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Introduction 
Welcome and congratulations on registering to achieve the Investing in Volunteers (IiV) quality 

standard. The IiV journey will support you to examine how you recruit, support and manage 

volunteers to improve volunteers’ experiences and help your organisation achieve its goals.   

You will soon be contacted by your appointed assessor or adviser who will take you through the 

six steps of the IiV process that are outlined in this manual.  You’ll probably dip in and out of the 

manual as you progress through these different steps of the journey. 

History of IiV 

Investing in Volunteers began in 1995 with a group of volunteer centres who wanted to have a 

way to know the volunteers they referred to other organisations received a good standard of 

management and care.  

The standard has been through two reviews, the most recent one (2021) was undertaken to 

ensure the standard is inclusive to a wide range of different organisations and types of 

volunteering, to be more explicit about how volunteering is linked with organisational strategy 

and impact, and to have a greater focus on volunteers’ experiences. It was developed based on 

consultation with a wide range of people and organisations.  It incorporated NCVO’s Time Well 

Spent research that surveyed over 10,000 volunteers about what a quality volunteer experience 

looks like, concluding that it should be: inclusive, flexible, impactful, connected, balanced, 

enjoyable, voluntary and meaningful. 

Benefits to achieving IiV 

Each organisation will have their own reasons for going through the IiV journey.  Benefits that 

achievers have identified include: 

For new, developing volunteer programmes, IiV can:  

▪ Create a more structured environment for volunteers and volunteer managers, enhancing 

volunteers’ experience. 

▪ Develop clear boundaries and expectations of volunteering. 

▪ Increase the variety and flexibility of your volunteer roles, which can increase diversity and 

bring a wider range of perspectives to your organisation. 

▪ Ensure correct documentation is in place for safe and legal volunteer management, creating 

a safeguarding culture throughout your service. 

For established volunteer programmes, IiV can:  

https://www.ncvo.org.uk/policy-and-research/volunteering-policy/research/time-well-spent
https://www.ncvo.org.uk/policy-and-research/volunteering-policy/research/time-well-spent
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▪ Review and strengthen processes and procedures that help to find the balance of formal 

and informal that suits your organisation, volunteers and the roles. 

▪ Identify areas for development and innovation with assessor/adviser support. 

▪ Develop a greater understanding of the importance of volunteers in your organisation, the 

impact that they have and how they help the organisation to achieve its goals.   

▪ Identify areas for development in your volunteer programme, building confidence and 

ensuring safe, effective practice in line with the UK standard. 

IiV achievers tell us that this can: 

▪ Increase volunteers’ motivation and enhance their experience 

▪ Raise the profile of volunteering within the organisation, boosting people’s morale 

▪ Encourage more people to volunteer 

▪ Reassure funders that their money will be well-spent through having a well-managed 

volunteering programme that links into organisational strategy and impact. 

 

"The Investing in Volunteers process has really helped our staff to cement and promote 

the important elements of our programme and to strengthen areas where we would have 

been better. For our volunteers it has demonstrated that even though we were going 

through some challenging times we were still focused on getting the programme right. I 

think the tailored communication with our volunteers as a result of going through the 

process has only made our relationships with them stronger. I think we will be able to 

gauge whether any impact has been made on our external partners after this 

achievement and as we promote it as a big benefit of working with us." Peabody 2022 

The IiV website 

You should now have registered to complete the award, the country manager will provide you 

with a unique website link that will give you access to all the resources and enable you to 

download documents you will need.  Contact your country manager if you have any problems 

accessing the website. 

The Investing in Volunteers timeline 

The diagram below sets out the approximate timeline from the contracting stage to achieve, 

celebrate, and renew IiV, although this will vary by organisation. 

https://investinginvolunteers.co.uk/contact-us/
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Quality area 1. Vision for volunteering 

Volunteering is embedded within the overall vision, values, culture and aims of the 

organisation and its impact is recognised and communicated. Organisations understand 

why they involve volunteers. 

Quality area 2. Planning for volunteers 

People, policies and procedures have been put in place to ensure volunteering is well-

managed. 

Quality area 3. Volunteer inclusion  

There is a positive approach to inclusion, equity and diversity and a proactive approach 

to making volunteering accessible. 

Quality area 4. Recruiting and welcoming volunteers 

It is easy for people to find out about opportunities, explore whether they are right for 

them, and get involved. 

Quality area 5. Supporting volunteers 

Volunteers feel supported at all times, that they are a part of the organisation and that 

their contribution makes a difference. 

Quality area 6: Valuing and developing volunteers  

Volunteers are valued and there are opportunities for volunteers to develop and grow 

through their experience. 

See the website for the full standard and guidance. 

Investing in Volunteers steps 

There are six steps to the IiV process, five to achieving the award, and then continual 

improvement and renewal as the sixth once you have achieved the award.   

https://investinginvolunteers.co.uk/resources/
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These are described in more detail below with links to the relevant sections: 

Step one: getting started  

An introductory workshop will start you on your IiV journey and help you to think about 

what you want to achieve.  It aims to bring a range of stakeholders together, including 

volunteers, to think about how the standard applies to your organisation, what you 

want to achieve and how you will organise the process. 

It will take place at your organisation or online and generally takes around two hours.  

