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Investing in Volunteers 2021 standard and guidance 

The six quality areas in Investing in Volunteers 

Click on the list below to be taken to each quality area 

Quality area 1. Vision for volunteering 

Quality area 2. Planning for volunteers 

Quality area 3. Volunteer inclusion 

Quality area 4. Recruiting and welcoming volunteers 

Quality area 5. Supporting volunteers 

Quality area 6: Valuing and developing volunteers 

A note on the level of evidence 

Against each practice in the "Evidenced by" column there is a list of 

possible documentary evidence that organisations can use to 

demonstrate meeting the practice; we do not expect you to have 

all of these, each organisation needs to decide what is appropriate 

to them and their volunteer roles. See also "What level of evidence 

is appropriate" in section 2.1 of the "How to" guide.. 

Glossary  

Service users – this has been used throughout the standard as an inclusive term, not all organisations will consider themselves to be service 

delivery organisations and where that is the case service users here also means the ‘people you serve’ e.g. a community centre running 

activities, or an environmental group.  

Lived experience – personal direct experience past or present of social injustice(s), social issue(s), disempowerment, disadvantage, 

marginalisation or other experience relevant to the services and activities of the organisation. This term comes from the service user 

movements so that professionals listen more to service users and share power. 

http://www.investinginvolunteers.org.uk/
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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  

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

 

Evidenced by Additional guidance 

▪ The board and senior staff can describe how volunteering is part of 

delivering the organisation’s vision, strategy and values. 

▪ The involvement of volunteer managers and volunteers has been 

considered in relation to how plans are developed and reviewed. 

▪ The organisation’s vision and objectives have been referenced when 

creating volunteering opportunities. 

▪ Volunteering and volunteer management have been reviewed to 

ensure that the volunteer programme remains relevant and 

resourced. 

Some examples of possible documents for evidence 

▪ Strategic and operational plans that include reference to 

volunteering. 

▪ Annual reports that explore how volunteering has contributed to 

achieving the organisation’s objectives. 

This practice relates to the organisation’s process of planning why 

volunteers are involved, what they do, and how they are resourced 

and supported rather than the detail of how they are managed, which 

is in the volunteering policy in section 2.1 

Planning should include consideration of the volunteer roles, tasks 

and activities required to deliver the organisation’s vision and should 

consider inclusive volunteering. The needs and views of organisation 

service users and other stakeholders can be considered in this 

process. 

Where the organisation also has paid staff, the organisation should be 

clear about the reasons for volunteer involvement distinct from staff 

roles. Where relevant, it may be appropriate for the organisation to 

discuss the development of volunteering roles with staff 

representatives and/or unions. 

http://www.investinginvolunteers.org.uk/
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Evidenced by Additional guidance 

 The organisation should determine and be able to explain the 

timescale chosen for review of its volunteering strategy and plan, for 

example, an annual review with a new plan developed every three 

years.  

Smaller or community organisations 

What the organisation wants to achieve, how it will achieve it, and the 

values and culture it wants to embed may be in a strategic or business 

plan, or could be less formal, e.g. in descriptions of what the 

organisation does, project plans, or briefings for activities. 

Larger organisations 

Because of size, and sometimes the numbers of volunteers, larger 

organisations can find it challenging to involve volunteers in the 

planning process. This can be done in several ways, for example 

involving volunteers in online consultations, holding discussions 

within smaller teams or localities as part of volunteer meetings, 

annual volunteer forums (centrally or locally), having a volunteer 

advisory group involved in the strategic planning process, inviting 

volunteers to board and staff events, involving volunteers as 

researchers and in the monitoring and evaluation of plans. 

 

http://www.investinginvolunteers.org.uk/
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1.2  Volunteering is valued as part of the culture of the organisation and the benefits of volunteering are understood and 

communicated 

 

Evidenced by Additional guidance 

▪ Organisations can describe why they involve volunteers. 

▪ Organisations can describe why valuing volunteers is important. 

▪ People in the organisation can describe the value of volunteering at a 

level of detail appropriate for their role. 

▪ Volunteer involvement is considered at the start of any planning 

process, e.g. business or project planning. 

Some examples of possible documents for evidence 

▪ Written communications demonstrating the value and role of 

volunteering, e.g. annual reports, intranet, newsletters, meeting 

notes. 

This practice relates to how volunteering is recognised and celebrated 

within the organisation, for example bringing in extra skills and 

perspectives, enabling people to take action in their communities, 

enhancing the experience of service user; the messages given out 

about volunteering; and how people in the organisation relate to and 

work with volunteers. 

For people working with volunteers, understanding of volunteering 

will be in more detail, for those who don’t have direct contact people 

should know why volunteers are involved and what they contribute.  

Communication of the value and benefits of volunteering should be 

considered inside and outside the organisation. This includes to 

volunteers themselves, other people within the organisation, service 

users, members, the wider community, other partners and 

stakeholders, or the public. This could include items from volunteers 

themselves. 

“Value” may include an economic calculation but is more likely to be 

expressed in terms of benefit to service users, volunteers themselves 

http://www.investinginvolunteers.org.uk/
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Evidenced by Additional guidance 

and other stakeholders, the activities that take place due to volunteer 

involvement, and how this helps the organisation to meet its aims. 

 

1.3  The impact of volunteering in contributing to organisation aims is understood and communicated 

 

Evidenced by Additional guidance 

▪ The organisation has identified what difference volunteers have 

made to the organisation and its service users. 

▪ People in the organisation, including volunteers, can describe what 

difference volunteers have made and how this contributes to the 

aims of the organisation. 

Some examples of possible documents for evidence 

▪ Written information describing the difference volunteers have made, 

e.g. annual report, impact report, case studies, monitoring and 

evaluation or statistical information, articles, social media, printed 

documents, day-to-day briefings and communications. 

 

 

 

This practice relates to any specific changes that have been achieved 

because of volunteers involvement and should link to the 

organisation’s overall objectives. 

