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How do you make the most of the volunteers who give their time and talents to your
organisation? Since it was ﬁrst published in 1994, The Complete Volunteer Management
Handbook has been the leading resource for equipping managers of volunteers to do just that.
This completely revised fourth edition focuses on the essentials you need to know as well as
providing background statistics and examples of best practice. Written by four of our most
experienced experts on volunteering, it includes details on how to:
Improve your volunteer management strategy
Make the most of fresh opportunities, taking into account current trends in volunteering
Create a comprehensive volunteering programme
Measure the impact of volunteering against your aims
Match the right volunteers to the right roles and improve working relationships
As the most complete reference guide to volunteer management available, its wealth of
practical information and advice will beneﬁt both new and experienced managers.

‘A no-nonsense guide to involving people who give their time. This book goes
beyond the basics by including chapters on speciﬁc challenges. It oﬀers both
practical pointers and research-based perspectives on the topic for those who
want to explore a little more.’
Ruth Leonard, Chair of Association of Volunteer Managers and Head of Volunteering Development,
Macmillan Cancer Support

‘This is a hugely comprehensive book that I would recommend not only to
people involved in managing volunteers, but also to public sector leaders
and policy makers.’
Paddy Hanrahan, Managing Director, HelpForce
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‘The Complete Volunteer Management Handbook is an excellent resource for
volunteer managers. Through its clear and practical advice, even more volunteers
will be supported, creating an even greater impact for our communities.’
Jenny Betteridge, Strategic Lead Volunteering, Sport England

‘Having worked for more than 30 years in the volunteer management space, I
highly recommend this book. It provides a comprehensive and clearly written
pathway for the running of any successful program. Most importantly, it
recognises the complexities of volunteer leadership in the 21st century and deals
with issues far beyond the usual suspects of recognition, reward and recruitment.’
Andy Fryar, Better Impact Pty Ltd, Australia

‘This is a hugely comprehensive book that I would recommend not only to
people involved in managing volunteers, but also to public sector leaders and
policy makers so they can consider the benefits of volunteers to their services.
This book reminds us that volunteers offer more than their time and skills, the
gift they are offering is personal contact, human experience and the simple intent
to make someone else’s day better – and that goes a long way to making life
better for all involved. To maximise the value of volunteering requires good
quality management, and this handbook sets the bar rightly high.’
Paddy Hanrahan, Managing Director, HelpForce

‘This book is a really practical starting point for people looking to involve
volunteers. It covers the range of issues likely to come up in a readable,
approachable way.’
Denise Hayward, Chief Executive Officer, Volunteer Now

‘A valuable source of information for anyone seeking to empower and support
volunteers through effective management, enablement and support. The book is
well researched, clearly presented and easy to navigate quickly.’
Rebecca Kennelly, Director of Volunteering for Royal Voluntary Service

‘A no-nonsense guide to involving people who give their time. This book goes
beyond the basics by including chapters on specific challenges. It offers both
practical pointers and research-based perspectives on the topic for those who
want to explore a little more.’
Ruth Leonard, Chair of Association of Volunteer Managers and Head of Volunteering
Development, Macmillan Cancer Support
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‘There is a Greek proverb that says, ‘‘a civilisation flourishes when people plant
trees under which they will never sit’’. If you need a roadmap and guide on your
journey in helping people plant those metaphorical trees through donating their
time and talents to your cause – then this is the book you need to read. It’s
packed full of expert advice and handy hints and tips to help you get your
volunteer management right for your organisation and perhaps most importantly
your volunteers.’
Alan Murray, Head of Volunteering and Employee Engagement, RSPB
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This book is dedicated to Susan J. Ellis, founder and President of
Energize Inc., Philadelphia, USA.
For more than forty years Susan provided leadership and inspiration
to leaders of volunteer engagement around the world.
Susan’s impact on volunteer management was huge. Without her,
volunteer management wouldn’t be what it is today.
Susan J. Ellis
18 March 1948 to 24 February 2019
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l