Your assessor or adviser can also signpost you to sources of information and support. 

This workshop generally happens within a month of confirming the IiV contract. 

Step two: self-assessment 

You will complete a self-assessment checklist to identify where your organisation is 

currently in relation to the standard. Your assessor or adviser will review it with you so 

you are clear about where you are. The assessor or adviser will also review three pieces 

of written evidence at this stage, one of these should be your volunteer policy or 

handbook, if you have one.    

The self-assessment generally happens within three months of confirming the IiV 

contract. 

Step three: improving practice 

Step six Continual improvement and renewing your award

Step five Achieving and celebrating the award

Step four Assessment

Step three Improving practice

Step two Self-assessment

Step one Getting started 
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Once you have agreed with your assessor or adviser what activities you need to take to 

meet the standard or where you want to use the opportunity to improve practice over 

and above the standard you need to devise and undertake an improving practice plan to 

complete them, considering how you will involve others in your organisation. 

Plan - the improving practice plan is usually produced within four months of confirming 

the IiV contract. 

Improve – it usually takes six to eight months to complete activities within your 

improving practice plan from your plan sign off.  

Step four: assessment 

The assessor(s) will meet with your organisation, in person or online and by telephone 

and speak to volunteers, staff and board members as well as review written 

documentation to assess whether you meet the standard.  They can make one of the 

following three judgements: 

▪ You have MET the standard 

▪ You have MET THE STANDARD WITH CONDITIONS.  

▪ You have NOT MET the standard 

They will provide verbal feedback and a full written report outlining their findings. 

The assessment generally happens within twelve months of confirming the IiV contract. 

Step five: achieving and celebrating the award 

Your report will have passed through a quality assurance process before awarded to 

you, to maintain the quality and consistency of the standard. 

Congratulations, you are now an Investing in Volunteers achiever!  You will be contacted 

with information about the certificate, plaque and logo.  You should now think about 

how you can celebrate and publicise your award. 

Step six: continual improvement and renewing your award 

Now you have achieved the award, this is your opportunity to continue to maintain the 

good practice you have achieved and to continue to improve, including any 

development points identified in your report.   

You will be contacted annually by your assessor or a member of your country manager 

team to see how you are getting on, to talk through any issues or questions, and to 

signpost you to information or support. 

https://investinginvolunteers.co.uk/contact-us/
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Your organisation is awarded the Investing in Volunteers award for three years. It is 

hoped that you will renew this award to maintain the standard and be eligible to 

publicly demonstrate your commitment to best practice and meaningful, effective 

volunteering.   

Your country manager will be in touch to talk through the renewal process and the 

benefits to you and your volunteers and answer any questions you have during the third 

year. 

IiV country manager 

You will have had contact with your country manager.  These are the central teams for England, 

Northern Ireland, Scotland, Wales, and Ireland. The country teams deal with marketing, sign 

ups, access to the website, contracts, renewals, operational delivery and central development.  

They also manage any difficulties with accessing the website.  They also provide support and 

development for assessors and advisers. 

Assessor and adviser roles 

You will be allocated an assessor and in some cases an adviser. IiV assessors and advisers are 

based across the UK.  They are chosen for their experience of assessment and knowledge of 

volunteer management and have all undertaken training in IiV assessment.  Where you have 

initially been allocated an adviser, they will take you through the first three steps of the 

process, handing over to an assessor for step four onwards, the assessment visit. 

Your assessor or adviser will guide you through the process, working with you in a supportive 

and collaborative way.  Their activities include: 

▪ Delivering an introductory workshop to lead you through the process 

▪ Reviewing your self-assessment and giving feedback on where you have and haven’t met 

the standard to help to identify the steps you need to take in your improving practice plan. 

▪ Advising you if they feel that there is a need for additional advice and support. 

▪ Reviewing your improving practice plan to ensure that the activities you have identified are 

likely to lead to you meeting the standard and are realistic given the people, time and 

resources available.   

▪ Undertake an assessment including reviewing written information and carrying out 

interviews with volunteers, staff and board members as appropriate and making a 

judgement about whether you meet the IiV standard.  If you are a very large and / or 

national organisation, you may have more than one assessor undertaking assessments, but 

you will always have one person responsible for coordinating the process and liaising with 

you. 

▪ Providing verbal feedback after assessment. 

▪ Writing an assessment report and submitting it to the IiV quality assurance process. 

https://investinginvolunteers.co.uk/contact-us/
https://investinginvolunteers.co.uk/contact-us/
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Your assessor needs to retain objectivity so cannot help you to implement systems, but can 

point you to sources of help. 

Organisation lead 

A volunteer manager or coordinator is often the lead within the organisation for the IiV, but it 

can be anyone, including board members or a volunteer in a smaller volunteer-led organisation.  

