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Introduction 
Welcome and congratulations on becoming a registered Investing in Volunteers assessor!  

The Investing in Volunteers (IiV) Award consists of six quality areas illustrated by 29 practices. 

To achieve the IiV Award, an organisation needs to demonstrate that it has sufficient practices 

to demonstrate all six quality areas.  

There are six steps to the Investing in Volunteers process, five to achieving the IiV Award, and 

then continual improvement and renewal as the sixth to maintain and develop volunteering 

practice.  You will support organisations to progress through the steps. As an assessor your role 

is to:  

▪ Inspire 

▪ Inform 

▪ Encourage 

▪ Assess evidence 

▪ Make judgements 

Your country manager will assign you an organisation to work with. 

This handbook should be read in conjunction with IiV - an organisation’s how to guide, as far as 

possible information has not been duplicated. 

Your support and development 

All new assessors undertake an introductory course to learn about the IiV standard, the 

assessment process and your role. During the year there will be assessors’ meetings , which you 

are expected to attend. These will include training, updates, sharing of good practice and 

resolution of questions or problems. Lead assessors will support your development by 

observing your practice, giving feedback and offering one-to-one coaching.  

History of IiV 

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

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

of management and care.  

The standard has been through several reviews 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, 

organisations and groups and incorporated research (Time Well Spent, NCVO) that surveyed 

over 10,000 volunteers about what a quality volunteer experience looks like. 

http://www.investinginvolunteers.co.uk/
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The Investing in Volunteers timeline 

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

celebrate, and renew IiV, although this will vary by organisation.  Your role will be to agree an 

appropriate timescale for the organisation and support them to move through the process. 

Note that timelines are maximum time periods – any variation from this should be flagged with 

your lead assessor and country manager. While we can be flexible when there are mitigating 

circumstances, there may be times that you need to be strict with organisations who are not 

following the recommended guidelines around keeping to timelines or communicating with you 

the assessor. 

IiV example timeline 

 

Note this is for illustration only, organisations can move through the steps much faster, 

communicating with you the assessor at all times. 

 

 

 

 

Month 1

introductory workshop

Months 2 - 3 
self-assessment completed

Month 4

improving practice plan 
signed off

Months 5 - 11

improving practice & 
development

Month 9

begin planning 
assessment

Month 12 

assessment

Month 13 

achieving and celebrating

Years 1 - 3

continual improvement

Half way through 
Year 3

apply for renewal
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The Investing in Volunteers standard 

The six quality areas 

 

These are described in more detail below. 

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. 

 

   

 
1. Vision for 
volunteering 

 

 
2. Planning for 

volunteers 

 

 
3. Volunteer 

inclusion  

 

 
4. Recruiting 
& welcoming 

volunteers 

 

 
5. Supporting 

volunteers 

 

 
6. Valuing and 

developing 
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. 

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. 

View the The Investing in Volunteers standard and you should also be familiar with the full IiV 

standard and guidance. 

Investing in Volunteers steps 

There are six steps to the IiV process. 

 

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 

http://www.investinginvolunteers.co.uk/
https://investinginvolunteers.co.uk/welsh-assessor-materials/#Bilingual-General
https://investinginvolunteers.co.uk/welsh-assessor-materials/#Bilingual-Step-2
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Step one: getting started  

You will deliver an introductory workshop for organisations to take them through the 

standard and process, enthusing them to start on their IiV journey and helping them to 

think about what they want to achieve.  You will help organisations understand the 

standard and how it applies to them, discussing current practices and evidence for each 

quality area.  You will help them start to consider developments and see how working 

through each quality area will benefit their volunteering programme. You will help them 

think about how they will manage the process.  You will also signpost organisations to 

sources of information and support. 

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

Step two: self-assessment 

Organisations will complete a self-assessment checklist and submit three pieces of 

evidence to identify where they are currently in relation to the standard.  They submit 

this to you and you will review the completed checklist and documentation, before 

arranging an online meeting to discuss what they have written and gain clarity on 

whether or not they are meeting the practices. This meeting is helpful to discuss what 

their gaps in practice are and to agree what steps they need to take as part of their 

improving practice plan in the next stage.  This is confirmed in a report written by the 

Assessor on the agreed self-assessment feedback template. 

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

contract. The Assessor is expected to provide verbal feedback within ten working days 

of receiving the initial self-assessment, and written feedback within fifteen working 

days.   

Step three: improving practice 

The organisation agrees with you what activities they need to undertake to meet the 

standard as well as anything they want to do over and above the standard and then 

creates and implements an improving practice plan to complete them. 

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

the IiV contract and should be signed off by you. 

Improve – It usually takes six to eight months for organisations to complete activities 

within the improving practice plan from your sign off. It is helpful to agree a deadline 

and also some review points to get updates on progress as this can help keep the 

organisation focussed. 

 

http://www.investinginvolunteers.co.uk/
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Step four: assessment 

When the organisation has completed the actions in its improving practice plan, you will 

agree an assessment date(s) with them when you will speak to volunteers, staff and 

board members as well as review written documentation to assess whether they meet 

the standard.  You can make one of the following three judgements: 

▪ They have MET the standard 

▪ They have MET THE STANDARD WITH CONDITIONS 

▪ They have NOT MET the standard 

The report should be written usually within 10 days from the assessment, using the 

report template and guidance.  

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

Step five: celebrating and achieving the award 

Once you have completed the report (maximum 10 days from last day of assessment) 

you need to send it to your lead assessor for review, they may have questions or want 

you to make some changes before it goes to the organisation.  

When the lead assessor is satisfied (maximum 5 days from receipt of report), you will 

need to send the report to the organisation so that they have a chance to review it and 

to correct any factual inaccuracies (give them a maximum of 10 days). You will also 

send them the Report Check and Achiever Comms form that allows them to note any 

changes they are requesting and also to provide the correct details for the achiever 

announcement and social media.  

You then send the final report and completed form to the lead assessor who submits 

these to the country manager who adds the organisation to the achievers list and 

formally informs and congratulates the organisation (usually on the first working day of 

the following month). 

You will then forward your complete organisation journey folder to your lead assessor 

who will check it and send on to the country manager. 

Congratulations, you have taken the organisation through to achieving IiV!  

Organisations will be contacted with information about the certificate, plaque and logo.  

You can encourage them to think about how they can celebrate and publicise their IiV 

Award. 

Step six: continual improvement and renewing your award 

As organisations have invested significant time and resources into achieving the IiV 

standard, you can encourage them to maintain the good practice they have achieved, 

http://www.investinginvolunteers.co.uk/
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including any development areas identified in your report.  This will also help 

organisations to keep up momentum with a view to renewing the standard in three 

years’ time.  As their assessor you will be expected to make a follow-up call (around the 

first and second anniversaries of their achievement) to check how they are getting on 

and whether they need anything further. During the second anniversary call 

organisations will be encouraged to think about renewal, in particular how this will 

demonstrate their commitment to best practice and meaningful, effective volunteering.   

Throughout the last year of their award the IiV team will be in touch with them about 

the date of expiry and how to renew. 

 

A quick guide to the timeline for assessors 
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Roles 

Country managers 

Country managers are responsible for the overall management of IiV within their countries, 

marketing and promotions, sign-ups, organisation contracts, assessor contracts and delivery 

support (including queries, annual development, invoices and expenses), the quality assurance 

process, website management and monitoring organisation journey progression, in particular 

dealing with problems. All country managers work together to ensure quality operational 

delivery and development across the UK.  

When you should contact the country manager: 

▪ Questions about the contract, payment or website 

▪ When you have tried at least 3 times to contact the organisation and they are not 

responding; where timescales are slipping or there are other issues that may lead to 

organisations not being able to complete IiV in the timescale identified. Postponement fees 

may apply 

▪ Every month to provide updates via trackers 

▪ If you have any complaints or need to raise conflicts of interest 

▪ Questions about IiV development 

▪ Questions about assessor development opportunities 

Lead assessors 

Lead assessors are the first line of the quality assurance process and support for assessors at all 

stages of the process.  You should contact your lead assessor: 

▪ When you need support or advice at any step of the process 

▪ When you’ve got an assessment coming up so that they can schedule quality checking 

▪ Where you have a question about interpretation of the standard 

▪ When you have completed an assessment report and need quality assurance 

▪ When you have completed an organisation journey and need to submit for achiever 

communications 

▪ When you are not sure about a met with conditions decision or are recommending an 

unmet decision  

▪ When you have a question about best practice for different stages of your role throughout 

the organisation’s journey – they are happy to help 

Tracking sheets and timely IiV journeys 

You will be provided with a template to complete monthly to detail activity and track progress 

with the registered organisations’ journeys that are assigned to you, this will be explained to 

http://www.investinginvolunteers.co.uk/
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you by the country manager. It is important that these are completed on time as it can delay 

payments to assessors for completed activity. 

Assessors are expected to do their best to support each organisation to meet expected 

timescales throughout their IiV journeys. As outlined above, you should inform country 

managers as soon as possible if any extensions are required or if you experience issues when 

contacting organisations so that a way forward can be agreed. 

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 in some places 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 operational rather than 

governance activities, although someone may be a volunteer and a board member. For the 

purposes of IiV assessment they provide a different stakeholder perspective at assessment. 

 

http://www.investinginvolunteers.co.uk/
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1. Step one: getting started 

1.1 Setting up the introductory workshop 

The workshop is an important first step in an organisation’s IiV journey and it is also an 

important step for you to make a good impression with the organisation and to outline the 

information that they will need for an effective and efficient IiV journey with you. 

Once you have been allocated an organisation you make telephone contact with them within 

five working days to start to build a relationship with the organisation’s named contact. 

🗹 Have a look on the organisation’s website to find out further information about them so you 

can ask the organisation to provide you with any further background you need. 

🗹 Initiate a conversation about the timeline for IiV to help them plan a realistic starting point, 

and encourage them to adhere to the various milestones that will be set within the 1 year 

timescale.  

🗹 Outline the first step, the introductory workshop and summarise the workshop’s objectives 

(see 1.2). Ask what additional objectives they might have for the session, but make sure that 

they are achievable and appropriate for the workshop. 

🗹 Discuss who should attend the workshop (see 1.3).  For the process to have the best chance 

of success, encourage a wide range of stakeholders including volunteers, volunteer 

managers and their managers, senior managers, staff working alongside volunteers, and 

board members.  Refer them to the template text to go out to invitees (found in the 

organisations’ How To guide which they received from the country manager), to ensure 

those attending fully understand the purpose of the session; and ask them to distribute a 

copy of the Standard with the invitations. 

🗹 Discuss what ‘style’ of workshop the organisation wants (see 1.4). Feedback from 

organisations is that they need the workshop to be flexible and appropriate to their specific 

organisation and the people they have attending. You need to discuss if online delivery of 

the workshop is ok for the organisation, or if face to face delivery is required. Online is 

preferable where possible, check out their platform e.g. Teams, Zoom, so as you know you 

are confident to use it.  

🗹 Start the process of setting a date, generally within a month of the IiV contract being 

agreed. 

🗹 Check to ensure that they are clear about who is and is not a volunteer and which areas of 

the organisation will be covered by the assessment if not the whole organisation. 

🗹 Identify whether there is any particular area of the IiV process or the quality areas that the 

organisation would like to focus on in the workshop. If they haven’t yet read it, suggest they 

read it and get back to you before the session. 

http://www.investinginvolunteers.co.uk/
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🗹 Check to see whether any workshop participants have specific needs, for example in 

relation to sight, translation, hearing loss or mobility; you may need to review this again 

once the workshop date and participants have been finalised. 

🗹 Check to see whether they have any questions. 

It can be helpful to follow your conversation up with an email summarising what you have 

agreed so that everyone is clear about what the session will cover and how it will be 

delivered. 

1.2 Purpose of the workshop 

The outcome objectives of the workshop are that participants will: 

1. Be more familiar with the content of the IiV Standard than they were before attending the 
workshop 

2. Understand the six steps to achieving the award 
3. Feel confident in their ability to undertake step two – the self-assessment 
4. Be aware of the role of the assessor, of their responsibilities, and of the availability of 

support through local and national infrastructure organisations 
5. Have considered how they will manage the process and the timeline for working through 

the steps 

In addition to the objectives of the workshop the following are also important: 

▪ Encouraging and motivating the organisation, building their confidence for example by 

pointing out what they are already doing well 

▪ Providing an opportunity for people to work together  

▪ Ensuring that organisations understand that the earlier stages, the workshop and self-

assessment are not part of the actual assessment however outlining that it is important that 

the self-assessment is completed thoroughly and accurately to understand development 

needed to meet the standard 

▪ Providing guidance on how to complete the self-assessment 

▪ Finding out more about the organisation and an opportunity for you and the organisation to 

ask questions 

▪ Exploring benefits and barriers to IiV 

▪ Providing some examples of good practice in other organisations to illustrate the Quality 

Areas 

▪ Providing some examples of how other organisations have approached the process 

▪ Ensuring that the timescale and process that the organisation sets appears to be realistic 

▪ Emphasising the need for clear management and communication of IiV by the organisation 

You may wish to refer organisations to the following materials:  

The Investing in Volunteers standard 

IiV standard and guidance 

http://www.investinginvolunteers.co.uk/
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IiV self-assessment TEMPLATE or IiV self-assessment renewal TEMPLATE 

IiV self-assessment EXAMPLE for organisations 

1.3 Who should attend? 

When you undertake the telephone discussion with the main contact person before the 

workshop you should summarise the objectives of the workshop, so that they can make 

informed decisions about who should participate.  If possible, encourage representation from a 

wide range of stakeholder groups, to maximise the chances of ownership and shared vision for 

volunteering throughout the organisation.  Relevant participants might include: 

▪ The volunteer co-ordinator 

▪ People involved in supervising/working alongside volunteers 

▪ Volunteers 

▪ A board member 

▪ A director or senior manager 

▪ The volunteer co-ordinator’s line manager 

▪ An HR and/or communications and engagement representative 

Not all organisations will have these roles, particularly smaller ones, each organisation will be 

unique.  

