every two months.

Please contact Volunteering 
Kirklees for more information about 
different models of supervision.

Give and receive feedback

It’s a good idea to emphasise that support 
and supervision meetings are not about 
criticism or fault-finding. Give clear feedback, 
praise and reassurance. Volunteers need to 
know that it’s a chance for them to talk about:

What’s gone well

What hasn’t

Other tasks they’d like to do

Any support or training needed

What’s the problem?

Encourage your volunteers to let you 
know about any problems as soon 
as they can. Being positive about 
difficulties and sorting them out at an 
early stage is best for everyone.

Agree what the problem is and what needs to 
be done to improve things. Try to approach 
it as a shared problem from the beginning.

You will need to establish a clear problem 
solving procedure (page 8) in case  
issues cannot be resolved through  
supervision sessions.

Support and supervision
Every volunteer needs support and 
supervision. How much and how 
often will vary according to the role 
and the individual volunteer. 

Induction and training
How will your volunteers know how to carry out their role? 

Induction is the process of introducing new volunteers to 
the organisation and their role in it.

Training should cover anything they need to know to do 
what you need them to do.
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Be reasonable

In general any reasonable expense incurred 
as part of the volunteering activity should be 
reimbursed. This might include:

travel, including to and from 
the place of volunteering

meals (if volunteers work 
more than four hours)

childcare or care of other dependents

protective clothing/other 
essential equipment

postage, phone calls and admin 
costs if working from home

For expenses such as meals and refreshments, 
it may be useful to set specific limits.

When money is tight Volunteering Kirklees 
recommends that organisations make 
a minimum commitment of reimbursing 
travel expenses. This should be the actual 
amount paid (use receipts or mileage 
rates). It is very important to never pay 
expenses at a flat rate as this can be 
viewed as a contract of employment.

Whatever you choose to do it is important 
to have a clear policy on volunteer 
expenses and to inform potential 
volunteers about it as early as possible.

Remember to consider volunteer 
expenses when you draw up project 
budgets and funding applications.

Organising expenses

Reimburse expenses as soon as possible. 
Cash or bank transfers are generally more 
convenient than cheques.

People on low incomes might appreciate 
being paid expenses in advance, but you 
must get receipts (and any remaining cash) 
once the money has been spent.

Use a simple expenses form (see www.
volunteeringkirklees.org.uk for an example).

Use the Inland Revenue’s mileage rates to 
reimburse volunteer drivers

People claiming benefits should check with 
their benefits advisor before volunteering, 
but it shouldn’t affect their right to benefits 
as long as the only money they receive is 
to cover volunteering expenses. See www.
direct.gov.uk for more details.

Problem solving procedures
What will you do if serious problems occur?  
Perhaps a complaint about a volunteer’s conduct?  
Or maybe a volunteer complaining about a member of staff?

Out of pocket expenses
Volunteers are not paid and being a volunteer can sometimes 
cost money (for travel, equipment, childcare etc). If you are not 
prepared to refund these expenses you might prevent people 
with low incomes or little spare cash from volunteering for you. 

Have a policy

Whatever arises having a problem 
solving policy will make it easier to 
sort things out:

quickly

fairly

consistently

openly

You should avoid using the grievance 
and disciplinary procedures that you 
use for employees when dealing 
with volunteers. Volunteers are not 
covered by employment or equal 
opportunities legislation and your 
problem solving procedure should be 
written in a much less formal way than 
your staff policies.

Tailor made

Think about the possible problems that might arise. 
In general these will either fall under the heading 
of ‘complaint about a volunteer’ or ‘complaint by a 
volunteer’. You need to develop a procedure that 
deals with complaints constructively and openly. The 
procedure must suit your organisation and the roles 
that your volunteers carry out. It might be helpful to 
ask your volunteers to help design the procedure.

Your problem solving procedure might involve:

An initial verbal discussion at an informal meeting.

A more formal (written) decision made 
by a named (senior) person.

An opportunity to appeal against 
any decision made.

A final decision, perhaps by a management 
committee or trustee board. 

General points to consider:

It’s important to treat complaints confidentially

Keep records of what happens 
and who is involved.

Everyone involved needs to be informed 
at every step of the procedure.

Be realistic about how much time you 
will need to respond to complaints.

Review your problem solving procedures 
regularly to make sure they work well.

Contact Volunteering Kirklees for advice and help 
with developing a problem solving procedure.
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A volunteer policy

A volunteer policy is the best place to start. 
It is the core policy that states why you are 
involving volunteers in your organisation and 
how you will do that. You can then link to 
other relevant policies such as health and 
safety, equal opportunities etc. 

Your volunteer policy helps everyone 
involved to know where they stand. Providing 
guidelines for how volunteers will be treated 
helps to support fairness and consistency. 

Each organisation’s volunteer policy will be 
different, but might contain:

Why you are involving volunteers in your 
work

Principles of volunteer recruitment and the 
application process

Induction and training

Expenses

Support and supervision

Resolving problems

When you refer to other policies you must 
make sure that they clearly state that they 
apply to volunteers as well as employees and 
to outline any differences. Linked policies 
might include:

Health and safety - organisations with fewer 
than five employees are not obliged to have 
a written policy, but are strongly advised to 
do so. If an organisation involves volunteers, 
they should be included in the health and 
safety policy as a matter of good practice. 
See the Health and Safety Executive website 
(www.hse.gov.uk) for model policies.