The role of the organisation lead includes: 

▪ Overseeing and leading the process 

▪ Maintaining communication within the organisation, with the IiV assessor and with the IiV 

country manager  

▪ Setting deadlines and ensuring they are met 

▪ Coordinating evidence for the self-assessment 

▪ Overseeing and delivering the improving practice plan 

▪ Coordinating the assessment day. 
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Tips for organisations working with IiV  

Organisations that have achieved the standard have provided some advice to others: 

“Get staff and volunteers involved in the process in the early stages” 

“Invest staff time into the process - this isn't something that can be done overnight” 

“Ensure the whole organisation is included” 

“Make use of any help that is offered and develop strong links with organisations that 

can give advice” 

“See how other organisations work to help make your own improvements” 

“Work through methodically and start early” 

“Be patient when making changes to allow those affected to respond” 

”Share existing policies with those who they affect and ask for feedback” 

“Don't make it arduous by creating too many forms to fill in” 

“Ask for help from the IiV team” 

“Use the Organisation How To Guide, it tells you how to do each step and provides links 
to lots of templates” 

“Use the process as an opportunity to learn and grow as well as to demonstrate your 
strengths” 

“Give yourself plenty of time to book in the assessment interviews and ensure your 
interviewees have confirmed that they will be attending” 

“Be prepared and make sure you have thoroughly read the criteria and compiled your 
evidence against each in good time before the assessments start” 

“Ensure that the person who is leading on the accreditation has enough capacity to 
manage it on top of the work they are doing as it does take a lot of planning and co-
ordination" 

“Enjoy the process! It will show you a lot about yourselves as an organisation and your 
internal support systems and processes as well as just focusing down on the volunteering 
elements”  
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Terminology 

▪ Organisation applies to any grouping of people, including community groups and 

membership organisations whether or not they are formally constituted 

▪ Board member has been used to refer to anyone in a governance role, for example board or 

management committee member, trustee, director, school governor, councillor and so on.  

Although most board members are in unpaid roles, the term “volunteer” here applies to 

people who are carrying out day-to-day rather than governing activities, although someone 

may be a volunteer and a board member. 

Resources to help you 

Each of the country leads has resources to help you, links below: 

England   NCVO Know How 

Northern Ireland  https://www.volunteernow.co.uk/publications/  

Scotland  Volunteer Scotland Investing in Volunteers 

Wales   Third Sector Support Wales 

You may also be able to get help from a local infrastructure organisation (Voluntary Action, 

Council for Voluntary Service, or Volunteer Centre) or national infrastructure or umbrella 

organisation for your area of work – you can find these here for England, Scotland and Wales.

https://knowhow.ncvo.org.uk/your-team
https://www.volunteernow.co.uk/publications/
https://www.volunteerscotland.net/for-organisations/investing-in-volunteers/
https://thirdsectorsupport.wales/resources/?pillar=volunteering&orderby=&order=DESC
https://navca.org.uk/find-a-member-1
https://www.volunteerscotland.net/volunteer
https://thirdsectorsupport.wales/contact/
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1. Step one: getting started 

1.1 Introductory workshop 

Your assessor or adviser will contact you to organise an introductory workshop at your 

organisation or online, this should include key members of staff, volunteers and trustees, board 

or committee members.  See 1.2 for setting up a working group to manage the process. 

Purpose of the workshop 

The outcome objectives of the workshop are: 

1. Participants will be more familiar with the content of the IiV Standard than they were 

before attending the workshop 

2. Participants will understand the six steps to achieving the award 

3. Participants will feel confident in their ability to undertake step two – the self-assessment 

4. Participants will be aware of the role of the assessor, of their responsibilities, and of the 

availability of support through local and national infrastructure organisations 

5. Participants will have considered how they will manage the process and the timeline for 

working through the steps 

Attendees should download a copy of the standard before the workshop to familiarise 

themselves with the six quality areas and 29 practices, although these will be covered fully 

during the workshop.  Your assessor may ask you to prepare some handouts or have 

information available electronically to participants.  This may include the standard and 

guidance and/or the self-assessment template.  

1.2 Setting up a working group 

Many successful organisations involve a working group to guide the process of achieving IiV 

that can: 

▪ Support and encourage the process. 

▪ Bring different perspectives. 

▪ Comment on the work as it progresses. 

▪ Lead on areas of activity. 

▪ Contribute helpful ideas. 

▪ Help increase knowledge and buy in across the organisation. 

Depending on the size and structure of your organisation, members can include volunteer 

managers, chief executive and other managers, people working alongside volunteers, and 

trustees, board or management committee members.  Involving volunteers in this working 

https://investinginvolunteers.co.uk/resources/
https://investinginvolunteers.co.uk/resources/
https://investinginvolunteers.co.uk/resources/
https://investinginvolunteers.co.uk/resources/
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group is a great way to ensure that their voice and experience is heard, that they are involved in 

developing systems that apply to them, and that the processes that are developed are going to 

be relevant, useful and accessible to volunteers.  Organisations may involve members of an 

existing volunteer advisory or steering group where this exists; others set up a working group 

for Investing in Volunteers and then continue it once the quality mark has been achieved to 

work on volunteering aims and issues beyond this. 

Organisations should consider: 

▪ Who are the right people to be involved to provide a range of experiences from across 

different roles and sections of the organisation to bring different ideas and perspectives. 

▪ Ensuring clarity about the role of working group members so everyone is able to contribute 

to the best of their ability, for example is it just to attend meetings or will there be work in 

between; if volunteers are involved do they have a role in seeking the views of other 

volunteers or are they there as experts in their own right? 