Specifically with regard to volunteers, if they are invited, it is important that the organisation 

ensures they have a clear understanding of what the session will cover and what their role will 

be so that they are able to fully participate. 

There is an IiV invitation to workshop letter which organisations can use to send to 

stakeholders which will help explain the purpose of the workshop. 

1.4  Preparation for the workshop 

A PowerPoint presentation is available for assessors to use (see 1.5). The style of workshop 

will be different for different organisations, you should have checked this in the initial 

discussion with the organisation: 

▪ Sometimes in smaller organisations the workshop will be more of a briefing event with just 

two or three people. You should still provide an opportunity to start reviewing practice and 

consider areas for development against the quality areas. It is unlikely that the organisation 

will want you to use a formal presentation, but check.  

▪ Sometimes the organisation might want to invite a number of different stakeholders, so 

that there will be twenty plus people attending, in which case it is more likely that the 

organisation will want a formal presentation, and you will have to think about how best to 

include an element of interaction and involvement. 

http://www.investinginvolunteers.co.uk/
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▪ Some organisations will have a very informal culture and will prefer a workshop that is more 

of a two-way conversation around a table. 

▪ Others will have a very formal style and will expect a more structured approach. 

You need to confirm things discussed initially and: 

▪ Establish if it will be delivered remotely or in person 

▪ Establish who and how many people will be attending 

▪ Arrange for the organisation to print off handouts or share handouts via email in advance of 

virtual workshops e.g. the Standard, part of the self-assessment checklist for completing 

during the session 

▪ If you are going to use a PowerPoint presentation (recommended) and are visiting, check 

that equipment will be available or take your own 

▪ If you are going to use a PowerPoint presentation (recommended) in a virtual platform it 

can be helpful to share this via email first to help with accessibility 

▪ If on site, check what the room layout will be so that you can decide how to manage 

interactive elements of the workshop or briefing 

▪ If online, discuss the organisation’s preferred platform and whether they will be hosting 

(best option) or would like you to, confirm that they will be sending out the invitations, and 

agree who will manage functions such as break out rooms, whether there are likely to be 

any connection issues or other accessibility challenges and how these might be addressed 

▪ Check if the organisation would like to incorporate a break at some point during the 

workshop 

1.5 Workshop session plan guidance 

IiV workshop presentation slides are provided and regardless of how formal or informal your 

workshop briefing is going to be, it is recommended that the slides are used in all settings to 

provide a visual and ensure the correct information is seen by attendees.  

Always make sure you are using the most up to date version of the slides. You will need to 

insert your name and the name of the country lead organisation and you will want to customise 

it, for example, you may want to add some slides of your own around groupwork or exercises, 

or in the case of renewals it is helpful to put up the development points from the previous 

assessment. Always ensure additional slides use the IiV branding. Ensure you cover each of the 

workshop objectives above through a combination of input, discussion and interactive 

exercises. 

▪ Communication should be two way - the workshop is a good opportunity for you to develop 

your understanding of how the organisation involves volunteers 

▪ Feedback from organisations confirms that they like to ‘get hands on’ and ‘have a go’ at 

trying to complete parts of the IiV self-assessment TEMPLATE (the next step after the 

workshop). It can also save you time later on if they have a full understanding of 

http://www.investinginvolunteers.co.uk/
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expectations around self-assessment. You can give them information on level of detail 

needed using IiV self-assessment EXAMPLE for organisations 

▪ The workshop provides an opportunity to clarify who the key stakeholders are in the 

process and in particular to clarify that we recognise that Trustees are volunteers but for 

the purpose of IiV assessment they are providing a different stakeholder perspective in their 

governance role 

▪ It is likely that you will want to use some handouts, for example some pages from the self-

assessment, and/or a copy of the full standard. You should email those to the organisation 

in advance, but keep handouts to a minimum sticking to what is essential to how you plan 

to deliver the workshop. See suggested list in 1.2 

▪ At the end of the workshop incorporate an evaluation exercise such as a poll to capture the 

extent to which the 5 workshop outcome objectives have been achieved and to provide 

additional input where any have not been fully accomplished 

▪ After the workshop, whether online or onsite, stay for a while to check with the IiV lead 

how they think the session went and to confirm their next steps 

 

Below is a suggested outline for the workshop.  It is important that assessors design an 

approach that suits their level of skills and confidence as well as delivery style; and that 

accommodates the wishes of the organisation, so the session plan and the powerpoint slides 

provided are just one suggestion. 

  

The icon above indicates a group exercise. 

Introduction 

 

Undertake a round of introductions and an icebreaker or warm up 

exercise for example: 

▪ Ask everyone in room to introduce themselves and something that 

makes them proud about their organisation’s volunteering 

programme  

▪ Small group exercise - which group can come up with the greatest 

number of ‘things’ that volunteers bring to the organisation. 

Purpose of 

workshop 

Explain the purpose and objectives of workshop. 

Background to 

IiV  

Input about what IiV is, brief background to IiV and the roles of UKVF and 

the country lead organisation and assessor. 

 

http://www.investinginvolunteers.co.uk/
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What the 

organisation 

wants from IiV 

and Benefits of 

IiV 

 

Ask the group what they would like to get from the IiV process and award 

and what they think the benefits might be to their organisation, 

volunteers and service users. 

You may also want to offer the volunteers the opportunity to suggest any 

particular areas of volunteer management that they would like to focus 

on, as sometimes volunteers find this easier than thinking about the 

benefits to the organisation as a whole, this can then feed into activity six 

below. 

IiV journey and 

steps 

Explain the journey from the workshop to achieving the award. 

Elaborate on the next step - the self-assessment and show the IiV self-

assessment TEMPLATE or IiV self-assessment renewal TEMPLATE and 

discuss how they will assess the areas to give the context for the more 

detailed discussion about the quality areas. 

Summary of 

quality areas 

Talk through the six quality areas to provide a summary. 

 

Ask the whole group or small groups (depending on size) to have a quick 

discussion about which areas they feel they have strengths in; and which 

areas might need some development. You will need to ensure they have 

a copy of the standard to facilitate this.  

You can use this feedback to identify whether to focus in more detail on 

one or more quality areas during the rest of the workshop. 

Looking at 

specific quality 

areas and 

completing the 

self-assessment 

Note: Two options for different approaches are given in this row and the 

following one.  You will probably want to undertake this exercise OR look 

at some specific development activities suggested in the row below.  This 

one takes a general approach to the whole quality area – the alternative 

below focuses on some specific questions. 

 

Small group exercise - each group takes one quality area (perhaps one 

that that group identified as one that would need some development) 

and works through that part of the self-assessment, discussing what 

evidence the organisation might already have and what development 

might be needed against each of the practices. You will need to have a 

copy of a blank self-assessment template to facilitate this.  

Take feedback on how they found using the self-assessment, any 

problems they foresee in completing it for real, any questions they have. 
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Refer to IiV self-assessment EXAMPLE for organisations and encourage 

thorough and accurate completion 

Suggestions for 

exercises around 

specific quality 

areas 

 

All of these exercises can be done in small groups or the whole group 

depending on group size.  You can use these suggestions or develop your 

own questions based on other practices. 

Quality area one: consider how volunteers (a) help to meet the 

organisation’s overall strategy or aims, (b) how the impact of volunteers 

is collected and communicated; (c) what resources the organisation has 

to support volunteering. 

Quality area two: (a) think overall about your policies and procedures, is 

what you have proportionate to the need, what would you change? (b) Is 

it clear who is responsible for volunteer management in the 

organisation?  What support and development is available for them?  Are 

there any improvements that you’d make? (c) What information is kept 

about volunteers and volunteering, and what do you use it for?  Are 

there any improvements you could make? 

Quality area three: identify (a) where the organisation has been 

successful in reaching particular groups of volunteers and what it has 

done that has worked well; (b) what the gaps are in relation to volunteer 

inclusion, equity and diversity, and what could be done to improve this 

considering recruitment and changes that could be made to how 

volunteering is structured. 

You could also identify different groups of people that they would like to 

reach and consider what each group might want to get from their 

volunteering and some of the specific barriers might be. 

Quality area four: in groups (a) look at recruiting volunteers from 

volunteers’ perspectives – if you were a potential volunteer would you 

find it easy to find out information about the opportunity and the 

process?  What could be streamlined or improved to ensure that 

volunteers are involved in opportunities that suit their experiences and 

aspirations? (b) the administration and coordination of the recruitment 

process, what works well and what could be improved? (c) volunteer 

inductions – do these provide volunteers with a good introduction to the 

organisation and the role, are there any better ways that you could 

undertake inductions? 

Quality area five: consider (a) is the support provided to volunteers for 

the role appropriate, do all volunteers take advantage of support?  How 

can you enable volunteers who may be more reticent or have practical 
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barriers to get support they need? Are there better ways that support 

could be organised? (b) in what ways are volunteers involved in giving 

feedback and making decisions?  Are all volunteers able to do this?  How 

could this be improved, either formally or informally. 

Quality area six: identify (a) how you know that volunteers feel their 

contribution is meaningful and rewarding, and how you know they feel 

valued.  What processes do you have in place to try to ensure these 

things, and how do you find out from volunteers whether you’re 

successful? (b) What opportunities to volunteers have to (i) tell you 

about and use their current competencies; (ii) learn and practise new 

things; and (iii) share their experiences and learning with others?  How 

could this be improved? 

For all activities undertake some feedback. 

Assessment Input on the assessment process; talk about sampling (the need to follow 

national guidelines around number of volunteers, roles and sites and 

what could happen if the organisation is not able to meet the sample) 

and different possible assessment approaches (face to face, telephone, 

Teams, Zoom,  video conference, attending a pre-existing event, 

questionnaire, out of hours possibilities etc.) 

Answer any questions. 

The IiV process Input on suggested timeframe and open question to room about what 

deadlines they feel they could achieve (when they might aim to get the 

self-assessment to you; when they would like to be assessed).  Open 

question to room about how they might plan on completing the self-

assessment. Suggest a working group approach. Remind them about 

sending just three pieces of evidence. 

“Top tips” Input ‘top tips’ from organisations who have achieved – there are more 

in the IiV - an organisation’s how to guide. 

Resources  Signpost to IiV - an organisation’s how to guide, (available on their 

resources page),  investinginvolunteers.co.uk , lead country websites 

and resources, and as well as other relevant infrastructure or support 

organisations. 

Round up and 

next steps 

Invite questions. 

Thank them for their time and participation and round up any overall 

thoughts and next steps, ensuring that the contact person in particular is 

clear when they are next contacting you or when you will check with 

them. 
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Renewal workshops 

The content of renewal workshops will vary depending on the level of existing knowledge of 

participants.  Some organisations may have a high level of knowledge, reducing the need for 

some of the background information and process; others may have new people involved and 

want the workshops to cover basics, so everyone has the same level of knowledge.   

Things to consider: 

▪ At the beginning ask them what difference Investing in Volunteers made to their 

organisation the previous time and how they would like to build on it this time. 

▪ Check what has changed in the organisation since the last assessment. 

▪ At some point in the workshop you should identify any development points from the 

previous assessment and check progress. 

▪ In some of the exercises above you can challenge them more to focus particularly on some 

of their most difficult issues and what would make most difference to them. 

Encourage them to be more aspirational in their self-assessment, e.g. to identify actions 

‘over and above’ the standard. 

Follow Up  

Confirm with the organisation via email the next steps – self-assessment and agree timescales 

for submission. 

Ask them for some feedback about the workshop, in particular in relation to how it met the 

objectives. It is helpful if this could be emailed to you as it is useful to pop into the Organisation 

Journey folder with the slides used.  

 

http://www.investinginvolunteers.co.uk/


©Investing in Volunteers   Assessors’ Handbook 26 

www.investinginvolunteers.co.uk                                                Page | 22 
 

2. Step two: self-assessment 

2.1 Completing the self-assessment  

After the workshop the organisation will assess which of the six quality areas from The 

Investing in Volunteers standard they meet, and where there is work needed by completing 

the self-assessment checklist identifying: 

▪ Evidence of what they already have in place and a brief explanation of how this meets the 

practice 

▪ What they still have to do – this will form the basis of step three, the improving practice 

plan 

▪ Whether they think the practice is met, partly met, or not met. 

They will use the IiV self-assessment TEMPLATE or IiV self-assessment renewal TEMPLATE. 

An example of the self-assessment template is below. 

Standard – practices within 

each quality area 

Evidence of what you 

already have and brief 

explanation of how this 

meets the practice  

Still to do Met/partly 

met/ not met 

1.1 Volunteering is planned 

and reviewed in line 

with the organisation’s 

vision, strategy, and 

values 

   

You should have agreed the date by which you will receive this at the introductory workshop, if 

you have any concerns or if the organisation is late submitting it, you will need to follow them 

up to check for any problems. 

They should send three pieces of written evidence with the self-assessment, one of which 

should normally be their volunteer policy (or equivalent) if they have one; the other two should 

be evidence that they 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. 

