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What is the Inland Waterways Advisory Council 
(IWAC)?
IWAC is a statutory public body consisting of 14 Volunteer Members, a part-time Chair and two 
support staff. It provides independent advice to the UK Government, Scottish Government, navigation 
authorities and other interested parties on matters it considers appropriate and relevant to Britain's 
inland waterways. 

IWAC was established in April 2007 by the Natural Environment and Rural Communities Act 2006. Its 
predecessor organisation was the Inland Waterways Amenity Advisory Council, formed in 1968. IWAC 
is supported by the Department for Environment, Food and Rural Affairs (Defra) and the Scottish 
Government.

In England and Wales, IWAC’s remit covers all of the inland waterways such as: 

canals (including those managed by British Waterways, canal companies, local authorities and 
smaller independent bodies); 

rivers (including those which are the responsibility of the Environment Agency, British Waterways 
and port authorities); 

the Norfolk & Suffolk Broads; and 

the navigable drains of the Fens. 

In Scotland, IWAC’s remit covers inland waterways that are owned or managed by, or which receive 
technical advice or assistance from, British Waterways. 

What is IWAC’s role? 
IWAC’s role is to ensure that the inland waterways are sustainably developed to meet the needs of all 
who use and enjoy them. Once used mainly for freight transport, inland waterways now have a strong 
recreational and amenity use. They are an effective catalyst for the regeneration of local economies, 
acting as a distinctive focus to bring economic, social and environmental benefits to cities, towns and 
rural communities. 

IWAC has published reports which include: using inland waterways to tackle social exclusion, funding 
and income sources for a selection or overseas waterways, insights into the funding of inland 
waterways in Britain, balancing the needs of navigation and aquatic wildlife, awareness and 
appreciation of the canal network in Scotland, reducing carbon dioxide emissions by moving more 
freight onto inland waterways. 

More about IWAC 
Please visit our website at www.iwac.org.uk for further information about IWAC and to see copies of its 
reports. 

Inland Waterways Advisory Council www.iwac.org.uk
City Road Lock, 38 Graham Street, London N1 8JX 
Email: iwac@iwac.gsi.gov.uk  Tel: 020 7253 1745  Fax: 020 7490 7656 
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Executive Summary 

The purpose of this report is to help inland waterway organisations to attract, integrate and retain 
more volunteers. It draws on inspiration from a wide range of volunteering case study organisations 
operating in sectors outside of inland waterways. 

The case studies are set against the context of a changing policy agenda which has included the 
Compact (setting out guidelines for joint working with the voluntary sector), support for Corporate 
Social Responsibility and most recently the emergence of the 'Big Society' concept. Wider trends 
within the voluntary sector have included increased competition and professionalisation, engaging 
young people as volunteers and localism. Developments within the inland waterways sector, including 
the proposed mutualisation of British Waterways, now seek to build on a tradition of practical 
volunteering activity and a range of good practice that has emerged, as illustrated by selected case 
studies in Annex 1 (page A1). 

Ten key challenges and opportunities in attracting, integrating and retaining volunteers to inland 
waterway organisations are identified to inform the selection and content of 20 case studies (pages 12-
31), drawn from a range of types and size of volunteering organisation. Each of the case studies 
highlights a number of success factors and learning points in relation to these challenges and 
opportunities, as cross-referenced in the table below. 

Table 1 Case Study Selection Criteria 
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Cathedral Camps In-depth 

CSV Environment In-depth 

Kent Libraries In-depth 

Imperial War Museum   In-depth 

Mayfield Nurseries In-depth 

National Trust In-depth 

Refugee Council In-depth 

RSPB In-depth 

Co-op Vol. Programme In-depth 

WRVS In-depth 

Age UK Summary 

Brighton University Summary 

Friends Limited  Summary 

Groundwork Summary 

KPMG Summary 

RSVP Summary 

Samaritans Summary 

Victim Support Summary 

VODA Summary 

Youth Action Network Summary 
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A central theme throughout the case studies is the adoption of an explicit strategy of change focused 
on volunteering, but also encompassing capacity building, organisational development and 
encouraging increased diversity of volunteers and volunteering opportunities. In practical terms, these 
strategies have resulted in key actions linked to a re-assessment of the breadth of roles that volunteers 
can play in an organisation and an increased appreciation of the contribution volunteers can play as 
co-workers. For most of the case studies, this change has been brought about through an investment 
of time, money and management effort, and has brought significant benefits to the organisations 
as a result of an increase in volunteering activity.  

Inland waterway organisations have an opportunity to consider all of the success factors and 
subsequent learning points from the case studies in order to develop and implement their own 
tailored strategies to increase volunteering. 

Building Capacity cuts across a number of the other challenges and opportunities, with many larger 
organisations such as the National Trust (page 22) allocating dedicated volunteer management 
resources, but smaller organisations such as VODA (page 41) explicitly integrating roles and 
responsibilities for volunteering across existing staff, or have co-operated externally to address 
(potentially onerous) regulatory requirements. 

Corporate Volunteering in case studies including the Refugee Council (page 24) can provide a 
reliable source of volunteers, based on mutual understanding of organisational objectives as well as 
personal relationships. The perspective from the Co-op (page 28) and KPMG (page 37) emphasises 
the importance of appreciating the objectives of corporate schemes and offering tailored volunteering 
opportunities, such as those offered by Groundwork (on page 36) and CSV Environment (page 14). 

Local Focus case study examples Cathedral Camps (page 12) and Groundwork (page 36) show 
how volunteers can be successfully engaged locally within a national structure, often building on 
community advocacy and 'word of mouth'. This provides links to strong locally-based motivations for 
volunteers, and offers specific opportunities for inland waterway organisations.  

Targeted Marketing and Publicity can play an important role in attracting volunteers, but 
dissemination of good practice also has a role in terms of building partnerships, as demonstrated by 
Manchester Museum and the Imperial War Museum North (page 18).  Use of social media, as 
demonstrated by Youth Action Network (page 42) can play an important role in integrating and 
retaining volunteers and demonstrates the importance of the social aspects of volunteering.  

Organisational development is a key theme across all of the case studies, with examples such as 
Kent Library Service (page 16) working proactively with paid staff to address concerns regarding 
volunteers, and following through with clear planning and documentation of volunteer roles and task 
descriptions. Leadership from senior managers as well as recognition of the costs of integrating 
volunteers are also important success factors within wider organisational development strategies that 
incorporate volunteer development.  
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Partnership takes a number of forms and is shown to have a range of benefits across the case 
studies. Some partnerships are formal and long standing, for example between Mayfield Nurseries 
and Solent Mind (page 20) or KPMG and the Refugee Council (page 37 & 24), whilst other
partnerships are more ad hoc in relation to specific projects, local recruitment or volunteer exchanges. 
Successful partnerships are often based on a Memorandum of Understanding, underpinned by specific 
agreements on lead responsibilities and protocols where necessary.  

Financial and organisational sustainability is a perennial issue facing volunteering organisations. The 
RSPB (page 26) demonstrates that volunteers can play an important role in directly attracting funding, 
but they are also increasingly recognised as providing legitimate match funding or as an integral part of 
service delivery for contracting, as illustrated by the Refugee Council (page 24). Intergenerational 
volunteering, as promoted by RSVP (page 38), can help sustain organisations in the longer term, with 
a key success factor in this being the ability of organisations to identify a range of volunteering 
opportunities. Many of the case studies demonstrate how volunteers have enabled an organisation to 
fulfil an expanded range of roles.  

Training and Support is increasingly important within the context of increasing professionalisation and 
competition for volunteers.  A number of the case studies, such as WRVS (page 30), point to 
investment of time and resources in volunteers as being a key success factor in retaining volunteers, 
whilst for others, such as Victim Support (page 40) and the Samaritans (page 39), training forms a 
fundamental pre-requisite of their service. 

Understanding volunteers is crucial in moving away from a paternalistic view of volunteers to one 
which recognises their motivations and regards them as equal to paid staff. A number of the case 
studies involve introducing one to one sessions to gain a better understanding of aspirations and skills. 
In the case of Mayfield Nurseries (page 20), this can lead to a rejection of volunteers who do not 
match with organisational needs and contrasts with CSV Environment's non-rejection policy (page 
14). Both approaches have merits, but it needs to be made explicit to staff and volunteers which 
approach is being adopted by the organisation. 

Encouraging volunteer diversity is another key theme across the case studies, in particular amongst 
under-represented groups, as this helps to ensure the widest possible organisational reach out into the 
wider community. Success factors including targeted marketing and local partnerships are illustrated 
by Brighton University (page 34) and Kent Libraries (page 16). An important feature in developing a 
more diverse volunteer base is offering a wider range of volunteer opportunities and being flexible 
about these opportunities, as demonstrated by Age UK (page 33).  

Overall Learning Points include: 

Attracting Volunteers:

Attracting volunteers from diverse backgrounds offers organisations new, different and valuable 
benefits
Community advocacy can be powerful for attracting new volunteers locally 
Ensure there is a wide range of opportunities available including flexibility about timing and length 
of commitment  
Use different methods of recruitment and different messages to reach different sections of the 
population  
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Provide varied opportunities for under-18’s to volunteer - tailored opportunities such as summer 
camps offer a safe and time-limited format 
One-day activities give volunteers a good introductory taster of volunteering, but can often lead to 
longer term and sustained involvement 
Members offer a good start point for increasing volunteering as they are already 'warm' and 
sympathetic to the cause, hence it is much easier to draw them further in than recruiting from cold 
Accreditation is appealing for some volunteers, but by no means all - younger and older people 
may be less interested, but those seeking employment are more likely to want to strengthen their 
CV

Integrating Volunteers:

Training and volunteer management should be integral to organisations' management processes 
Develop volunteer role descriptions alongside paid staff and address any overlaps 
Give paid staff explicit roles and responsibilities for supporting volunteers to enrich their jobs 
It is important not to underestimate the amount of time needed to adequately manage and 
supervise volunteers 
Reassure staff that volunteers are not replacing existing jobs and provide them with information, 
and opportunities for discussion and consultation  
It is important to be selective when matching volunteers to opportunities to make sure volunteer 
and organisations' needs are met 
Ensure senior management ‘buy-in’ is communicated to all staff 
Volunteers can themselves successfully become managers or leaders of other volunteers, 
including young people  
Adopt a structured volunteer policy that includes disciplinary guidelines for staff and volunteers 
and provide staff training  

Retaining Volunteers: 

Constantly evaluate how the organisation can improve the relationship with volunteers through 
consultation to develop a better understanding of expectations and issues  
Dedicated volunteer management allows time for liaising with volunteers on a one-to-one or group 
basis, raising confidence and fostering integration  
Recognise and nurture the importance of social aspects of volunteering 
E-newsletters and social networking are good ways to keep in touch with volunteers and to build a 
community of volunteers over distances 
Invite volunteers to get involved in consultations and meetings to ensure their views have equal 
weight to those of paid staff  
Communication is key when volunteers only assist for short or infrequent periods of time - keep 
volunteers fully informed of what has happened during the time they have not been volunteering to 
keep momentum and continuity 
Help with fundraising is one way to keep volunteers actively engaged on an on-going basis, but 
may not suit everyone so needs to be part of a range of opportunities on offer 
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Finally, a Model Approach to Volunteering for inland waterway organisations should include 
consideration of : 

Organisational Ethos and Volunteering Policy 
Statement of Commitment 
Policy Monitoring and Reporting 
Organisational Responsibilities 
Screening and Selection 
Induction, Supervision and Training 
Recognition
Communication 
Diversity and Equality 
Health and Safety, Information and Data Protection 
Complaints 
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1.0 Introduction 

1.1 Purpose 

The purpose of this report is to help inland waterway organisations attract, integrate and retain more 
volunteers.

Within this, the more specific aims of the report are to:  

Research evidence that is relevant to the operation of inland waterways in England, Scotland and 
Wales of how organisations successfully attract, integrate and retain volunteers 

Identify and explore those factors that make some organisations particularly successful in 
attracting, integrating and retaining volunteers 

This is primarily an 'outward looking' report, drawing on inspiration from a wide range of volunteering 
organisations operating at varying levels in different sectors. It is set within the context of a changing 
policy agenda, but is informed by current practice within inland waterway organsiations. In particular, 
consultation with key stakeholders within the waterways sector identified that there is felt to be a major 
opportunity to enhance volunteering because:  

Relative to organisations outside of the inland waterways sector, the role of volunteers beyond 
traditional 'practical' activities are under-developed 

There are a number of barriers to volunteering within the inland waterways sector which can be 
overcome by learning lessons from other sectors 

1.2 Method  

ECOTEC Research & Consulting and CSV (Community Service Volunteers) Consulting were 
commissioned by the Inland Waterways Advisory Council (IWAC) in February 2010 to research 
relevant evidence from the wider volunteering sector that can help attract, integrate and retain 
volunteers in inland waterway organisations. 