l

l

l
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leading campaigns and stimulating debate on key policy issues that affect those
groups;
carrying out research and providing information to influence policymakers, as
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Foreword from the
University of Kent
Volunteers play a crucial role in a wide range of organisations, from health care
to sport and from care for the elderly to education. How these volunteers are
managed is fundamental to this role, as volunteers must feel that their time has
been well organised and that they are equipped to make a difference. At the
University of Kent, we are proud that our research is used in practical ways, such
as this book, to contribute to the establishing and sharing of best practice. It is
central to our role as academics that we address not just theoretical questions but
also practical solutions; through the partnership of academic knowledge and
practitioner experience, this book does that for the vital task of volunteer
management.
Professor Karen Cox, Vice-Chancellor, University of Kent
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Foreword
Volunteering is integral to the way British society functions, and there is no
doubt that volunteering is a huge benefit both to the individuals who partake of
it and to the wider community. There are few people who have not been touched
by volunteering at some time in their lives, whether as a giver or receiver. They
may not have even realised they were volunteering with a capital ‘V’, or indeed,
on the other side of the coin, that they benefitted from the help of volunteers.
People choose to volunteer for a variety of reasons, in a large part because they
know that they are helping others, but also because they gain valuable experience
and enjoyment from the process. As a retired athlete I well and truly understand
the importance that volunteering had on my own sporting career. The majority
of my coaches were volunteers. In addition to the attention they gave to
individual athletes within the clubs like myself, they also gave up significant
amounts of time to attend coaching courses and further develop their own skills.
I have fond and grateful memories of those who were there in the wind, rain and
sometimes sunshine who believed in me and the other athletes with whom I
trained. They sought to bring out the best in me.
In an evolving society where there is competition for people’s time there are
many routes to becoming a volunteer. My first job on graduating was to support
a group of volunteers in a sports programme. What I learnt from that role
undoubtedly helped develop my own skills, challenged me constantly, and that
know-how I use every single day.
Individuals need to be inspired with volunteer opportunities that connect with
them. It is also important that their contribution is recognised, valued and
supported. To do that well, requires aptitude, thoughtfulness and an understanding
of what and why people want to contribute. They are a set of attributes that can
only be acquired through hard work and dedicated personal development.
This book provides extensive guidance on effective volunteer management,
matching people to the right roles and creating an effective volunteering strategy.
It is a valuable resource for everyone who works in this hugely significant aspect
of our lives.

Baroness Grey-Thompson, DBE, DL

xv

M1810

Directory of Social Change – The Complete Vounteer Management Handbook

Marlinzo Services, Frome, Somerset

3B2 Version Number 8.07t/W (Aug 8 2005)

{jobs}M1810 (DSC - Complete Volunteer Management Handbook)/00 CVMH Prelims.3d

Date: 14/8/19

Time 12:13pm

Page 16 of 20

Acknowledgements
The publishers and authors would like to thanks the following individuals and
organisations who have given so freely of their time and experience in order to
provide or give permission for text, examples, case studies and advice.
Jenny Betteridge, Denise Hayward and Ruth Leonard, for looking over the
manuscript at an early stage and making insightful comments.
Professor Karen Cox, Vice-Chancellor, University of Kent and Baroness GreyThompson for sparing their valuable time to contribute forewords.
Chapter 1: An introduction to volunteer involvement
Indiana University Press for permission to quote from Marc A. Musick and John
Wilson, Volunteers: A social profile, 2007, p. 50.
NCVO for permission to reproduce the quality experience wheel from their Time
Well Spent report.
Chapter 2: Planning for high-impact volunteer involvement
East Anglia’s Children’s Hospices, Football Beyond Borders and Samaritans for
permission to quote from mission statements on their websites.
Chapter 3: Embedding volunteer involvement
Blue Cross for a case study.
The Institute for Volunteering Research for permission to quote from Angela
Ellis Paine and Justin Davis Smith, Exhibiting Support: Developing volunteering in
museums (also chapter 5)
Chapter 5: Recruiting volunteers
British Red Cross for top tips on writing a convincing volunteer message.
Chapter 8: Managing and empowering volunteers
Jossey-Bass for permission to quote from James Kouzes and Barry Posner, The
Leadership Challenge.
Chapter 13: Building and maintaining relationships with volunteers
United Parcel Service Foundation for permission to quote from Managing
Volunteers: A report from United Parcel Service.
Chapter 14: Building staff and volunteer engagement
Energize Inc. for permission to quote from the blog post Start early: Teaching
students about volunteering, not simply doing it.

xvi

M1810

Directory of Social Change – The Complete Vounteer Management Handbook

Marlinzo Services, Frome, Somerset

3B2 Version Number 8.07t/W (Aug 8 2005)