Communication about the impact of volunteering may include 

numerical information, such as the number of visits made to service 

users, number of activities that have been run, or information about 

how volunteers have made a difference, for example people able to 

get out and about, having better physical health, able to take part in 

an activity, or a community area being improved.  

Communication of the impact of volunteering might be to volunteers 

themselves, other people within the organisation, service users, 

members, the wider community, other partners and stakeholders, or 

the public. It can be more effective to measure and communicate 

fewer of the most important impacts rather than listing many. 

http://www.investinginvolunteers.org.uk/
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Evidenced by Additional guidance 

 

 

Smaller or community organisations 

Communication about impact may be less formal, such as events, 

newsletters, articles or social media posts describing how volunteers 

enable an event to take place, or how they support children to take 

part in a sport that they wouldn’t otherwise be able to. The impact 

may include the direct outcomes of the service, e.g. improved physical 

fitness through a sporting activity, or the longer-term impact, e.g. 

greater ability to play with grandchildren.  

 

1.4  Volunteer involvement is reflected in management, financial and resource planning 

 

Evidenced by Additional guidance 

▪ The organisation can describe the process to ensure adequate 

resourcing of volunteering. 

▪ Planning and management of volunteers are considered at all 

relevant levels of the organisation structure. 

▪ Volunteers confirm that their activities are adequately resourced and 

supported. 

▪ If relevant, volunteer costs are considered in funding proposals or 

other income generation. 

Organisations should consider: 

▪ How the organisational structure supports volunteering. This 

should include considering how accountability for volunteering is 

represented at the board and/or senior management, where 

appropriate. 

▪ If appropriate, how finances are found and made available for 

volunteering, for example through funding applications or 

distribution of organisational funding. 

http://www.investinginvolunteers.org.uk/
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Evidenced by Additional guidance 

▪ People can describe the expenses policy and how to claim. 

Some examples of possible documents for evidence 

▪ Budget with adequate resources for volunteer involvement. 

▪ Organisational structure outlining responsibility for volunteer 

strategy, management and day-to-day support. 

▪ Expenses policy and claim form. 

▪ What practical equipment and resources are required for 

volunteers, for example training, uniform, computers, or tools. 

This should include equipment and resources to keep volunteers 

safe in line with managing risk and protecting people’s wellbeing. 

The organisation should be clear about its volunteer expenses policy, 

and if expenses are not provided to have an acceptable rationale why 

not, considering inclusive volunteering, and whether this will create 

barriers for some volunteers. The organisation should also consider 

how expenses could be funded in the future. The policy should ensure 

that only “out of pocket” expenses are reimbursed to volunteers. 

Smaller organisations and social action 

Management of volunteers may be more informal in smaller 

organisations and community groups and social action. However, it 

should be clear which people or groups of people have overall 

responsibility for volunteering and how they are supported in their 

role. 

Where volunteers who come together for social action provide their 

own resources or do not claim expenses, the organisation should 

consider the impact on inclusion, equity and diversity and the ability 

to take part, and what steps can be taken to ensure that people are 

not excluded. 

http://www.investinginvolunteers.org.uk/


 
 

 

 

Quality area 2. Planning for volunteers  

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

2.1  There are specific and proportionate systems and processes for volunteer involvement that are regularly reviewed  

 

Evidenced by Additional guidance 

▪ Volunteering appears in policies and procedures relating to the 

organisation, people, and activities as appropriate. 

▪ Systems and processes are fit for purpose and contain the right level 

of detail. 

▪ Systems and processes are reviewed within an agreed and 

appropriate timescale, and the organisation has considered how to 

involve volunteers in the review. 

▪ The organisation is aware of relevant legislation and ensures that it is 

compliant. 

Some examples of possible documents for evidence 

▪ Volunteering policy. 

▪ Volunteer handbook. 

▪ Other policies and procedures that include volunteers or there are 

separate versions for volunteers, e.g. health and safety, data 

protection, inclusion, equity and diversity, safeguarding, disaster 

recovery plan etc. 

Whilst 1.1 relates to the organisation’s strategic, business or project 

planning, this practice refers to the day-to-day systems, processes, 

policies and procedures that identify how volunteering takes place. 

Organisations are expected to develop a volunteering policy during 

the IiV process if they do not already have one in place. This is an 

overarching document that sets out to stakeholders why and how 

volunteers are involved, and how volunteering is managed to ensure 

quality and consistency. 

The level of formality of policies and procedures will vary according to 

the size, scope and maturity of the organisation. 

There should be evidence that there has been consideration of the 

systems and processes that are needed and how this is shared with 

stakeholders.  

For other policies and procedures, organisations should consider 

where to include volunteers in organisation-wide documents and 

where to develop documents specific to volunteers. It can be 

appropriate to include volunteers in organisation-wide policies such 
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Evidenced by Additional guidance 

▪ Records of policy review including volunteer involvement. as health and safety, or inclusion, equity and diversity, but it is likely 

that there will need to be some separate policies for volunteers to 

ensure that employment terminology is not used and no contract of 

employment is implied (e.g. ‘problem solving’ as opposed to 

‘disciplinary’ or ‘grievance’). 

Organisations should be able to show that they regularly review all 

policies and procedures and where possible involve volunteers 

themselves within the process. 

Larger or smaller organisations 

National, international, large, public sector, online, and/or dispersed 

organisations may require more in writing than smaller, community 

organisations where there is a lot of day-to-day contact.  

 

2.2  Relevant people in the organisation are aware of systems and processes relating to volunteering and why they are important  

 

Evidenced by Additional guidance 

▪ Volunteers and anyone coming into contact with volunteers 

understand why systems and processes are in place and can give 

examples of why they apply and why they are important. 

Understanding of why systems and policies are important can help 

with implementation, and this practice explores how embedded 

systems and processes are.  

http://www.investinginvolunteers.org.uk/
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Evidenced by Additional guidance 

▪ Mechanisms to inform and update people about systems and 

processes. 

Some examples of possible documents for evidence 

▪ Volunteer handbook. 

▪ Volunteer manager/staff handbook. 

Organisations will need to determine which people in the organisation 

are likely to need to know about volunteering systems processes, for 

example, those who regularly come into contact with volunteers. 