A qualitative approach has been used to address the research objectives through:  

Development of a framework for selecting case study organisations 
Design of research tools 
Desk-based research of current good practice and volunteering trends 
Conducting telephone interviews involving waterways stakeholders 
Conducting telephone interviews with 20 selected case study organisations 
Developing a profile of a model volunteering organisation for the inland waterways sector

Throughout the research, CSV Consulting provided advice and insights based on extensive practical 
experience of volunteering and ECOTEC led on undertaking desk research, qualitative fieldwork and 
write-up. 
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1.3 Structure 

This final report draws together findings from case studies of 20 organisations from outside the 
waterways sector, highlighting volunteering good practice and transferable learning points. Ten of 
these case studies are ‘in-depth’, selected together with IWAC as being of particular interest for 
transferable lessons, with 10 further summary case studies and a selection of inland waterway case 
studies in Annex 1. The case studies are designed to act as stand alone fiches but are presented here 
within the following structure: 

Chapter Two: Context of key developments affecting volunteering and inland waterway 
organisations and identification of key challenges and opportunities facing volunteering 
Chapter Three: Case study organisations, 10 in-depth and 10 summary, with key learning points
Chapter Four: Findings and lessons arising from case studies and stakeholder consultations
Chapter Five: Profile of a 'model' volunteering organisation for the inland waterways sector
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2.0 Context  

This chapter gives an overview of key developments affecting volunteering in a changing national and 
political context, as well as of some of the existing volunteering good practice already taking place 
amongst inland waterway organisations. It concludes by highlighting some of the challenges and 
opportunities facing inland waterway organisations which are seeking to attract, integrate and retain 
more volunteers, which have then informed the selection and content of the case studies.  

2.1 The Policy Agenda 

It is estimated that around 26% of people in England formally volunteer at least once a month1, with 
volunteers playing an important role in terms of social capital, cohesive communities and delivery of 
services. The recently renamed Office for Civil Society is the lead UK Government department for 
volunteering in England, with an aim to strengthen communities and transform public services through 
delivery, design, innovation and campaigning. As a devolved matter, volunteering is overseen by 
separate administrations in Scotland and Wales, but all three countries have seen an increased focus 
on the benefits of volunteering as part of the following developments: 

In 2007, the Prime Minister appointed Baroness Neuberger as the government’s volunteering 
champion, producing three reports considering how public services should make better use of the 
third sector and volunteers. 

Since 2008, National Indicators in the Local Government Performance Framework have included 
an indicator (NI6) that measures levels of volunteering in a local area. 

Established in 1998, but revised and re-launched in 2009, the Compact is an agreement between 
the UK Government and the voluntary sector in England that recognises shared values, principles 
and commitments and sets out guidelines for joint working. The Commission for the Compact is 
the body charged with reviewing and updating the Compact, including strengthening relationships 
at regional and local authority levels and overseeing the Volunteering Code as one of the five 
underpinning codes of practice. 

UK and Scottish Government departments that fund and support volunteering have increasingly 
sought better alignment between volunteering and their policy objectives. 

The Corporate Social Responsibility agenda has been encouraged by the UK Government and 
has led to a number of volunteering programmes for large and small private as well as public 
sector bodies. 

The European Commission has designated 2011 as the European Year of Volunteering, which 
presents opportunities for celebrating and promoting volunteering. 

The ‘Big Society’ concept of the new UK Coalition Government highlights potentially significant 
new developments for volunteering and citizen involvement, including a National Citizens Service 
for young people. 

1 2008-09 Citizenship Survey, Volunteering and Charitable Giving Topic Report, DCLG, April 2010
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2.2 Trends within the Voluntary Sector 

In addition to the changing policy context, there have been several trends emerging from within the 
voluntary sector of relevance to this study, including: 

Increasing competition 

As a result of reduced funding but also due to a more informed and demanding volunteer base, 
volunteering organisations increasingly find themselves in competition for volunteers as well as for 
funding, partnerships and contracts. This has led to increased professionalisation and marketing within 
the sector as well as the emergence of sophisticated organisational strategies for attracting, integrating 
and retaining volunteers.   

Increasing professionalisation 

The emergence in some organisations of a volunteer manager, more formalised training (including 
accredited training), written volunteer tasks, role descriptions and personalised volunteer programmes 
has contributed to a more professional approach to volunteering. Whilst recognising and fostering the 
informal ethos behind much volunteering, ‘professionalisation’ covers developments in the skills 
needed both in performing volunteer roles as well as those required for managing and running 
organisations that involve volunteers, in particular management and leadership skills2.

Engaging young people as volunteers 

There has been substantial investment in youth volunteering for 16 to 25 year olds, firstly through the 
UK-wide Millennium Volunteers programme and subsequently through the 'V' programme, funding 
youth volunteering projects in England. Within this, there has also been a focus on inter-generational 
volunteering and improving access to volunteering for (young) people with disabilities. 

'Localism'

In addition to a wider public sector trend towards the localisation of public service provision and 
community development, a common motivation for individuals to get involved with volunteering is a 
response to a specific need in the local community3. As a result, a number of volunteering 
organisations are focussing marketing on local issues and making a difference to the local community 
as the 'hook' for engaging volunteers. 

2 Institute for Volunteering Research (2008) Management matters: a national survey of volunteer management capacity. 
http://www.ivr.org.uk/NR/rdonlyres/9460E62B-FB69-4679-B043-B21035E6ADF3/0/management_matters.pdf

3 A motivation cited by a third of survey respondents in the survey  Helping Out: A national survey of volunteering and charitable 
giving (2007) Office of the Third Sector in the Cabinet Office 
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2.3 Volunteering and Inland Waterways  

Volunteers play a key part in Britain's waterways; from safeguarding and restoration, to improving 
waterway services, campaigning and the experience of people using rivers and canals. Volunteering is 
not new within the waterways sector and has largely developed organically, focussing on practical 
maintenance and restoration activities. Within this, a range of processes and practices for 
organisations have evolved for attracting, integrating and retaining volunteers. Seven brief case studies 
to illustrate current good practice in volunteering within the inland waterways sector are included in 
Annex 1 for: 

British Waterways 
British Waterways Scotland 
The Broads Authority 
Essex Waterways 
Seagull Trust Cruises 
Waterways Action Squad 
Waterway Recovery Group 

These case studies illustrate that there is already good practice in the sector, with strategies in place to 
diversify the volunteering base, in particular to involve more young people and address the specific 
barriers they may face. Organisations such as the Broads Authority already have formalised volunteer 
training and procedures in place and a number of inland waterway organisations are actively looking to 
offer a wider range of volunteering opportunities.  

A complementary and more comprehensive survey of the extent and impact of volunteering on inland 
waterways is being undertaken for AINA (the Association of Inland Navigation Authorities) by ECOTEC 
and CSV and is due to report by the end of 2010. This will help to further highlight which elements of 
good practice in this report are particularly relevant to inland waterway organisations in light of a better 
understanding of their needs. It will also provide a more robust evidence base for policy and 
investment decisions relating to inland waterway volunteering going forward.  

There are a number of challenges and opportunities for inland waterway organsiations resulting from 
the new UK Government agenda as well as an on-going review of the contribution that waterways can 
make to the 'wealth, health and wellbeing of communities across the country' highlighted by the 
‘Waterways for Everyone’ consultation in 2010. A central focus for this is the review of the role and 
status of British Waterways as a mutual or other third sector structure, highlighted in the UK 
Government's 2009 Operational Efficiency Programme, taken up as part of British Waterway's 'Twenty-
Twenty Vision' strategy and currently under-going a full options appraisal. 
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2.4 Challenges and Opportunities  

Bringing together the changing policy agenda, wider trends in volunteering and specific developments 
affecting inland waterways, this section sets out ten key challenges and opportunities facing inland 
waterway organisations in attracting, integrating and retaining volunteers. These have informed the 
selection and content of case studies in the following chapter and are outlined below. 

Building Capacity 

Lack of capacity, especially in relation to the management and leadership of volunteers is an issue 
across the voluntary sector, but felt to be acute within inland waterway organisations. Stakeholder 
consultees highlighted this as a key issue constraining the ability of inland waterway organisations to 
facilitate and manage new volunteering activities whilst maintaining the exiting volunteer base. 
Capacity in this context relates to the number of people willing to lead and manage as well as the skills 
and tools available. 

Corporate Volunteering 

With the rise of Corporate Social Responsibility (CSR) and growing awareness amongst employers of 
the benefits to staff development and morale brought by volunteering, there are a number of well 
developed corporate volunteering programmes operating at different geographical levels. A number of 
these are based on 'strategic partnerships' as well as more local links but all programmes are based on 
a shared set of aims and values and between the corporate and host volunteering organisations which 
offer mutual benefits.   

Local Focus  

Building on the motivations of volunteers correlating to more immediate and local issues, a number of 
larger national organisations have successfully attracted, integrated and retained volunteers on the 
basis of local campaigns and structures. This brings challenges in terms of increased competition for 
local waterway organisations as well as the way in which national bodies present themselves and 
engage with volunteers.   

Marketing and Publicity  

Within the context of an increasingly competitive environment for time, resources and money and a 
more informed and demanding volunteer base, inland waterway organisations need to become more 
sophisticated and targeted in marketing and publicising volunteering opportunities. Within this, there 
are perceptions relating to the practical focus of waterway activity and an association with publicly-run 
bodies which needs to be overcome in order to attract the maximum number of volunteers.  

Organisational Development 

Where organisations are seeking to integrate and retain volunteers, a key challenge is how to 
successfully recognise volunteer roles within formal management structures and processes. For some 
waterway organisations, this involves broadening the potential roles, responsibilities and transferable 
skills that volunteers could provide by starting with an assessment of organisational needs and 
development and then matching volunteering opportunities to these roles. 



7

Partnership  

Partnership is commonplace in the voluntary sector, but needs to be entered into with an explicit 
recognition of the mutual benefit to participating organisations, as highlighted in the IWAC report 
'Working Together'4. There can be risks which need to be managed in terms of volunteer perceptions, 
for example, where volunteers feel that they are substituting for paid workers in delivering a service 
through partnership.   

Sustainability  

A perennial issue for all voluntary sector organisations is financial and organisational sustainability. In 
the waterways sector in particular, volunteer roles are often short-term and project based, targeting 
specific groups, and funding is always under threat. Linked to other challenges and opportunities for 
organisational development, there is potential for waterway organisations to think more broadly about 
what volunteers can offer in terms of skills to an organisation in the longer term.  

Training and Support  

Linked to increased professionalisation of the sector more widely, there are a growing number of 
formal and accredited training opportunities for volunteers and volunteer managers alike. As the 
volunteer base becomes more demanding and volunteering is increasingly seen as one of the 
progression routes for employment programmes or as part of certified learning schemes for young 
people, there is an opportunity for waterway organisations to adapt more formal approaches to training 
and personal development. There is also a growing recognition that volunteers may have specific 
support needs which the host organisation needs to address to help the volunteer participate.  

Understanding Volunteers 

A key challenge for all volunteering organisations is developing a better understanding of the 
motivations and needs of volunteers in order to develop attractive, mutually beneficial opportunities 
which attract, integrate and retain volunteers. This will vary across the diversity of groups who 
volunteer and needs to be at the core of volunteer development strategies developed for volunteering 
organisations.   

Volunteer Diversity  

Of particular concern for inland waterway volunteering organisations is what is perceived as a relatively 
narrow volunteering base with the ‘average’ volunteer being white, middle class and aged over 50. This 
limits potential growth in volunteering and has implications for sustainability, with a need to constantly 
refresh volunteer recruitment as well as acting as a potential disincentive to other demographic and 
ethnic groups. 

4 Available at http://www.iwac.org.uk/reports
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3.0 Case Studies 

This chapter takes forward the 10 key challenges and opportunities identified in the previous chapter 
and presents 20 case studies drawn from the wider voluntary sector with transferable lessons for 
inland waterway organisations. Case studies have been selected to illustrate how these challenges 
and opportunities can be addressed, as well as representing a range of different organisational types, 
sizes and stages of volunteering development. The case studies also illustrate a range of different 
volunteer activities and volunteer profiles.  

The 20 case studies have been selected to represent a cross section of organisations, as well as 
addressing the specific challenges and opportunities outlined in the previous chapter in attracting, 
integrating and retaining volunteers. Ten of these are 'in-depth' and have a number of key lessons for 
inland waterway organisations, and a further ten are in summary format. 