▪ Providing members, particularly volunteers, with the information and support they need, 

for example making sure that any necessary jargon is explained and that they are aware of 

relevant systems within organisations. 

There is an example workshop invitation letter to send to stakeholders which will help explain 

the purpose of the workshop. 

https://investinginvolunteers.co.uk/resources/
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2. Step two: self-assessment 

2.1 Completing the self-assessment checklist 

Your organisation is now ready to start assessing which of the six quality areas you meet, and 

where work is needed. You will need to complete the self-assessment checklist alongside the 

self-assessment guidance.  The self-assessment is part of the development process, not part of 

the final assessment, so it is important to be honest about where you are against the standard.  

Organisations should generally complete this within three months of signing up. 

A note on terminology: quality areas and practices 

There are six quality areas in the standard: 1. Vision for volunteering, 2. Planning for 

volunteers, 3. Volunteer inclusion, 4. Recruiting and welcoming volunteers, 5. Supporting 

volunteers, 6. Valuing and developing volunteers.   

Within each of the quality areas are between four and six practices, these are what 

organisations have to demonstrate they meet to achieve the standard, for example,  

1.1  Volunteering is planned and reviewed in line with the organisation’s vision, strategy, 

and values 

2.3  There are designated people responsible for volunteers and volunteering that have 

experiences, competencies and attributes for the role 

6.1 Volunteers feel their contribution is meaningful and rewarding 

Tips for completing the self-assessment checklist 

Organisations take different approaches to the self-assessment, suggestions are below: 

1. Decide who will be involved in the self-assessment process; it is good to get input from a 

range of people to cover different perspectives.   

2. Provide people with the relevant documents: 

▪ The IiV 2021 standard and guidance  

▪ The self-assessment checklist; a section of the table that you need to complete is 

below: 

Standard Evidence of 

what is already 

in place 

Still to do Met/partly 

met/ not met 

1.1 Volunteering is planned and 

reviewed in line with the 

   

https://investinginvolunteers.co.uk/resources/
https://investinginvolunteers.co.uk/resources/
https://investinginvolunteers.co.uk/resources/
https://investinginvolunteers.co.uk/resources/
https://investinginvolunteers.co.uk/resources/
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organisation’s vision, strategy, 

and values 

3. Organisations approach the process in different ways, for example: 

▪ A small group of people coming together in a meeting and filling in the checklist 

collaboratively. 

▪ One person initially completing a first draft of the checklist and then submitting it 

electronically or in a meeting for consideration by others. 

▪ Different people taking away different sections to complete and them coming back 

together again to discuss. 

4. The quality areas can be addressed in any order, for example you may decide to work 

through them in sequence, or you may decide to start with the one that you think you will 

most easily meet.   

5. For each practice: 

▪ Read through the IiV standard and guidance. 

▪ Identify what evidence you currently have and write this in the Evidence of what is 

already in place column.  Evidence should be current e.g. policies reviewed within the 

last two to three years.  You are aiming for one or two pieces of evidence per practice, 

although you may not yet have any evidence, this is fine at this stage.   

▪ It can include anecdotal evidence where there is no documentary evidence available, for 

example where you are confident that staff and volunteers would be able to give an 

accurate and comprehensive account of practice at interview.  One piece of evidence, 

e.g. a volunteer policy or handbook, may be evidence for more than one practice.   

▪ Based on this, identify what further developments are required in the Still to do column.  

These may be actions that you need to take to meet the standard, or you may consider 

that you do already meet the standard but there are further things that you would like 

to develop that are over and above the standard. This can be discussed with your 

assessor or adviser and will form the basis of your improving practice plan in the next 

stage.  In this column there may be policies and procedures that you need to revise, new 

systems introduced, or you may need to consider ways of evidencing processes that are 

in place. 

What level of evidence is appropriate? 

IiV is not designed to be a bureaucratic, paper-based standard but encourages organisations to 

develop processes and systems that suit their volunteers and themselves.  The “example 

documents” guidance is intended to provide some suggestions but organisations do not need to 

have all of them, consider whether they will be of practical benefit to you.  For example, larger 

organisations or those operating across more than one site are likely to need more things 
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written down than smaller organisations where there is a lot of contact between volunteers 

and others.   

Assessors have experience working with different types of organisations and volunteer roles 

and are used to adapting the assessment to the organisation.  If you are not sure whether 

something is working or not, ask volunteers, if they are clear about systems and processes.  You 

can also discuss this with your assessor or adviser when they feed back on your self-

assessment. 

6. Finally, identify whether you think your organisation has met, partly met, or not met the 

standard: 

▪ Met indicates that:  

o You carry out the practice; and, 

o You have identified evidence to demonstrate the practice; and, 

o You are confident that it is being implemented, and when the external assessor 

interviews a sample of volunteers and other key stakeholders, the practice will be 

confirmed. 

▪ Partly met indicates one or more of the following: 

o You partly carry out the practice, but it needs adapting or improving; and/or, 

o You have identified evidence for part of the practice only; and/or,  

o The practice is not implemented consistently e.g. across all roles or sites. 

▪ Not Met indicates that: 

o You do not carry out the practice; and/or  

o You have little or no evidence. 

o It is fine to be at this stage for some practices at self-assessment.  