{jobs}M1810 (DSC - Complete Volunteer Management Handbook)/00 CVMH Prelims.3d

Date: 14/8/19

Time 12:13pm

Page 17 of 20

Preface to the fourth
edition
This book, now in its fourth edition, is a practical guide to the profession of
volunteer management. There are thousands of books on various aspects of
managing paid staff, but managing volunteers is fundamentally different from
managing paid people. Although there are some similarities, these areas differ
dramatically in other respects. People who try to manage volunteers as though
they are the same as paid staff will not do well in retaining or getting the most
out of their volunteers in today’s world.
Volunteer management is a very young profession, but it is a profession
nonetheless. This book explores the major functions of the manager of
volunteers, the person with overall responsibility for volunteer engagement in an
organisation, and all those who manage volunteers in an organisation. Although
it has a focus on how that role is practised in the UK, the principles apply to
other countries as well, and previous editions of this book have been translated
into four languages.
The first edition of this book was based on Volunteer Management, published in
the USA by Steve McCurley and Rick Lynch. Although Steve has regrettably
retired, much of the content of this book is based on his unique and, frankly,
brilliant insights into the nature of volunteer engagement. Without his
contributions, the profession would be vastly less effective.
The book begins with an overview of the profession. It then has chapters
exploring various skills that managers of volunteers need in order to play their
role effectively: skills in planning, role design, recruitment, screening and
interviewing, training, supervision, motivation, consultation and evaluation.
Each chapter can be used as a stand-alone document, guiding the manager of
volunteers on specific aspects of the role. There is, however, a logic to the
arrangement of the chapters. Planning leads to role design, which leads to
recruitment, which leads to interviewing and placement, which leads to training,
which leads to supervisory and motivational concerns.
The chapter on planning (chapter 2) introduces the concept of strategic volunteer
management. For too long, non-profit organisations have had a scarcity
mentality. They are always lamenting their inadequate funding, chafing at the
limits of their financial resources. By involving volunteers in non-traditional,
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PREFACE TO THE FOURTH EDITION

mission-critical roles, as described in this book, non-profits can overcome their
financial constraints.
There are a variety of trends, discussed in this book, that have been in play for
quite some time but have now reached a point where they can no longer be
ignored. For a long time, we have managed volunteers as though they were paid
employees, often confining them to useful, ancillary functions. This ‘human
resources model’ still works with people who volunteer as an alternative to
working for pay. But most people today volunteer as an alternative to other uses
of their leisure time. Engaging them and keeping them engaged requires a
different approach.
The main thing to keep in mind is that volunteering is voluntary, which means
people will give you their time to do what they want to do. Employees will do
lots of things they don’t want to do, but volunteers increasingly will not.
The chapter on role design (chapter 4) introduces the reader to the concept of
designing roles for volunteers that are as appealing as other uses of their leisure
time. We need to make sure the volunteer is doing something that they want to
do. Part of that is about matching a volunteer’s motivations to the work that
needs to be done, but part of it is also about designing the role so that it has
some of the same motivational characteristics as leisure-time activities. The
volunteer’s role should not feel like a job, in the traditional sense.
The principle of making sure volunteers are doing something they want to do
also underlies a key difference in recruitment. When we recruit people to work in
a paid position, we may try to convince them that we are the right organisation
for them to join. When it comes to volunteers, recruiting is about showing
people that they can do something they already want to do.
Non-profit organisations exist to solve community problems or meet community
needs. In every community, there are people of goodwill who care deeply about
those problems or needs, but often feel helpless to do anything about them.
Recruiting is about letting those people know that there are opportunities to help
solve those problems or meet those needs.
Nowhere is the difference between managing paid and volunteer staff more
evident than in the function of interviewing and screening. When we interview
people for a paid position, we appropriately focus on finding someone who most
closely matches the skills, knowledge and attitudes we need; we try to find the
right person for the job. When we interview volunteers, our primary focus is on
finding the right job for the person. The chapter on interviewing and screening
(chapter 6) points out that this ‘right job’ may be one we hadn’t previously
imagined anyone doing.
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The principle of making sure volunteers are doing what they want to do also
applies to supervision. While new volunteers appreciate being told what to do,
that approach tends to breed resentment over time. In the chapters on
management, we lay out a strategy whereby the volunteer’s manager or
supervisor can allow volunteers to control their own actions while ensuring that
the volunteer does the right thing (see chapters 8–13).
The thing that makes volunteer management tricky is that what a volunteer
wants to do may change over time. Part of the task of the manager of volunteers
is to keep in regular contact with volunteers and see whether they would be more
satisfied by doing something other than their current role.
In the UK, managers of volunteers have become quite sophisticated in their
volunteer engagement strategies in recent years. In larger organisations where
volunteers are supervised by other staff, that knowledge must be shared with
those staff. This implies a new role for the manager of volunteers, one in which
they act as a coach and an internal consultant to other staff to help them do a
good job of applying the principles contained in this book.
This changing role of the manager of volunteers is one of the topics covered in
the chapter on building staff and volunteer engagement (chapter 14). This
chapter addresses the concerns staff might have about volunteers having
significant responsibility and offers a strategy for allaying those concerns. The
chapter contains several practical tips for getting staff on board.
Volunteers do not work for money, but they do receive a ‘motivational pay
cheque’. They are rewarded by satisfaction of their motivational needs. This
theme, which runs throughout the book, is expanded upon in the chapters on
supervision and retention (particularly chapter 13).
When paid people are managed in demotivating ways, they will still come to
work, at least until they find other employment. Volunteers, increasingly, will
not. In the chapter on building and maintaining relationships with volunteers
(chapter 13), we offer practical advice on creating a volunteer experience that
builds the volunteer’s self-esteem and may even make their volunteer role the
best part of their life.
This book also contains a chapter on measuring volunteer impact (chapter 15).
Traditionally, when non-profits have been asked to put a financial value on their
volunteer programme, the response has simply been to multiply the number of
volunteer hours spent by how much it would cost to pay a person. In this
chapter, we present a method for measuring the value of the difference
volunteers make in adding value to an organisation.
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PREFACE TO THE FOURTH EDITION