Equal opportunities - an equal opportunities 
policy or diversity statement (or similar) sets 
out the approach you will take to promote 
equality, dignity and respect and to prevent 
discrimination, bullying or harassment.

Confidentiality - how to deal with personal 
and sensitive information.

Insurance - what are volunteers likely to be 
asked to do and what are the possible risks 
and liabilities? 

Safeguarding - what are the procedures for 
working with children and vulnerable adults? 
Ensure that your organisation has practices in 
place to help staff and volunteers to perform 
their roles safely.

ICT usage - sets out individuals’ responsibilities 
when using the organisation’s internet  
access and equipment such as computers 
and phones.

A volunteer handbook

This has helpful day-to-day information for 
your volunteers. Your volunteer policy might 
outline what expenses will be reimbursed, but 
the volunteer handbook will contain a claim 
form, how to fill it out and the name of who to 
give it to.

Volunteer handbooks can back up the 
information that volunteers are given during 
their induction (see page 6) such as: 

Background and aims of the organisation

A map of any premises

Their volunteer role description and role 
agreement

How to use any relevant equipment 

Who’s who and what they do

How to claim expenses

Health and safety information

Who will help and supervise them

An outline of any problem-solving 
procedures

Rather than overwhelming people with formal 
language and detail the handbook could tell 
volunteers what policies exist, why they might 
need to know about them and where they 
can find them.

Paperwork and policies
Involving volunteers in your organisation takes time, thought and 
energy. It also leads to a certain amount of paperwork. So what 
do you need and what is the best way to organise it?

Sample policies

Take a look at www.volunteeringkirklees.org.uk  
to see sample policies and further guidance.
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What can we do for you?

Help you to publicise your volunteer 
opportunities.

Offer guidance on recruiting and 
managing volunteers.

Help you to write or update your volunteer 
policies.

Provide specialist information on volunteer 
expenses, training, insurance and publicity.

Offer peer support through our Volunteer 
Supervisors’ Network

Publicity - If you register with us we can 
let people know about your volunteering 
opportunities. We can put your volunteer 
vacancies on the national volunteering 
website (www.do-it.org.uk) and will also tell 
people who contact the Volunteer Centre 
about you. Registering with us also means 
that your organisation’s details can go into 
our Volunteer Opportunities brochure that is 
widely distributed across the Kirklees area.

Know-how - We can help with practical things 
like policies and training programmes, role 
descriptions and insurance worries. Whatever 
the question if it is to do with involving 
volunteers we will find you an answer! We can 
also provide you with training to improve your 
volunteer management.

Support - Join our Volunteer Supervisors’ 
Network to get helpful ideas and support. 
You can connect with other people who are 
working with volunteers. We meet every three 
months and also stay in touch using email 
and social media. The network can help you 
to stay up to date with new developments, 
hear how others have solved problems and 
give you friendly support.

Volunteering Kirklees works across all sectors. 
While our primary focus is working with not for 
profit organisations and registered charities 
we work closely with Kirklees Council and NHS 
Kirklees to develop volunteering across the 
area. We also work with local companies to 
encourage employee volunteering schemes 
and to build links between businesses and 
their local communities. 

The Volunteer Centre helps people from 
across Kirklees to find rewarding ways to use 
their spare time and increase their skills. 

Find out more
Here is a short list of sources 
of further useful or specialist 
information.

www.volunteeringkirklees.org.uk has 
a range of sample policies that you 
can adapt to your needs. You’ll also 
find information about other ways 
that we can help you to develop 
your volunteer programme.

www.volunteering.org.uk 
Volunteering England website – 
has useful information sheets

www.do-it.org.uk National database 
of volunteering opportunities

www.mediatrust.org Helping the voluntary 
sector with marketing and communication. 

www.direct.gov.uk Has useful information 
around volunteering whilst on benefits. 

www.homeoffice.gov.uk Advice 
around Criminal Record Bureau 
(CRB) checks for volunteers. 

www.equalityhumanrights.com 
Useful information about equality 
and human rights issues. 

www.hse.gov.uk Help with writing 
a health and safety policy

Volunteering Kirklees and you
We offer practical help to help you to improve how you involve 
and work with volunteers.

We are part of Voluntary Action Kirklees a charity that supports 
the voluntary and community sector in Kirklees.

Volunteering Kirklees includes the Volunteer Centre, which is an 
official (accredited) Volunteering England Volunteer Centre.

This toolkit was written by Caroline Oubridge. 

Design by John Polley - www.johnpolley.co.uk

Copyright © Voluntary Action Kirklees 2012

Permission must be sought before 
reproducing any part of it for 
anything other than personal use.

Kirklees Volunteering  
Quality Award

Volunteering Kirklees administers the 
Kirklees Volunteering Quality Award -  
a certificate awarded to 
organisation’s to show that they 
involve volunteers in ways that have 
been agreed as good practice by 
Volunteering Kirklees, Kirklees Council 
and NHS Kirklees.

Receiving the Kirklees Volunteering 
Quality Award will show that your 
organisation values volunteers and 
provides them with a high quality, 
positive experience. Having the 
award will help to attract new 
volunteers.

To find out more please contact us:

01484 226608

vk@voluntaryactionkirklees.co.uk

www.volunteeringkirklees.org.uk

Follow us on Facebook and 
Twitter:twitter.com/vckirklees
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