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’ in IiV standard and guidance is intended to provide some suggestions but 
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organisations do not need to have all of them, they should consider whether they will be of 

practical benefit to them.  For example, larger organisations or those operating across more 

than one site are likely to need more things written down than smaller organisations where 

there is a lot of contact between volunteers and others.   

You may need to reinforce this with organisations to ensure that they are not developing 

processes purely for IiV where the standard does not necessarily require them, and they are not 

useful to the organisation. 

2.2 Reviewing the self-assessment 

Self-assessment is a critical part of the IiV process and assessors must make sure that they have 

sufficient information about how the organisation is meeting/not meeting the standard at this 

stage.  

This section provides guidance on what an assessor needs to do when they receive an 

organisation’s initial self-assessment.  Remember – the self-assessment is literally an 

opportunity for the organisation to benchmark themselves against the standard in order to 

identify what they need to do to meet the standard (actions that will form their Improving 

Practice Plan). There is no expectation at this stage that they will be meeting all the practices, 

your role is to make sure that they have interpreted the standard correctly and identified the 

gaps, see aims below. If you are not sure from what is provided by the organisation, then you 

need to ask for more detail and probe in the verbal conversation (that conversation being really 

important see 2.3). 

Tip - The organisation (and you as assessor) may find it helpful if the organisations submits one 

completed quality area to you first to check if they are on the right lines.  

Aims 

Your key aims when reviewing the self-assessment are to: 

1. Check that the organisation is on track; have they interpreted the standards appropriately 

and identified relevant evidence? 

2. Make a judgement about whether to recommend that the organisation needs additional 

external help and guidance to meet the standard. 

3. Offer feedback to the organisation in a way that enables them to progress through the next 

steps. 

Process 

Read Step two: self-assessment in the IiV - an organisation’s how to guide to understand what 

the organisation has been asked to do.   
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You can undertake the following steps in whatever order works best for you, some assessors 

may prefer to read the self-assessment checklist first, referring to the evidence as you go along, 

others might like to read the supporting evidence first before referring to the checklist. 

1. Consider the evidence that the organisation identifies as already having in place and the 

work they have identified as needing to do: does this demonstrate that the organisation has 

interpreted the standard accurately? Reread the practices, have they addressed them fully? 

2. Considering the evidence the organisation says it already has in place, are there any obvious 

gaps that they have not picked up on in the ‘still to do’ column? Reread the practices, have 

they addressed them fully? 

3. Looking at the three pieces of evidence supplied: are they up to date? Are they indicative of 

an appropriate and proportionate approach? Are they sufficiently comprehensive? Do they 

provide evidence against practices? Are they in line with good volunteer management? 

4. Looking at the scoring - ‘met’, ‘partly met’ or ‘not met’ - and comparing this to the evidence 

the organisation says it already has in place: has the organisation scored themselves ‘fairly’, 

or if they have been too hard or too easy on themselves? 

5. Review each of the six quality areas in turn, with the aim of establishing to what extent the 

quality area is evidenced.  At this stage, concentrate on the quality area, and ask yourself 

the following questions: 

 

▪ To what extent do the organisation’s practices illustrate the quality area? 

▪ Could there be alternative practices in this organisation that might also illustrate the 

quality area? 

▪ What gaps in practice need to be addressed in order for the quality area to be met?  If 

required, refer to your lead assessor for advice and guidance. 

HINT: Read and re-read the practices and make sure that the organisation is addressing all 

areas of the practice so as they fully meet the quality area in question. 

It can be helpful at this stage to use the Comments function on the self-assessment form and 

evidence and make notes about practices that you want to follow-up on. This will be a useful aid 

for you to use during your verbal feedback conversation (see below). 

See IiV self-assessment EXAMPLE and the IiV self-assessment EXAMPLE with Assessor Tips  

2.3 Giving feedback on the self-assessment 

Verbal feedback should be given within ten working days of receiving the initial self-

assessment, and written feedback within fifteen working days.  
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Verbal feedback 

Verbal feedback should be given before you complete the written feedback. This should be 

done by telephone or online to enter into dialogue with the organisation. You will most likely 

need to clarify a number of issues that were not clear in the completed self-assessment 

checklist.  

1. Start the conversation, with a summary of your feedback, acknowledging the positives as 

well as areas that need to be improved, for example, 

“You are well on the way to achieving the standard, and as you have identified yourselves 

there are a few areas that you need to work on” 

Or 

“You have some very good practices in place, as well as a few quality areas that you have 

not been able to evidence”. 

2. When your contact has had an opportunity to respond briefly to your summary, go through 

each quality area in turn.  Raise anything that you have identified for discussion.  This will 

include: 

▪ Discussing practices that they say are met to confirm that you agree they are ’appearing 

to be’ fully met 

▪ Discussing any practices that are not met or partly met to establish what they need to 

do to meet the practice.  

▪ Discussing any practices where you have questions or do not agree with their rating. 

▪ Discussing different ways that an organisation may be able to meet a practice where 

there are gaps.  The IiV standard and guidance gives examples of how the standard may 

apply to different types of organisations and volunteer roles. 

▪ Checking with the organisation whether they have questions where practices are met 

and you do not have anything to raise yourself.   

3. Having worked your way together through the full standard, you can agree the quality areas 

that appear to be illustrated by existing evidence and those that are gaps in practice that 

need to be addressed before the assessment visit. 

4. You will also comment on and discuss the written evidence provided, this may help confirm 

some of the practices or indeed highlight that there is more work to be done. Always be 

alert to any instances in their policies and procedures where the language is employment-

related and not pertaining to a voluntary relationship with volunteers.   

5. Discuss any additional support to meet gaps in practice that you feel the organisation 

needs.  Feed this back sensitively and clearly explaining reasons for your assessment.  

Options for additional support will vary from country to country, so refer to the relevant 

country site and remind them of the resources on the IiV website.   
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6. Based on your feedback, the organisation should now be able to start to undertake 

activities to meet the gaps and to establish an improving practice plan using the IiV 

improving practice plan TEMPLATE or a similar format agreed with you.  There is guidance 

in the IiV – an organisation’s how to guide  

 

Note: Occasionally, especially with renewing organisations, there may not be any 

improvement actions needed, in that case an improving practice plan is not required and 

you can move straight to planning the assessment 

7. At the end of the conversation, review the provisional timetable agreed at the initial 

workshop.  This includes setting a date for the improving practice plan to be signed off 

ready for their development journey (this should normally be done within four months of 

the agreement of the IiV contract), and a provisional or firm date for assessment after 

implementing the improving practice plan’s activities. 

 

NOTE: You do NOT have to ask for self-assessments to be resubmitted if they have not given 

you detail. It is your role to get to the detail in your verbal conversation with them, then 

write up your assessment of where they are at in your written feedback. As suggested at 

the start of this section you may want to ask for one quality area before they complete it all 

– just to see if they are on the right lines. This could be your opportunity to ask for more 

detail! 

Written feedback  

The outcomes of your conversation should be confirmed in writing using the IiV assessor 

feedback on self-assessment TEMPLATE. The assessor feedback needs to summarise what has 

been discussed, in particular what needs to be improved/developed – this needs to be 

narrative, not just list the numbers of the practices they are not meeting.  

You need to cover the following: 

▪ Overall summary - reflection on how ‘fair’ the organisation has been in its scoring and a 

general summary of how near they are to being assessment ready, and main areas that 

need to be addressed. 

▪ Comments on the three pieces of written evidence submitted and if changes need to be 

made. Note if they have not been able to show you a volunteer policy then the 

development of one needs to be an action point in the Improving Practice Plan and 

something that you definitely need to be reviewing at assessment. 

▪ Quality areas which appear to be illustrated by existing evidence. Remember at this stage 

you can only say that practices ’appear to be met’. 

▪ Gaps in practice that need to be addressed in order to be assessment ready. 

▪ Confirm whether or not you are recommending that the organisation sources additional 

support or guidance, and if so signposting to appropriate infrastructure bodies/web 

resources. 
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▪ Date agreed for receipt of the improving practice plan. 

▪ Confirmation of estimated date (even just a month) for the assessment visit. 

See IiV assessor feedback on self-assessment EXAMPLE 
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3. Step three: improving practice 

The self-assessment process will identify any gaps that the organisation needs to address 

before the assessment.  This will be done in an improving practice plan. It is the organisation’s 

responsibility to establish an improving practice plan; your role is to make a judgement about 

whether the plan addresses the gaps that have been identified. There is an IiV improving 

practice plan TEMPLATE for the organisation to amend as appropriate, see below, but you can 

agree with organisations to provide this information in another format if it is easier for them. 

You can also remind organisations about the IiV improving practice plan EXAMPLE. 

1. Vision for volunteering 

Practice 

number 

Actions Who? By 

when? 

Resources 

required 

     

The organisation submits the improving practice plan for your approval. Check that: 

▪ The activities cover all of the gaps identified in the self-assessment. 

▪ The timescales and resources (including people) allocated are realistic. 

▪ The improving practice plan is likely to produce the results needed before the assessment 

visit(s), organisations will need to consider developing procedures and implementing them 

so that they filter through to volunteers and other personnel before the assessment. 

If you are not satisfied with the plan, you need to feed this back to the organisation, and they 

must re-submit with appropriate amendments. If you are happy with the plan, then you must 

confirm this with them too. You should complete the IiV assessor feedback on improving 

practice plan TEMPLATE which is a helpful way of recording the above bullet points and is 

useful evidence as part of your organisation journey folder to show that process has been 

followed. See also IiV assessor feedback on improving practice plan EXAMPLE. 

The organisation now undertakes the activities to meet the standard. You can signpost them to 

additional support through a local volunteer centre or other volunteer development agency.  

Remind them of the resources on the infrastructure organisations’ websites (see resources in 

the IiV- an organisation’s how to guide).  

It is good practice to check in with the organisation during this period to make sure that they 

are working their way through the actions. This can help organisations remain focussed and 

help them to maintain deadlines. It can also help you to plan your work as you will be more 

aware of when they will be ready for assessment. 
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4. Step four: assessment  

The assessment is the most important part of the IiV process. This is your opportunity to find 
out whether the organisation implements practices which illustrate that the six quality areas 
are met. Interviewing key stakeholders will establish whether quality areas are demonstrated in 
practice. 
 
This is the most detailed step for assessors in the handbook and contains the following sections 

with all templates accessible in the assessor resources area. 

4.1  Planning the assessment visit 

4.2  Who to interview and sampling 

4.3  Sampling guidance 

4.4  Assessing in a team 

4.5  Planning the interview schedule 

4.6  Preparing interview questions 

4.7  Requesting written information 

4.8  Undertaking interviews 

4.9  Making a decision 

4.10  Giving feedback on the assessment 

4.11  Final assessment report guidelines 

4.12     Quality Assurance  

4.1 Planning the assessment visit 

Once an organisation has implemented its agreed improving practice plan, they are ready for 

the assessment visit. 

1. Confirm that the organisation has completed the activities in its improving practice plan. 

2. Check the current volunteer numbers in the various roles and sites. If they have increased 

significantly from your original assessor agreement (and it takes the organisation out of the 

sampling band that they were contracted for) then you may need to talk to the country 

manager.  

3. Check that the timing of the assessment is right; If there are structural changes within the 

organisation it is better to wait until things have settled, this should be discussed with your 

lead assessor and then country manager if it differs substantially from the timeline in the 

contract. 

4. (Re)confirm the date(s). We recommend online assessment where possible however if the 

organisation requests face to face in person interviews, and there is a good rationale for it 

(and budget allows it!), then seek approval from your country manager. If there are several 
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days needed for assessment, then aim to get these days as close together as possible and 

within a 2-week timeframe as this keeps the assessment focussed and aids report-writing. 

5. Talk to the organisations about the stakeholders that you will need to speak to at 

assessment. You will need them to submit a list of stakeholders (anonymously  i.e. no 

names), and there is a template for doing this (see IiV assessment sampling stakeholder 

TEMPLATE) for ideas on what is needed), however organisations/assessors might like to 

gather the information they need for sampling purposes in a different way, normally 

through lists and spreadsheets. This should be done at least six weeks before the 

assessment visit but could be sooner for larger and/or national organisations where it might 

take longer to arrange the interviewees. 

6. Select a sample of stakeholders from the list provided using the sampling guidance below. 

You should always over-sample (see 7). Remember GDPR when getting information from 

the organisations for you to select your sample size, no personal information should be 

shared. You do not need to ask for equal opportunities’ information at this stage. Once you 

have selected the random numbers that you want to speak to you can ask the IiV lead if 

they feel it reflects diversity and to select others if it does not (see 4.3). If any of the 

selected interviewees are unable or unwilling to take part, ask the organisation to select a 

substitute of the same profile e.g. role, length of service, locations. 

7. Ask the organisation to set up an interview schedule for the assessment day(s). It is always 

recommended that you request that they have back up plans in case people are not 

available on the day(s). So, a list of people who are kept on standby and know that they may 

have to jump on a call at short notice would be most helpful to assessors. Be firm with the 

organisation that the sample must be met in the allotted time otherwise additional costs 

may be incurred. 

8. While you should be checking out all the quality areas do review the organisation’s self-

assessment and improving practice plan and identify any areas to focus on during the 

assessment.  Greater time and emphasis should be given to quality areas where the 

evidence appears to be weakest or where new practices have been introduced since the 

initial self-assessment. 