Figure 3.1 shows how the case study examples relate to the key challenges and opportunities 
identified, before Figure 3.2 further cross-references the primary focus for each case study as an aid 
for navigating this chapter.    
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Figure 3.1 Mapping of Key Challenges and Opportunities against Case Studies  

 Organisation Abbreviations: 

RSPB (The Royal Society for the Protection of Birds) 

VODA (Voluntary Organisations Development Agency) 

WRVS (Women's Royal Voluntary Service)



10

Fi
gu

re
 3

.2
 C

ro
ss

 R
ef

er
en

ce
 G

rid
 o

f C
as

e 
St

ud
ie

s 
vs

 K
ey

 C
ha

lle
ng

es
 a

nd
 O

pp
or

tu
ni

tie
s 

 

In-depth or 
Summary

Building
Capacity 

Corporate 
Volunteering 

Local Focus 

Marketing and 
Publicity

Organisational 
Development 

Partnership 

Sustainability

Training and 
Support

Understanding 
Volunteers 

Volunteer
Diversity 

C
at

he
dr

al
 C

am
ps

 
In

-d
ep

th

C
SV

 E
nv

iro
nm

en
t 

In
-d

ep
th

K
en

t L
ib

ra
rie

s 
In

-d
ep

th

Im
pe

ria
l W

ar
 M

us
eu

m
 

In
-d

ep
th

M
ay

fie
ld

 N
ur

se
rie

s 
In

-d
ep

th

N
at

io
na

l T
ru

st
 

In
-d

ep
th

R
ef

ug
ee

 C
ou

nc
il 

In
-d

ep
th

R
SP

B
In

-d
ep

th

Th
e 

C
o-

op
  

In
-d

ep
th

W
R

VS
In

-d
ep

th

A
ge

 U
K

 
S

um
m

ar
y

B
rig

ht
on

 U
ni

ve
rs

ity
 

S
um

m
ar

y

Fr
ie

nd
s 

Li
m

ite
d

S
um

m
ar

y

G
ro

un
dw

or
k 

S
um

m
ar

y

K
PM

G
S

um
m

ar
y

R
SV

P
S

um
m

ar
y

Sa
m

ar
ita

ns
S

um
m

ar
y

Vi
ct

im
 S

up
po

rt
 

S
um

m
ar

y

VO
D

A
S

um
m

ar
y

Yo
ut

h 
A

ct
io

n 
N

et
w

or
k 

S
um

m
ar

y



11

3.1 In-Depth Case Studies 

The following in-depth case studies are included in this section: 

Cathedral Camps 

Community Service Volunteers Environment 

Kent Libraries and Archives 

Manchester Museum and Imperial War Museum North – In-Touch Training Programme 

Mayfield Nurseries 

The National Trust 

The Refugee Council 

The Royal Society for the Protection of Birds 

The Co-operative Corporate Volunteering Programme 

Women's Royal Voluntary Service 
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n

d

s
u
p
p
o
rt

, 
v
o
lu

n
te

e
r 

d
iv

e
rs

it
y.

V
o

lu
n

te
e

r 
d

iv
e

rs
it

y
:

K
e

n
t 

L
ib

ra
ri

e
s
 a

n
d

 A
rc

h
iv

e
s
 h

a
s

w
o
rk

e
d
 h

a
rd

 t
o
 e

n
g
a
g
e
 v

o
lu

n
te

e
rs

 f
ro

m
 a

ll 
s
e
c
ti
o
n
s
 o

f

th
e

 c
o

m
m

u
n

it
y
 b

u
t 

p
a

rt
ic

u
la

rl
y
 t

o
 i

n
c
lu

d
e

 t
h

o
s
e

 f
ro

m

‘h
a

rd
 t

o
 r

e
a

c
h

’ 
b

a
c
k
g

ro
u

n
d

s
. 

M
o

n
it
o

ri
n

g
 d

a
ta

 s
h

o
w

s

3
3
%

 o
f 

v
o
lu

n
te

e
rs

 a
re

 m
a
le

 a
n
d
 6

6
%

 f
e
m

a
le

, 
w

it
h
 9

%

fr
o

m
 

B
M

E
 

b
a

c
k
g

ro
u

n
d

s
 

- 
h

ig
h

e
r 

th
a

n
 

th
e

 
lo

c
a

l

d
e
m

o
g
ra

p
h
ic

 p
ro

fi
le

 (
5
%

).
 1

4
%

 o
f 

v
o
lu

n
te

e
rs

 i
d
e
n
ti
fi
e
d

th
e
m

s
e
lv

e
s
 a

s
 d

is
a
b
le

d
, 

w
h
ic

h
 i
s
 r

e
fl
e
c
ti
v
e
 o

f 
a
d
u
lt
s
 i
n

K
e

n
t,

 b
u

t 
th

e
 f

ig
u

re
 i

s
 v

e
ry

 h
ig

h
 i

f 
c
o

m
p

a
re

d
 t

o
 m

a
n

y

o
th

e
r 

c
h

a
ri

ti
e

s
 a

n
d

 t
o

 n
u

m
b

e
rs

 o
f 

d
is

a
b

le
d

 p
e

o
p

le
 i

n

e
m

p
lo

y
m

e
n
t.
 M

o
n
it
o
ri
n
g
 i
n
fo

rm
a
ti
o
n
 i
s
 c

o
lle

c
te

d
 d

u
ri
n
g

1
:1

 
m

e
e

ti
n

g
s
 

b
e

tw
e

e
n

 
th

e
 

v
o

lu
n

te
e

rs
 

a
n

d
 

L
ib

ra
ry

S
e

rv
ic

e
 s

ta
ff
, 

s
o

 t
h

a
t 

v
o

lu
n

te
e

r 
s
u

p
p

o
rt

 n
e

e
d

s
 c

a
n

 b
e

id
e

n
ti
fi
e

d
. 

T
h

e
 m

a
in

 c
h

a
ll
e

n
g

e
s
 f

o
r 

e
n

g
a

g
in

g
 ‘

h
a

rd
 t

o

re
a

c
h

’ 
g

ro
u

p
s
 

h
a

s
 

b
e

e
n

 
o

v
e

rc
o

m
in

g
 

p
a

id
 

s
ta

ff
s
'

a
n

x
ie

ti
e

s
 a

b
o

u
t 

h
o

w
 m

u
c
h

 o
f 

th
e

ir
 t

im
e

 w
il
l 

b
e

 s
p

e
n

t

s
u
p
p
o
rt

in
g
 v

o
lu

n
te

e
rs

. 
In

 m
a
n
y
 c

a
s
e
s
, 

it
 h

a
s
 b

e
e
n
 t

h
e

v
o
lu

n
te

e
rs

 t
h
e
m

s
e
lv

e
s
 w

h
o
 h

a
v
e
 d

o
n
e
 m

o
s
t 
to

 a
d
d
re

s
s

th
is

 c
o
n
c
e
rn

 b
y
 d

e
m

o
n
s
tr

a
ti
n
g
 t
h
e
 p

o
s
it
iv

e
 c

o
n
tr

ib
u
ti
o
n

th
e
y
 c

a
n
 m

a
k
e
.

O
rg

a
n

is
a
ti

o
n

a
l 
d

e
v
e
lo

p
m

e
n

t:
 V

o
lu

n
te

e
rs

 c
o
n
tr

ib
u
te

 t
o

th
e
 m

a
n
a
g
e
m

e
n
t 

o
f 

th
e
 V

o
lu

n
te

e
r 

P
ro

g
ra

m
m

e
 t

h
ro

u
g
h

th
e

ir
 m

e
m

b
e

rs
h

ip
 o

f 
V

o
lu

n
te

e
r 

D
e

v
e

lo
p

m
e

n
t 

G
ro

u
p

s

w
h
ic

h
 m

e
e
t 
q
u
a
rt

e
rl
y.

 T
h
e
 v

o
lu

n
te

e
rs

 b
ri
n
g
 a

 d
is

ti
n
c
ti
v
e

p
e

rs
p

e
c
ti
v
e

 
a

n
d

 
in

s
ig

h
t 

to
 
th

e
 
d

e
v
e

lo
p

m
e

n
t 

o
f 

th
e

p
ro

g
ra

m
m

e
. 
A

s
 a

 r
e
s
u
lt
, 
th

e
 L

ib
ra

ry
 S

e
rv

ic
e
 d

e
v
e
lo

p
e
d

a
 ‘

V
o

lu
n

te
e

r 
C

h
a

m
p

io
n

’ 
s
c
h

e
m

e
 f

o
r 

e
a

c
h

 d
is

tr
ic

t.
 T

h
e

C
h
a
m

p
io

n
 i
s
 a

 m
e
m

b
e
r 

o
f 
th

e
 L

ib
ra

ry
 S

e
rv

ic
e
 s

ta
ff
 a

n
d

re
s
p
o
n
s
ib

le
 f

o
r 

re
c
ru

it
in

g
 a

n
d
 s

u
p
p
o
rt

in
g
 v

o
lu

n
te

e
rs

 i
n

th
e
ir
 d

is
tr

ic
t.
 T

h
e
 V

o
lu

n
te

e
r 

C
h
a
m

p
io

n
 s

c
h
e
m

e
 h

a
s
 b

e
e
n

p
a

rt
ic

u
la

rl
y
 

e
ff

e
c
ti
v
e

 
in

 
g

iv
in

g
 

lo
c
a

ll
y
 

b
a

s
e

d
 

s
ta

ff

o
w

n
e
rs

h
ip

 o
f 
th

e
 v

o
lu

n
te

e
r 

p
ro

g
ra

m
m

e
 a

n
d
 h

a
s
 in

 s
o
m

e

c
a
s
e
s
 h

e
lp

e
d
 t
o
 c

h
a
n
g
e
 t
h
e
ir
 v

ie
w

s
 (

in
 b

e
c
o
m

in
g
 m

u
c
h

m
o
re

 p
o
s
it
iv

e
 a

b
o
u
t 
th

e
 v

a
lu

e
 o

f 
v
o
lu

n
te

e
rs

).
 I
t 
h
a
s
 a

ls
o

p
ro

v
e

d
 a

 s
u

c
c
e

s
s
 i

n
 m

a
n

a
g

in
g

 c
o

m
m

u
n

ic
a

ti
o

n
 w

it
h

 a

la
rg

e
 a

n
d
 g

e
o
g
ra

p
h
ic

a
lly

 s
p
re

a
d
 g

ro
u
p
 o

f 
v
o
lu

n
te

e
rs

. 
A

V
o

lu
n

te
e

r 
D

e
v
e

lo
p

m
e

n
t 

M
a

n
a

g
e

r,
 

re
s
p

o
n

s
ib

le
 

fo
r

m
a

n
a

g
in

g
 a

n
d

 d
e

v
e

lo
p

in
g

 t
h

e
 v

o
lu

n
te

e
r 

p
ro

g
ra

m
m

e

a
c
ro

s
s
 K

e
n

t,
 o

rg
a

n
is

e
s
 r

e
g

u
la

r 
m

e
e

ti
n

g
s
 a

n
d

 t
ra

in
in

g

a
c
ti
v
it
ie

s
 w

it
h
 t

h
e
 V

o
lu

n
te

e
r 

C
h
a
m

p
io

n
s
 t

o
 e

n
s
u
re

 t
h
e
y

a
re

 f
u
lly

 e
q
u
ip

p
e
d
 t

o
 f

u
lf
il 

th
e
ir
 r

o
le

s
.

P
ri
o
r 

to
 2

0
0
2
, 
K

e
n
t 
L
ib

ra
ri
e
s
 a

n
d
 A

rc
h
iv

e
s
 d

id
 n

o
t 
h
a
v
e

a
 f

o
rm

a
l 

v
o

lu
n

te
e

r 
p

ro
g

ra
m

m
e

 a
n

d
 i

t 
e

n
g

a
g

e
d

 v
e

ry

s
m

a
ll
 n

u
m

b
e

rs
 o

f 
p

e
o

p
le

 a
s
 v

o
lu

n
te

e
rs

. 
It

 n
o

w
 h

a
s
 a

s
tr

a
te

g
y
 i
n
 p

la
c
e
 f

o
r 

d
e
v
e
lo

p
in

g
 v

o
lu

n
te

e
ri
n
g
 w

it
h
in

 t
h
e

s
e

rv
ic

e
, 

in
c
lu

d
in

g
 
ta

rg
e

ts
 
fo

r 
v
o

lu
n

te
e

r 
e

n
g

a
g

e
m

e
n

t

b
o
th

 f
o
r 

th
e
 w

h
o
le

 c
o
u
n
ty

 o
f 

K
e
n
t 

a
n
d
 f

o
r 

it
s
 d

is
tr

ic
ts

.