Systems and processes may be presented in a volunteer or volunteer 

manager’s handbook. 

 

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

attributes for the role  

 

Evidenced by Additional guidance 

▪ People managing volunteers or supporting volunteer involvement 

should be able to describe their experiences, competencies and 

attributes for volunteer management and how they keep up to date. 

▪ Processes to support the recruitment, support and ongoing 

development of volunteer managers are in place appropriate to the 

role and organisation. 

▪ Volunteers know who manages and supports them and feel they get 

adequate support from those people. 

There can be any number of designated people in organisations 

managing volunteers, it needs to be clear to volunteers and others 

who they are and what their responsibility is.  

The organisation should consider what skills are required to support 

different types of volunteer involvement and should periodically 

review volunteer management structures to ensure that they are 

effective. 

Larger or national organisations 

http://www.investinginvolunteers.org.uk/
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Evidenced by Additional guidance 

Some examples of possible documents for evidence 

Job descriptions/role descriptions and person specifications for staff or 

volunteers involved in volunteer management set out the experiences, 

competencies, attributes and lived experience valued, and alignment 

with organisation vision. 

In larger organisations there may also be senior staff and/or a central 

team who oversee volunteering. Respective responsibilities should be 

clear, along with ensuring suitable competencies and attributes. 

Smaller and community organisations 

Some small or informal organisations may not have written volunteer 

management roles written down; they will need to show how they 

meet this practice in other ways, for example, people being able to 

describe relative roles and responsibilities. 

 

2.4  Systems are in place to ensure the management of risk, safeguarding, health and wellbeing and protection of volunteers, the 

organisation, and others 

 

Evidenced by Additional guidance 

▪ The organisation understands its legal responsibilities and can 

evidence how it meets them. 

▪ Managers can identify how risk is assessed. 

▪ Volunteers confirm what they need to do to keep themselves and 

others safe and that this information is updated as necessary.  

This practice focuses on protecting volunteers and anyone else in the 

organisation affected by volunteers’ involvement, and wellbeing 

includes physical, mental, and emotional wellbeing. 

“Others” refers to anyone else in the organisation affected by the 

volunteer’s involvement 

http://www.investinginvolunteers.org.uk/
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Evidenced by Additional guidance 

▪ The organisation ensures that activities are kept within the 

boundaries of insurance cover. 

▪ People can describe how data is kept safe. 

Some examples of possible documents for evidence 

▪ Risk assessments of volunteer roles and activities. 

▪ Health and safety, safeguarding, and other risk management 

processes. 

▪ Insurance policy documents. 

Safeguarding volunteers and others should result from having a well-

managed volunteering programme where volunteering has been 

planned for, roles and activities have been considered, recruitment 

and selection is robust for the roles, volunteers are well-trained and 

supported and have knowledge of the policies and procedures that 

they need to operate to, and know who to contact if they experience 

any difficulties or have any safeguarding concerns.  Safeguarding 

should be considered in relation to the needs, duties and structure of 

the roles, for example where volunteers are involved with children, or 

specific issues raised by online volunteering. 

Organisations should also consider anything relating to the individual 

volunteer, for example health conditions. 

Volunteers should be informed about any changes or updates to risk 

assessment and processes, and there should be clear systems for 

volunteers to discuss and report any concerns that they have relating 

to the health and safety of themselves or other people. 

Data protection in this practice refers not just to data that the 

organisation keeps about volunteers, but also any data that 

volunteers might have access to in relation to other people in the 

organisation and its service users. 

 

http://www.investinginvolunteers.org.uk/
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2.5  There are problems solving procedures to deal with issues raised by or about volunteers 

 

Evidenced by Additional guidance 

▪ Problem solving procedures are accessible and cover what happens if 

a volunteer wants to make a complaint, or what happens if someone 

wants to raise an issue about a volunteer.  

▪ People involved in managing the procedure are suitably skilled and 

experienced. 

▪ Volunteers know what they would do if they wanted to make a 

complaint. 

Some examples of possible documents for evidence 

▪ Problem solving procedures. 

Problem solving procedures for volunteers need to be distinct from 

staff grievance and disciplinary processes, as these are governed by 

employment law. Processes should ensure that problems are resolved 

early and quickly, for example with an informal stage.  

Organisations’ systems, policies and procedures should provide the 

clarity, support and communication to prevent problems from 

happening. 

 

2.6  Records of volunteer involvement are maintained in line with data protection 

 

Evidenced by Additional guidance 

▪ Organisations can describe how they have determined what records 

they need to keep of volunteer involvement.  

▪ Organisations can describe how they have ensured this is in line with 

their understanding of data protection legislation, the General Data 

Deciding what information is needed about volunteers and why it is 

needed should be the first element of this practice. 

http://www.investinginvolunteers.org.uk/
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Evidenced by Additional guidance 

Protection Regulation (GDPR) and Disclosure and Barring Service 

(DBS) requirements. 

▪ Organisations can describe how people managing data are trained, 

supported and updated. 

▪ Volunteers can confirm that they have been informed about what 

records will be kept and how. 

Some examples of possible documents for evidence 

▪ Volunteer records. 

▪ Information and data protection policy. 

Records may relate to recruitment, maintaining good relationships 

and communication with volunteers, coordinating volunteering 

activities, measuring impact, management of risk.  

Record keeping should be proportionate to the needs of the 

organisation and it should be considered who needs access in line 

with data protection law and good practice. This includes how 

frequently information needs updating, and how long records are 

kept after a volunteer moves on. 

Informal, micro- or one-off volunteering 

Minimal records might be kept for some types of volunteering, for 

example informal, one-off or micro-volunteering, the organisation 

needs to consider the benefits and risks of any approach to 

maintaining information. 

http://www.investinginvolunteers.org.uk/
https://ico.org.uk/
https://www.gov.uk/government/organisations/disclosure-and-barring-service
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Quality area 3. Volunteer inclusion 

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

3.1 The organisation is inclusive and managed in a way that welcomes and encourages the involvement of a wide range of 

people 

 

Evidenced by Additional guidance 

▪ Organisations can describe their action for inclusion, equity and 

diversity in promotional material and in day to day running of the 

organisation. 