The fact that this book is in its fourth edition is a testament to its continued
relevance and value to managers of volunteers. The addition of two new authors
(both leading academics working on volunteering and non-profits), alongside a
leading expert in volunteer management practice, means that this is the most
complete and up-to-date version of the world’s best-selling book on volunteer
engagement, and it will continue to be a go-to resource for leaders and managers
working with volunteers for years to come.
Rick Lynch
September 2019
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1

An introduction to
volunteer involvement

This is a book about volunteering, volunteer management and how organisations
can make the most of the time and talents of volunteers. In it you will find
advice, evidence and examples of practices from the UK and beyond. This advice,
supported by experience, statistics and examples of best practice, will help anyone
who manages volunteers, or has strategic responsibility for managing them, to
make the case for volunteering within their own organisation and to establish the
need to put adequate resources into the engagement of volunteers.
This chapter will first establish our approach in writing this book, what we are
aiming to do, and how we approach volunteering and volunteer management.
Next it gives a brief overview of volunteering in the UK, including trends and
changes in volunteer engagement and management. We review the language and
terminology used around volunteering and managing volunteers, and we
consider reasons for volunteering and how the volunteering population is
changing.

1.1

OUR APPROACH: VOLUNTEER MANAGEMENT IN THE
2020s

This book is written mainly from the perspective of a formal volunteer
programme within an organised structure. Those of you in less formal structures,
and those of you in much smaller organisations, will quickly note that many of
the recommendations are probably more intensive than you either need or can
implement. This is intentional – the idea is that it is easier for you to discard
items that are beyond your needs than to have to invent them on your own.
Our goal is that anyone who has responsibility for volunteers in their
organisation should be able to pick up this book and learn the essentials needed
for successful volunteer involvement. Some may choose to read the book from
cover to cover while others may want to dip in and out as needed. It is our aim
that, regardless of how you use this book, it will become your go-to source on all
things related to engaging volunteers and ensuring that they can be as effective as
possible for your organisation.
Before we begin to explore volunteer management and the key topics that those
who manage volunteers should consider, it is first necessary to be clear what it is
that we are talking about.
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What is volunteering?
If we are to talk about volunteering and volunteer management, we need to start
by defining what is meant when we talk about ‘volunteers’. This may seem
obvious, especially to those of you who are managing volunteering in an
organisation. However, it is an area that can lead us into knotty debates, which,
if unresolved, may distract us from tackling the problems that face us.
Consider these examples. A person who, without financial compensation, cares
for patients under the supervision of a manager of volunteers in a hospice is
obviously a volunteer. But what if the person carries out the same activities for a
neighbour, unconnected to a hospice? What if the neighbour is the person’s
mother? What if the person undertakes these activities at the hospice in order to
keep receiving their state benefits or allowances?
While it may seem that quibbling about the definition is simply an intellectual
exercise, the definition that is chosen affects statistics about how many people
volunteer and has an impact on how these people might need to be managed.
Many people who do voluntary work don’t consider themselves to be volunteers
(sports coaches, for example) and may not answer ‘yes’ when asked whether they
volunteer. Therefore, different positions on such definitions may also affect how
people are treated by managers and through policy, and whether members of the
public are prepared to put themselves forward to do the work.
There is no universal definition of volunteering. The UK legal system does not
provide an overall definition of volunteering, but some legislation and
regulations define volunteering – in slightly different ways – for their specific
purposes. Following a comprehensive review of both academic literature and
policy documents, Eddy Hogg provided a broad definition of volunteering as
‘any act that involves giving time and effort, for no financial payment, of free
will, to provide for those beyond one’s own close family’.1
This definition is inclusive of both formal volunteering – undertaken with an
organisation – and informal volunteering – undertaken without an organisational
structure. Therefore, for the purposes of this book, we need to add a further
element to our definition of volunteering: that it takes place through an
organisation where it needs to be, to various extents, managed.
It should also be noted that numerous attempts have been made to find an
acceptable alternative to the word ‘volunteer’, without success. In the UK and the
USA, at the time of writing, the notion of ‘service’ is in vogue as an alternative to
‘volunteering’. The notion and associated language of ‘social action’ have also
become popular among policymakers and some organisations that seek to
encourage and support youth volunteering.