9. If you judge that the organisation is not ready for the assessment visit, speak to the contact 

person as soon as possible.  Explain why you feel the assessment visit should be postponed, 

agree what still needs to be done, and set a later date for assessment. Notify your lead 

assessor to let them know that assessment has been delayed and / or talk the decision 

through with them, if necessary, for example if the delay takes the organisation past the 

date that it was expected to be completed by in the assessor agreement. 
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4.2 Who to interview and sampling 

The main part of the assessment visit will comprise confidential interviews with representatives 

from all the stakeholder groups. 

The organisation will have provided lists of people in all the relevant groups.  Assessors need to 

use their judgement in determining who and how many people they will interview.  Although it 

is not possible to provide precise guidelines that will be relevant to each assessment case, there 

are some basic principles which can be applied: 

1. You should plan to interview at least one representative from each of the identified 

stakeholder groups.  These groups should include: 

 

▪ Volunteers, including unpaid managers 

▪ Board members or trustees 

▪ Paid staff managing volunteers 

▪ Paid staff working alongside volunteers 

▪ Paid staff not working directly with volunteers 

▪ Chief executive or most senior member of staff. 

2. Find out in advance if any reasonable adjustments need to be made to facilitate the 

interviews for example signing. 

3. The highest proportion of interviews will be with volunteers themselves. 

4. Use the sampling guidance below to ensure you interview enough volunteers across all 

roles and sites. 

4.3 Sampling guidance 

Given the variety of organisations going through IiV it is impossible to provide an exact formula 

about how to sample; these notes provide some guidance.   

Sampling means gathering information; this can be done one to one or in groups, it can be done 

on site, by telephone or online. Increasingly we are encouraging use of online technology as a 

more efficient way of conducting interviews. Eg Teams, Zoom. When working with larger 

organisations, it might also include the use of questionnaires (see 4.3.1). However, the best 

information does tend to come from seeing people while interviewing (online or in person) so 

you should include as much of this as possible within the time you have been allowed. 

At assessment, you will interview volunteers, staff members and at least one board member 

where appropriate. 
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Explaining the sampling process 

Be very clear with the organisation about how many stakeholders you need to speak to and the 

method you will use to select them. Make sure they are aware of the templates that can help 

them give you what you need (see below). 

Volunteers 

The overall aim is to ensure that your sample is representative of the organisation’s volunteers 

to assure you that the conclusions you draw apply across the whole organisation, considering: 

▪ Overall volunteer numbers 

▪ Diversity, for example men and women, different ages and ethnic backgrounds 

▪ Different volunteer roles 

▪ Different areas of the organisation 

▪ Different sites in the organisation 

▪ Report to different people within the organisation 

▪ Newly recruited volunteers, experienced volunteers, and volunteers who have recently 

changed their role 

Volunteer lists for sampling 

It is important that you choose which volunteers you want to include in your sample, although 

in practice this will be restricted to volunteers who are available for interview and willing to be 

interviewed.  Some negotiation with the organisation will be necessary. 

There is no set way to approach this: 

▪ For smaller organisations you might ask for a list of all of their volunteers, their roles and 

start dates and select from that 

▪ For very small organisations you might choose to see all volunteers  

▪ For larger multi-site organisations, you might start by choosing your sites/regions and then 

request a list of volunteers for those sites/regions only 

▪ For very large organisations we encourage the use of questionnaires to get a greater sense 

of the organisation within the timescale 

There is a stakeholder IiV assessment sampling stakeholder TEMPLATE that organisations can 

use to provide lists of stakeholders, or they can provide them in their own format. 

Data protection and GDPR 

Organisations 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 their names is an integral part of delivering the contract with those 

organisations so there is a “lawful basis” for assessors to receive this information.  Ensure that 

all lists are confidentially destroyed once the assessment process is complete. 
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How many volunteers? 

Consider the overall number of volunteers to include in your sample. Only ‘active volunteers’ 

should be included in the sampling exercise.  Board members are not included in sampling (but 

are considered as a separate stakeholder – see later). However, where board members are also 

operational volunteers they should be included in the sample. 

The larger the number of volunteers in the organisation, the smaller the percentage required 

for your sample. The table below is a guide as to how many volunteers to speak to via various 

methods, and where questionnaires are appropriate. For larger organisations we encourage the 

use of questionnaires to get a greater sense of the organisation within the timescale: 

▪ For organisations with under 100 volunteers, we encourage that the sample of volunteers 

are all spoken to, questionnaires are not necessary but can be used if there is clear rationale 

at the assessor’s discretion.  

▪ For organisations with over 100 but under 3000 volunteers, questionnaires are encouraged 

but not essential.  

▪ For organisations with 3000 and above volunteers there is a minimum number of volunteers 

to speak to which then needs to be supplemented with questionnaires.   

Total number of 
volunteers in 
organisation 

Minimum 
number of 

volunteers to be 
sampled overall 

Minimum 
numbers to 

speak to 

Minimum 
numbers to be 
achieved via 

questionnaire 

Percentage of 
total volunteers 
being sampled 

1 1 1 

 

 

 

 

 

Questionnaires 
are not 

necessary but if 
assessor feels 
they would be 
useful there 

needs to be a 
clear rationale 

100% 

2 2 2 100% 

3 3 3 100% 

4 4 4 100% 

5 5 5 100% 

6 6 6 100% 

7 7 7 100% 

8 8 8 100% 

9 9 9 100% 

10 10 10 100% 

11 10 10 90% 

20 11 11 55% 

30 12 12 40% 

40 13 13 33% 
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Total number of 
volunteers in 
organisation 

Minimum 
number of 

volunteers to be 
sampled overall 

Minimum 
numbers to 

speak to 

Minimum 
numbers to be 
achieved via 

questionnaire 

Percentage of 
total volunteers 
being sampled 

50 15 15 30% 

60 17 17 28% 

70 19 19 27% 

80 21 21 26% 

90 23 23 25.5% 

100 25 25 

 

 

 

 

 

Questionnaires 
are encouraged 
but not essential 

25% 

150 27 27 18% 

200 30 30 15% 

250 32 32 13% 

300 35 35 11.5% 

350 37 37 11% 

400 40 40 10% 

450 43 43 9.5% 

500 45 45 9% 

600 50 50 8.5% 

700 55 55 8% 

800 60 60 7.5% 

900 65 65 7% 

1000 67 67 6.5% 

2000 70 70 3.5% 

3000 90 75 15 3% 

4000 120 75 45 3% 

5000 150 75 75 3% 

The table above will enable you to identify a reasonable number of volunteers to interview in 

relation to the size of the organisation. However: 

▪ If the organisation includes a large number of different roles or locations the basic sample 

calculated as above may be insufficient to include a good cross section of roles and sites. In 

this case, increase the sample size accordingly. 
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▪ It is sensible to sample generously in order to allow for ‘no shows’ on assessment day. 

▪ Similarly, when using questionnaires, you will need to send out more than the minimum 

number you need.  

Volunteer roles 

Most organisations will have a number of substantive roles and perhaps a few ad hoc roles with 

just one or two volunteers fulfilling them (often these roles might have been developed for 

specific individuals). The focus of the assessment is on the substantive roles, though do try to 

include a few of the ad hoc roles if time allows. Make sure that you include a reasonable 

number of the substantive volunteer roles in your sampling; use the following as a guide: 

1 – 10 volunteer roles Sample 100% 

11 – 20 volunteer roles Sample 80% 

20 + volunteer roles Sample 75% 

Sometimes similar roles can be grouped together, for sampling purposes. For example, the 

organisation might distinguish between two types of mentoring roles: you might want to group 

these as one ‘mentoring’ role. If the volunteers’ experiences in those roles have similar 

volunteer journeys, from getting involved to exiting, then they could be grouped together. 

In terms of the number of volunteers to sample from each role – use the overall number that 

you have determined you need to sample and spread this proportionally across the roles 

according to the percentage of volunteers in the role, for example, if 20% of volunteers are in 

role X, then aim for 20% of your overall sample size to be from role X. 

Sites 

A ‘site’ is a location where volunteers carry out their volunteering. In the case of volunteers 

who work in the community, it would be the coordination or administration centre for their 

activities or, alternatively, ‘community volunteers’ might be considered as one site. 

For organisations that operate over more than one ‘site’ you will need to gather evidence from 

a reasonable number of sites in your sampling – the purpose of course is to check for 

consistency.  

When choosing which sites you will select your volunteers from, check with the organisation 

which will give you the best access to volunteers and best enable you to achieve the size and 

diversity of sample (volunteers and roles) that you are aiming for. But make sure the decision of 

which site(s) is yours. Use the following as a guide: 

Up to 5 sites Sample from them all  

5 – 10 sites Sample from 75%  
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10 – 50 sites Sample from 50%  

50 + sites Sample from 30%  

Selecting volunteers from the list provided 

It is important that you have control over who is interviewed to avoid the organisation ‘cherry 

picking’ the people you interview if you give them a completely free hand.  Strike a balance 

between being directive and allowing the organisation some control over who you interview.  

For example, you have decided to interview one person out of the ten volunteers in a particular 

role, and you wish them to have at least two years’ experience in the role.  There are six 

volunteers who meet your criteria.  You pick three at random and ask that one of the three is 

available for interview. 

Ensuring a diverse sample 

Having selected your sample, you will need to discuss with the organisation whether this has 

generated sufficient diversity in terms of: 

▪ Demography, for example the protected characteristics in the Equality Act 2010, such as 

age, disability, gender reassignment, race, religion or belief, sex, and sexual orientation or 

other legislation1 as well as factors appropriate to the organisation and roles, for example 

geographical, volunteers who have been service users, education or professional 

background etc. 

▪ Length of service. 

▪ 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. 

Amend your sampling as necessary following your discussion with the organisation. 

Contingency planning 

You will need to agree with the organisation what you want to happen if any of the volunteers 

you have selected are unavailable or unwilling to take part.  Consider, for example, the 

following, which can help to pre-empt problems: 

▪ If you make your selection from a list of volunteers who are available and willing, then the 

need to find substitutes is reduced, although this will mean that the organisation needs to 

check this out before giving you the list and could be an opportunity for them to select 

certain volunteers. 

▪ If selected volunteers are unavailable, you may ask the organisation to substitute with a 

volunteer in the same role.  Ask them to notify you when they do this so that you can look 

out for any potential issues, for example if large numbers of volunteers and/or volunteers 

from a particular project seem to be unavailable. 

 
1 Although the Equality Act does not apply to Northern Ireland, the list can be used to check inclusion.  
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▪ Arrange interviews on a day when volunteers are due to attend a central point for other 

purposes, and where last-minute replacements might be found if necessary. 

▪ Arrange online or telephone interviews during lunchtime or evening, for those who cannot 

attend (virtually/ on-site) on assessment day. 

▪ Interview individuals in advance of the assessment date if, for example they are due to be 

on holiday. 

▪ If unexpectedly low numbers turn up at assessment, for example due to bad weather or ill-

health, do not be tempted to settle for assessment of an inadequate sample. Delivering 

assessments online can help with flexibility, accessibility, and volunteer availability. You will 

need to make arrangement for subsequent interviews, for example online or by telephone, 

in order to meet the basic sample quota.  (See Tips for dealing with issues that arise during 

assessments- the challenge of achieving an acceptable sample at the end of 4.3.) 

Board members  

You should include at least one board member/trustee (or equivalent) in your sample. This 

person should be interviewed in their governance role only even though they might also be an 

active service delivery volunteer.  You might choose the chair of the board or a volunteer 

champion on the Board, if there is one. 

Staff 

The number of staff you include will be minimal.  For larger organisations you might include 

more than one individual from the positions listed below to ensure that practice across sites, 

departments, projects or roles is consistent, but make sure your focus is predominantly on 

gaining evidence from volunteers themselves.  Staff should include: 

▪ Paid staff managing volunteers and their managers. 

▪ Paid staff working alongside volunteers. 

▪ Paid staff not working directly with volunteers. 

▪ Chief Executive or most senior member of staff. 

Sufficient staff should be interviewed to ensure that practices are consistent across different 

sites. 

Using the roles and sites grid for sampling 

You might find it useful to look at the worked example below. 

Ask the organisation to complete the roles and sites grid; to show how many volunteers 

undertake each volunteer role at each site (shaded blue). 

Then calculate the number of volunteers in each role, and at each site (shaded orange). 

Use this information, and the written sampling guidance to identify how you will draw up your 

sample (figures in red). 
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You then need to approach the organisations for lists of ‘names’ in order to make your 

selection.  These can be anonymous identifiers, in order to minimise the need to handle 

personal data. 

Example 

The following example is for an organisation with six roles and eight sites. 

 Volunteer roles 

Sites Driver Mentor Admin Group 
worker 

Kitchen Food 
bank 

Total 
number of 
volunteers 
at site 

Centre 8 0 2 5 15 0 30 

Orange Street 12 8 0 0 0 0 20 

Burgundy Road 1 7 1 5 0 9 26 

Amber Avenue 0 12 0 2 0 0 14 

Red Row 13 5 1 4 0 0 23 

Green Terrace 3 8 0 4 0 0 15 

Sky Blue Way 3 3 1 0 12 0 19 

Lime Close 5 11 1 2 0 0 19 

Total volunteers 
in role 

45 54 6 22 27 12 166 

Percentage of 
volunteers in role 

27% 33% 4% 13% 16% 7% 100% 

Number to 
sample 

8 10 1 4 5 2 30 

In this example: 

▪ No of volunteers = 166 

o Sample at least 15-18% - use the higher end to allow for no shows 

o 30 volunteers in total 

▪ No of volunteer roles = six 

o Sample 100% - six roles 

▪ No of sites = eight 

o Sample 75% - six sites 

▪ Work out the percentage of volunteers per role 

▪ Use the percentage of volunteers per role to base your sampling per role 

▪ A possible framework for selecting your sample is shown in the bottom row 
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▪ Repeat the exercise using your selected sites instead of volunteers (not shown) to work out 

a representative number of volunteers across the sites, selected sites are highlighted in 

burgundy 

Tips for dealing with issues that arise during assessments - the challenge of achieving 

an acceptable sample 

Sometimes you may run into issues whereby the organisation is struggling to reach the sample 

size. This creates problems for everyone - assessors may have to schedule extra time to meet 

additional interviewees and this can mean additional costs for the organisation. The following 

tips are intended to help you minimise this happening. 