▪ People can describe how the organisation creates a culture of 

inclusion, equity and diversity including formal and informal 

activities. 

▪ Feedback from volunteers on their experience demonstrates an 

inclusive culture. 

Some examples of possible documents for evidence 

▪ Print and online promotional materials use inclusive language and 

represent an inclusive culture. 

▪ Positive statements from staff, volunteers and service users about 

volunteering and inclusion. 

▪ Volunteer experience surveys/ monitoring. 

There are two main elements to this practice: 

1. How the organisation is portrayed, which relates to the 

organisation overall; and 

2. How the organisation is managed to create a welcoming 

environment that actively supports ‘difference’ and takes people’s 

needs into account so people can choose to fully participate in and 

shape the collective. 

Information about the organisation should contain statements about 

inclusion, equity and diversity, where appropriate, and contain images 

that represent an inclusive culture. This applies to materials such as 

posters, newsletters, annual reports, social media and the website, 

and not just volunteer recruitment materials. This is because a 

potential volunteer is likely to review broader information about the 

http://www.investinginvolunteers.org.uk/
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Evidenced by Additional guidance 

▪ Volunteer role descriptions showing flexible and accessible 

opportunities. 

▪ Inclusion, equity and diversity policy and procedure. 

▪ Induction and training materials. 

▪ Equality impact assessment.  

▪ Race equity impact plan. 

organisation, and is to ensure that they get a positive impression of 

the organisation and its work and feel that they will be welcome. 

How the organisation ensures inclusion, equity and diversity amongst 

volunteers should be developed in line with the overall organisational 

strategy and aims. For example organisations have mapped who they 

engage with and who they are not engaging with to target the 

recruitment of volunteers from under-represented groups including 

but not limited to those who the organisation aims to serve.   

Diversity has a wide meaning including the legally protected 

characteristics of the Equality Act (applicable in England, Scotland and 

Wales) and other factors the organisation considers relevant (e.g. 

educational or socio-economic background, people with lived 

experience). 

There should be appropriate policies, procedures, written 

information, induction, ongoing training and ongoing support and 

supervision.  

Organisations should consider how they prevent discrimination 

harassment, ensure the dignity of volunteers and other stakeholders, 

and prevent bullying, and deal with any issues if they arise. 

The organisation could refer to the Equality Act 2010 (England, Wales 

and Scotland) and consider what “positive action” could be taken to 

http://www.investinginvolunteers.org.uk/
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/85026/vcs-positive-action.pdf
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Evidenced by Additional guidance 

include marginalised groups . For Northern Ireland refer to the 

Equality Commission for Northern Ireland or in the Republic of 

Ireland. 

 

3.2  There is a proactive approach to increasing volunteer diversity, addressing under-representation, and including targeted 

groups as part of the organisation’s overall inclusion, equity and diversity aims 

 

Evidenced by Additional guidance 

▪ Organisations understand the make-up of their target group of 

potential volunteers. 

▪ Organisations can describe how they know that volunteering 

opportunities are open to everyone in their target group. 

▪ People show an awareness of how the organisation might reach 

under-represented groups. 

▪ Examples of targeted recruitment activities. 

▪ Examples of considering what might attract volunteers such as social 

opportunities or the chance to build skills and experience. 

Thinking about inclusion, equity and diversity of volunteers will be 

most effective if it is part of the organisation’s wider approach to 

representing the community and taking a proactive approach to 

tackling oppression, disadvantage, institutional prejudice, and 

discrimination so the organisation will need to think through the 

bigger picture in relation to organisational aims and service user 

needs to inform the volunteer programme. 

Organisations will have different target groups for potential 

volunteers, for some the organisation’s target group may be everyone 

in a local community, or may be a particular community of people, 

e.g. those with a specific health condition, young people, or people 

with particular skills. Within this broader target group, organisations 

http://www.investinginvolunteers.org.uk/
https://www.equalityni.org/Legislation
https://www.ihrec.ie/guides-and-tools/human-rights-and-equality-in-the-provision-of-good-and-services/what-does-the-law-say/equal-status-acts/
https://www.ihrec.ie/guides-and-tools/human-rights-and-equality-in-the-provision-of-good-and-services/what-does-the-law-say/equal-status-acts/
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Evidenced by Additional guidance 

▪ Examples of considering and addressing barriers to volunteering, e.g. 

ensuring volunteers receive out of pocket expenses and access and 

support needs. 

▪ Reviews of the effectiveness of targeted recruitment campaigns. 

Some examples of possible documents for evidence 

▪ Record of discussion in meetings about under-representation and 

planned action. 

▪ Volunteer diversity monitoring and analysis data. 

▪ Targeted recruitment publicity. 

should consider the make-up of that community, for example age, 

‘race’, ethnicity, disability, sex, gender and gender identity, faith, 

sexual orientation and socio-economic disadvantage to ensure that 

volunteers are as far as possible, representative and/or there is 

targeted recruitment in line with specific inclusion, equity and 

diversity objectives. Service users’ needs should also be considered, 

for example, recruiting volunteers who speak community languages.  

Organisations may restrict opportunities to specific groups where 

there is a rationale for this and it does not breach equality and anti-

discrimination legislation, for example recruiting women volunteers 

for a service for women who have experienced violence.  

Organisations should understand that the Equality Act (England, 

Wales and Scotland) applies to staff and volunteers differently. While 

volunteers may not be protected as employees under the Act, it is not 

acceptable to discriminate against them.  

Practical activities to increase the diversity of volunteers may 

sometimes be in tandem with other organisational initiatives, e.g. 

recruiting volunteers at the same time as outreach to service users or 

partners. 

Smaller and community organisations 

http://www.investinginvolunteers.org.uk/
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Evidenced by Additional guidance 

For smaller organisations where all volunteers are known monitoring 

might take place through discussion amongst volunteer managers and 

others as appropriate, being careful not to make assumptions or to 

breach volunteers’ privacy and dignity. 