2

M1810

Directory of Social Change – The Complete Vounteer Management Handbook

Marlinzo Services, Frome, Somerset

3B2 Version Number 8.07t/W (Aug 8 2005)

{jobs}M1810 (DSC - Complete Volunteer Management Handbook)/18 CVMH Index.3d

Date: 14/8/19

Time 12:17pm

Page 235 of 244

Index
Page numbers in italics refer specifically to Figures.
3R Promise 164–65
accessibility (physical) 65
AccessNI 79
achievements see recognition
advertising, recruitment 47–48
advisory groups and
committees 134–35
age 6, 12–13, 64, 125, 128
agreements, volunteer 33, 80, 84
ambient recruitment 60–61
anniversaries 188–89
application forms 75
appraisals
first-year 189
follow up 154
forms 153
meetings (appraisal
sessions) 153–54
purposes 151, 153
system components 152–54
terminology 151
apprenticeship approach 68
assigned volunteers 117–18, 226
Association of Voluntary Service
Managers (AVSM) 227
Association of Volunteer Managers
(AVM) 227
attractor events 62
authority 40–41, 97–101, 116, 131–32
Bean, Reynold 180
beneficiaries 5
needs of 94
resistance from 141
service evaluation 221–22
benefits, welfare 137

Blue Cross 27
British Red Cross 56
Brudney, Jeffrey 184
buddy systems 68, 87, 115, 140, 188
burnout 67, 96, 153–54
calendars, online 100
cause orientation 85
Charities Aid Foundation (CAF),
World Giving Index 8
check-in and review see appraisals
Clary, E. Gil 9
Clemes, Harris 180
closed system recruitment 60
clubs see volunteer groups
Commission on the Voluntary Sector
& Ageing 13
committees, volunteers on 132–35
communication 66
appraisals 152–53
new volunteers 187–88
past volunteers 184–86
remote volunteers 115
two-way 106–7
community engagement see partner
engagement
community groups 48–49
Community Life Survey 5–6, 9, 125
concentric circles recruitment 57–58
conflict see personal relationships
connectedness 114–15, 180–81, 185–86
contracts, use of 4
corporate social responsibility
programmes 143, 144
criminal record checks 79–80
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INDEX

culture, organisational see
organisational climate
customers see beneficiaries
CV enhancement 91
data protection 34, 62
decision-making 66, 180
director of volunteering role 5, 108–10,
203
disabilities (amongst volunteers) 7, 65
disciplinary procedures 170–72
Disclosure and Barring Service
(DBS) 79
Disclosure Scotland 79
discrimination 7, see also diversity
dismissals see release (of volunteer)
distance management 113–19
diversity 7, 63–66
drop-in volunteers 123
East Anglia’s Children’s Hospices 18,
20
education levels 6
Ellis, Susan J. 27, 209
employability, government
programmes for 137–40
employee volunteering 142–45
employment status and rights 4, 91,
148
empowerment 97–101, 104, 181–82
entrepreneurial characters 115–16
equality 180, 209
equivalent wage system (of valuing
volunteer time) 220
ethnicity 64
evaluation see also reports
beneficiary-based 221–22
data and evidence 216–18
in-house or outside experts 215–16
measuring challenges 213–15
purposes and
considerations 211–12
standards-based 222–23

events
celebratory 115, 191–92
partner engagement 59
volunteer jobs 121–23
volunteer recruitment 61–63
executive committee see governing
bodies
ex-offender volunteers 141–42
expectations
and misperceptions 187–88
and obligations 4
of staff 38–39
performance management 180–81
expenses policy and payments 4, 33,
64, 65
external standards 222
family volunteers 120–21
female participation see gender
financial resources see also return on
investment (volunteer involvement)
for volunteer involvement 30, 33
goal prioritisation 19
savings through use of
volunteers 26–27, 220–21
supported volunteers 130
FLEXIVOL 126
floating volunteers 118–19
focus groups 29–30, 221
Football Beyond Borders 18, 20
formal volunteering 2
funders (external) 215
game design 40
Gaskin, Katharine 126
GDPR (General Data Protection
Regulation) legislation 34, 62
gender 6, 13
GoldStar Programme 65
governing bodies 30, 99, 132–34
group volunteering 67, 119–20, 143
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INDEX