‘T
he

 
K

en
t 

Li
br

ar
y 

an
d 

A
rc

hi
ve

 
Se

rv
ic

e
re

co
gn

is
es

 th
e 

be
ne

fit
 o

f e
ng

ag
in

g 
vo

lu
nt

ee
rs

in
 o

ur
 s

er
vi

ce
, v

ol
un

te
er

s 
ar

e 
w

ill
in

g 
pe

op
le

w
ho

 a
ct

 a
s 

am
ba

ss
ad

or
s 

an
d 

cr
iti

ca
l f

rie
nd

s
fo

r t
he

 s
er

vi
ce

. V
ol

un
te

er
s 

br
in

g 
an

 a
dd

iti
on

al
se

t 
of

 s
ki

lls
 a

nd
 a

 n
ew

 p
er

sp
ec

tiv
e 

to
 t

he
se

rv
ic

e.
 T

he
re

 a
re

 th
in

gs
 th

at
 w

e 
co

ul
d 

no
t a

nd
w

ou
ld

 n
ot

 a
ch

ie
ve

 w
ith

ou
t t

he
 v

ol
un

te
er

s’
. 

D
ia

n
e

 
C

h
il
m

a
id

, 
B

u
s
in

e
s
s
 

S
u

p
p

o
rt

 
M

a
n

a
g

e
r,

 
K

e
n

t

L
ib

ra
ri
e
s
 a

n
d
 A

rc
h
iv

e
s
 

P
a

rt
n

e
rs

h
ip

: 
K

e
n

t 
L

ib
ra

ri
e

s
 a

n
d

 A
rc

h
iv

e
s
 h

a
s
 f

o
rm

e
d

s
o
m

e
 g

o
o
d
 lo

c
a
l p

a
rt

n
e
rs

h
ip

s
 t
o
 s

u
p
p
o
rt

 t
h
e
 b

ro
a
d
e
n
in

g

o
f 

th
e

ir
 v

o
lu

n
te

e
r 

b
a

s
e

. 
F

o
r 

e
x
a

m
p

le
, 

K
e

n
t 

S
u

p
p

o
rt

e
d

E
m

p
lo

y
m

e
n
t 
(a

 p
a
rt

n
e
r 

th
a
t 
s
u
p
p
o
rt

s
 p

e
o
p
le

 w
it
h
 m

e
n
ta

l

h
e
a
lt
h
 i
s
s
u
e
s
) 

p
ro

v
id

e
s
 v

o
lu

n
te

e
rs

 t
o
 K

e
n
t 

L
ib

ra
ri
e
s
 a

s

a
n

 i
n

it
ia

l 
s
te

p
 t

o
w

a
rd

s
 g

a
in

in
g

 e
m

p
lo

y
m

e
n

t 
a

n
d

 a
ls

o

a
d

v
ic

e
 
a

n
d

 
g

u
id

a
n

c
e

 
a

b
o

u
t 

s
u

p
p

o
rt

in
g

 
th

e
ir

 
c
li
e

n
ts

’

n
e

e
d

s
. 

P
a

rt
n

e
rs

h
ip

s
 a

ls
o

 p
ro

v
id

e
 a

d
d

it
io

n
a

l 
b

e
n

e
fi
ts

s
u

c
h

 
a

s
 

li
n

k
s
 

w
it
h

 
K

e
n

t 
C

o
u

n
ty

 
C

o
u

n
c
il
’s

 
S

p
o

rt
s

D
e
v
e
lo

p
m

e
n
t 
U

n
it
 t
h
a
t 
h
e
lp

s
 v

o
lu

n
te

e
rs

 e
n
g
a
g
e
 in

 2
0
1
2

v
o
lu

n
te

e
ri
n
g
 a

c
ti
v
it
y.

 

S
in

c
e

 t
h

e
 s

ta
rt

 o
f 

th
e

 V
o

lu
n

te
e

r 
P

ro
g

ra
m

m
e

 i
n

 2
0

0
2

,

K
e

n
t 

L
ib

ra
ri

e
s
 a

n
d

 A
rc

h
iv

e
s
 h

a
s
 c

a
rr

ie
d

 o
u

t 
p

e
ri

o
d

ic

re
v
ie

w
s
 o

f 
th

e
 d

e
liv

e
ry

 o
f 
th

e
 v

o
lu

n
te

e
r 

p
ro

g
ra

m
m

e
 a

n
d

c
o
n
s
id

e
re

d
 w

h
e
th

e
r 

to
 c

o
n
ti
n
u
e
 t
o
 t
e
n
d
e
r 

to
 a

n
 e

x
te

rn
a
l

p
ro

v
id

e
r 

(C
S

V
),

 
to

 
b

ri
n

g
 
it
 
in

 
h

o
u

s
e

 
o

r 
to

 
e

n
d

 
th

e

v
o
lu

n
te

e
r 

p
ro

g
ra

m
m

e
 a

lt
o
g
e
th

e
r.
 P

ro
g
re

s
s
 a

g
a
in

s
t 

th
e

m
il
e

s
to

n
e

s
, 

ta
rg

e
ts

 
a

n
d

 
o

u
tp

u
ts

 
in

 
th

e
 
v
o

lu
n

te
e

ri
n

g

s
e
rv

ic
e
 c

o
n
tr

a
c
t 

a
re

 s
y
s
te

m
a
ti
c
a
lly

 r
e
v
ie

w
e
d
 q

u
a
rt

e
rl
y.

In
 2

0
0
5
, 
in

it
ia

l 
D

e
p
a
rt

m
e
n
t 
fo

r 
C

u
lt
u
re

 M
e
d
ia

 a
n
d
 S

p
o
rt

fu
n
d
in

g
 f
o
r 

th
e
 p

ilo
t 
p
ro

g
ra

m
m

e
 c

a
m

e
 t
o
 a

n
 e

n
d
 a

n
d
 t
h
e

L
ib

ra
ry

 S
e

rv
ic

e
 m

a
d

e
 a

 d
e

c
is

io
n

 t
o

 m
a

in
s
tr

e
a

m
 t

h
e

fu
n
d
s
 f
o
r 

th
e
 v

o
lu

n
te

e
r 

p
ro

g
ra

m
m

e
 in

to
 c

o
re

 b
u
d
g
e
ts

. A
t

e
a

c
h

 
o

f 
th

e
 
re

v
ie

w
 
p

o
in

ts
, 

th
e

 
L

ib
ra

ry
 
S

e
rv

ic
e

 
h

a
s

c
o

n
s
u

lt
e

d
 i

ts
 s

ta
ff
 a

c
ro

s
s
 t

h
e

 s
e

rv
ic

e
 a

t 
a

ll 
le

v
e

ls
 a

n
d

g
ra

d
e

s
 

fo
r 

th
e

ir
 

v
ie

w
s
 

a
b

o
u

t 
th

e
 

fu
tu

re
 

o
f 

th
e

p
ro

g
ra

m
m

e
. 
T

h
e
 p

ro
c
e
s
s
 a

ls
o
 in

v
o
lv

e
d
 c

a
rr

y
in

g
 o

u
t 
c
o
s
t

a
n
a
ly

s
is

 f
o
r 

a
ll 

o
f 
th

e
 o

p
ti
o
n
s
 f
o
r 

fu
tu

re
 d

e
liv

e
ry

. 
A

t 
e
a
c
h

re
v
ie

w
, 

s
e

n
io

r 
m

a
n

a
g

e
m

e
n

t 
to

o
k
 

th
e

 
d

e
c
is

io
n

 
th

a
t

a
lt
h

o
u

g
h

 f
in

a
n

c
ia

ll
y
 i

t 
c
o

s
ts

 s
li
g

h
tl
y
 m

o
re

 t
o

 c
o

n
ti
n

u
e

c
o
n
tr

a
c
ti
n
g
 o

u
t,
 t
h
e
 in

ta
n
g
ib

le
 b

e
n
e
fi
ts

 a
n
d
 a

d
d
e
d
 v

a
lu

e

s
u

c
h

 
a

s
 

e
x
p

e
ri

e
n

c
e

, 
k
n

o
w

le
d

g
e

 
a

n
d

 
a

d
v
ic

e
 

o
f 

a
n

e
x
te

rn
a
l 
p
ro

v
id

e
r 

o
u
tw

e
ig

h
 t

h
is

 a
d
d
it
io

n
a
l 
c
o
s
t.

B
e
n

e
fi

ts
 o

f 
v
o

lu
n

te
e
ri

n
g

:
V

o
lu

n
te

e
ri
n
g
 i
s
 a

 g
o
o
d
 w

a
y

to
 p

ro
m

o
te

 c
o
m

m
u
n
it
y
 e

n
g
a
g
e
m

e
n
t 

a
n
d
 l

in
k
s
 w

it
h
 t

h
e

L
ib

ra
ry

 s
e
rv

ic
e
 a

s
 w

e
ll 

a
s
 f

o
r 

th
e
 l

ib
ra

ry
 t

o
 r

e
s
p
o
n
d
 t

o

lo
c
a

l 
c
o

m
m

u
n

it
ie

s
 
a

n
d

 
it
s
 
c
u

s
to

m
e

rs
. 

A
c
ti
v
it
ie

s
 
li
k
e

‘B
a

b
y
 
b

o
u

n
c
e

 
a

n
d

 
rh

y
m

e
’ 

c
a

n
 
a

c
c
o

m
m

o
d

a
te

 
m

o
re

c
h
ild

re
n
 a

n
d
 r

u
n
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e
 
U

K
 
w

o
rk

in
g

 
w

it
h

 
a

s
y
lu

m

s
e

e
k
e

rs
 a

n
d

 r
e

fu
g

e
e

s
. 

T
h

e
 R

e
fu

g
e

e
 C

o
u

n
c
il 

p
ro

v
id

e
s

d
ir

e
c
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n
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n
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a
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ra
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d
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e
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c
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 l
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e
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n
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c
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e
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n
d
 s

a
fe

 o
rg

a
n
is

a
ti
o
n
 w

h
ic

h

p
ro

v
id

e
s
 g

o
o
d
 a

d
v
ic

e
, 
w

it
h
 c
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g
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b
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h
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c
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c
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b
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b
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c
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c
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 c
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 b
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c
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 c
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p
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 c
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c
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 b
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b
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c
li
e

n
ts

 
a

n
d

 
v
o

lu
n

te
e

ri
n

g
, 

s
o

m
e

w
h

e
re

b
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n
g
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n
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 p
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g
 c
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o

u
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c
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c
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b
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 p
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 p
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c
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c
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c
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p
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 c
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 c
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 l
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n
d
 w

o
rk

 i
n
 t

h
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c
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 r
is

k
 t
h
a
t 
s
o
m

e
 o

rg
a
n
is

a
ti
o
n
s
 p

e
rc

e
iv

e
 w

o
rk

in
g

w
it
h
 r
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p
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h
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c
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v
o
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n
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h
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 t
h
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e
x
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1
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8
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n
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a
n
d
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s
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 r
e
s
u
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w
o
u
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 n
e
e
d
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o
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a
n
a
g
e
 p

o
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n
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a
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c
o
n
s
tr

a
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e
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s
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f
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a
v
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g
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h
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u
p
p
o
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 p
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c
e
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n
d
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h
e
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a
p
a
c
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y
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 d
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a
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it
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u
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h
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n
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s
e
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n
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u
m

b
e
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f

v
o
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n
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l 

d
e

p
e

n
d
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p
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 d
e
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n
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u

b
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c

s
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 p
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c
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b
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 b
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c
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b
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c
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c
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 d
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c
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e
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 c
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c
o
m

m
it
m

e
n
t 

fr
o
m

 p
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e
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n
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c
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 c
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 C
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h
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 b
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 b
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 d
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p
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p
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 c
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b
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 C
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c
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 p
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 c
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c
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c
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h
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 m
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c
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 b
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 f
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 b
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c
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 d
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c
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c
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 t
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c
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c
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c
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c
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e

 t
h

e

w
o

rk
 t

h
a

t 
th
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 b
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n
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c
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g

 
it
s
 

w
o

rk
; 

h
o

w
e

v
e

r 
b

o
th

o
rg

a
n
is

a
ti
o
n
s
 r
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 p
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c
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c
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c
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 d
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 c
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b
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b
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e
rs

 t
o
 g

e
t 

in
v
o
lv

e
d
 i
n
 

c
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b
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 p
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c
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 b
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e
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 p
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b
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ra
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.r
s
p
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e
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h
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c
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b
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 m
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 c
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 c
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b
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e
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 d
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c
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 d
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 c
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c
a

l

c
o
m

m
u
n
it
ie

s
 t

h
ro

u
g
h
 t

a
rg

e
te

d
 p
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c
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p
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 p
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h
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p
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c
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3.2 Summary Case Studies 

The following summary case studies are included in this section: 

Age UK (formerly Age Concern / Help the Aged) 

Brighton University Active Student Programme 

Friends Ltd (formerly the League of Friends) 

Groundwork 

KPMG

Retired and Senior Persons Volunteer Programme 

The Samaritans 

Victim Support 

Voluntary Organisations Development Agency 

Youth Action Network 



Web: www.ageuk.org.uk

Coverage: National

Number of Volunteers: 20,000

About the organisation: The UK's largest charity

working with and for older people

Key Challenges and Opportunities Addressed:

Sustainability. 