 

3.3 Information about volunteering opportunities is made as widely available as possible using a range of methods and there is 

active engagement with a diverse range of people 

 

Evidenced by Additional guidance 

▪ Organisations can describe the recruitment process, why it has 

chosen those methods, and how it reviews whether they are 

successful in reaching a diverse audience.  

▪ Volunteers can describe being recruited through different routes 

(where appropriate). 

Some examples of possible documents for evidence 

▪ Examples of different recruitment materials and approaches (where 

appropriate) for example easy read resources and webpages, 

captioning on videos. 

This practice relates to how organisations publicise the opportunities 

they have to their target groups and follows on from 3.1 which 

focuses on the content of the organisation’s information and 

publicity. 

Each organisation should determine the community from which it 

recruits in line with the organisation’s aims. Some organisations 

recruit volunteers from a specific group of people, for example, 

members, geographical communities or communities of interest. 

Organisations should be able to describe why they take this approach, 

and how they ensure inclusion within a sub-group of people, for 

http://www.investinginvolunteers.org.uk/
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Evidenced by Additional guidance 

example, if it’s people who have specific health conditions, that they 

are representative of people who have those health conditions.  

Membership and community organisations 

Where an organisation only recruits volunteers from its members it 

may be more appropriate to show how the organisation takes action 

to encourage a diverse range of people to be members, e.g. where 

and how it advertises membership, any arrangements it makes to 

include people with specific needs and demonstrates actively 

supporting inclusive membership. 

3.1 includes the promotional materials that have been developed; 3.2 

is focussed on how those materials and other vehicles (for example 

the local Volunteer Centre or word of mouth) are used to achieve 

maximum reach. 

Where volunteering is based around a local area there should be 

evidence that local communities are approached and included in 

volunteer engagement. 

 

 

 

 

http://www.investinginvolunteers.org.uk/
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3.4 Where possible there is a range of accessible opportunities that can be adapted throughout the volunteer’s journey 

 

Evidenced by Additional guidance 

▪ Where appropriate, there are a range of different volunteer roles. 

▪ Examples of how roles and activities have been created or adapted to 

meet varying volunteer needs during planning, recruitment and/or 

ongoing involvement. 

▪ Examples of how different access arrangements or additional 

support, or technology/equipment for volunteers have been 

considered, particularly for disabled volunteers. 

▪ Examples of how the organisation has worked with volunteers to 

create roles that meet their skills, attributes and motivations. 

Some examples of possible documents for evidence 

▪ Volunteer role descriptions. 

▪ Volunteer handbook - details about available equipment/ 

technology/ flexible approaches and requesting support for 

accessible volunteering. 

▪ For social action or flexible volunteering information describing 

expected types of activities. 

Accessible opportunities should take into account what people are 

looking for from their volunteering experience and how they want to 

give their time. This may involve flexible and one-off opportunities, 

family volunteering, or online volunteering for example. 

Volunteers’ interests, needs or abilities may change over time; where 

possible the organisation should try to accommodate this to help the 

volunteer remain involved. 

Creating and adapting roles needs to be undertaken within the aims 

and the resources of the organisation including reviewing service user 

needs and feedback. There may be times when it is not possible to 

adapt roles, for example when they are defined in legislation. This can 

be discussed with the advisor or assessor; but it will be expected that 

organisations should always consider different ways to provide 

opportunities and how this relates to encouraging diversity amongst 

volunteers (see box below). 

Volunteer role descriptions should differ from staff job descriptions to 

avoid creating an employment relationship. 
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Evidenced by Additional guidance 

Flexible volunteering, social action, or membership organisations 

Opportunities are normally documented in role descriptions and 

person specifications, but there may be instances, for example with 

flexible volunteering, where this is not appropriate. The organisation 

will need to ensure that people are clear about the boundaries of 

activities and the skills, attributes, knowledge or experience (if any) 

needed to undertake the tasks. 

Statutory or otherwise tightly defined volunteer roles 

Some organisations have opportunities tightly defined, for example, 

statutory roles or those that require technical knowledge, or where 

there are strict health and safety requirements. Where this is the case 

the organisation should consider whether volunteers have choices, for 

example about undertaking specific activities within the role, the 

times at which they can volunteer or whether there are opportunities 

for activities outside the role, for example, training or buddying other 

volunteers. 
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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 

4.1 People are clear about the opportunities available and the process to become involved 

 

Evidenced by Additional guidance 

▪ Volunteers describe that it was easy to find out about volunteering 

with the organisation and the opportunities on offer. 

▪ If appropriate to opportunities, potential volunteers understand how 

the organisation can support them to develop their own roles or 

make suggestions about how their skills, competencies and attributes 

can be used.  

Some examples of possible documents for evidence 

▪ Materials used for recruitment such as information or application 

packs, website and promotional material. 

▪ Volunteer role descriptions. 

Potential volunteers can find out about opportunities available and 

how to get involved through methods such as written and/or online 

information and/or the opportunity to discuss this with someone 

depending on the structure of the organisation and the nature of the 

roles. 

Flexible roles and social action 

Some organisations may have more flexible roles, or volunteers 

creating their own opportunities, e.g. members of an organisation 

pursuing an activity or interest. In this situation the organisation 

should have planned for how this process will take place, consider 

what needs to be written, for example, are there any restrictions on 

the activities that volunteers can undertake, what are the 

expectations on both sides around how roles are developed, 

supported and reported on. 
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4.2  Recruitment processes and checks are timely, fair, consistent, straightforward and appropriate 

 

Evidenced by Additional guidance 

▪ People can describe the volunteer recruitment/ engagement process, 

including the support provided to potential volunteers. 

▪ Volunteers confirm that the process used to recruit/involve them 

was clear, proportionate to the role, and gave them the information 

they needed to understand the volunteer opportunities and 

recruitment and induction process. 

▪ Organisations can describe the process of criminal records checks 

and this takes place in line with current regulations and guidance, 

including how they have determined the roles to be checked and 

what happens where something is identified.  