health and safety 168
Helping Out survey 6, 8, 12, 64, 177
Heritage Volunteering Group 228
Hogg, Eddy 2
immigration regulations 77
impact 212
induction see orientation
informal volunteering 2, 66
Institute for Volunteering Research 25,
64, 65, 218, see also Helping Out
survey
insurance 168
international comparisons 8–9
interviewing (potential volunteers)
interviewer(s) 73–74
location 74–75
preparation 75
purposes 71–73
second interviews 77, 78
interviews (staff) 29
Investing in Volunteers 222
Jackson, Rob 27
job substitution or replacement see
staff (paid), replacement by
volunteers
job titles 5
Kamerade, Daiga 11
Kouzes, James 96
language and terminology 2–5, 212
The Leadership Challenge (Kouzes and
Posner) 96
leadership support 30, 107–10, 181,
202
leaflets and posters, recruitment 47
legal issues and obligations 80
data protection 34, 62
employment status 4, 91, 148

legal issues and obligations—continued
immigration and visa
regulations 77
volunteering definition 2
leisure, serious 14
LinkedIn groups 228
living wage system (of valuing
volunteer time) 219
long term involvement, encouragement
of 13–14, 183–84
lost capacity (of volunteer) 167–68
management and supervision scenarios
109–10
management committee see governing
bodies
management volunteers 131–32
manager(s) of volunteers 4–5
acknowledging correct
behaviour 105
advice for new appointees 225–28
balancing needs 93–96
empowerment (and control) of
volunteers 97–101, 115–16,
139–40
frameworks 179
management and supervision
scenarios 109–10
meetings 106, 180
role and responsibilities 203–4
volunteer support 89–90
meetings and communication 106–7,
180
Meijs, Lucas 184
mentoring 68, 115, 140, 188
misperceptions 187–88
mission, organisation 17–18, see also
vision
and organisational values 105
dangers of volunteers working
beyond 95, 99, 160–62
role of volunteers 14, 19–21, 201
translation into policies 102–3
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mission, organisation—continued
use in recruitment message 52
monitoring see also evaluation
data and evidence 216–18
in-house or outside experts 215–16
measuring challenges 213–15
purposes and
considerations 211–12
motivation 175–77, see also volunteers,
needs of
and performance management
problems 160–62
skilled volunteers 155–56
sociological approaches 10–11
volunteering behaviour 9–10
motivational circles 94–95
Musick, Marc A. 11
National Association of Voluntary
Services Managers (NAVSM) 228
National Council for Voluntary
Organisations (NCVO) 15, 228
networking 227–28
NHS 221
non-abandonment policy 161
notional imputed wage system (of
valuing volunteer time) 219–20
notional wage value of volunteers 220
Office for National Statistics 13
older people 128–29
online volunteering 116–17
on-the-job training 89
operational (working) policies and
procedures 103–4
organisation, needs of 94
organisational climate 30–31, see also
working environment
orientation
employability programme
volunteers 139
existing staff 147–48

orientation—continued
initial weeks 187
new volunteers 83–87, 114, 152
young people 127
outcomes 212
outputs 212
ownership 40
partner engagement 58
Pathways Through Participation
research project 11
performance management see also
appraisals; release (of volunteer)
corrective action 159–60
evidence and documentation 169,
171–72
expectations 180–81
highly motivated
volunteers 160–62
identifying problems 156–58
lost capacity (of volunteer) 167–68
measures of success 41, 213–15
new volunteers 187–89
priorities 116
problem resolution 158–60, 165–67
unsatisfactory, reasons for 154–56
personal development 10, 91
personal relationships 154–55, 197,
199, 202
personnel information systems 34–35
policies and procedures 33–35, 102–4
disciplinary 170–72
expenses 4, 33, 64, 65
recruitment and selection 64, 65
safeguarding 33, 126–27
volunteer agreements 33, 80, 84
volunteer policy 33, 200–201
volunteer roles 161–62
positive action 65
Posner, Barry 96
post-employment volunteers 128–29
presentations, external 48–49
printed recruitment information 47
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prioritisation 116, 225–26
prisoner volunteers 141–42
private sector 3
pro bono volunteering 142–45
problem behaviour see performance
management
problem solving 90
procedures see policies and procedures
progress planning see appraisals
progress reports 100
progression opportunities 65
public sector 3
publicity, recruitment 47–48
recognition 66
formal systems 115, 191–92
informal (day-to-day)
practices 192
rules for 193–95
recruitment see also diversity
advisory groups 134–35
ambient 60–61
concentric circles method 57–58
effective recruitment
messages 52–54, 54, 65
employability programmes 138–39
first impressions 186–87
health and physical
requirements 129
importance of role descriptions 42,
43, 45, 50, 52–53, 65
interviews 72–73, see also
interviewing (potential
volunteers)
problems 45
process types 46
screening and reference
checks 78–80
supported volunteers 130–31
targeted recruitment 50–57
turning away potential
volunteers 77–78, see also
volunteers, rejection

