
Engaging communities

in their railway

Involving and Supporting 
Volunteers

Feedback from workshops held in Sept/Oct 2019



We explored….

• Creating meaningful, enjoyable and attractive volunteer 
experiences

• Using different recruitment methods to attract volunteers

• Supporting volunteers at an appropriate level for the 
organisation

This summary contains the slides from the session and a 
write-up of the key discussions we had in the workshops.  The 
notes from our discussions are marked with a blue title



Why involve volunteers



Why involve volunteers?

 They bring a wide variety of views/opinions/ideas and different levels of 
expertise and skills

 Volunteers are committed and engaged

 They can promote railway /community rail – bring new contacts and access to 
different communities

 It encourages involvement and ownership by local communities
 Its good for our reputation

 It’s an investment in the community

 We want to highlight the social benefit of getting involved

 We can do more – an extra resource 

 Diversity – we want people from all backgrounds to get involved
 Small groups wouldn’t exist without volunteers



What do volunteers bring?

•Time

•Energy

•Skills

•Commitment

•Knowledge

•Enthusiasm

•Fresh perspective



Organisations and Volunteering



Why do people volunteer?
✓ Give back

✓ Use existing skills

✓ Gain skills and/or experience

✓Make a difference/see change

✓ Feel sense of achievement

✓ Interest in, or personal connection to the 
subject/cause

✓Well-being

✓ Social interaction

✓ Reduce loneliness

✓ Being mindful

✓Meet new people

✓ Experience a different environment

✓Maintain skills

✓ Gain Civic pride

✓ Peer pressure

✓Want to feel useful



NEF Framework for Well-being 2008

• This research identified 5 actions to 
improve personal well-being

• These are points that fit really well with 
the volunteering

• Could we use some of these to promote 
volunteering roles in different ways?

• NEF Framework for Well-being

https://neweconomics.org/uploads/files/8984c5089d5c2285ee_t4m6bhqq5.pdf


Power/Status

Have influence, a role 
title, a clipboard, use 
skills and experience

Achievement:

Make a difference, 
learn new skills, gain 

experience

Affiliation:
Support a cause, make 
new friends, be part of 

something

Therapy

Route to 
recovery/Build 

confidence

We thought about 
what motivates 
people and how this 
might influence what 
recruitment messages 
worked and what 
support they might 
want or  need



Supporting Volunteers



How can we support volunteers

☺ Say hello

☺ Named contact/being available

☺ Be someone to talk to - listen

☺ Provide information, advice, resources and training needed 
to do the role

☺ Help them to deal with other organisations 

☺ Provide a buddy

☺ Induction into the group/organisation

☺ Clear policies and procedures

☺ Pay expenses

☺ Information about the context/local area

☺ Clear role and structure – ‘I know what to do and who to 
ask’

☺ Praise

☺ Feedback on how they are getting on

☺ Social Events/ Celebrations

☺ Write a reference

☺ Signposting to others who can help

☺ Listen to their feedback and act on it

☺ Freedom to use initiative, if appropriate

☺ Opportunities to change role, develop skills



Organisation + Resources + Support = volunteer roles we can offer

Who are 
we and 
how do 
we 
operate?

What 
resources 
do we 
have to 
support 
vols 

Can we 
provide 
the right 
support to 
our vols?

Are we 
offering 
the 
right 
roles?



Volunteer Roles – thinking ahead

• What is it that you are looking for volunteers help with?

• How will meeting this need add value?

• How will this volunteer role sit with any staff roles? 

• Is this the kind of thing a volunteer would want to do? Would you do 
it?

• What are the risks, or health and safety issues?

• How often is a volunteer needed and who will be their point of 
contact?



#campaign

#JustOneHour
Microvolunteering

#TRASHTAG

http://blogs.lse.ac.uk/careers/2017/02/20/justonehour/


Role Descriptions

A volunteer role description is a document that 
outlines what a volunteer will do, what they 
need to be able to do and what the volunteer 
will get out of it.

✓ Help volunteers decide if it’s a role for them
✓ A way of conveying more info than is possible through a quick 

chat
✓ Allows you to think through how volunteer fits into your 

org/team and that you have everything in place that you might 
need

✓ Helps you to identify support needs and offer support



How do we create a 
quality experience
Role meets expectations

Tailored and flexible where possible

Enjoyable

Volunteer feels valued

Recognition

Social aspect – be part of a group

Good for the soul

Diversity of task

Sense of achievement/feedback about achievement

Training, info and equipment provided

There is enough to do

Support is appropriate to the role 



Giving volunteers a quality experience

In January 2019 NCVO has published a new report Time Well Spent on the 
volunteer experience. This national survey of over 10,000 respondents found 
there are eight key features that make up a quality experience for volunteers:
• Inclusive: welcome and accessible to all
• Flexible: takes into account people’s individual life circumstances
• Impactful: makes a positive difference
• Connected: gives a sense of connection to others, to the cause and/or an 

organisation
• Balanced: does not overburden with unnecessary processes
• Enjoyable: provides enjoyment, people feel good about what they are doing
• Voluntary: the volunteer has freely chosen to do it
• Meaningful: resonates with volunteers’ lives, interests and priorities

https://www.ncvo.org.uk/policy-and-research/volunteering-policy/research/time-well-spent