▪ Organisations can describe how the level of information they collect 

is used and therefore why it is necessary.  

▪ People can identify how recruitment is undertaken consistently 

within each role. 

Some examples of possible documents for evidence 

▪ Written recruitment material, for example application packs and 

forms, notes or pro formas from interviews or initial conversations, 

examples of references and description of criminal records checks. 

Organisations should consider a timescale for responding to enquires 

and completing the recruitment process so that volunteers get a 

response in a timely manner and understand how long the 

recruitment process might take. 

It may be that there are different approaches for different roles, but 

the approach within each role should be consistent. 

Organisations should refer to official guidance concerning criminal 

records checks and where these are appropriate for volunteer roles. 

Organisations should be mindful that potential volunteers may see 

criminal record checks as a barrier to engagement, organisations 

should consider how to encourage inclusivity and explain why checks 

are appropriate for certain roles. 

One-off, micro- or informal volunteering 

For some organisations or roles such as one-off opportunities, 

membership organisations, or micro-volunteering, processes may be 

more informal or there may be minimal processes and checks, each 

organisation should determine what is appropriate in each 

circumstance. 
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Evidenced by Additional guidance 

Recruiting service users as volunteers 

In some organisations there is a pathway from service user to 

volunteer. In these organisations there should be evidence of how 

that journey is supported and a clear understanding of when/how the 

individual is engaging with the organisation, for example when they 

are subject to policies and procedures around volunteering, and how 

they are relating to other people. 

 

4.3  Recruitment is a two-way process for volunteers to find out more and that considers how individual and organisational 

needs can be met 

 

Evidenced by Additional guidance 

▪ People can describe how potential volunteers can explore their 

reasons for volunteering in line with what the organisation needs. 

▪ Examples of how volunteers can find out more about opportunities 

before committing. 

▪ Volunteers identify that the role has broadly been what they 

expected from the recruitment process.  

Most organisations will have some form of an interview to provide 

this opportunity – that might be a one to one face to face interview, 

or a telephone or online chat, or a group session.  

Organisations should offer trial periods or tasters for volunteers 

where feasible to find out more about the role before committing.  
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Evidenced by Additional guidance 

▪ Volunteer managers can describe how they manage situations where 

volunteers’ skills, competencies, attributes, availability or 

expectations do not match with opportunities, including how they 

feed back to volunteers and signpost them to other opportunities, if 

appropriate. 

▪ Volunteer managers can describe how they give feedback to 

volunteers who are unsuccessful and signpost them appropriately to 

other organisations or opportunities. 

Some examples of possible documents for evidence 

▪ Recruitment materials such as application forms, guidance for 

interviews, information for potential volunteers. 

 

4.4 Volunteers are provided with any necessary information, introductions and training for their role 

 

Evidenced by Additional guidance 

▪ People can describe the induction process. 

▪ Volunteers confirm that the induction process was sufficient for their 

role, including what the organisation expects of them and what they 

can expect from the organisation, an introduction to the people they 

In some organisations inductions may be part of the recruitment 

process and can offer the opportunity for the organisation and 

volunteers to assess whether they are right for the role. 
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Evidenced by Additional guidance 

will be volunteering with, including staff and volunteers, 

organisational policies and procedures, specific training for the role, 

and any equipment or materials they will require. 

Some examples of possible documents for evidence 

▪ Volunteer handbook, policies and procedures. 

▪ Induction materials, e.g. training plans or materials or induction 

checklists. 

Inductions should be suitable for the role. Information may be in 

writing, a short verbal briefing, or a more formal training course over 

several weeks. Volunteers should feel that it has prepared them for 

their role and taken into account any specific access needs they have. 

The organisation should also be clear about what it does not provide 

where this is relevant to undertaking roles, e.g. specific clothing, ICT 

equipment, and it should provide a clear rationale to volunteers why 

not. 
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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 

5.1  Volunteers feel appropriately supported in their role and able to discuss all aspects of their volunteering 

 

Evidenced by Additional guidance 

▪ Organisations can describe how support and supervision provided is 

appropriate for the volunteers and the roles, including how support 

is provided where roles are emotionally demanding or otherwise 

challenging, or involve safeguarding or other risks. 

▪ Volunteers know what support is available and how to access it.  

▪ People can describe how the organisation checks that volunteers are 

not over-committed or at risk of burnout. 

▪ Volunteers should be clear how to raise any issues of concern and to 

give examples of where this might be appropriate. 

Some examples of possible documents for evidence 

▪ Records of group support and supervision meetings. 

In some organisations there will be formal regular meetings with 

volunteers either one-to-one or in groups; in others support may be 

provided more informally through working alongside colleagues. The 

level of formality will relate to the nature of the role, the needs of the 

volunteer, the number of volunteering hours, and the complexity of 

the organisation. 

The needs for remote volunteering roles should also be considered, as 

this role may be more difficult to support and manage, including 

raising concerns, managing difficult situations and expectations.  

Organisations should be able to describe how they have determined 

the best way to support volunteers and reviewed the effectiveness of 

their volunteer support. This should include asking volunteers 

themselves what support they feel they need. 
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5.2  Volunteers and everyone in the organisation who comes into contact with volunteers are clear about the scope of volunteer 

roles and what volunteers can expect from the organisation 

 

▪ People managing and working alongside volunteers can describe the 

boundaries of volunteer roles, and volunteers confirm that they are 

not asked to undertake tasks outside of their role. 

▪ People can describe situations in which volunteers can turn down 

requests and take time out, and volunteers should identify that they 

feel comfortable doing this. 

▪ Organisations can identify any situations in which volunteers may be 

at risk of undertaking tasks outside their roles and have systems in 

place to manage this risk. 

▪ Organisations are clear what volunteers can expect in relation to 

their involvement, and routinely review this with volunteers. 

Some examples of possible documents for evidence 

▪ Volunteer role descriptions. 

▪ Volunteer policy. 

▪ Staff and volunteer induction materials. 