recruitment—continued
use of events 61–63
warm-body 46–49
Red Cross see British Red Cross
reference checks 79
rehabilitation of offenders see exoffender volunteers
release (of volunteer) 78
documentation 169, 171–72
principles and framework 163–65
procedure 169–72
reasons for 163
religion 6
remote volunteers 113–17
reports
audiences 213, 215
for senior management 108
progress, volunteer 100
reputational risks 138, 140
resignations 177–78, 184–85
responsibility 40–41, see also authority
retention 54, 184
retired professionals 43, see also postemployment volunteers
retirement, volunteer 167
return on investment (volunteer
involvement) 218–21
risk management
employee status claims 91
government programmes 138, 140
lost capacity of volunteers 167–68
prisoners and ex-offenders 142
Rochester, Colin 63
role descriptions
importance of in recruitment 42,
43, 45, 50, 52–53, 65
review and amendment 152, 153,
178
written form 41–44
roles (for volunteers)
changes to 190
design of 37–39, 95, 178, 182,
201–2, 208–9
employability programmes 138
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roles (for volunteers)—continued
employee volunteering 143–44
ideal 95
identifying volunteers 71–72,
75–77
paid staff as volunteers 146–47
short-term, entry-level 183
splitting 66–67
support activities 182
volunteers or paid staff 19
rules see policies and procedures
safeguarding
criminal record checks 79–80
policies 33, 126–27
prisoners and ex-offenders 141
volunteer groups 119, 120
safety concerns 64
Samaritans 18, 20
savings, warning on use of 220–21
self-assignment see empowerment
self-esteem 180–82
self-starters 115
senior management, support of see
leadership support
service users see beneficiaries
short term involvement,
retaining 183–84
SMART(ER) objectives (for volunteer
involvement) 21–22, 212
Snyder, Mark 9
social context for volunteering 10–11
social orientation 86–87
software packages 35
speaking engagements see
presentations, external
staff (paid)
and engagement of
volunteers 28–30, 227
as volunteers 146–48
involvement in volunteer role
design 37–39, 201–2
management of 95–96

staff (paid)—continued
planning process 28–30
relationships with
volunteers 154–55, 197, 199, 202
replacement by volunteers 207–9
resistance from 141, 204–7
support for volunteer
policy 199–202, 226
volunteer recruitment 51–52
standards-based evaluation 222–23
stopping see resignations
strategic planning 18–19
checklist for volunteer
involvement 32–33
policies and procedures 102–3
students 126
success, measuring 41, 213–15, see also
performance management
supported volunteers 129–31
surveys
service evaluation 221
staff attitudes 28–29
suspension (of volunteer) 171
system orientation 85–86
targeted recruitment 50–57
team volunteering 66–67, see also
group volunteering
teams see volunteer groups
tensions (between staff and
volunteers) 95–96, 199, 202
termination see release (of volunteer)
Time Well Spent (NCVO) 8, 14
time, availability of 177
training see also orientation
as a volunteer benefit 90–91
for recruitment 54
ongoing 83
resistance to 91
volunteers 4, 87
formal 87–89, 155, 181
on-the-job 89
trial periods 67, 73, 78

240

M1810

Directory of Social Change – The Complete Vounteer Management Handbook

Marlinzo Services, Frome, Somerset

3B2 Version Number 8.07t/W (Aug 8 2005)

{jobs}M1810 (DSC - Complete Volunteer Management Handbook)/18 CVMH Index.3d

Date: 14/8/19

Time 12:17pm

Page 241 of 244

INDEX

trustees 30, 99, see also governing
bodies
in other volunteer roles 133
UKVPMs 228
unemployed people 43
uniqueness 181
United Parcel Service Foundation 178
values, organisational 31, 104–5, see
also organisational climate
visa regulations 77
vision 17–18, see also mission,
organisation
voluntary sector 3
volunteer agreements 33, 80, 84
volunteer groups 67, 119–20, 143
Volunteer Investment and Value Audit
(VIVA) 218
volunteer involvement (in
organisation) see also volunteers
financial resources
goal prioritisation 19
required 30, 33
savings through use of
volunteers 26–27, 220–21
supported volunteers 130
objectives for 21–22, 212–13
planning checklist 32–33
priorities 225–26
rationale for 19–21, 26–28
return on investment 218–21
volunteer life cycle 186–90
volunteer managers see manager(s) of
volunteers
Volunteer Now (Northern Ireland) 228
volunteer policy 33, 200–201
Volunteer Rights Inquiry 164
Volunteer Scotland 228
volunteering
as an alternative to employment 14
as work 3
benefits 53–54, 90–91