Recruiting Volunteers



Develop your recruitment message

• The difference 
vols can make

• What vols can 
gain

• Range of roles

• What you do

Develop 
your Case

• Where/who 
are your 
target vols

• What will help 
you convey 
your case

• Who can help

Choose 
your 

channel

• Listen to 
feedback

• Refine your 
message

Be patient 
and 

persistent



http://twitter.com/
https://do-it.org/#/
http://www.facebook.com/


Volunteer Policy may include:

• Recruitment of volunteers

• Induction and training

• Expenses

• Supervision and support

• Health and Safety

• Fit with Safeguarding policy

• Confidentiality and data protection

• Problem solving and complaints procedure

• Volunteer role description



Volunteer Agreement



Volunteer Agreements

Typically in an agreement an organisation might commit:

• to provide a full induction and any training necessary for the volunteer role

• to provide regular support to the volunteer in their role and a named contact for the volunteer 
who will support them in the role

• to treat volunteers in line with its equal opportunities policy

• to reimburse out-of-pocket expenses

• to provide insurance cover for the volunteers

• to implement good health and safety practice.

A volunteer agreement might expect volunteers to:

• Complete relevant safety briefings, follow policies and procedures relevant to volunteers and the 
role the volunteer is undertaking, eg equal opportunities, health and safety, and confidentiality

• meet mutually agreed expectations around the role, such as the amount of time the role is 
expected to take



Managing Problems and Risks



IM
PA

C
T

HIGH

LOW

PROBABILITY

PLAN NOW

• Develop 
policies and 
procedures

• Induction and 
Training

Insurance risks
Scenario planning

Keep an eye on 
these – they 
may change 
status

HIGH



Recognising and celebrating achievement



How can we recognise and celebrate 
volunteer contributions
Say thank you

Include details in annual report

Get press coverage for their work

Updates in newsletters/volunteer 
email

Social Media posts and stories

Community Day

Volunteer Trip/social/special event

ACoRP Awards

Photos – before and after

Cards

Free travel/discounts

Certificates

Coffee and cake

Pass on feedback

Visitor book comments



Informal ways to recognise contributions

Making sure volunteers have enough tasks to do

Include volunteers in organisation events

Tell them about the difference they make

Create interesting and rewarding roles – if the task itself isn’t very 
exciting think about what else you can add 

Say thank you

Involve volunteers in decision making and listen to feedback

Give space for volunteers to discuss their role and share their ideas



Top tips
• Think carefully about how volunteers fit in your organisation

• Be clear about who is responsible for volunteers and the boundaries 
of that responsibility

• Be flexible where you can

• It is OK to say ‘no’

• A range of roles may help broaden your volunteer base

• Manage expectations – don’t over/under promise and be honest

• Provide a named contact and a friendly welcome

• Understand, plan for and respond to motivating factors 



Investing in Volunteers Award

• Basis for volunteer involvement
• How the organisation resources volunteering

• Diversity in volunteering

• Development of volunteer roles

• Steps taken to protect volunteers

• Fair recruitment procedures
• Volunteer induction

• Volunteer support and supervision Needs

• Recognition of volunteer contributions

https://iiv.investinginvolunteers.org.uk/



Good practice guides and support 
information

• Your local volunteer centre 

https://www.ncvo.org.uk/ncvo-volunteering/find-a-volunteer-centre

• Resource bank and good practice information

https://knowhow.ncvo.org.uk/

• Good practice guide 

https://bhcommunityworks.org.uk/voluntary-sector/volunteering/good-
practice-guide/

• Your local CVS/CVA 

• https://navca.org.uk/find-a-member-1

https://knowhow.ncvo.org.uk/
https://knowhow.ncvo.org.uk/
https://bhcommunityworks.org.uk/voluntary-sector/volunteering/good-practice-guide/
https://navca.org.uk/find-a-member-1


Reading

• Time Well Spent Report – national survey on  the volunteer experience

https://www.ncvo.org.uk/images/documents/policy_and_research/voluntee
ring/Volunteer-experience_Full-Report.pdf

• UK Civil Society Almanac 2019 – volunteering section

https://data.ncvo.org.uk/volunteering/

• ACoRP Community Rail and Social Inclusion Report – volunteering 
recommendations

https://communityrail.org.uk/resources-ideas/reports-resources-tools/

https://www.ncvo.org.uk/images/documents/policy_and_research/volunteering/Volunteer-experience_Full-Report.pdf
https://data.ncvo.org.uk/volunteering/
https://communityrail.org.uk/resources-ideas/reports-resources-tools/