Organisational development: The organisation

underwent a deliberate policy change 5 years ago with

the establishment of a separate, national team that

focuses on volunteering. It embeds volunteer

management into the induction of paid staff so that

volunteers can be managed consistently and everyone

is seen as a volunteer manager, as volunteers can be

involved in many different activities across the

organisation. 

Attracting volunteers: A key lesson is to ensure clarity

about what an organisation is offering to volunteers. Age

UK is moving away from the concept of 'we need

volunteers' to a more considered approach about how

it ‘needs volunteers for x, y and z'. It is important to be

flexible in its offer rather then asking volunteers to do

what works for the organisation. Developing

opportunities around what volunteers and older people

want has worked very well. 

Local focus: A positive aspect of having a federal

structure for Age UK overall is that volunteers have

more loyalty to the locality where they volunteer.

Volunteer activities: Age UK ensures it has a range of

opportunities that are flexible in terms of commitments

and volunteers needs, for example some are happy to

remain in the background while others want to take the

lead. Often tasks will be volunteer-led and they are

encouraged to take the lead in developing volunteering

opportunities.

Understanding volunteers: Age UK has worked hard

to better understand why people volunteer, what they

get out of it and how their needs can be met in order to

match expectations and maximise benefits.

Sustainability: Funders and commissioners have

realised volunteers can deliver a reliable and effective

service and so are increasingly prepared to fund a

volunteer delivered service as opposed to a paid staff

service. As part of this, volunteering is also considered

for match funding where required.

Summary Case Study

Age UK 
(Formerly Age Concern / Help the Aged)

Transferable Learning Points:

• Volunteers’ sense of identity is strongest

in relation to a local project in their area

rather than a more remote national  

organisation, but  the well known ‘name’  

and reputation of that organisation can  

help to recruit them in the first place

• Equip all staff in the organisation who will

work alongside volunteers and with the 

knowledge and skills to do so, through 

training and providing induction for them

to be comfortable and effective in their 

roles
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Web: www.brighton.ac.uk/volunteering

Coverage: Local

Number of Volunteers: 250 per year

About the organisation: Active Student is the

volunteering project for students at the University of

Brighton. It promotes volunteering opportunities to

students as part of their course or in addition to their

course, with all volunteering opportunities providing

personal development for the students involved.

Key Challenges and Opportunities Addressed:

Volunteer diversity, organisational development.

Volunteer diversity: The majority of the volunteers are

aged 18-21 and BME (Black and Minority Ethnic)

students, and students with disabilities are well

represented within this. The success that Active Student

has had in recruiting volunteers from BME communities

and with disabilities is a result of direct and targeted

marketing, for example via BME YPP (Young Peoples

Project) or the Federation for Disabled People. Active

Student has also undertaken marketing to faith based

clubs and societies. Students are attracted to

volunteering with Active Student because of the clear

links to employability and to their course. 

Organisational development:  Active Student brokers

opportunities for students and has a formal process for

organisations to register their volunteering

opportunities. Paperwork includes information on

insurance that covers the activities that the volunteer is

involved in, health and safety policy, a risk assessment

covering volunteer activities, an Equal Opportunities

Policy, details on induction, information about training,

details of who are the specified supervisors responsible

for volunteers, the format and frequency of supervision

and expenses the volunteers are entitled to. Active

Student has withdrawn placements from their database

that have been unable to comply with its policies.

Benefits and barriers to volunteering:  Benefits

include allowing students to have a fuller and more

enriching student experience. The initiative also fosters

good links between the local community and the

University and can contribute to student employability.

Summary Case Study

Brighton University 

Active Student Programme 

Transferable Learning Points:

• It is important to be clear about the role 

of volunteers and what is expected of  

them as part of targeted recruitment   

activity, with Active Student illustrating

the benefits of a very active marketing  

campaign, having experienced active  

competition for volunteers in some 

areas

• If an organisation is looking to involve 

students, it is important to note that they

prefer to participate in local volunteering

opportunities that do not require much  

travel
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Coverage: Local

Number of Volunteers: 200

About the organisation: Friends Ltd is a registered

charity and is based at Queen Mary’s Hospital in

Sidcup. Friends Ltd runs three retail outlets at the

hospital, shops and a cafe bar and has almost 200

volunteers and 3 part-time members of staff. The café

bar is managed and run exclusively by volunteers.

Key Challenges and Opportunities Addressed:

Partnership.

Volunteer activities:  Volunteers carry out a variety of

roles within the outlets, ranging from managing the rota

systems and ensuring the shops are staffed, buying and

selling stock and managing other volunteers.

Organisational development: Friends Ltd has a

structured recruitment process for new volunteers with

recruitment carried out by the part-time paid volunteer

co-ordinator. It involves an interview, Criminal Records

Bureau (CRB) check and hospital health clearance.

Partnership working:  Friends Ltd works closely with

other volunteer-involving groups within the Hospital to

ensure that it is complying with the NHS Trust

requirements and regulations. It is guided by NHS Trust

staff on issues such as CRBs, Health Clearance,

Inflection Control and Health and Safety.

Summary Case Study

Friends Ltd 

(formerly the League of Friends)

Transferable Learning Points:

• Where organisations need to comply with

complex regulations, sharing resource 

and experience with other volunteering 

groups offers advantages
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Web: www.groundwork.org.uk

Coverage: National

About the organisation: Groundwork is a federal

structure of regional and local charities helping people

and organisations make changes in order to create

better neighbourhoods, to build skills and job prospects,

and to live and work in a greener way.

Key Challenges and Opportunities Addressed:

Corporate volunteering, local focus, partnership.

Partnership: Groundwork works in partnership with

different organisations to create jobs and roles for the

long term unemployed. The beneficiaries are often

referred through Jobcentre Plus. As part of this, a formal

Service Level Agreement exists between Groundwork

and British Waterways in the West Midlands for an

employment training programme, with the Environment

Agency also partnering with Groundwork for the same

scheme to provide training for volunteers.

Local focus:  One of the benefits of the federal

structure is that it more readily enables partnerships

with local stakeholders and Local Authorities. Local

councils like to have a partnership with a local

organisation, as they can feel more connected and have

more influence over the work that is going on in their

area. In addition, key strands of the volunteering roles

on offer are based around community activities, for

example organising a 'fun day' or a village fayre.

Groundwork also runs local consultation sessions, to

find out what people want to change in their local

community. If Groundwork wants to improve something

in a community, then there is an obligation to make sure

that the activity is in the interest of all parts of the

community. Volunteer management is also approached

locally, with a manager or coordinator that is locally

based. 

Sustainability: Employees have a core skill set around

education, youth, community and employment training.

Although the overall mission of Groundwork hasn’t

changed, it does change the way it applies these skills

in the current changing political and funding climate. As

long as outcomes are measured from different projects,

then there is something new to 'sell' funders. Effectively,

Groundwork 'sells' the outcomes it can achieve to

different organisations and funders without the need to

develop new skills within the organisation.

Summary Case Study

Groundwork

Transferable Learning Points:

• One of the benefits of the federal 

structure is that it more readily enables 

partnerships with local stakeholders 

including  Local Authorities

• If the organisation is considering 

becoming involved with corporate 

volunteering and working with partners, it

is important to highlight to companies that

volunteering costs money, time and 

resources 

Corporate volunteering: An increasing number of

companies are asking for their employees to volunteer

and be involved with the local community, which is

undertaken in a standardised way. Groundwork has

compiled a list of activities that corporate volunteers can

do and the company decides on what task will be the

most beneficial. However, it is important to highlight that

a lot of companies don’t understand that volunteering

costs money, time and resources and that they will be

required to pay for the services that Groundwork

provides. 
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Web: http://www.kpmg.co.uk/WhoWeAre/

Coverage: National

Number of Volunteers: In 2008/09, 32% of KMPG

employees volunteered as part of the KPMG Corporate

Social Responsibility Programme.

About the organisation: KMPG is a global network of

legally independent professional firms with over

140,000 employees in over 140 countries. Volunteering

schemes and community projects which focus on

education, enterprise and employability, and

environmental management are the focus for its

commitment to supporting sustainable communities.

Key Challenges and Opportunities Addressed:

Corporate volunteering, understanding volunteers.

Volunteer activities: Many opportunities are arranged

by local offices and directly benefit the local community.

KPMG has a number of skill sharing opportunities for

staff to take part in and runs a mentoring programme,

where staff mentor people from local small business and

community organisations as well as a schools

programme where KMPG staff support children’s

learning in schools. KPMG also runs enterprise days in

schools for pupils interested in business development

and innovation. 

Organisational development:  As well as a network of

key community partners, KPMG delivers community

engagement programmes through a Corporate Social

Responsibility (CSR) Forum that helps implement the

national CSR strategy and respond to local priorities.

There are two strands of community involvement

activity: community investment programmes which

focus on employee volunteering, and a programme of

charitable giving. KMPG has a Volunteering Policy

which sets the time allowance for employees to

volunteer. The policy identifies the key themes around

volunteering and the types of organisations that KMPG

wants to work with. KPMG Staff are able to arrange their

own volunteering as long as it fits with KPMG’s key

themes. An example of this is taking on the role of a

school governor. KPMG surveys its employees every

two years to check that they are happy with the

Volunteering Policy and staff are also involved in

selecting an annual charity, for which its employees

volunteer and raise money throughout the year.

Summary Case Study

KPMG

Transferable Learning Points:

• Take time to understand the aims and 

objectives of corporate volunteering 

programmes to see if they align with the

volunteering organisation

• Ensure work done by corporate 

volunteers is meaningful, for example 

fulfilling a community need - gone are the

days of employees just looking for some

time out from the office 

Corporate volunteering: Volunteering creates good

development opportunities for staff, for example

improving communication skills. Staff also gain a

greater understanding of social issues and have

increased motivation at work. Volunteering is good for

the reputation and profile of KPMG and promotes work

with stakeholders. KPMG is rolling out a new focus on

volunteering following a strategic review of our activities

with a view to increasing the value of volunteering for

all involved. 

37



Web: www.csv-rsvp.org.uk

Coverage: National

Number of Volunteers: 14,000

About the organisation: RSVP is a national volunteer

programme that has been running since 1985 focusing

on serving older people.

Key Challenges and Opportunities Addressed:

Understanding volunteers

Volunteer activities: Many volunteers are attracted to

RSVP because it gives them the opportunity to use their

life and former work skills. RSVP is currently running

intergenerational work, for example through a number of

specialist projects such as ‘Grand-mentors’ that recruits

older people in London to mentor young offenders,

looked after teenagers and other hard to reach young

people. RSVP also helps volunteers to find other

volunteering opportunities, for example volunteering in

Southwark Cathedral. It provides many volunteers who

assist in primary and secondary schools in a range of

duties including improving children’s literacy and

reading levels, in oral history projects, or as classroom

helpers. In many parts of the country, RSVP’s

volunteers are attached to GP surgeries and health

centres from where they provide social, emotional and

practical support (such as transport) for more vulnerable

older patients.   

Organisational development:  RSVP volunteers are

generally aged 50 plus and get involved in delivery,

management and fundraising for volunteer activities.

The majority of the volunteers are managed and

supported by 'volunteer' volunteer organisers. RSVP is

part of Community Service Volunteers (CSV) and

follows CSV’s policy and procedures for volunteer

involvement. RSVP’s aim is to create opportunities for

people to play an active role in the life of their

communities and they share CSV's non-rejection policy

that aims to work with, and support those who want to

volunteer to make a difference in their community.

Partnership: RSVP encourages representatives from

community groups, public sector and other voluntary

organisations to become involved in the planning of

local projects to ensure they fully reflect and address

local needs. Examples of RSVP partners include

Primary Care Trusts, Age UK and Schools. 

Funding for volunteering: Volunteers have increased

opportunities for fundraising. For example, one

volunteer raised a total of £1million for RSVP over a ten

year period, writing bids and applications to trusts and

foundations. 

Summary Case Study

Retired and Senior Persons 

Volunteer Programme (RSVP)

Transferable Learning Points:

• The over-50’s ‘baby boomer’ generation

are a substantial proportion of the 

population, many of whom remain fit, 

healthy and active well into their post-

retirement years. Their knowledge and 

experience offers a huge resource to 

organisations

• Many retired people are looking for more

challenging ways to spend their free time

than was the case with previous 

generations of retirees

• The retired population includes many 

people who had never volunteered during

their working lives but are ready to find 

interesting ways of filling the time they 

now have on their hands
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Web: www.csv-rsvp.org.uk

Coverage: National

Number of Volunteers: 15,000

About the organisation: The Samaritans is a

volunteer-led organisation that provides emotional

support by telephone, email, SMS messaging, face to

face and letters, 24 hours a day 7 days a week.