volunteering—continued
changing patterns and
trends 12–13, 190, 197–98
defined 2–3
popularity 5–6
range of activities undertaken 8
reasons for 9–12, 39, 176–77
reasons for not 64
sectors 3
triggers for 11–12
Volunteering England 164
volunteers
as managers 131–32
assigned 117–18
core group of 226
diversity 7
drop-in 123
easing in 67–68
employer supported 142–45
engagement of 14–15, 227
event-based 121–23
families 120–21
fears 53
floating 118–19
needs of 93, 94, 95–96, 176–77, see
also motivation
changing 162–63, 176, 190
prisoner and ex-offender 141–42
recruitment see recruitment
rejection 77–78
replacement by paid staff 209
resignations 177–78, 184–85
resistance from 141
retention 54, 184
roles for see roles (for volunteers)
self-assignment 97–101, 104,
181–82
short-term events 61–63
skills, experience and interests 22,
43–44, 129, 144, 155
support from existing 27–28,
51–52, 62–63, 74
testimonials 49, 58
types 5–6
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volunteers—continued
understanding of issues faced by
beneficiaries 198
value of time 219–21
value to organisation 26
with special support needs 129–31
Volunteers’ Week 191, 221
Wales Council for Voluntary
Action 228
warm-body recruitment 46–49
website advertising 47–48
website, organisation 49
Wilson, John 11
word-of-mouth recruitment campaigns
see recruitment, concentric circles
method
work experience 91, 131
working environment 101–7, 183, see
also organisational climate
working policies and procedures 103–4
World Giving Index (CAF) 8
young people 125–28
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What else can
DSC do for you?
Let us help you to be the best you possibly can be. DSC equips individuals and
organisations with expert skills and information to help them provide better services and
outcomes for their beneficiaries. With the latest techniques, best practice and funding
resources all brought to you by our team of experts, you will not only boost your income
but also exceed your expectations.

Publications
We produce fundraising directories
and research reports, as well as
accessible ‘how to’ guides and best
practice handbooks, all to help you
help others.

Training
The voluntary sector’s best-selling
training, with courses covering
every type of voluntary sector
training.

In-house training
All DSC courses are available on
your premises, delivered by expert
trainers and facilitators. We also
offer coaching, consultancy,
mentoring and support.

Conferences and fairs
DSC conferences are a fantastic
way to network with voluntary
sector professionals while taking
part in intensive, practical training
workshops.

Funds Online
Funds Online contains information on over
8,000 funders giving a combined total of
£8 billion. Find out more and subscribe now at:
www.fundsonline.org.uk

@DSC_Charity
For top tips and special offers

Visit our website
today and see what
we can do for you:

dsc.org.uk

www.
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publications@dsc.org.uk
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How do you make the most of the volunteers who give their time and talents to your
organisation? Since it was ﬁrst published in 1994, The Complete Volunteer Management
Handbook has been the leading resource for equipping managers of volunteers to do just that.
This completely revised fourth edition focuses on the essentials you need to know as well as
providing background statistics and examples of best practice. Written by four of our most
experienced experts on volunteering, it includes details on how to:
Improve your volunteer management strategy
Make the most of fresh opportunities, taking into account current trends in volunteering
Create a comprehensive volunteering programme
Measure the impact of volunteering against your aims
Match the right volunteers to the right roles and improve working relationships
As the most complete reference guide to volunteer management available, its wealth of
practical information and advice will beneﬁt both new and experienced managers.

‘A no-nonsense guide to involving people who give their time. This book goes
beyond the basics by including chapters on speciﬁc challenges. It oﬀers both
practical pointers and research-based perspectives on the topic for those who
want to explore a little more.’
Ruth Leonard, Chair of Association of Volunteer Managers and Head of Volunteering Development,
Macmillan Cancer Support

‘This is a hugely comprehensive book that I would recommend not only to
people involved in managing volunteers, but also to public sector leaders
and policy makers.’
Paddy Hanrahan, Managing Director, HelpForce
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‘The Complete Volunteer Management Handbook
is an excellent resource for volunteer managers.
Through its clear and practical advice, even more
volunteers will be supported, creating an even
greater impact for our communities.’
Jenny Betteridge, Strategic Lead Volunteering, Sport England

directory of social change

The Complete Volunteer Management Handbook

The Complete
Volunteer Management
Handbook

www.dsc.org.uk

dsc

The Complete
Volunteer Management
Handbook
4th edition
Rob Jackson, Mike Locke,
Dr Eddy Hogg and Rick Lynch

dsc

directory of social change