Tip - Set the scene from the outset - At the workshop, give an indication of what the 

assessment will look like and of how many volunteers you will likely need to interview. State 

(gently!) that it will be the organisation’s responsibility to meet the sample size, and if they do  

not, this could incur additional cost and inconvenience to secure extra assessor time and 

interviewees at a later date. 

Tip - Re-iterate the organisation’s responsibility to achieve the sample size when you start 

discussions around planning the assessment; and always re-check the number of volunteers, 

sites and roles in case it has changed significantly since the contract was drawn up. If numbers 

have increased significantly talk to your country manager to discuss whether the sample size 

can still be met in the time allocated, or if there may be other ways of addressing this, such as 

through use of the questionnaire with newly recruited volunteers. 

Tip –- Discuss potential issues during the planning. Specifically ask the lead if they feel there will 

be any issues in achieving the sample size, and how these might be resolved. It is up to 

individual assessors if they are willing to offer evening and/or weekend slots, but if doing so 

seems to be essential to meeting the sample size, and if the assessor is unable to offer this, 

then it may be better to re-allocate to a different assessor. 

Tip – Offering some flexibility within online or hybrid assessments (e.g. spreading one day over 

two, or four days over two weeks) can help organisations to meet the sample size, but be 

careful not to allow the assessment to become too protracted, remember it is supposed to be a 

‘snapshot’ of practice. No assessment should be spread over more than two weeks without 

prior discussion and agreement with your lead assessor. Reasons for protracted assessments 

must be noted in the Lead Assessor Feedback Form. 

Tip – Oversample! Always schedule interviews with more people than you need to meet the 

sample. The worst that can happen is that you will end up speaking to more people than 

indicated in the guidance… but having a buffer or margin, allows for last minute cancellations 

and ‘no shows’. The organisation may also be able to provide a ‘standby list’ – volunteers who 

know they might be contactable by telephone if there are major problems with the sample on 

the day. 
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Tip – As the assessment approaches, regularly check in with the IiV lead to check how 

scheduling is going/sufficient people are confirming their attendance.  

Tip - Confirm the sample a week (minimum) in advance. Ask the organisation to send the 

schedule, complete with confirmed ‘attendees’ at least a week in advance. If there are any gaps 

or shortfalls, this gives the organisation time to address them. You might even suggest 

rearranging at this stage. This is also a further opportunity to re-iterate potential additional cost 

of not achieving sample. 

What if it ‘all goes wrong’? Despite all of your best efforts, you are part way into the 

assessment, and it becomes clear the sample size and composition is not going to be 

achieved! 

Tip – Alert the IiV lead to the situation as soon as it becomes apparent, really useful if they have 

a standby list at this point! In a multi-day assessment this might give them the opportunity to 

book in further interviewees. Even in a one-day assessment, it might be possible to add some to 

afternoon slots. Again reiterate, not meeting the sample will likely lead to additional costs or a 

NOT MET outcome. 

Tip – If the sample size is… 

(a) just a few below the number suggested in the guidance and 

(b) there is consistency in responses from those you have interviewed and 

(c) there do not appear to be any significant issues 

…you can accept a small shortfall as long as this is clearly explained in the report e.g. ‘the 

sample is slightly below that recommended in the guidance but given the level of consistency in 

responses from those interviewed, the assessor is confident the sample is representative’. 

NOTE: all three of these conditions must be met, and the shortfall must be no more than around 

5% of the number selected – e.g. 9/10 or 47/50 or 95/100. 

Tip – In general terms, the IiV assessment questionnaire should not be used as part of the 

sampling other than for organisations with over 3000 volunteers. However, if the sample 

shortfall was caused by something outside of the organisation and assessor’s control, the 

assessor can discuss this with the lead assessor and make the case for an exception to the 

country manager. The country manager will provide guidance on what proportion of the sample 

can be made up with questionnaires, this will usually be no more than 30%. 

If, in spite of all of the above, a sufficient sample size is not achieved, the assessment is 

deemed ‘incomplete’ (effectively not met). The assessor should advise the country manager 

who will liaise with the organisation over whether they want to proceed with additional 

interviews to meet the sample and pay for additional assessment time. 
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Remember, your lead assessor can provide additional guidance and is always your first port of 

call when issues arise. Don’t forget to copy your lead assessor into all correspondence with the 

country manager. 

4.3.1 Appropriate use of surveys  

A. Use of IiV volunteer assessment questionnaire 
The volunteer assessment questionnaire should only be used to supplement face to face and 

telephone interviews with volunteers in organisations where there are large numbers of 

volunteers who are geographically dispersed. It is intended to be used as a ‘double check’ that 

practice is consistent either: 

(1) across sites that the assessor is unable to sample or  

(2) when volunteer numbers are so large that the assessor is only able to interview around 5% 

of the volunteers. See sampling guidelines.  

Questionnaires will be anonymous. Organisations will have been informed at the contracting 

stage that it is their responsibility to circulate questionnaires should their assessor choose to 

use them (i.e. cover any costs etc). Any questions about the use of the questionnaire should be 

raised with the relevant lead assessor. The following are guidelines on its use. 

1. The assessor should first of all consider if questionnaires are appropriate for the 

organisation’s volunteers and then decide who the questionnaire should be given to as 

part of their sampling rationale (to avoid organisations only giving questionnaires to 

groups of volunteers who they know will respond favourably). For example, if an 

organisation has 42 sites, the assessor might visit/conduct telephone interviews at 7 of 

them and select a further 7 to collect questionnaire information from. Alternatively, the 

assessor might agree with the organisation to send the questionnaire to all volunteers, 

giving the opportunity to all to comment. 

2. Next consider the timing of the questionnaire – there are two options – undertaking it just 

prior to the interviews may provide you with themes that you want to explore during the 

interviews: undertaking it simultaneously to the assessment will provide you with a 

“check and measure” to make sure that the information you collect during the interviews 

is reflected across the organisation. 

3. Contact your country manager to let them know that you want to use a questionnaire, 

informing them which organisation the questionnaire is for, as well as the opening and 

closing dates. They will send you the link that needs to be sent to the organisation who 

will send it to volunteers. 

4. You can provide the key contact with an invitation to take part in the questionnaire which 

they can circulate to volunteers via email IiV invite to complete volunteer assessment 

questionnaire (note the questionnaire link for your specific host country, available from 

your country manager, needs to be added to this). It is the organisation’s responsibility 
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to circulate. You can add any additional information to this such as categories of roles, 

deadline for completion etc. Paper copies can also be provided, however online 

completion should be strongly encouraged to aid analysis by the assessor. If using hard 

copy, the invitation should be sent with hard copies without the last paragraph about the 

link and they should be returned to the primary contact within the organisation 

(preferably in sealed envelopes), who will then forward them to the assessor. 

5. After the closing date please contact your country manager who will access the results 

(filtered by the organisation name) and send them to you. 

6. Reading through the summary of responses will give you, the assessor, a feel for the 

experience of a wider range of volunteers. It will almost certainly give you some 

‘quotes’ which can be used as evidence within your report. 

 

A statistical analysis is not required (and the sample is unlikely to have statistical validity). 

Any use of statistical data as evidence within the assessment report should be used with 

caution.  Enough to say for example ‘Most volunteers.....’ or ‘volunteers differed with 

regard to...’  Of course, the interesting exceptions to a norm are often worth hearing 

about! 

 

7. If questionnaire analysis takes place after the last site visit, assessors should not give an 

indication of their recommendation on the final day of assessment.  Assessors should 

arrange to telephone their contact in the organisation immediately after they have 

completed their analysis and share their thoughts as to whether the organisation meets 

the standard at that time. (This would also be a chance to discuss any anomalies that the 

questionnaire returns might bring up). 

B. Embedding questions in organisations pre-existing surveys 
Many organisations routinely undertake surveys of their volunteers, perhaps annually or every 

other year. They are sometimes reluctant therefore to ‘over burden’ their volunteers with the 

IiV assessment questionnaire.  

The full IiV assessment questionnaire should be the ‘default’ starting point wherever possible, 

but if the organisation already has a routine regular volunteer survey, then questions relating to 

IiV, particularly those that relate to quality areas 5 and 6, starting with ‘volunteers feel’, can be 

embedded in the organisation’s survey (see below). The assessment would need to be timed to 

correspond with the organisation’s survey schedule. It is suggested that this is just prior to the 

assessment window so that results are available to the assessor at the time of the assessment 

to inform interviews. 

In this scenario, as with the full questionnaire, the use of the embedded questions can only be 

as a cross check of the wider volunteer experience and not as a substitute for 

interviews/making up the sample size. 
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Below are the questions that would be embedded; however, the organisation may wish to 

adjust the wording slightly to better reflect the tone of their existing survey. In this case, the 

assessor must ‘approve’ the reworded questions to ensure they still address the specific 

practices. They are ‘forced choice’ questions (i.e. a yes, no or partly response options) but the 

organisation should be encouraged to follow each with the opportunity to add additional 

comments. 

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

their volunteering: Do you feel appropriately supported in your role and able to discuss 

all aspects of your volunteering? 

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

relevant decision making: Do you feel that you are being consulted about matters that 

affect your volunteering including having opportunities to express your views and 

ideas? 

5.5 Volunteers feel there is good communication between themselves and the 

organisation: Do you feel there is good two-way communication between yourself and 

the organisation? 

6.1 Volunteers feel their contribution is meaningful and rewarding: Do you feel your 

volunteering is meaningful and rewarding? 

6.2 Volunteers feel valued by and a part of the organisation: Do you feel valued by the 

organisation? 

6.3 The experiences, attributes and competencies that volunteers bring are recognised 

and they have opportunities to develop them: Do you feel that the skills, experience and 

knowledge that you bring to your volunteering are utilised? Are there opportunities 

for you to develop through your volunteering? 

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

volunteers where appropriate: Are there opportunities to connect with other volunteers 

and colleagues through your volunteering? 

6.5 Volunteers’ future aspirations are supported where appropriate: Do you feel your 

volunteering supports your future? 

4.4 Assessing in a team 

You may be part of an assessment team for UK or countrywide assessments where a number of 

assessors are needed to help meet the sample over a number of days. 

Assessment team leader 

The team leader is responsible for conducting the first three steps, and for the coordination of 

step four, the assessment. The organisation contact will always be through the team leader.   
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▪ The sampling process is the same as described above, though may take longer with more 

sites and volunteers, so you may want to start it sooner. 

▪ You will also need to coordinate with the relevant country managers to organise assessors 

where there are assessments in their countries and ensure that the dates and venues/ 

online arrangements suit them.   

▪ Sort out practical arrangements such as online facilitation preferences and check whether 

the assessor has any questions about these.  Provide information, including who the 

assessor will be talking to on the day and contact numbers for the organisation in case of an 

emergency. 

▪ Send assessors a copy of relevant information about the organisation, for example the self-

assessment checklist, self-assessment feedback and improving practice plan, and brief them 

with any information about areas that you would particularly like them to focus on. 

▪ Provide a IiV team assessment member input for them, covering: 

o Anything that especially impressed you (leave blank if nothing) 

o Anything that concerned you, that you feel either means the organisation may not meet 

a quality area, or should be mentioned in the report (leave blank if nothing) 

o Is there anything that you think should be set as a condition? 

o Quotes (please suggest which quality area/practice the quote relates to and whether it 

was a staff member, volunteer or board member who said it). 

▪ Provide the assessor with information about the assessment. 

▪ On the day, be available for the organisation and assessor to deal with any problems. 

▪ Once you have received the feedback and incorporated it into your report, consult with 

team members before final feedback to the organisation, sharing the proposed assessment 

decision to check their agreement or other points to consider. You may want to have a 

virtual call with the team, or you might communicate via email.  

▪ If possible, within the timescale send the draft to the assessment team to check that it fits 

with their experience. 

Assessment team member 

If you have been asked to be a member of an assessment team, your main role is to undertake 

the assessment on the day and report back to the assessment team leader. 

▪ The team leader will generally contact you to find out your availability and check that the 

location or online facilitation arrangements suits you. 

▪ Check you’ve received background information about the organisation and that the team 

leader has briefed you about anything in particular they would like you to find out. 

▪ Check that the practical arrangements suit you and if you are visiting that you have 

information about travel and food options. Check you know who’s expecting you on the day 

(whether virtual or in person) and how to contact them and your team leader in an 

emergency. 
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▪ After the assessment, feed back to the team leader in the format that they have requested.  

If there is anything that is particularly concerning, you may want to alert them by email or 

telephone at or after the assessment. 

▪ The team leader will consult with team members before final feedback to the organisation, 

including sharing their proposed assessment decision to check agreement or other points to 

consider. 

▪ If time, the team leader may send you a copy of the assessment report to read so that you 

can check that it fits with your experience. 

In the event of disagreement of planned final assessment decision between team members not 

being resolved, the lead assessor of the team leader should be consulted with further 

consultation with other lead assessor(s) involved if required. A final decision will be made by 

the lead assessor(s).  The country managers concerned should also be informed at this stage. 