Samaritans is currently developing a five year

Volunteering Strategy which will be implemented from

January 2011.

Key Challenges and Opportunities Addressed:

Building capacity, partnership.

Volunteer activities: Volunteers are involved with the

core work of the charity through front line ‘listening’

roles, as well as helping in the day to day running of

branches by providing essential administration support

to all functions of each branch. As branches have

independent charity status, all are required to involve a

treasurer as part of their management committee, which

are also volunteers.   

Volunteer diversity: Local Samaritans branches strive

to ensure that the volunteers reflect the demography of

the local community. Collecting diversity information

about volunteers is undertaken by individual branches

with this then being fed to the central team. Increasing

diversity will be part of the emerging Volunteer Strategy,

exploring the methods of communication with the local

branches and identifying ways to help branches

understand why it is important to collect monitoring

information.

Organisational development: Samaritans has a

Volunteering Team of 8 full-time staff, responsible for

providing advice and guidance to branches on

recruiting, selecting, training and supporting volunteers.

Each branch is managed by experienced volunteers.

‘Support’ volunteers are also involved in the day-to-day

running of the branch, fundraising, managing finances,

outreach, promoting the service and carrying out

administration tasks.

Partnership:  Partnerships can work at both strategic

and local levels. At a Samaritans branch in Scotland

there is a particularly effective partnership and

relationship with the local branch of the Royal National

Institute for Deaf People (RNID) to encourage and

support people with hearing impairments who volunteer

for Samaritans. Samaritans is also a member of

volunteer networks both nationally and locally. For

example, the National Network of Volunteer Involving

Agencies (NNVIA) and England Volunteer Development

Councils (EVDCs). These networks provide Samaritans

with the opportunity to share good practice with other

national and local volunteer involving organisations.

Summary Case Study

The Samaritans

Transferable Learning Points:

• Organisations that are substantially led 

and run by volunteers can do so highly 

professionally and achieve very high 

quality work. This involves setting 

clear standards and expectations of 

performance of volunteers, with effective

support, supervision, back-up and 

training

• There are benefits to organisations from

keeping in touch with developments in 

the wider volunteering world, by being 

connected through membership of 

national networks

Sustainability:All Samaritans branches are

independent charities that must raise funds that allow

them to keep the branch open and continuing to support

their community. Volunteers are heavily involved with

fundraising and have a key role in the planning and

delivery of fundraising activities on behalf of their

branch.
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Web: www.victimsupport.org.uk

Coverage: National

Number of Volunteers: 6,500

About the organisation: Victim Support is a charity

organisation that supports victims of crime in England

and Wales.

Key Challenges and Opportunities Addressed:

Training and support. 

Volunteer diversity: Victim Support is attractive to

volunteers as it is a very accessible service that

operates across the UK. Victim Support has specific

recruitment targets that relate to how to engage people

as volunteers from harder to reach groups, and specific

managers responsible for the training and management

of volunteers from such communities. Victim Support is

currently trying to involve more students in volunteering

as part of a wider strategy for involving more diverse

groups of people.  

Organisational development: Volunteers are offered

professional training, based on the same occupational

standards used by the whole Criminal Justice System,

with regular supervision and support. They are provided

with career development opportunities and can ‘help

shape the work and future of the organisation across

the country’. Volunteers are offered a basic training

package which covers aspects such as improving

communication skills, equal opportunities, diversity,

confidentiality and personal safety. There are more

specialist training opportunities for volunteers who want

to focus on supporting victims of sexual and domestic

abuse, hate crime, and for work with families of victims

or vulnerable and intimidated witnesses. All volunteers

can get involved in Victim Support’s work through

becoming ‘supporter members’. Having a voice in the

organisation is encouraged through voting to elect other

volunteers to represent them on a national Assembly. 

Partnership: Victim Support's partners include

Volunteering England, Youth Network and Time Bank.

All partners are involved in the training of volunteers.

Partners are also involved with different volunteering

initiatives. For example currently all the organisations

are involved in trying to increase awareness of

volunteering through links to the 2012 Olympics.

Summary Case Study

Victim Support

Transferable Learning Points:

• The importance of consultation with 

volunteers about the organisation’s 

direction and having a voice in the 

development of services

• When depending heavily on volunteers to

provide a reliable service, it is even more

essential to give them recognition and 

appreciation for their efforts (Victim 

Support has started an annual national 

Volunteer Award scheme, at which their 

Honorary President, the Princess Royal,

distributes awards to nominated 

volunteers)

• There are plenty of volunteers who are 

prepared to take on really serious 

responsibilities, but the challenge is of 

finding ways to reach them and 

communicating why they should support

the organisation’s cause 
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Web: www.voda.org.uk

Coverage: Mainly regional (North East), some national

Number of Volunteers: Currently seven volunteers

work with them on a weekly basis, with more volunteers

involved on a short term basis for VODA events.

About the organisation: VODA is a registered charity

providing advice, training, information and support to

volunteers, voluntary and community groups working in

North Tyneside. VODA works locally, regionally and

nationally to promote the values and needs of the

voluntary and community sector in North Tyneside. It

helps to encourage and develop networks and

partnerships between the voluntary and community

sector and others.

Key Challenges and Opportunities Addressed:

Building capacity, marketing and publicity.

Volunteer diversity: VODA currently has a wide

demographic profile of volunteers and has had success

involving people with physical disabilities and those with

mental health problems. VODA also has a Youth Action

Team - a steering group of young volunteers that has

responsibility to lead some of the projects that are

delivered. It has also helped to put together funding

applications, evaluate some of the projects delivered,

as well as delivering sessions to other young people

and design publicity materials. The steering group has

been provided with training and it then generates the

ideas for projects which are used in funding

applications. 

Recruitment of volunteers has been quite consistent but

VODA is now receiving more enquiries from people who

would like to receive support around using volunteering

to increase their chances of employability. It has

experienced an increase in the number of referrals

received from Jobcentre Plus, with a similar picture

being painted across the region as a result of the

recession.

Organisational development: Currently VODA does

not have a dedicated post for volunteer management,

instead it is undertaken as part of a team that share the

responsibility. VODA does not have a strategy to

increase volunteering at its centre, but it does within the

organisation as part of its role in brokering volunteers

into placements in other organisations. At its volunteer

centre, it comes into contact with people who would like

to volunteer and signposts them to organisations that

are looking for volunteers.

Summary Case Study

Voluntary Organisations 

Development Agency (VODA) 

Transferable Learning Points:

• Support or buddy volunteers can assist 

other volunteers who may need extra 

help by volunteering alongside them 

• Provide younger volunteers with youth 

leadership training so they can contribute

more to the organisation in the long run 

VODA has a board of trustees who are all volunteers

and which has responsibility for how the organisation is

run. The Board represents the views of the wider user

group which has been beneficial to the organisation.

However it is keen to have more volunteers in a

Steering Group role, so that it can improve the services

provided. It is also important to provide support for other

volunteers. For example, peer support is essential for

the Partners in Volunteering project.  
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Web: www.youthactionnetwork.org.uk

Coverage: National

Number of Volunteers: 20 in the central organisation

About the organisation: Youth Action Network is a

national organisation which promotes the principles of

Youth Action and offers specialist support to

organisations that encourage youth-led volunteering. It

offers training, capacity building support, networking

opportunities and awards and funding to voluntary

organisations that support young people to develop their

own volunteering opportunities.

Key Challenges and Opportunities Addressed:

Sustainability, training, understanding volunteers.

Volunteer activities: Volunteers are involved in two

different roles, one group are young reporters involved

with field research collecting information for the

organisation’s website. The other group of young people

are trainers that conduct workshops with organisations

to talk about services available to young people.

Members of both the Young Reporters and Trainers

come to external workshops about Youth Action and talk

to people about the issues surrounding Youth Action.

Attracting volunteers: The organisation is attractive to

volunteers as it gives them an opportunity to travel to

different parts of the country and work with volunteers

from other parts of the organisation that they normally

would not meet. It also gives volunteers a voice on a

national stage to talk about their experiences and

encourage people to get involved in volunteering. Some

of the workshops are working with adults, giving them

an opportunity to experience working with people of all

different ages.

Organisational development: Volunteers are currently

not involved in the management of the organisation but

Youth Action plans to involve them at a strategic level

soon. Volunteering in Youth Action is flexible. However

as the organisation invests so much in training

volunteers, it is important to achieve a level of

commitment so volunteers will be retained. Generally,

retention is not a problem and Youth Action Network

has learnt that the more an organisation invests in the

volunteer in time or training, the higher the retention

rate. Youth Action also spends a lot of time encouraging

team building, and the management of volunteers is

shared between two people. The organisation has

fluctuating volunteer numbers, so by having two people

managing volunteers, they can support each other in

their roles. 

Summary Case Study

Youth Action Network

Transferable Learning Points:

• Be as flexible as possible with your 

volunteering offer and adapt policies 

around safeguarding  

• Involving volunteers can improve your 

organisations’ reputation within the Third

Sector more generally

• Increasing volunteering has costs which

aren't often fully recognised  
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4.0 Success Factors and Learning Points 

This chapter summarises the transferable success factors and learning points within the 20 case 
studies which help to address the key challenges and opportunities in relation to attracting, integrating 
and retaining more volunteers in inland waterway organisations.  

A central theme throughout the case studies is the adoption of an explicit strategy of change focused 
on volunteering but encompassing capacity building, organisational development and promoting the 
increased diversity of volunteers and volunteering opportunities. In practical terms, these strategies 
have resulted in key actions including planned staff development programmes to incorporate volunteer 
management and new partnerships with local organisations to engage new groups of volunteers. 
These actions are linked to a re-assessment of the breadth of roles that volunteers can play in an 
organisation and an increased appreciation of the contribution volunteers can play as co-workers. For 
most of the case studies, this change has been brought about through an investment of time, money 
and management effort, but has brought significant benefits to the organisations considered as a result 
of an increase in volunteering activity.  

Inland waterway organisations have an opportunity to draw on the following success factors and 
subsequent learning points from the case studies in developing and implementing their own strategies 
to increase volunteering. 

4.1 Summary of Case Study Success Factors 

Building Capacity 

Building capacity cuts across a number of the other challenges and opportunities considered, but also 
offers insights in its own right. Whilst most of the larger case study organisations such as the National
Trust have recognised the need for dedicated capacity in the form of volunteer management posts, 
other smaller organisations such as VODA have explicitly integrated roles and responsibilities across 
existing staff. The example of Friends Limited also demonstrates that capacity can be built through 
external co-operation, including with other volunteering organisations, where specific (and potentially 
onerous) regulatory requirements need to be met. 

Corporate Volunteering 

For case studies including the Refugee Council, relationships which link to Corporate Social 
Responsibility agendas have provided a reliable source of volunteers based on mutual understanding 
of organisational objectives as well as personal relationships. Taking the perspective of the Co-op and 
KPMG, these examples offer additional insights into the motivations of these organisations in 
promoting schemes to their employees. The importance of appreciating the objectives of corporate 
schemes and offering appropriate opportunities was emphasised by the experience of Groundwork 
and CSV Environment. These organisations have successfully developed a range of formats for 
employee volunteering which recognise the time constraints and expectations of participants. 



44

Local Focus  

Case study examples such as Cathedral Camps and Groundwork show how volunteers can be 
successfully engaged locally within a national structure. This links to research showing volunteers are 
often motivated by local issues which helps to re-enforce connections between people, local 
communities and places. Picking up one of the themes of the UK Government’s Waterways for 
Everyone (2009) report, inland waterway organisations are well placed to further build on the 
successes of the case studies in focussing on local issues and communities as part of volunteer 
strategies. The report highlighted the important role inland waterways have in the life of local cities, 
towns and rural communities. Key to working more locally is the power of advocacy or 'word of mouth' 
amongst community partners, as demonstrated by CSV Environment's 'Engage' project. This requires 
approaches to be adapted for different settings and target groups and allows local partners to lead on 
engagement. 

Marketing and Publicity

Targeted marketing and publicity can play an important role in attracting volunteers, but dissemination 
of good practice also has a role in terms of building partnerships, as demonstrated by Manchester 
Museum and the Imperial War Museum North in their sharing of the experience of the 'In Touch' 
programme. Similarly, Waterways Action Squad is in the process of developing a Youth Involvement 
Strategy to share their experiences of working with young people within the sector. Targeted use of 
social media, as demonstrated by Youth Action Network can play an important role in integrating and 
retaining volunteers and forms part of the recognition across a number of the case studies of the 
importance of the social aspects of volunteering.  