 

It is important that anyone who is involved in allocating tasks to 

volunteers understands the parameters of volunteer roles; it is also 

important as part of the overall ethos of volunteering in the 

organisation that everyone understands that there are boundaries to 

volunteer roles and they should not be expected to undertake tasks 

outside of those boundaries. Everyone in the organisation coming into 

contact with volunteers should understand the nature of 

volunteering, that volunteers have choices.  

Volunteer hours should be designed with a clear rationale about the 

needs of the organisation and the volunteer. Hours should be flexible 

as far as possible to suit volunteer needs, and ensure that volunteers 

are not taking on too much or feeling overwhelmed or burned out. 

It should be clear that both parties can end the volunteering 

relationship at any time and there are no obligations in the 

arrangement. 

Volunteers should have been given a clear understanding of their role 

and what they can expect from their experience generally, and this 

should be regularly reviewed with them  
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5.3  Volunteers have the opportunity to discuss how they are doing 

 

Evidenced by Additional guidance 

▪ People can describe how volunteers are able to discuss how they are 

doing. 

▪ If appropriate to the role and/or if the volunteer wants it, people can 

describe how volunteers are given feedback about their 

performance, what they did well, and any areas for improvement. 

Some examples of possible documents for evidence 

▪ Volunteer policy and handbook. 

▪ Notes from meetings. 

The opportunity for volunteers to discuss how they are doing, where 

volunteers request this and/or it is relevant to the role should be 

offered. It should include the chance for volunteers themselves to 

reflect, and to receive feedback from others, for example, from 

volunteer managers, others within the organisation, or from service 

users. 

Some organisations or some roles within organisations may include a 

more formal one-to-one review, for others it may be through an 

informal chat. 

Volunteers being able to discuss how they are doing should relate to 

other practices such as 1.3 concerning the impact volunteers have; 5.1 

feeling supported; 6.1 that their roles are meaningful and rewarding; 

and 6.2 feeling valued. 

 

 

 

http://www.investinginvolunteers.org.uk/


 

 Investing in Volunteers 2021 - www.investinginvolunteers.org.uk – Standard and guidance – v1 | Page 31 

 
 . 

 

5.4  Volunteers have opportunities to express their views and ideas and to be involved in relevant decision making 

 

Evidenced by Additional guidance 

▪ People can describe how the organisation provides opportunities for 

volunteers to express their views and be involved in decision making. 

▪ Examples of how volunteer feedback has influenced or changed 

things. 

Some examples of possible documents for evidence 

▪ Reports about surveys, consultations, workshops, volunteer forums, 

including where appropriate an analysis and decisions taken as a 

result. 

How volunteers are involved in decision making, which decisions they 

are involved in making, and how feedback is sought will depend on 

the size and nature of the organisation. As a minimum this should 

include decisions that directly affect volunteers.  

Organisations should ensure that it involves a diverse range of 

volunteers in decision making. 

Volunteers should be consulted about the development of policies 

and procedures and volunteer roles and be involved in the Investing in 

Volunteers process. 

There should be communication to volunteers about the results of 

their feedback or involvement in decision making, including changes 

to policy and practice. 

Smaller organisations 

Involving volunteers does not have to be a formal process, particularly 

for smaller organisations for whom involvement may be more in 

determining day to day activities. Organisations should be able to 

show how they have listened to volunteers, considered their input, 

and considered what they will do in response. 
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5.5  Volunteers feel there is good communication between themselves and the organisation 

 

Evidenced by Additional guidance 

▪ Volunteers express that they are informed about anything that 

affects them and can contact the organisation easily. 

▪ Volunteer managers can describe their rationale for what and how 

they communicate to volunteers and how they enable volunteers to 

communicate with the organisation. 

Some examples of possible documents for evidence 

▪ Examples of communication with volunteers, for example emails, 

newsletters, meeting notes, noticeboards, intranet, social media. 

Two-way communication should be appropriate to ensure that 

volunteers feel connected to and a part of the organisation as well as 

having practical information to undertake their roles. 

This may be undertaken through day-to-day contact and/or through 

email, online, text, telephone, meetings and one-to-one discussions as 

appropriate for the organisation and the role. 

Consideration should be given to how to communicate with 

volunteers who are not able to engage online. 

Larger organisations 

Larger organisations may need to consider how communication takes 

place between the organisation and volunteers at different levels, for 

example the location or team they are working with, but also the 

organisation centrally, as sometimes volunteers can feel disconnected 

from the management and board. This may link into 1.1 concerning 

organisational planning, and 5.4 giving feedback and involvement in 

decision making.  
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5.6  There are systems for volunteers to have a positive and managed exit 

 

Evidenced by Additional guidance 

▪ Organisations can describe the process when a volunteer is 

considering leaving or has decided to leave.  

▪ Organisations can describe how they discuss with the volunteer how 

long they will keep their records and whether or not it is appropriate 

to maintain any ongoing contact with the volunteer. 

▪ Volunteers are offered the chance to feed back to the organisation 

on their experience when they leave. 

Some examples of possible documents for evidence 

▪ Summaries/analysis of exit feedback. 

The process relating to volunteers who are leaving should include how 

the organisation collects any feedback information that volunteers 

wish to give, how they have analysed this, and any examples of 

changes made.  

If possible there should be the option for volunteers to come back, 

with the organisation identifying the process for this to happen, 

although this will not be appropriate in all situations. 

http://www.investinginvolunteers.org.uk/


 

 Investing in Volunteers 2021 - www.investinginvolunteers.org.uk – Standard and guidance – v1 | Page 34 

 
 . 

 

Quality area 6: Valuing and developing volunteers  

Volunteers are valued and there are opportunities for volunteers to develop and grow through their experience 

6.1  Volunteers feel their contribution is meaningful and rewarding 

 

Evidenced by Additional guidance 

▪ Organisations understand the motivations of volunteers and what 

they want to get from their role and involvement with the 

organisation. 

▪ Organisations can describe how they create opportunities that are 

linked to the organisation’s purpose and make a difference to any 

service users. 

▪ Organisations find out how volunteers feel about their roles and 

whether volunteers feel that they are contributing to the overall aims 

of the organisation. 