7. If you are an organisation that is renewing your IiV award there is a question at the end that 

helps you to reflect on what has changed and inform your ongoing development. 

8. Make sure you have completed the information on the front cover of the self-assessment: 

organisation name; name of the person who led on completing the self-assessment and 

who is the main point of contact for IiV; the name of your assessor or adviser; and the date 

you are submitting your self-assessment and evidence. 

2.2 Submitting the self-assessment checklist and evidence 

Select the three pieces of evidence that you want to submit with your self-assessment. One of 

these should be your volunteer policy (or equivalent) if you have one; the other two should be 

evidence that you have referred to frequently in the self-assessment, for example volunteer 

handbook, role descriptions, problem solving procedure, information for potential volunteers, 

training or induction resources. Email the completed self-assessment and three pieces of 

evidence to your assessor/adviser. 
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2.3 Assessor/adviser review of your self-assessment 

The assessor/adviser will review your self-assessment checklist and evidence and provide 

feedback by telephone or online.  You will also have the opportunity to discuss anything that 

you are not sure about.  You will receive written feedback after the call. 

This feedback will form the basis of step three where you finalise your improving practice plan 

to fill any gaps in practice.  Your assessor/adviser will agree with you when the completed 

improving practice plan will be submitted.   

This example of rating practices can help you to assess the level of detail required. 

https://investinginvolunteers.co.uk/resources/
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3. Step three: improving practice 

3.1 Completing your improving practice plan 

Your improving practice plan will set out the activities that you need to undertake to meet the 

standard as agreed with your assessor/adviser during the self-assessment feedback.  You 

should refer to the written feedback provided to you. 

Involving a range of people in the improving practice plan, for example those you involved in 

the self-assessment, as before may help to make it more relevant and increase whole 

organisation motivation and buy in. 

There is a pro forma for the improving practice plan as below, but you may agree with your 

assessor/adviser to use your own template if this is more convenient for you. 

Practice 

number 

Actions Who? By 

when? 

Resources 

required 

     

The type of actions identified may include: 

▪ Writing new policies and procedures 

▪ Reviewing policies and procedures 

▪ Implementing new systems 

▪ Bringing together processes to create consistency across the organisation 

▪ Working with volunteers to ensure systems and processes meet their needs 

▪ Working with the people you serve to ensure volunteer roles meet their needs 

▪ Working with board members or staff to ensure that they are implementing volunteering 

processes 

▪ Consulting and informing people within the organisation. 

For each action identified, consider who will be responsible for leading on that action, by when 

they will have completed the action, and whether there are any specific resources needed (for 

example additional staff time, access to colleagues, or equipment). 

Record the actions in the improving practice plan template referenced by quality area and 

practice number. 

When you are setting target dates, bear in mind the date of your assessment visit, the assessor 

will want to see that you have made significant progress toward establishing a new or improved 

https://investinginvolunteers.co.uk/resources/
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practice although you may not have completed it, for example you may have started targeted 

recruitment of volunteers to increase inclusivity, equity and diversity, but not yet have 

volunteers in place.  Your assessor will be able to discuss with you what is expected. 

If you require additional support, information and training, this is available via the relevant 

country manager. 

3.2 Submitting the improving practice plan 

Email the completed improving practice plan to your assessor/adviser who will check to ensure 

that you have addressed all of the areas for development identified in your self-assessment. 

3.3 Assessor/adviser review of your improving practice plan 

The assessor/adviser will review your improving practice plan and provide feedback by 

telephone or online.  They will confirm that they are happy with the identified activities to 

address the gaps and/or discuss where activities may need to be added or changed. 

With clarity about what time is required for development, your assessor/adviser will also talk to 

you about setting a date(s) for the assessment. 

Assessor and adviser roles 

If you have been working with an adviser so far, this is where they will introduce you to an 

assessor who will take you through the final stages of the IiV process. 

https://investinginvolunteers.co.uk/contact-us/
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4. Step four: assessment  
Once you have completed the activities identified in your improving practice plan you are ready 

to be assessed.  You may already have a date agreed with your assessor, otherwise get in touch 

and let them know that you are ready. 

4.1 Assessment days 

The number of days for assessment will have been agreed at registration, based on the number 

of volunteers, roles and sites in your organisation. Your assessor will check with you that you 

still have a similar number of volunteers and roles and talk to you about other stakeholders in 

your organisation. This will determine how many people they need to talk to in order to meet 

nationally agreed sampling guidelines when interviewing.  The day or days may consist of: 

▪ Face-to-face interviews at one or more of your sites 

▪ Telephone or online interviews 

▪ An online survey for organisations with large numbers of volunteers. 

Large organisations and assessment teams 

Most organisations will have one assessor undertaking visits, but if you are a large and 

geographically dispersed organisation there may be various assessors involved at different 

locations.  You will always have one key assessor to liaise with who will be responsible for 

organising the other assessors. 

4.2 Stakeholder sampling for interviews 

The evidence provided through interviews is a central part of the assessment process, so it is 

important that all key stakeholder groups are represented in the interview sample.  The 

majority of the interviews are usually with volunteers, but we also interview board members, 

and staff (if any) in different roles. 