Organisational Development

The central theme across all the case studies was some form of organisational transformation where 
volunteers are more closely integrated. In practice, case studies such as Kent Library Service
illustrate how organisations have proactively worked with paid staff to address concerns regarding 
volunteers. This has resulted in benefits for the organisation in question, paid staff and volunteers 
alike. A common fear is that volunteers will replace paid staff, but in practice the real benefit is to bring 
a range of additional skills and roles to an organisation. A success factor within this is clear planning 
and documentation of volunteer roles and task descriptions. Leadership from senior managers as well 
as recognition of the costs of integrating volunteers are seen as important success factors, as well as 
dedicated volunteer management roles, formal training and handbooks for paid staff.  

Partnership

Partnership takes a number of forms and is shown to have a range of benefits within the case studies. 
Some partnerships are formal and long standing, for example Mayfield Nurseries and Solent Mind,
or KPMG and the Refugee Council, while others are more ad hoc and relate to specific projects or 
issues. One strength of local partnerships is the ability to target particular groups of new volunteers. 
Another development is volunteer exchanges between organisations, which can offer volunteers and 
organisations a broader range of experiences as well as helping to enhancing retention. Successful 
partnerships are based on a shared agenda between organisations, often taking the form of a 
Memorandum of Understanding.  
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Where partnerships are entering into formal contracting arrangements for service delivery, this needs 
to be underpinned by agreements on lead responsibilities and protocols for issues such as health and 
safety and expenses (see Chapter 5, the Model Volunteering Organisation for a recommended 
approach to expenses).  

Sustainability  

As a perennial issue facing volunteering organisations, financial and organisational sustainability is 
linked to a number of the other challenges and opportunities across the case studies. Volunteers can 
play an important role in directly attracting funding, as demonstrated by the RSPB case study, and are 
being increasingly recognised as legitimate match funding or as an integral part of service delivery for 
contracting, as illustrated by the Refugee Council. In organisational terms, intergenerational 
volunteering, as promoted by RSVP can help sustain organisations in the longer term. More generally 
however, all the case studies demonstrate how volunteers enable an organisation to fulfil a number of 
needs across a range of functions, from practical and administrative roles to Trustees.  

Training and Support

Within the context of increasing professionalisation and competition for volunteers and a more 
informed and demanding volunteer base, a number of the case studies serve to highlight integrated 
formalised training and development, both for volunteers (Manchester Museum and Imperial War 
Museum North) and staff (the National Trust). Case studies such as WRVS point to investment of 
time and resources in volunteers as being a key success factor in retaining volunteers whilst for others, 
such as Victim Support and Samaritans, training forms a fundamental pre-requisite of their service. 

Understanding Volunteers 

Generally, the case studies show that organisations have moved away from a paternalistic view of 
volunteers to one which recognises their motivations and regards them as equal. Part of this is 
recognising the volunteering market as a segmented one and developing creative formats and 
structures which appeal to different sections of the community, as exemplified by the National Trust
and also WRVS in cultivating a trusted volunteering 'brand'. Volunteers are attracted to volunteering 
opportunities that can be fitted around other responsibilities, family and social lives. A number of the 
case studies show how organisations have introduced one to one sessions with volunteers to gain a 
better understanding of their aspirations and skills. In the case of Mayfield Nurseries, this can lead to 
a rejection of volunteers who do not match with organisational needs and contrasts with CSV
Environment's non-rejection policy. The scale of CSV enables them to offer a range of opportunities 
to meet volunteer needs and whilst both approaches have merits, it needs to be made explicit to staff 
and volunteers which approach is being adopted by the organisation. 

Volunteer Diversity  

Another key theme across a number of the case studies was the development of strategies to diversify 
the volunteer base, in particular amongst under-represented groups such as young people, black and 
ethnic minorities and people with disabilities. Success factors including targeted marketing and local 
partnerships were illustrated by Brighton University and Kent Libraries. An important aspect to 
developing a more diverse volunteer base is offering a wider range of volunteer opportunities and 
being flexible about these opportunities, as demonstrated by Age UK.
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Success was also linked to wider changes in relation to organisational development outlined above 
and a specific consideration of addressing the barriers faced by volunteers. 

4.2 Summary of Transferable Learning Points  

This section brings together the transferable learning points highlighted in Chapter 3 and presents 
them in terms of the factors that help attract, integrate and retain volunteers. Points have been ordered 
and grouped in terms of the types of actions that have formed part of change programmes within case 
study organisations. 

Transferable Learning Points - Attracting Volunteers 

Attracting volunteers from diverse backgrounds offers organisations new, different and valuable 
benefits
Community advocacy can be powerful for attracting new volunteers locally 
Ensure there is a wide range of opportunities available including flexibility about timing and length of 
commitment 
Use different methods of recruitment and different messages to reach different sections of the 
population
Provide varied opportunities for under-18’s to volunteer - tailored opportunities such as summer 
camps offer a safe and time-limited format
One-day activities give volunteers a good introductory taster of volunteering, but can often lead to 
longer term and sustained involvement 
Members offer a good start point for increasing volunteering as they are already 'warm' and 
sympathetic to the cause, hence it is much easier to draw them further in than recruiting from cold 
Accreditation is appealing for some volunteers, but by no means all - younger and older people may 
be less interested, but those seeking employment are more likely to want to strengthen their CV  

Transferable Learning Points – Integrating Volunteers 

Training and volunteer management should be integral to organisations' management processes 
Develop volunteer role descriptions alongside paid staff and address any overlaps 
Give paid staff explicit roles and responsibilities for supporting volunteers to enrich their jobs
It is important not to underestimate the amount of time needed to adequately manage and supervise 
volunteers 
Reassure staff that volunteers are not replacing existing jobs and provide them with information, and 
opportunities for discussion and consultation  
It is important to be selective when matching volunteers to opportunities to make sure volunteer and 
organisations' needs are met 
Ensure senior management ‘buy-in’ is communicated to all staff 
Volunteers can themselves successfully become managers or leaders of other volunteers, including 
young people  
Adopt a structured volunteer policy that includes disciplinary guidelines for staff and volunteers and 
provide staff training  
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Transferable Learning Points – Retaining Volunteers 

Constantly evaluate how the organisation can improve the relationship with volunteers through 
consultation to develop a better understanding of expectations and issues  
Dedicated volunteer management allows time for liaising with volunteers on a one-to-one or group 
basis, raising confidence and fostering integration  
Recognise and nurture the importance of social aspects of volunteering 
E-newsletters and social networking are good ways to keep in touch with volunteers and to build a 
community of volunteers over distances 
Invite volunteers to get involved in consultations and meetings to ensure their views have equal 
weight to those of paid staff  
Communication is key when volunteers only assist for short or infrequent periods of time - keep 
volunteers fully informed of what has happened during the time they have not been volunteering to 
keep momentum and continuity 
Help with fundraising is one way to keep volunteers actively engaged on an on-going basis, but may 
not suit everyone so needs to be part of a range of opportunities on offer 



48

5.0 A Model Approach to Volunteering 

This final chapter illustrates the way in which volunteering could operate in relation to attracting, 
integrating and retaining volunteers within a 'model' inland waterway organisation. This model draws 
upon the key transferable lessons from the case studies set out in the previous chapters as well as the 
experience of CSV to form an exemplar volunteer-friendly organisation.  

Figure 5.1  Model Volunteering Profile 

5.1 Organisational Ethos and Volunteering Policy 

Some of the case study organisations highlighted in the previous chapter have set about developments 
and changes to increase their emphasis on a whole-organisation approach to volunteering. Some 
waterway organisations are also undertaking a process of culture change and workforce development 
in order to achieve a better focus on, and fit with, their volunteers, by integrating volunteering within the 
ways they set out to achieve their overall mission and outcomes. 

Any volunteering strategy or framework should begin with a clear statement of intent about the 
organisation’s commitment to involving volunteers, its purpose in doing so, and its alignment with the 
organisation’s key policies, strategies and objectives. It will also provide a strong link to the 
organisation’s Statement of Values. It is suggested that this statement should be at the heart of our 
model inland waterway volunteering organisation. 
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The model organisation will set out that it intends the quality of the volunteering opportunities that the 
organisation provides to be meaningful, realistic, rewarding and worthwhile. The opportunities should 
take into account the different abilities, capabilities, skill and knowledge levels, capacities and interests 
of a range of different volunteers and their diverse backgrounds. They will not be substituted for paid 
staff positions, nor will they replace staff in situations where a redundancy has been made.  

A model waterway organisation will define what volunteering is or is not and the terms of its scope 
within the organisation. It will recognise that people’s lifestyles, personal circumstances, wellbeing and 
many other factors will influence the amount of time, frequency and the regularity they are able to give 
as volunteers. A range of volunteering opportunities is required to match different individual’s needs, 
for example: 

Occasional 
One-off
Regular 
Short-term
Long-term 
Full time 
Part time 

It will also recognise that there are implications for paid staff when involving more volunteers but that 
volunteers add value and that they are critical to enhancing the number and quality of services, 
projects and programmes that the organisation can provide.  

5.2 Statement of Commitment 

A clear statement is required showing an understanding by the organisation that although volunteers 
provide a valued source of labour, they are not cost free and so a commitment of some modest 
resources of time and funds is required to support the implementation of volunteering. The organisation 
will ensure that volunteers have the necessary financial resources, equipment, office accommodation, 
access and permissions and any other requirements to undertake their work effectively, including 
timely reimbursement of out of pocket expenses. Usually these should be paid according to actual, 
rather than notional expenditure, but for queries in relation to expenses, local HMRC offices offer 
support and guidance.

5.3 Policy Monitoring and Reporting 

Successful case studies show how a model waterway organisation should have monitoring and 
reporting mechanisms in place so that they are in touch with who their volunteers are and how much 
time they give. As well as providing important data for reports, including to funders, this can inform 
marketing and recruitment strategies, and ensure that messages are targeted to specific groups that 
are under represented in the organisation.
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5.4 Organisational Responsibilities 

A model organisation will publicise and promote its volunteering opportunities and regularly update its 
information about volunteering achievements, particularly through using newsletters and its website. It 
will designate responsibility and authority to a member of its staff, who could be a Volunteer Manager, 
or a volunteer for identifying suitable tasks and activities in which volunteers can be involved: for 
encouraging volunteers to come forward with ideas and proposals for new volunteering projects and to 
lead, support, advise and guide them in their day to day tasks. It may consider ‘contracting out’ these 
responsibilities to a specialist volunteering organisation. 

Paid staff are likely to need training and development in order to be able to manage volunteers and 
involve them effectively. In a model organisation, people who are regular volunteers should have clear, 
complete, and current descriptions of the duties and responsibilities of their role, tasks and duties. This 
volunteer task description should be reviewed and agreed with each volunteer. Volunteers should not 
be retained on an open-ended basis or without being subject to a review and their performance to an 
appraisal.

5.5 Screening and Selection 

The majority of organisations considered in the case studies and waterway organisations undertake 
some form of screening and assessment of volunteers. Some case study organisations discussed how 
they consider the selection of volunteers to be of utmost importance to the organisational dynamics, 
with appropriate volunteer selection also aiding retention of volunteers and making the organisation 
more efficient.   

A model organisation’s commitment to diversity and equal opportunity will mean that it believes that 
volunteering should be open to all. Only relevant criteria should be used in a volunteer's selection 
process. An interview should determine the suitability of potential volunteers and their commitment to 
fulfil the requirements of any given assignment. References should be taken up if appropriate, 
depending upon the nature of the task and the length of service for which the volunteer is being 
considered. 

For certain activities where volunteers will have substantial or unsupervised access on a regular basis 
to children or to vulnerable adults, the organisation is required to undertake a Criminal Records Bureau 
(CRB) check. CRB disclosures are free for volunteers.  

5.6 Induction, Supervision and Training 

The majority of case studies described the benefits of a structured induction, quality supervision and 
appropriate training for volunteers. All of these aspects further enhance the ability of an organisation to 
attract, integrate and retain volunteers.   

A model organisation will make new volunteers feel welcome and appreciated for donating their time. 
All new volunteers should attend as a minimum a briefing session and orientation and be adequately 
prepared for the volunteering task they are undertaking. A core training/induction to the organisation 
and its work should be available, as should such essential topics as Health and Safety. 
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Volunteers will be encouraged to attend any other relevant training provided by the organisation, or 
free training that is available locally. For some people, volunteering is an important way of gaining 
experience for work and for moving forward in their employment, training or education. There is an 
important link between volunteering and accreditation for those volunteers who are looking for this and 
can benefit from it as a progression route. 