In the event that the final decision is disputed by an assessor the country managers involved 

would set up a forum to discuss the issues, inviting appropriate assessment parties and agree if 

further assessment is necessary to satisfy a decision or agree a collaborative final decision. 

4.5 Planning the interview schedule  

Ask the organisation to set up the schedule of interviews.  It is advisable to allow at least two – 

three weeks for the interviews to be arranged, longer than this is preferable.  Depending on the 

type of organisation and the other commitments of the volunteers you may need to be flexible 

about meeting in the evening or at the weekend.  You need to remind the contact person about 

the importance of arranging the interviews and making every effort to ensure the people turn 

up to on site or virtual meetings. For the latter, the organisation must make sure everyone has 

the correct joining instructions. Organisations can be encouraged to use IiV letter to invite 

interviewees to assessment.  

Wording for communication with organisations about sampling 

When arranging assessments with organisations, please include the section: 

‘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 

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.’ 

Where possible, use a combination of one-to-one and group interviews (during visits or online) 

supplemented with telephone interviews and perhaps the questionnaire for larger/dispersed 

organisations – avoid reliance on just one approach for example just group interviews or just 

telephone interviews.  
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One-to-one interviews are regarded as the most effective, so you should generally schedule at 

least two individual interviews with volunteers; number in line with the size of the organisation. 

Carrying out an IiV assessment remotely is similar to an actual assessment visit other than the 

method of interviewing, and working with the organisation to ensure that all interviewees are 

able to use the technology selected – you will probably need to do a range of telephone and 

online interviews based on people’s preferences.  Video conferencing can be used for groups of 

people, but you may need the organisation to do a “test run” with interviewees first to reduce 

the chances of interviews being delayed by technological difficulties, you may also want to 

leave more time than usual to allow for this. 

The following guidelines will help you plan your assessment visit(s) whether these are online or 

visits to the organisation: 

▪ Main contact for the organisation: start the assessment with an interview with the main 

contact for the organisation. You should cover all the quality areas, and also ask them to 

identify areas that need improvement or development.  Allow 45 minutes to an hour for 

this interview, including time to look at any further documentary evidence.   

▪ One-to-one interviews: allow 20-30 minutes for each one-to-one interview, including five 

minutes to make notes and collect your thoughts ready to focus on the next interviewee. 

You may anticipate that some interviews will be shorter than 25 minutes, if there are only a 

few questions that you want to ask a particular stakeholder. 

▪ Group interviews: you may need to undertake some group interviews, face-to-face or 

online.  Group interviews will enable you to interview more people, some volunteers will 

feel safer being interviewed in a group, and people can bounce thoughts off each other 

generating more information than an individual interview.  There are some potential 

downsides: people may be influenced or feel overwhelmed by other participants; it may be 

difficult to gain input from all the interviewees so you will need to manage the interview 

carefully; and as views are voiced to the group the process is not fully confidential. Allow 

30-45 minutes for each group interview. 

▪ Telephone or online interviews: allow 15-20 minutes for each telephone or online 

interview of an individual. 

▪ Summing up and feedback: allow 30 minutes at the end (of the final day) to give feedback 

and confirm when you will communicate your final decision. 

▪ Breaks: 15-minute breaks in the morning and afternoon, and 30 minutes at lunch are 

suggested to help you to concentrate, and give yourself time to take stock when you are 

visiting organisations.  You may want to schedule shorter more frequent breaks between 

telephone calls or online interviews, as these can need more intense focus, and will allow 

time to catch up and keep to schedule. 

▪ Troubleshooting: The main contact, or someone else they nominate needs to be available 

by telephone during the day in case of problems.   
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Sample timetable 

Assessment days can be very busy and it takes a lot of planning to get the right number of 

interviews, both individuals and groups spread across the day. In an ideal assessment day you 

would have an hour at the beginning to talk to the IiV lead and to view additional documentary 

evidence, an hour at the end of the day to assemble thoughts, tidy your notes, view additional  

materials if issues have been raised at interview, and give initial feedback (if you feel in a 

position to do so). Allowing for a couple of breaks and a lunch break you should be able to do 

10 interview slots in a day. 

The following is a very basic format, based on the maximum number of interviews, allowing 25 

minutes for each interview and five minutes to write additional notes for a standard day 

interview.  This can be amended for virtual assessments, for example 20 minutes for a 

telephone call with a volunteer but longer for group videoconferencing interviews. 

Organisations have fed back that they appreciate flexibility, for example including evening and 

weekend interview slots for volunteers if relevant, so it may be that you have a shorter day and 

spread the assessment across the evening.  

9.00–10.00 Interview main contact person and view additional documentary evidence 

10.00–10.30 Interview one 

10.30–11.00 Interview two 

11.00–11.15 Break 

11.15–11.45 Interview three 

11.45–12.15 Interview four 

12.15–12.45 Interview five 

12.45–1.15 Break 

1.15–1.45 Interview six 

1.45–2.15 Interview seven 

2.15–2.45 Interview eight 

2.45–3.00 Break 

3.00–3.30 Interview nine 

3.30–4.00 Interview ten 
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4.00–4.30 Assemble thoughts and view additional materials if indicated by interview 

responses 

4.30–5.00 If you feel able give initial feedback 

Multi-day assessments 

Where you are doing more than one day’s assessments, keep assessment days as close 

together as you can to keep you focused. 

Young people under 18 and vulnerable adults/adults at risk 

If young people under 18 years of age are included in your sample, you are advised to do one of 

the following: 

▪ Ensure that two or more young people are interviewed together; and/ or 

▪ Ensure that an adult is present as observer during the interview. 

In accordance with safeguarding principles, you should not hold a one-to-one interview in 

private with a young person.  In relation to a vulnerable adult/adult at risk you may want to 

take guidance from the organisation about what’s appropriate in each case.  

In any situation, where it has been pointed out to you that interviewees are particularly anxious 

about the interviews, talk to the IiV lead about for example online versus in-person, group 

interviews, sharing the questions in advance, having a friend or colleague sit in.  

Assessors need to be prepared to adapt their interview style in these situations and be as 

accommodating as possible to meet the sample. 

4.6 Preparing Interview Questions 

Interviews will cover all the quality areas, with emphasis on the quality areas you have 

identified from reviewing the revised self-assessment.  When planning the interviews, you can 

focus on different quality areas with different people, so that the interviews are manageable 

within the time.  You don’t have to ask every volunteer all of the questions as long as you feel 

you have enough evidence to cover all of the relevant practices.  

For larger assessments you may choose to focus on different things in different interviews, 

especially volunteer interviews, for example you might just ask newer volunteers about the 

recruitment and induction process, but explore in more depth, or you might ask longer standing 

volunteers about support and opportunities for development.  

You should construct your questions in your own words and phraseology, so the interview has a 

natural feel. Try to adapt your language so that it is appropriate to the interviewee for example 

some volunteers may need the quality areas explained in plainer English or Welsh (if 

appropriate).  
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Often interviewees will provide lots of information spontaneously, so if they have already 

answered something you were planning on asking them, there is no need to ask again.  

You are not required to ask standard set questions, although there are some IiV interview 

questions all EXAMPLES provided. 

▪ Plan questions in advance, in the knowledge that you may need to adapt them, this may be 

particularly needed when you are new to assessment. 

▪ Try to construct open questions.  Closed questions may be asked to confirm a fact or a 

detail. 

▪ Try to use the words found in the quality area for example: 

o Asking a board member about quality area one: “Why does X involve volunteers?” 

o Asking a volunteer manager about quality area two: “What approaches do you take 

to ensure that volunteering is accessible to people?” 

o Asking a volunteer about quality area six: “Can you describe / what are the 

opportunities for volunteers to develop and grow?” 

▪ Ask follow-up or probing questions depending on the interviewee’s responses to probe 

what has been said and to check on specific practices. 

▪ If it doesn’t come up naturally as part of conversations, ask about the organisation’s future 

plans around volunteering. 

Although it is essential to make practical preparations for an assessment visit or online 

assessment, much of what you do will depend on how things develop on the day.  Remind 

yourself to look and listen carefully, with an open mind, thus ensuring that the assessment is 

fair and rigorous. 

4.7 Requesting written information 

Identify any written, online or printed materials that you would like to see on or before the day.  

If you are visiting this may be hard copies.  Otherwise organisations can email documents or for 

large documents use technology such as Google docs, Dropbox or WeTransfer.  

One of these should be their current volunteering policy, which they may have updated since 

the self-assessment.  You may also like to ask for items that they have devised or amended 

during the improving practice plan stage.  You should restrict your request to around five 

written documents, although you may request other information on the day. Remember the 

focus of the evidence gathering at the assessment is oral evidence, so you should not need 

many documents.  

Assessor tips 

You may like to request copies of the volunteer role descriptions before you interview to give 

you an insight into their role and to help you to plan questions and identify differences 

between their roles. 
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Check out the organisation’s web and social media presence to provide you with background 

information and to see what it says about volunteering or how to get involved. Put yourself in a 

potential volunteer’s shoes; how easy is it to find information about volunteering, register 

interest or apply, do you perceive any barriers? 

4.8 Undertaking interviews 

On the day 

For virtual assessments, ensure that your technology is working. If you are travelling, give 

yourself plenty of time to travel, park, find the venue, meet the lead contact, arrange the room 

if necessary and settle in before you start interviews.   

Check in advance with the organisation what the plans are if there are some people unable to 

attend on the day.  Check again whether any of the interviewees have any particular needs you 

need to be aware of. 

The physical environment 

If you are visiting the organisation you will need to ensure that there is a confidential and 

comfortable space for you and your interviewees to create a relaxed environment: 

▪ Ensure that you and the interviewee(s) are seated on chairs of the same height and comfort 

and neither of you are directly facing a window, particularly if it is sunny.   

▪ Consider any access needs, for example is there space for a wheelchair or can someone 

with walking difficulties sit in a seat nearest the door. 

▪ Check out the arrangements for drinks, if possible arrange for some water in the room for 

yourself and interviewees. 

For virtual interviews, ensure that you and your interviewees are comfortable and that the 

lighting means that interviewees will be able to see you properly. 

You’ll need to take paper and pens with you to take notes, and a small clock might be useful in 

front of you so that you can see the time easily to manage interviews without having to look 

round or at a phone or watch. 

Conducting the interview 

Start and end the interviews in a similar way for all interviewees, varying the questions that you 

ask: 

▪ Once you have welcomed the interviewee, introduced yourselves and make them feel 

comfortable with any small talk, for example about their day, briefly explain the context and 

purpose of the interview.  Indicate the areas you hope to cover and the length of the 

interview, giving a range to allow for people who have more or less to say.  

▪ Explain that you will be taking notes and that the information they give will be used to help 

you assess the organisation.  No names will be mentioned to the contact person or in the 
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final report. For volunteers, ask if they are happy for you to quote them anonymously by 

saying, for example, “A volunteer said, “X”. 

▪ Aim to start your questioning with something straightforward to put the interviewee at 

ease for example “Tell me about the tasks you do as a volunteer.”  Use follow up and 

probing questions depending on the interviewee’s response.  You may need to be gentler 

with your questioning of volunteers than when you interview the staff. 

▪ When you are interviewing, use active listening skills, to encourage the interviewee and to 

avoid the interview turning into an interrogation.  As well as demonstrating encouraging 

body language, you can paraphrase, check, clarify, show empathy and summarise.  Try not 

to indicate that the interviewee has given the ‘right’ or the ‘wrong’ answer.  If an 

interviewee appears worried about anything they’ve said you can reassure them that you 

are looking for patterns across interviewees where there might be areas for concern. 

▪ As the interviewee responds to your questions, take notes including short quotes. You will 

need lots of quotes for each quality area when you come to write your report! This is the 

evidence that they are hopefully meeting the standard. 

▪ At the end of the interview, thank the person for their contribution and offer a limited 

opportunity for their questions for example do you have any questions about the process 

that you would like to ask me?  Check out at the end whether there is anything they have 

said that they would not want quoted, even anonymously. 

While each assessor will have different ways of taking notes, there are templates available 

for interviews notes against the questions for each stakeholder. Please note it is not 

intended that you use these verbatim, we want interviews to be as relaxed and natural as 

possible, the following is merely a tool that you can choose to use to help keep your notes 

in the right places. 

IiV sample questions managers 

IiV sample questions supervisors 

IiV sample questions trustees and senior managers 

IiV sample questions volunteers 

IiV sample questions not working with volunteers 

4.9 Making a decision 

If you have met your sample, you should have gathered all the evidence you require to make an 

assessment decision and you will probably have a fair idea about whether the organisation has 

met the standard.  Go through each quality area and practice briefly and use the evidence to 

decide whether each of the quality areas has been met.  If you used an assessment 

questionnaire or are using the organisation’s own volunteer survey then you should be looking 

at results against each quality area. 
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An organisation may not fully demonstrate all the listed practices, but you need to be satisfied 

that appropriate alternative practices are in place.   

Based on the guidance about each quality area, you make a judgment as to whether there are 

sufficient practices in place to evidence the quality area.   

Insufficient evidence 

If you feel you have not gathered enough evidence, you will need to explain this to the main 

contact person and the reasons for this. Firstly however, you should contact your lead assessor 

to discuss the assessment and agree next steps and any resource implications for the 

organisation, for example if there were insufficient people to interview on the day. 