▪ Volunteers report that their roles are meaningful and rewarding to 

them. 

Some examples of possible documents for evidence 

▪ Surveys asking volunteers how they feel about their roles and what 

could be done to improve volunteers’ experiences. 

This practice refers to the internal satisfaction volunteers themselves 

get from being involved, which may relate more to whether they feel 

that they are making a difference and how it fits with their own 

motivation rather than the external appreciation given by others in 

6.2 below.  

Organisations need to consider the different factors that make roles 

meaningful and rewarding, for example for some volunteers this may 

be carrying out their commitment to a specific cause or issue. For 

others it might be about “giving back” or “paying it forward”, or about 

connection in their communities. Information can be collected 

through the recruitment process, and through ongoing methods such 

as surveys, volunteer meetings, or one-to-one communications. 
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Evidenced by Additional guidance 

▪ Notes from meetings or other discussions. 

▪ Surveys or conversations with service users (where relevant) are fed 

back to volunteers 

Organisations should design roles and systems taking into account this 

knowledge to maximise volunteers’ experience, commitment, 

enjoyment and retention. 

 

6.2  Volunteers feel valued by and a part of the organisation 

 

Evidenced by Additional guidance 

▪ Organisations can describe how they show appreciation and 

recognition for volunteers, recognising that different volunteers feel 

valued in different ways. 

▪ Organisations can describe how they find out from volunteers how 

they would like to be valued. 

▪ Volunteers describe the different ways they feel valued and part of 

the organisation. 

Some examples of possible documents for evidence 

▪ Written evidence of appreciation including reports of celebrations 

and awards, information about social events, statements of 

achievement, thank you letters and emails, items in newsletters and 

social media. 

Appreciation and recognition can be expressed formally and/or 

informally. This may include volunteer awards, celebrating 

Volunteers’ Week, certificates, social events, thank you cards and 

notes and day-to-day thanks.  It is important that organisations 

understand the different ways in which their volunteers want to be 

acknowledged.  

Sometimes volunteers might identify more with a local team or 

region. Feeling a part of the organisation or team might be through 

meetings, taking part in consultations, having representation, or just 

through effective communication. As with acknowledgement, it is also 

important that organisations understand what would make/makes 

volunteers feel a part of the organisation. 
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Evidenced by Additional guidance 

Larger or national organisations 

For larger or national organisations, recognition from the board and 

management of the organisation can be important to volunteers, 

though it may be more relevant to ensure that they feel part of a 

team, which may be geographically-based, role-based or theme-

based. 

 

6.3 The experiences, attributes and competencies that volunteers bring are recognised and they have opportunities to develop 

them 

 

Evidenced by Additional guidance 

▪ Organisations can describe how they identify and note the 

experiences/ attributes, competencies that volunteers bring, and 

where appropriate the skills/ experiences/competencies they are 

looking to develop. 

▪ Examples of how the organisation has utilised and benefitted from 

the skills that volunteers bring. 

▪ Where appropriate, examples of opportunities to support volunteers 

to develop skills and experience. 

Volunteers come with different levels of skills and experiences, some 

want opportunities to have existing skills recognised and utilised, 

others to develop their skills (younger volunteers, student volunteers, 

or those who are volunteering as a route to employment or increasing 

confidence for example). 

Developing skills and experience may be through formal training, 

inside or outside the organisation, but it may also be through taking 

on different activities, coaching or mentoring as part of the role, 
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Evidenced by Additional guidance 

Some examples of possible documents for evidence 

▪ Notes from discussions about volunteer skills and development 

needs. 

▪ Training plans. 

▪ Records of training delivered and attended. 

online development or research, peer support, or shadowing other 

staff or volunteers. It may be practical skills, or “softer” skills such as 

an increase in confidence or listening skills. 

This links with practice 3.3, as adapting or creating volunteer roles is a 

way that volunteers can use and develop their skills. 

 

6.4  Volunteers have the opportunity for connecting with and learning from other volunteers where appropriate 

 

Evidenced by Additional guidance 

▪ Organisations can describe how they provide opportunities, where 

appropriate, for volunteers to connect with others, both socially and 

while volunteering. 

▪ Volunteers feel that the organisation provides appropriate 

opportunities for them to connect and learn from others. 

Some examples of possible documents for evidence 

▪ Written or online information about forums, meetings, workshops, 

social events or learning opportunities. 

Support between volunteers can be important to help volunteers feel 

connected socially, improving learning and skills, and increasing 

satisfaction and commitment to the organisation. 

Some volunteering opportunities have a high level of connection 

already and will not require any further action. Where volunteers 

carry out activities predominantly individually, the organisation could 

offer opportunities such as meetings, forums, coffee mornings, 

buddying, or connection online through phones or apps. 

Not all volunteers will want to connect with others, and there can 

sometimes be poor take-up, but the organisation should be aware of 
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Evidenced by Additional guidance 

where there is a request for this and work with volunteers to identify 

the most appropriate method. In some organisations supporting this 

might be a volunteer role. 

 

6.5  Volunteers’ future aspirations are supported where appropriate  

 

Evidenced by Additional guidance 

▪ The organisation is clear what it provides for volunteers in relation to 

support with future aspirations. 

▪ Volunteers identify that they know what is available to them in 

relation to future aspirations. 

▪ Where appropriate, volunteers identify how the organisation has 

helped them with career or education aspirations, or building skills, 

confidence or experience. 

Some examples of possible documents for evidence 

▪ Examples of providing statements of achievements, references for 

volunteers or LinkedIn endorsements. 

This may mean the organisation providing a reference or other 

evidence of volunteer involvement where a volunteer has made a 

reasonable commitment, which might vary by organisation. 

Some organisations may want to do more about developing 

volunteers for future education, training or employment 

opportunities for example. This may be relevant to attract young 

volunteers looking for skills and experience for a career, or where 

service users progress into volunteering as part of their development.  

Where the organisation cannot support volunteers’ future aspirations 

because of the nature of the organisation, the role, or volunteers, it 

makes this clear to volunteers including why it cannot do this. 
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