You will be asked to submit lists of people to be interviewed in the different stakeholder groups 

you have identified using stakeholder assessment sampling template provided.  You can 

provide these in your own format if this is easier, for example downloading from your database, 

ensuring that they contain the information requested on the templates: volunteer ID number 

(instead of names for GDPR purposes), role, length of time in the organisation and role (if 

different), and site or location where the person is based. 

Identifying stakeholder groups 

https://investinginvolunteers.co.uk/resources/
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The table below contains some examples of the different stakeholder groups that you might 

identify and the information that is needed.  Discuss with your assessor how you might 

structure your stakeholder groups, you may not have people in all of the categories. 

These lists should generally be provided at least 20 working days before the assessment visit. 

Stakeholder group Information required 

Volunteers from all roles ▪ Role(s) – you may decide to group 

volunteers with similar roles into one 

category, e.g. different types of admin 

volunteers, befrienders, drivers, advice 

volunteers etc. 

▪ Site or project (if relevant, discuss with 

your assessor) 

▪ Length of time in the organisation 

Board members ▪ Role on board if relevant (e.g. chair, 

treasurer) 

▪ Length of time on board 

Chief executive or most senior manager ▪ Length of time in the organisation 

▪ Length of time in the role 

Volunteer co-ordinators (and their managers) ▪ Length of time in the organisation 

▪ Length of time in the role 

▪ The site or project they work in Paid staff managing volunteers  

Paid staff working alongside volunteers 

Paid staff not working directly with volunteers 

Larger organisations 

For larger organisations where full lists will be time consuming to produce, speak to your 

assessor for alternative methods of undertaking sampling, for example the assessor might 

identify sites for assessment first before sampling volunteers and staff.  

Data protection and GDPR 

You may assign numbers, codes, or just identify role titles to preserve anonymity at the stage of 

identifying stakeholders before the sampling process.  Once interviewees have been selected, 

receiving the names of interviewees is an integral part of delivering the contract with those 

organisations” so there is a “lawful basis” for assessors to receive this information.  All lists are 

destroyed once the assessment process is complete. 
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Identifying a sample 

Once you have provided the full lists, the assessor will select people that they would like to 

interview.  To recognise the need for flexibility, where possible the assessor will provide a 

choice of interviewees in different categories, e.g. one of three identified people. 

The assessor will provide you with a list of the people they want to speak to at assessment at 

least ten days before the visit. 

Inclusion, equity and diversity 

To ensure that the sample is representative of your organisation and community, your assessor 

will ask you to check that there is a diverse range of people selected from the sample.  This may 

include the protected characteristics in equality legislation, for example in England, Scotland 

and Wales the Equality Act 2010, identifies as age, disability, gender reassignment, race, 

religion or belief, sex, and sexual orientation1 as well as factors appropriate to the organisation 

and roles, for example geographical, volunteers who have been service users, education or 

professional background etc. 

You should also check that the sample is representative of volunteers by length of service and 

who they are managed by; if several people are responsible for supporting the volunteers in the 

organisation, you need to ensure that you sample from across their teams. 

The organisation can make suggestions to the assessor to change interviewees to improve the 

diversity of the sample. 

4.3 Scheduling assessment days 

Assessments may be undertaken through a visit to the organisation or virtually via 

videoconferencing or telephone, the process is similar.  Once the list of people for interviews 

has been provided by the assessor, the organisation is responsible for scheduling the interviews 

to fit in with the timetable provided by the assessor.  The format will be negotiated with your 

assessor, and may include: 

▪ Individual face-to-face interviews 

▪ Pairs or small groups of volunteers or other stakeholders. 

▪ Telephone or online interviews. 

The integrity of the assessment is dependent on a sufficient number of volunteers being 

interviewed so as to have confidence that views expressed are representative. There are set 

guidelines indicating what percentage of active volunteers need to be interviewed dependant 

on the overall number of volunteers engaged. It is the organisation’s responsibility to ensure 

 
1 Although the Equality Act does not apply to Northern Ireland, the list can be used to check inclusion.  
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that enough volunteers are available for interviews. If the requested number do not prove to 

be available on the day the assessment will be deemed incomplete and additional cost will be 

incurred in arranging extra assessment time.   

There is an example invitation letter to send to stakeholders.  

It is recommended that you have back-ups available for interview in case any planned 

interviewees are not available on the day.  Where videoconferencing is being used, ensure that 

interviewees are confident with the technology, perhaps undertaking a practice where 

necessary. 

Someone in the organisation will need to be available on the day, to physically welcome 

volunteers, or via telephone in the case of virtual assessments to be able to troubleshoot any 

problems. 

Ensuring stakeholders are available for interview 

Organisations tell us that coordinating interviews can be challenging.  Particularly for larger 

organisations with a lot of volunteers and/or those who are geographically dispersed there may 

be a lot of communication between yourself and your assessor at this stage.  Talk to your 

assessor about giving yourself enough time to go through this process and how to make it 

easier for you. 

If you are having any difficulties in organising the interviews, please speak to your assessor as 

soon as possible.  Please consider having ‘reserve’ interviewees who can be called upon should 

there be unforeseen circumstances on the day, for example they may be available by 

telephone. 