The possible outcomes are:  

MET the standard  

You are happy that the organisation is meeting all the quality areas and therefore can be 

awarded the standard. Assessors may suggest minor developments or encourage the 

completion of minor development work still in progress at the time of the assessment 

(Continuous Development and Improvement).  These should be related to how the organisation 

can build on its current practice rather than relating to filling gaps in practice which would be 

conditions.  They are intended to add value to the assessment process for the organisation; but 

be aware that too many areas requiring development would suggest that the organisation is 

perhaps not meeting the standard. There should be no more than six suggestions for 

development. If a lead assessor agrees that there can be more than six then the rationale for 

this needs to be explained in the lead assessor report. 

Sometimes a practice is not quite in place, but the assessor has sufficient evidence of the 

intentions of the organisation as to be confident that it will be met in the near future. For 

example, an organisation may not have collected volunteer monitoring information prior to 

starting the IiV accreditation process. However, by the time the assessment occurs the need for 

monitoring forms has been raised within the organisation, the forms have been drafted, 

redrafted and are at final approval stage. The forms have not gone ‘live’ yet, but all evidence 

clearly shows that they are to be introduced after they receive final approval at the next board 

meeting which will be after the assessment.  

MET the standard with conditions 

Conditions are practices that should be in place but are not, and/or there is not enough 

evidence to show that satisfactory development work has occurred.  

If you decide that conditions are necessary, then a met with conditions outcome should always 

be discussed with your lead assessor before talking to the organisation. 

There should be no more than three conditions. These must be completed within a set 

timeframe set by the assessor, usually three months. In exceptional circumstances the 
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timescale can be extended to a maximum of six months to allow the organisation time to 

demonstrate the change in their practice. The assessor should discuss and agree with the lead 

assessor or country manager if a timescale of more than three months is recommended, 

providing reasons why.  

If further assessment shows that these specific conditions have been met, the organisation will 

be awarded IiV. If further assessment shows that these conditions have not been met, then the 

decision will be ‘not met’ which ends the process.  Either situation is subject to the normal 

quality assurance process;  

Example of conditions: 

3.4  The organisation needs to identify how it will address under-representation amongst 

volunteers including identifying target groups in line with its overall objectives, and 

develop an action plan setting out the actions it intends to take. 

4.4 The organisation needs to ensure that there is a consistent induction for volunteer 

mentors that provides a phased introduction to the role with appropriate support and 

supervision so that volunteers do not feel they are ’thrown in at the deep end’. 

5.5 The organisation needs to put into place communication methods to all volunteers that 

do not depend on volunteers being in the building so that all volunteers are informed 

about opportunities to be involved and feel fully included in the organisation. 

If you have a met with conditions organisation you should: 

▪ Speak to your lead assessor before feeding back to the organisation if you are not sure 

whether it is met, met with conditions, or unmet. 

▪ Complete the report and identify what the conditions are.  There is guidance below about 

how to record this. 

▪ Notify the country manager so that a formal letter can be sent to the organisation to allow 

them to accept or decline the three-month timeframe to complete the conditions set. The 

country manager requires (a) a list of the conditions, and (b) what the organisations needs 

to do to ensure that the work has been carried out, including what evidence will be required 

to include in the correspondence with the organisation. An estimate of the time taken for 

further assessment of how the conditions have been met will be needed, this reassessment 

will normally be through written documents and online / telephone interviews if required.  

There will generally be a charge to the organisation and fee to the assessor for the 

reassessment unless the further assessment is very minor, for example checking a redrafted 

document. 

NOT MET the standard 

Not met decisions are where the organisation: 

▪ Has gaps in one or more entire quality areas 

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


©Investing in Volunteers   Assessors’ Handbook 26 

www.investinginvolunteers.co.uk                                                Page | 54 
 

▪ There are too many gaps in practice to address for conditions to be set, or  

▪ The length of time required to adequately address gaps far exceeds the maximum of six 

months 

A not met decision should always be discussed first with your lead assessor. 

If a quality area is not met this is clearly stated on the report, making sure it is clear why it is not 

met.  

Following a not met decision, an organisation may decide it still wants to pursue IiV 

accreditation and can re-register.  Organisations should be advised to talk to their country 

manager but it is likely that they will be expected to go through most of the IiV process, starting 

at self-assessment, after paying the appropriate fee.  If a submission is not strong enough to 

meet the met with conditions category it suggests an overall weakness, and that with the likely 

time lapse between the two assessments means that it is reasonable to expect all six quality 

areas to be re-assessed.  By updating their self-assessment they will create a new improving 

practice plan that will help them address the areas that were not met in the first assessment.  

Final [re]assessment may be carried out by a different assessor, over six quality areas, with 

staff, volunteers and board members, some of whom will be different from the original 

selection. 

4.10 Giving feedback on the assessment 

The process for feedback either for a virtual assessment or for a visit to the organisation is: 

▪ Give verbal feedback to the organisation within three working days of the visit if you feel 

able to. Where it is straightforward, this can be at the end of the final assessment day. 

Alternatively, you can wait until you have had an opportunity to assess the evidence more 

thoroughly and discussed it with your lead assessor if necessary.  This may particularly be 

the case for larger organisations, where there are teams of assessors, or where the 

outcome is not clear.  

▪ Write your final report (within 10 days of last assessment date), using the IiV assessment 

report TEMPLATE and guidelines (see 4.11), get it approved by the lead assessor (5 days) 

and send it to the organisation within fifteen working days of the assessment visit.  You 

should schedule in report writing time immediately after the assessment to allow sufficient 

time for the lead assessor to identify any changes that need to be made and for you to 

make those changes . Once the lead assessor has agreed your report you can tell the 

organisation that they are going to be awarded IiV and let them check the report for 

contextual accuracy. The official communication about the award will not go out until the 

first of the following month. 
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Before you end your assessment with the organisation thank the contact person and any other 

people who have had a key role in organising the assessment and make sure that the next steps 

are agreed and understood.   

4.11 Final assessment report guidelines 

Purpose of report 

The report must be written by the assessor within 10 days from the last day of the assessment 

and sent to the lead assessor for quality assurance before the organisation gets to see it. 

The final assessment report is the assessor’s opportunity to record their findings from the 

assessment interviews and to demonstrate how and why they reached their assessment 

recommendation including to pass through the quality assurance process. The report is an 

extremely important part of the IiV process as it is the written record of IiV, seen by the 

organisation, the lead assessor and members of the UK quality assurance panel. The quality of 

presentation, clarity and accuracy of the report are therefore essential – the organisation has 

paid a lot of money for IiV so the report needs to represent value for money. 

The organisation will expect a report which is professional and objective, and which clearly 

demonstrates that they have met the IiV standard. It is important that the report is well written 

and gives a true and accurate outline of their practice. By including sufficient information, and 

appropriate suggestions for development, the report will represent value for money and be 

helpful in informing continuous improvement. 

The lead assessor needs a report that provides a clear picture of the organisation and enough 

information to enable them to support the assessor’s decision. It is important that the assessor 

provides sufficient detail about the organisation, the assessment approach and rationale, and 

examples of how the organisation is meeting the standard. The lead assessor will expect to see 

the sampling guidelines and all the guidelines in this document being adhered to. 

The report (and indeed the whole Organisation Journey folder) may be sampled for 

standardisation by the UK Lead Assessor team and/or the UK Quality Assurance Panel who 

monitor quality and consistency of practice and procedures across all the 6 IiV Steps. There 

must be sufficient information about evidence gathered by the assessor to demonstrate that 

the assessor has carried out their role appropriately.  The report and the lead assessor feedback 

report are therefore important parts of the organisation journey folder used for quality 

assurance purposes. 

Report template 

The report must be submitted using IiV assessment report TEMPLATE provided. You should 

always check the assessor resources and use the most up to date version. Do not alter the 

template format other than to delete the sections as indicated which may not be relevant to 
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the assessment you have carried out: I.e. ‘Areas not meeting the standard at assessment’; 

‘Above and beyond the standard’; and ‘Post conditions re-assessment’.  

There are various tables within which you are required to choose options from a drop-down 

menu. Places where you are required to provide narrative are indicated by ‘type here’. There 

are some prompts here to remind you of the sorts of things you should be addressing – please 

make sure to delete the prompts!  

This handbook gives detailed guidelines on what needs to go in each section including notes on 

style, keep the handbook open when writing your reports! 

Report style 

Always write in the third person and use plain English. It is important that you write in an 

objective manner, do not focus on any individual’s view, rather try to pull together themes or 

patterns into an overview.  

Your writing should be succinct and to the point, only including evidence that is relevant to the 

standard. Overall, you should be aiming at around 4000 words for a ‘met’ report, 4,500 for a 

post conditions report. 

Your style should be professional, for example do not use contractions such as ‘can’t’ unless in 

reported speech and put abbreviations or acronyms in full at first use with the abbreviation in 

brackets afterwards.  Do not use exclamation marks. 

Use quotes from interviewees to contextualise and illustrate how the standard is being met. 

Use single quotation marks for quotes from interviewees.  Do not use names of interviewees, 

use job titles and roles. When using quotes or examples, make sure that a volunteer cannot be 

readily identified from what you write. Attribute quotes, for example, ‘a volunteer said,’ or 

‘noted a staff member’. Keep quotes from documents brief and to a minimum; use single 

quotation marks for quotes from documents. 

The report will automatically separate paragraphs by leaving a space to make the text easier to 

read. Do not change the font from Arial 12. 

Grammar and punctuation guide 

Collective nouns 

Collective nouns, for example the organisation or the team will generally take a singular verb, 

for example, the organisation has met the standard where you are talking about the entity as a 

whole.  It may take the plural where you are talking about the actions of individuals within the 

entity, for example, senior management have received training in volunteer management (they 

have all received training separately rather than as a team). 

Numbers 

▪ Numbers 0-9 should be written in words, for example one, two etc. 
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▪ Numbers 10+ can be written in numerals, for example 11, 26 etc. 

▪ If you start a sentence with a number the number should be written out in full, whatever its 

size. 

▪ Hyphens should be used where you write any number out in full between twenty-one and 

ninety-nine, including when these numbers are part of a larger number, for example three 

hundred and fifty-four. 

You should always use numerals: 

▪ With money. 

▪ With fractions decimals and percentages.  The word ‘percentage’ should be written in full 

other than in a technical report. 

▪ With times. 

Its or it’s 

▪ It’s is always short for it is or it has, for example it’s 30 years since the organisation started. 

▪ Its is possessive, for example its thirtieth birthday. 

▪ If in doubt see whether you can expand the sentence to it is or it has, in which case it’s it’s 

or if not it’s its. 

Punctuation with quotation marks or brackets 

▪ If the sentence starts before the bracket or quotation marks then the full stop comes after 

the bracket or quotation marks. 

▪ Single quotation marks should be used for quotes, with double quotation marks for a quote 

within a quote, for example: The volunteer coordinator said, ‘Volunteers really appreciate 

the events put on for them.  One volunteer commented to me, “We really don’t need 

thanks, but being invited to the Christmas meal makes me feel part of the team”’. 

▪ A comma should be used before and between quotations, with a capital letter to start the 

quote, for example Volunteers said about team meetings, ‘They are an excellent way to find 

out what’s going on,’ ‘You get all the support you need,’ ‘I really look forward to them’. 

Capital letters 

Use capital letters for: 

▪ Proper nouns, for example people’s titles and names, organisation’s names, place names, 

months and days of the week, religions and religious holidays, languages and nationalities, 

the pronoun ‘I’ or trade names. 

▪ Abbreviations and acronyms (without full stops after any of the letters other than normal 

sentence punctuation). 

▪ The names of specific policies or initiatives where these are used by the organisation, for 

example Volunteering Strategy, Volunteer Gathering.  Be critical though as the organisation 

might have used capital letters wrongly. 
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Don’t use capital letters for: 

▪ Job titles, unless they are part of someone’s name, for example Professor Ahmed but not 

when referring to ‘the professor’. 

▪ Words that describe a type of organisation rather than its name, for example council, local 

authority, hospitals rather than a specific organisation. 

▪ Talking about policies and events in general, for example human resources policies, 

volunteering meetings. 

As a general rule, if in doubt, it’s probably not appropriate to use capitals.  

 

Report content 

There is an example report (with conditions set) IiV assessment report EXAMPLE to show how 

to apply the following.  

Summary Information 

The report starts by asking for some basic information: 

▪ Complete the name of the organisation (or department) that was assessed on the front 

cover, along with the year that the assessment has taken place.   

▪ In the Summary information select the host organisation managing the IiV process in 

relation to the assessment you carried out (Volunteer Scotland, or Volunteer Now). 

▪ Input the assessment date(s), your name as assessor, your lead assessor’s name, and 

whether or not this was a new assessment or renewal of the award. If the latter, the 

number renewal for example first renewal, second renewal etc.  

▪ Note the assessment outcome. 

▪ If the outcome is ‘met with conditions’ leave the second set of boxes for now, for 

completion once the conditions have been met. If the outcome is ‘met’ or ‘not met’ delete 

the second set of boxes. (See later for extra tips on writing a Met with Conditions Report). 

About the organisation  

Provide succinct information to provide context about what the organisation does, the 

geographical area it covers, its aims and objectives, a brief history, how it is structured, number 

of staff and volunteers. In particular say how volunteers are involved and what roles they carry 

out, how many there are, explaining how they are managed or organised and who has this 

responsibility, and how their management fits into the overall organisational structure.  

If the assessment is a renewal, explain any ways in which the organisation has changed since 

the previous assessment. Also give information about when the organisation was last 

assessed/dates they have previously held accreditation for example from 2012 to 2015. 