5.7 Recognition 

A number of case study organisations and waterway organisations highlighted the high importance of 
recognising the contribution of volunteers. Key approaches in a model organisation would be: 

Every person who works alongside volunteers is responsible for acknowledging their contribution 
regularly (this can be a simple ‘thank you’ or organising a local social event for volunteers) 
Every volunteer is entitled to a reference from the organisation on the strength of their volunteering 
To give volunteers certificates of appreciation. Outstanding contributions by volunteers could 
receive special awards 
To organise Awards Ceremonies which will give wider and more public recognition to their efforts 
and senior managers and board members can support such events 
For some people, accreditation and external validation of the skills and knowledge that they 
develop and the experience that they gain through their volunteering will be important 
To consult volunteers, so that they feel their voices are heard and that they are in touch with 
significant developments in their workplace or project 
For regular volunteers to receive information updates from managers and be ‘kept in the loop’ 

5.8 Communication 

A common theme arising from the case studies is the importance of effective communication about 
volunteering within an organisation between volunteers and paid staff. Also, that volunteer stories offer 
great opportunities for an organisation to promote itself and its work, both internally and to external 
audiences via press and media. 

The model organisation will develop a standard Volunteer Welcome Pack and Handbook, to include 
essential information and copies (or summaries) of all relevant policies and procedures that they need 
to know to be able to work effectively. 

Where possible, ‘Case Studies’ and stories of individual or groups of volunteers’ achievements will be 
recorded and collected. These could be featured in the organisation’s publications, its annual report 
and on the website. Opportunities will be sought to publicise volunteers and to promote their 
achievements and successes through ‘good news’ press releases. This can help to enhance the 
organisation’s reputation in the community, reach potential new volunteers, generate new customers 
and create a ‘feel good’ factor for stakeholders. 
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5.9 Diversity and Equality 

Of particular relevance to the waterways sector, attracting volunteers from diverse backgrounds is an 
important issue in reflecting the local communities in which waterway organisations are based. This will 
also promote the waterways sector to a wider audience, ensuring that it reflects the community as a 
whole and making it more sustainable in the future. Whilst acknowledging the importance of its current 
volunteering base, key statements encouraging diversity and equality could be adopted by a model 
organisation. These should positively emphasise how volunteers are actively encouraged from a wide 
cross-section of backgrounds and experiences, to ensure a diverse range of people take part and that 
the profile of the residents who are involved is as wide as possible.

The organisation will do everything it can to make volunteering opportunities available to everyone, 
including making reasonable adjustments for volunteers with disabilities. There is no minimum age 
requirement for volunteers, provided they are undertaking suitable tasks for which there is no legal 
minimum, they are supervised and not left alone and a parent or guardian has signed to give their 
permission if they are under 18. The organisation will not specify a volunteer upper age limit and 
recognises the contribution made by older volunteers for their valuable knowledge and experience.  

5.10 Health and Safety, Information and Data Protection 

Health and Safety is always an important aspect of working with volunteers within the waterways 
sector, as well as working with partners. A model waterway organisation will set out that its policy is to 
ensure the health, safety and welfare of all volunteers, so far as is reasonably practicable, by 
maintaining a safe environment without risks to health for all volunteers. It will provide appropriate 
instruction, training and supervision to ensure the health, safety and welfare of volunteers.

Risk assessments should be undertaken and risks considered of any activities in which volunteers are 
involved, which should be logged and recorded in exactly the same way as for employees.

Personal information recorded about volunteers should be stored and maintained with appropriate 
safeguards for confidentiality. Under data protection legislation, volunteers are entitled to access their 
own records and may request a copy. Volunteers should be advised of the need for confidentiality 
where they have access to sensitive information. 



53

5.11 Complaints 

It is important to have formal policies and procedures in place to deal with complaints and 
dissatisfaction, before problems actually arise. A model organisation will have considered these factors 
in order to avoid time-consuming and potentially costly disputes. It will encourage feedback and 
comments from its volunteers and consult them on relevant issues. It will recognise that volunteers 
have a right to complain about any aspect of their volunteering and make a Complaints Procedure for 
volunteers available as part of the Volunteers Handbook. 

Complaints or dissatisfaction about the performance or quality of work of a volunteer will arise from 
time to time and these should be raised with them in the first instance by their supervisor. The 
volunteer should be given a fair opportunity to respond and a meeting held to discuss the situation, 
including what will be done to resolve the situation and what steps will be taken to make improvements 
for the future.  

A model organisation will set out its expectations and performance standards clearly so that volunteers 
understand they are to carry out their regular duties on a scheduled and timely basis. Being ‘only’ a 
volunteer should not be an excuse for letting poor work continue without being challenged. Volunteers 
should also be expected to be conscious of their responsibility to the reputation of the organisation and 
for presenting a good image. 
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Annex One: Inland Waterway 
Volunteering Case Studies 



British Waterways
British Waterways is currently in the process of developing and

building upon its knowledge of volunteering, specifically looking at

recognition, resourcing and targeting volunteers. This volunteering

change process is being embedded within the organisation by

‘getting volunteering on the agenda at the highest levels - it has to

be talked about, respected and understood by the leaders of the

organisation’. As a result, ideas about volunteering have ‘started to

permeate down’ through the organisation. 

It is also undertaking training for paid staff tackling volunteering

myths (e.g. volunteers are unreliable, free and unprofessional).

The aim of this training is to raise the profile of volunteers,

incorporating them more fully in the organisation to change

perceptions. British Waterways is also considering the

professionalisation of volunteering and moving away from solely

offering practical opportunities for volunteers by offering a wider

variety of roles. The organisation sees this as one of the biggest

opportunities for the waterways sector in the future, as it can offer

voluntary opportunities in professional skills such as engineering,

health and safety management and marketing.

British Waterways Scotland
British Waterways Scotland is currently considering the

development of a ‘Volunteer Council’ (currently a working title)

across Scotland and especially the lowland canals to provide a

‘local face for volunteering.’ Developments in the waterways sector

in Scotland are two-fold. Firstly, British Waterways Scotland is

bringing waterway organisations together to share a common

vision. This process is about empowering local organisations to

take ownership and develop further volunteering. It is also currently

undertaking a study to understand the decline in membership of

older canal societies and the increase in new third sector

organisations, as it is keen to make sure they grow together in the

future. British Waterways Scotland is aware that volunteers can

find the organisation hard to engage with so they are developing a

new ethos and language. Although it is possible to measure the

economic value of canals it now needs to analyse the

environmental and social return of canals. This will hopefully lead

to stronger links with the community and lead to a higher quality

canal environment and a long-term sustainability of the canals.  

Waterway Case Studies
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The Broads Authority 
Working with volunteers since 1989, there are

currently over 200 volunteers working with the

Authority in a wide range of settings such as habitat

management and site maintenance. Alongside

‘traditional’ volunteers, the Authority provides both

short and long-term work placements in conjunction

with a number of return to work placement agencies

and educational establishments. 

Formal volunteer management processes include the

development of a Code of Practice for Volunteering

and an equality and diversity monitoring system. The

recruitment process of volunteers involves a face-to

face interview, arrangements for a ‘taster day’ for

applicants to experience volunteering in their chosen

work situation. If the applicant is successful, a

volunteer induction process is undertaken focusing

upon health and safety and risk assessment, with

proposals to include a volunteer agreement that

makes clear what the volunteer may expect from the

Authority and what is expected of the volunteer. 

The Authority has found that communication is vital in integrating and retaining volunteers and to demonstrating the Authority’s

commitment. Volunteers are kept aware of developments in the volunteer scheme, encouraged to develop their

understanding of important issues for the Authority and to find out what volunteers within other parts of the Authority do. It

is also important that officers and members are kept aware of the volume and scope of work that volunteers undertake on

their behalf. The Authority is currently developing a volunteer handbook providing a basic reference for volunteers, as well

as considering annual volunteer conferences to publicly acknowledge and celebrate the work of volunteers.

The Broads Authority is also supporting capacity building amongst volunteers, through training schemes and the attainment

of appropriate qualifications. This is reflected in their current volunteering strategy:

Waterway Case Studies

‘In order to achieve fairness and consistent practice… a single
integrated volunteer scheme that facilitates progression and
development should be developed. The scheme must apply across
the whole of the Authority’s work, should form an element of every
Authority post and should actively promote opportunity for those
groups in society currently less represented within the volunteer force.
It is proposed that a review of volunteer training be undertaken and a
training plan developed for delivery across the volunteer scheme. This
would also be embedded through regular performance reviews’.

Volunteering handbook – copyright The Broads Authority
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Essex Waterways  
Essex Waterways is a largely volunteer-led and run organisation,

managing the Chelmer & Blackwater Navigation with just three full-

time employees and a small range of part-time people and a small

army of volunteers.  The work is often carried out in partnership with

other bodies within the waterways sector such as Waterway

Recovery Group and Chelmer Canal Trust; local authorities,

charitable trusts and corporate partners, particularly Essex & Suffolk

Water.  Essex Waterways consciously tries to attract a broad range

of volunteers, for example by organising a planting scheme for Air

Cadets, and schemes involving local employers.  One of the benefits

of partnership working in this way includes drawing upon expertise

in areas such as Health & Safety, planning, construction, financial

management and wildlife management skills, and one of the keys to

gaining funding for activity has been the ability to use volunteer time

as match funding.

Seagull Trust Cruises 
Seagull Trust Cruises was founded in 1978 and is a

voluntary organisation with 500 volunteers and

branches in Falkirk, Inverness, Kirkintilloch and

Ratho. The trust has no members of paid staff and

takes 35,000 passengers on free cruises with

depots in Edinburgh, Glasgow and Inverness.

‘People have a real sense of ownership of the

organisation’ as volunteers are involved at every

level, from management to selling merchandise and

fundraising, as well as the running and sailing of the

cruise boats. Volunteer retention in Seagulls is very

high as volunteer roles are so varied. 

The Trust is also considering partnering with British

Waterways Scotland, allowing volunteers to

exchange with partner organisations. This emerging

concept has developed from a discussion about how

volunteers can help in the wider waterways

community. The benefits of such a concept include

retention of volunteers, giving more variety to

volunteer roles and increasing the commitment of

volunteers to the organisation. The organisation is

also trying to encourage younger volunteers and is

currently in the planning stage of developing a

'floating classroom' to encourage youth involvement. 

Waterway Case Studies

Photography copyright – Seagull Trust Cruses Volunteers
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Waterways Action Squad
The Waterways Action Squad (WAS) builds on the work of the

Waterways Trust and British Waterways with the 'V' volunteering

programme in the north-west of England. The main aim of their work

is to engage more 16-25 year olds to volunteer. As a result, WAS is

currently developing a Youth Involvement Strategy in order to transfer

knowledge of working with young people across the sector.

The main issues for involving young people have been two-fold: it is

important to address the support young people need for volunteering

as well as the barriers that they might encounter. In order to

overcome these issues WAS undertook a survey of young people to

establish a baseline for the project and to gain information about what

young people think about the waterways and why they do/don’t use

it. From this information it then made sure the appropriate support

structures were developed. 

When involving young people as volunteers WAS found that it was

important to make sure that there is adequate support for

longstanding volunteers and so WAS also undertook a consultation

exercise with existing volunteers about what their attitudes towards

young people and what potential issues might be and the type of

support they might need. Part of this process was to reinforce the

point that, by involving younger people, they are adding value to

existing volunteer work. One of the unexpected benefits was the level

of intergenerational work that has developed, as many older

volunteers shared valuable experiences with the younger generation.

In order to broaden its appeal WAS has also diversified opportunities

for volunteers away from the more practical activities such as litter

picking and vegetation clearance to marketing, PR and

administration.

Waterway Case Studies

Photograph copyright – Waterways Action Squad Volunteers
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Waterway Recovery Group (WRG)
WRG is a completely volunteer-led and run group helping to restore derelict canals in Britain and is ‘a co-ordinating force',

not centred on any one specific project. WRG operates by backing up and assisting local groups, with extra labour and

knowledge, and does a big push on either a weekend or week long dig'. WRG runs about 25 week-long camps a year and

six regional groups which usually run weekend activities. In total, there are approximately 1000 active volunteers each year.

The purpose is both to achieve direct physical results and also to lead by example, showing the many restoration groups

around the country how to organise themselves and to work to nationally agreed standards. 

Due to the nature of its work, WRG has to

integrate heath and safety into volunteer

training through demonstration and

information videos, verbal briefings and

information booklets outlining site

management, rules and regulations. All

volunteers also get personal protection

equipment and training to operate machinery

that they may need to use on the camps. 

Within WRG, there is a ‘micro-management'

organisational structure that involves more

experienced volunteers helping the less

experienced. The camps are partly funded

by volunteers who cover the food costs for

week long camps, with some funding from

partnership arrangements. Volunteers also

carry out fundraising, for example the ‘Right

Tool for the Right Job’ appeal in 2004

fundraised to improve equipment and was

completely volunteer-led.

Waterway Case Studies

Publicity material – copyright Waterway Recovery Group

Publicity material – copyright Waterway Recovery Group
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