4.4 Written evidence 

Your assessor will provide a list before the visit of any written evidence that they would like to 

see at assessment. They may also ask to see other documentary evidence at the visit, though it 

is not a paper-based assessment, the most important evidence will come from interviewees.  If 

the assessor is visiting this may be hard copies.  Otherwise organisations can email documents 

or for large documents agree with your assessor the use of technology such as Google docs, 

Dropbox or WeTransfer. 

4.5 Outcome of the assessment 

The assessor(s) will meet with your organisation and speak to volunteers, staff and board 

members as well as review written documentation to assess whether you meet the standard.  

They can make one of the following three judgements: 

https://investinginvolunteers.co.uk/resources/
https://www.google.co.uk/docs/about/
https://www.dropbox.com/
https://wetransfer.com/
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▪ You have MET the standard 

Your organisation has met the standard if the assessment provides clear evidence that your 

organisation is meeting all the quality areas and therefore can be awarded IiV. 

▪ You have MET THE STANDARD WITH CONDITIONS.  

Your organisation has met the standard subject to certain conditions being fulfilled in an agreed 

timeframe. Conditions are set where the practice is partly carried out, needs adapting or 

improving, or is not implemented consistently. There should be no more than three conditions, 

and these must be completed within the timeframe set by the assessor, usually three months.  

If further assessment shows that these conditions have been met, your organisation will be 

awarded Investing in Volunteers, subject to the quality assurance process.  If further 

assessment shows that these conditions have not been met, then the decision will be ‘Not Met’ 

(subject to the quality assurance process).  See information below on not met. 

▪ You have NOT MET the standard 

If your organisation has not met one or more of the quality areas, and there are too many gaps 

to address for conditions to be set, the final decision will be not met.   

Following a not met decision, you may decide you still want to pursue the IiV Award building on 

development to date.  You can re-register for the award after discussions with your country 

manager.  

4.6 Feedback 

The assessor may be able to provide you with verbal feedback at the end of the assessment 

(the end of the last day for multi-day assessments).  This includes whether they are 

recommending that you have met the standard, met with conditions, or not met the standard 

as well as a brief summary of findings.  However, they may need to further review the evidence, 

in which case verbal feedback will be given by telephone or online within three days of the visit. 

A full written report will be provided against the six quality areas of the standard within 15 days 

after a quality assurance process.  

4.7  The quality assurance process 

Before the report is sent to you it will be reviewed by a lead assessor to ensure that the report 

meets IiV requirements and that they agree with the assessor’s recommendation.   

https://investinginvolunteers.co.uk/contact-us/
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The report will then be sent to you to check for any factual inaccuracies.  You cannot change 

what people have said in interviews, but you can correct any organisational information, for 

example incorrect job or role titles, or information about projects. 

The lead assessor will then sign off your report and submit this to the Country Manager who 

will formally inform you of your achievement (usually on first of the subsequent month).  

Organisations can only be given confirmation that they have achieved the award and are able 

to use the logo after the quality assurance process.  Confirmation will be sent to each 

organisation electronically. 

4.8   Complaints and Appeals Procedure  

Organisations have the right to make a complaint and/or appeal using the Complaints and 

Appeals procedure, if they feel that they have received an unfair decision. In the first instance 

this should be discussed informally with the assessor and then referred on to the lead assessor 

and country manager. If it is not resolved, then a further action may be made to the UK Quality 

Assurance Panel. 

 

https://investinginvolunteers.co.uk/
https://investinginvolunteers.co.uk/
https://investinginvolunteers.co.uk/contact-us/


IiV 2021 organisations’ manual 

 

28 
 

 

5. Step five: celebrating and achieving the award 

5.1 Congratulations on achieving the IiV Award! 

You are now officially an Investing in Volunteers achiever. You will be contacted by your 

country manager shortly after the quality assurance process is completed with confirmation of 

the award.  Your organisation will be awarded the IiV certificate and plaque and you will be able 

to use the IiV logo.  Further information will be provided about how you can use this. 

5.2 Celebration of the IiV Award 

We encourage you to get as much publicity as possible – let everyone know about your success.  

Some ways that organisations have done this: 

▪ Celebration event including volunteers, staff, board members, service users and other 

beneficiaries, partners and so on. 

▪ Individual volunteer awards. 

▪ Media and social media campaigns and publicity 

▪ Writing a case study for the IiV website, we can support you to tell your story 

▪ Thank you event(s) and activities for volunteers: for example, afternoon tea, coffee and 

cake, meals, parties, and cards. 

5.3 The impact of IiV and feedback to us 

You will be asked to provide feedback about the process and the impact on your organisation, 

please take time to do this as it helps us improve our service. If you are willing for a case study 

to be drawn up based on your experience, please let us know in the evaluation form. 

5.4 How to use the report 

The report can be used to highlight good practice across your organisation, with the people you 

serve (if applicable) and show appreciation to particular people where appropriate, and to 

share with volunteers to thank them for their time.  You may want to use parts of it in external 

promotion or funding applications to highlight good practice, demonstrate what volunteers 

achieve including their impact in line with your organisations aims and to the people you serve 

(if applicable), and identify gaps for further development. 

If you have been given suggestions for development and continuous improvement, you should 

consider how you might like to undertake these developments, for example drawing up a plan 

for what needs to be done in conjunction with volunteers, staff and board members. 

https://investinginvolunteers.co.uk/contact-us/
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6. Step six: continual improvement and renewing 
your award  

6.1 Continual improvement 

As your organisation has invested significant time and resources into achieving the IiV standard, 

you will want to see the benefits for as long as possible. Your organisation can now review and 

plan how it is going to maintain the standard achieved. This will make your renewal journey and 

re-assessment in three years’ time much easier. 

Your organisation is now an example of confident volunteer management and positive 

volunteer experiences. The following suggestions will help you maintain good practice. 

▪ Use the improving practice plan template or a similar format to identify the developments 

that you are intending to make over the coming year.   

▪ Fully incorporate procedures and practices, they should become part of the organisation’s 

culture. 

▪ Make sure policies are regular reviewed and are living documents – practically influencing 

how you interact with volunteers, not pushed to the back of a shelf. 

▪ Regularly communicate best practice throughout your organisation. Effective induction and 

training with staff, volunteers and board members will ensure that policies and practice are 

communicated and acted on. 

▪ Make sure volunteering remains on the agenda with your management/board. 

▪ Actively listen to your volunteers through effective supervision, focus groups and 

representation on relevant committees. 

▪ Promote and acknowledge the contribution, skills and experience given by your volunteers. 

▪ Keep up to date with changes in good practice and legislation by regularly visiting the IiV 

website or your relevant country agency website. 

6.2 Keeping connected 

As an achiever try to keep connected with your local infrastructure organisation to receive 

communication about IiV and volunteering news, keeping you up to date with events, reports 

and developments that can support best practice and continual development.  IiV achievers can 

also contact country leads to find out if other resources are available. 

Connections in Scotland 

In Scotland the Connections programme supports IiV achievers through: 

▪ A best practice group meeting four times a year.  

https://investinginvolunteers.co.uk/resources/
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▪ Four Connections workshops each year including guest speakers.  

▪ Buddy mentoring for organisations to support each other through the IiV process.  

6.3 Annual check-ins 

Your assessor or country manager will contact you annually to see how you are getting on: any 

changes that have affected volunteering, what impact IiV has had on your organisation, how 

you are getting on with any development points, any new developments, and whether there is 

anything that we can do to support you.   

You are welcome to contact your assessor or the IiV team between these check-ins. 

6.4 Benefits of renewing your award 

Your organisation was awarded the Investing in Volunteers award for three years. It is hoped 

that you will renew this award to maintain the standard and be eligible to publicly demonstrate 

your commitment to best practice in volunteering through displaying the IiV logo.  Renewing IiV 

after three years has various benefits: 

▪ It reaffirms your commitment to volunteering in your organisation. 

▪ It provides a prompt to review policies, practice, experiences, and systems to ensure that 

they are still fit for purpose. 

▪ It provides an independent check of progress and supports continual development by 

looking at the changes since your previous assessment. 

▪ It enables you to find out how volunteers feel that things are going and/or have changed. 

▪ It provides you with a strategy for further ideas and developments that you can make over 

the next three years. 

6.5 Process for renewing your award 

Renewing the IiV award will involve an assessment process similar to the process your 

organisation went through when you first registered for IiV. How long it takes will depend on 

how well you have maintained the practice and whether or not there have been substantial 

changes in staff, volunteers or management within your organisation over the three years.  

Your assessor or country manager will discuss renewal with you in your second annual check-

in, and you will be reminded by your country manager during the final year of your award about 

the expiry date of your current award.  They will discuss assessment costs and the process with 

you, and clarify how much change there has been in the organisation since first assessment in 

order to agree a new contract with your organisation. 

https://investinginvolunteers.co.uk/contact-us/
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You then start the six step process with your assessor or advisor, recognising the progress you 

made at your last assessment, reviewing development, and setting new objectives for this 

award. 

Recognising renewals 

You are encouraged to use the following wording to recognise the longevity of your award 

status: 

“[Organisation name] is proud to be an Investing in Volunteers (IiV) achiever, having 

achieved the award in [year] for the [nth] time. We value our volunteers and their impact 

and we remain committed to meaningful, effective volunteering within our organisation” 

 

Contact 
Investing in Volunteers is a UK standard, owned by the four countries’ volunteering 

infrastructure organisations, NCVO, Volunteer Now, Volunteer Scotland and Wales Council for 

Voluntary Action. From March 2021 IiV is managed as follows:  

England Managed by Volunteer Now on behalf of UKVF 

Scotland Managed by Volunteer Scotland 

Wales Managed by Volunteer Now on behalf of UKVF 

Northern Ireland and Republic of Ireland Managed by Volunteer Now 

https://investinginvolunteers.co.uk/  

 

 “The Investing in Volunteers process really helped us through a challenging time in our 
programme's identity by giving us a strong framework and highlighting areas where 
we could improve. It kept us focused as we redesigned our offer at Peabody and while 
it was hard work it was definitely well worth it to be in the position we are now in. The 
process showed us not only where we could improve, but it allowed us to demonstrate 
what we do well and gave us a fresh perspective on elements of the programme that 
had progressed or changed since our last accreditation. I do recommend Investing in 
Volunteers to any organisation thinking of taking the plunge!" Peabody 2022 
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