Comment on how the organisation considered/acted on suggestions for development and 

improvement made at the previous assessment. 
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If a renewing organisation starts their journey well after 6 months since expiry (ie they are not 

in the 3-year renewal cycles) then please explain that they have previous assessment history in 

the last paragraph of the organisation summary in the report. However they will be considered 

a “new assessment”. 

How the organisation was assessed 

1. Describe how you approached the assessment and detail:  

▪ Number of volunteers.  

▪ How you selected people for interview. 

▪ Who you interviewed and how you interviewed them (how many individually, how 

many in groups, how many in person or online, how many by telephone)  

▪ List job titles of staff interviewed, and the overall number of volunteers and the number 

of roles included. 

▪ Note whether you used the questionnaire and how many returns you had. 

▪ Note the sites that were included in the sample.  

2. Confirm that your approach was in line with the sampling guidance, percentage covered or 

give an explanation if it was not. 

3. Insert all your numbers in the grid provided to clearly show numbers of volunteers, sites and 

roles. 

4. Underneath the grid, list examples of the documentary and online evidence you looked at. 

Firstly, during self-assessment, and secondly at assessment. 

Meeting the standard 

Under each quality area complete the ‘met’ column of the table, selecting 'yes’ if you are 

confident that the organisation meets that practice; or ‘conditionally’ if they do not but you feel 

they could address the shortfall within three months (if you think they need up to 6 months you 

need to discuss this with your Country Manager), and you are therefore setting a condition in 

relation to that practice; or 'no’ if you feel it is not feasible for them to address the shortfall 

within three months and the outcome of the assessment is ‘not met’. Note: in order to meet 

the standard organisations must now be able to demonstrate that they meet ALL practices. 

Give a brief summary, around a paragraph (200 – 250 words), of the main ways in which the 

organisation meets the quality area including interesting quotes that illustrate your points. 

This summary should focus on the broad ‘headline’ quality area descriptor rather than the 

individual practices (you can focus on individual practices in the Strengths section). The purpose 

is to give a feel for how the organisation meets the quality area: enough information to assure 

readers outside of the organisation (for example lead assessor and UK quality assurance panel) 

that the organisation meets the standard, but to avoid getting into detail and reporting back to 

the organisation information they already know about themselves. 

Quotes from people interviewed are the most important way to demonstrate that the practices 

are met and are a great way to give the organisation added value, this is much better than 
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giving organisations factual information about their own policies and procedures. In particular 

we get feedback that the IiV report is an excellent way to hear the volunteers’ voices. 

Therefore, quotes should also be of substance – only putting the occasional word in quotes is 

not acceptable. You want quotes to make the report sparkle! 

There is no place for sweeping statements in the report - it is helpful to ask yourself the 

question “so what?” or “how do I know this?” and then back it up with a quote to show 

evidence and indeed the impact. 

Negative evidence does not go under the Quality Areas in the report. It should be used in 

the Continuous Development and Improvement section to make suggestions for improvement 

with the quotes to back this up. Remember if you find sufficient negative evidence to warrant a 

Condition (always discuss with your lead assessor), then this should go into the Areas not 

Meeting the Standard at Assessment. 

Future plans 

Conclude with a paragraph about the organisation’s future plans and objectives in relation to 

volunteer involvement. This is an opportunity to give them credit for plans they have made and 

encourage them to progress the plans (remember to ask the senior leadership about this when 

you are talking to them!). 

Strengths 

Identify areas of practice that the organisation is particularly strong in. Describe these and 

illustrate with quotes. Reference the relevant quality area and practice.  A strength might be: 

▪ Something that the organisation does well relative to its size, structure and maturity i.e. 

something that you might expect to see only in a bigger/more established/better resourced 

organisation than the one you are assessing.  

▪ Something that volunteers are especially appreciative of.  

▪ Something of particularly notable quality in relation to your experience of examples of the 

same in other organisations.  

▪ An approach that is working particularly well.  

Remember it is something that is strong for that organisation in its context (i.e. their practice 

might not be strong if it was in another organisation, but it is strong for them in their 

circumstances). If you really cannot find anything that stands out (i.e. they just meet the 

standard and no more) then remove the section, however you are encouraged to find 

something that recognises that the organisation is doing something well. 

In the report for each strength identified: 

▪ Describe what the strength is (i.e. what is a strong practice). 

▪ Explain what the benefit of the strength and its impact is on volunteers/service users/the 

organisation/other stakeholders. 

▪ Include two or three relevant quotes. 
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Example Strength 

Example Advocacy produces attractive and engaging information that illustrates the work of 

volunteers - this includes the annual review report as well as promotional material, newsletter 

features and general media coverage. Staff speaking at events similarly extol the contribution 

volunteers make. This contributes to volunteers feeling a valued part of the organisation, and 

that their involvement makes a difference. Comments from volunteers included “The feel good 

factor is very high here”; “Everyone, the staff, the service users, they all go out of their way to 

thank you, to show you your work is appreciated” and “Sometimes I think you could be forgiven 

for not realising there are paid advocates too, really, all of their stuff just talks about what 

volunteers have done!” (Vision for volunteering1.2, 1.3, and Valuing and developing volunteers 

6.1, 6.2). 

See the example report for further demonstration of how to structure strengths. 

Areas not meeting the standard at assessment  

Delete this section if your recommendation is that the organisation meets the standard. 

If you feel that the organisation could feasibly address the areas not meeting the standard then 

delete the second paragraph which relates to not met recommendations.  

If you do not feel they could feasibly address the areas not meeting the standard, or if there are 

just too many areas not meeting the standard, delete the first paragraph which relates to the 

setting of conditions. 

Identify any practices that the organisation is not meeting. Describe the extent of the evidence 

that you did find and how therefore they are not meeting the practice. Reference the relevant 

practice. 

If you are setting conditions, for each area provide a clear statement of action that they would 

need to take to meet the practice and how that would need to be evidenced.  See section 4.9 

for further details about the met with conditions process. 

Continuous development and improvement 

Identify development areas, areas where there is room for development or improvement or 

actions which would take practice to ‘the next level’. Describe these and illustrate with quotes. 

Reference the relevant quality area and practice. 

An area for development or improvement might be: 

▪ A practice where the organisation is doing enough to meet the criteria, but where you 

would expect them to be doing it better relative to their size, structure and maturity.  

▪ Something that interviewees identified as an area that could be better.  

▪ Something that you felt could be better quality based on your experience of examples of 

the same in other organisations.  

▪ An approach that is working, but that could work better.  
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There may be areas that the organisation has already identified or started working on, and it 

could be an encouragement to complete this development work still in progress at the time of 

the assessment. Recognise this within the suggestions for development using wording such as 

‘XXX has already begun to…; this will be particularly helpful in developing practice’ or ‘XXX has 

already identified the need to … which will help the organisation to…’ for example. 

Assessors are encouraged where possible to provide a number of development points ie give an 

external perspective. This section may even be an opportunity to challenge organisations about 

important issues such as not paying expenses. 

Remember it is something that is an area for development or improvement for that 

organisation in its context (i.e. their practice might be fine if it was in another organisation but 

could benefit from attention in their circumstances). 

For each area for development or improvement identified explain how adopting the suggestion 

would positively impact on volunteers, service users, the organisation, or other stakeholders, 

and possibly some quotes that reinforce why this is an area for development if appropriate.   

Example Development and Improvement 

The number of volunteers has grown significantly since the last assessment and there are plans 

to further increase the size of the team. The VDM is part time and there are no immediate plans 

to increase resourcing in relation to volunteer involvement. Volunteers commented that they 

already felt ‘[VDM]’s time was spread a little thin’ and that this would be increasingly the case 

as the number of volunteers grew. They commented ‘I try not to bother her if I can help it, I 

know how much she has to do,’ ‘I volunteer on a Thursday, the Manager doesn’t work on a 

Thursday, so I do kind of feel out on my own. It would be great to have someone around five 

days a week,’ ‘There is so much we would like, so many things that would help us be more 

effective, but she [VDM] just doesn’t have the time to put them in place,’ ‘Things do tend to take 

a very long time to get done, there just aren’t enough staff really,’ and ‘It’s just about okay at 

the moment, but with more volunteers, well….’  

Development: Developing the investment in the volunteering infrastructure in line with 

expansion plans will ensure that volunteers continue to be effective and feel adequately 

supported by the organisation. (Vision for volunteering 1.4). 

Above and beyond the standard  

Delete this section if you are not making any above and beyond suggestions. 

You may identify some areas of practice that could be developed or improved that whilst 

broadly relating to the quality areas do not specifically relate to any one practice. These can be 

included under this heading. They should be referenced against the relevant quality area. 

An above and beyond suggestion might relate to: 
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▪ A wider organisational change that would have a positive impact on volunteers or 

volunteering.  

▪ An example of an approach that you have seen in other organisations that you feel would 

work well for the organisation being assessed.  

For each above and beyond suggestion made explain how adopting the suggestion would 

positively impact on volunteers/service users/the organisation/other stakeholders. 

Post conditions re-assessment  

Delete this section if your recommendation is that the organisation meets the standard; or that 

they do not meet the standard at all. 

If conditions were set, use this section of the report to provide information about how the 

organisation addressed these conditions, and if they have now provided sufficient evidence for 

you to recommend they now meet the standard. 

Provide a paragraph or two about how you undertook the re-assessment: who you interviewed 

and why you chose the interviewees; and what documents you reviewed.  Then go through 

each condition and describe what additional evidence the organisation has provided; and 

whether this is sufficient to meet the condition - end the paragraph with either, ‘This condition 

is now met,’ or ‘This condition is not met’. 

The organisation must meet all of the conditions set for you to recommend a ‘met’ outcome. 

Go back to the beginning of the report and complete the post conditions assessment boxes 

with date of re-assessment and final outcome.  Do not make any changes to the rest of the 

report - just complete this final section and the two boxes at the beginning of the report. 

Tips for writing a Met with Conditions report 

General Reminders: 

❖ To meet the standard, organisations must be able to demonstrate that they meet ALL 

practices. 

❖ Conditions are practices that should be in place but are not. 

❖ There should be no more than three conditions. (Examples are in the Assessor’s Handbook.) 

❖ If the organisation has gaps in one or more entire quality areas (QAs) the outcome is Not 

Met. 

❖ The report is submitted AFTER the post conditions assessment i.e. the second version (see 

below). 

Stage One – first version of report (after first assessment) 

✓ Summary information page top boxset – ‘assessment outcome’ – put as met with 

conditions (leave bottom boxset uncompleted) 

✓ Under relevant QAs – mark the practices in question as ‘conditionally’ 
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✓ Do not put negative evidence under the QA – just in the ‘Areas not meeting the standard at 

assessment’ section 

✓ At the end of the QAs where there are ‘conditionally met’ practices, add: ‘Some conditions 

are highlighted; your organisation will need to implement actions to meet this quality area 

– details of requirements are specified in the ‘Areas not meeting the standard at 

assessment section’ 

✓ In the ‘Areas not meeting the standard at assessment’ section – outline clear unambiguous 

actions that need to be completed to achieve a ‘met’ outcome 

✓ Still include ‘Strengths’ and ‘Continuous development and improvement’ suggestions 

The lead assessor should ensure that the assessor sends the country manager an email to 

inform them that the assessment has resulted in a met with conditions outcome, outlining: 

▪ conditions and actions identified under the ‘Areas not meeting the standard at assessment’ 

▪ how much additional assessment time will be required (usually no more than ½ day) 

▪ the timeframe (usually 3 months) 

The country manager will write to the organisation for formal agreement, and to invoice them 

for the additional payment before the assessor can make arrangements for reassessment. 

Stage Two – second version of report (after re-assessment) 

✓ Summary information page bottom boxset – note date of post conditions assessment and 

record post conditions assessment outcome 

✓ Update all practices to either ‘met’ or ‘not met’ 

✓ For QAs where conditions were set, replace the final paragraph with either: ‘Conditions 

highlighted in this quality area were met at post conditions re-assessment. Details of how 

the conditions were satisfied are reported in the Post conditions re-assessment section.’ 

OR ‘Conditions were not met in this quality area and therefore the outcome of the 

assessment is Not Met. Details of the approach and findings of the post conditions re-

assessment are recorded in the Post conditions re-assessment section.’ (NB if the 

organisation does not agree to a post conditions assessment, then the report should be 

updated as Not Met) 

✓ Complete ‘Post conditions re-assessment’ section with details of the approach and findings 

✓ Update the date (year) on the front of the report if the re-assessment has taken please in a 

different year to the original assessment 

See ‘Example Advocacy’ Report. 

Checking the report 

The report is a professional document, so typos and poor grammar are not a good look. It is 

your responsibility (not your lead assessor) to make sure the report is of an acceptable 

standard. When you have written your report read it through, checking for typos, spelling 

mistakes, poor grammar and sentence formation. Take care with punctuation and avoid 
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inappropriate use of capital letters. Have you chosen the right words to convey the precise 

meaning, without ambiguity? Does it flow well? 

Ensure that all relevant sections are completed.  When you are happy that it reads well, make 

sure it looks good too for example that it is well spaced, (address any unnecessary page breaks 

for example), and that all traces of ‘tracked changes’ or other editorial markings have been 

removed. IiV assessment reports are professional documents and should be of the highest 

professional standard. 

Finally remember to update the table of contents. To do this click anywhere in the contents list 

and you will reveal a tab that says ‘update field’; click on this. 

Tips for proof reading 

Reports should be checked carefully for errors rather than relying on the spell check for typos, 

particularly when it’s an actual word, for example ‘for’ where it should be ‘from’ or where there 

are different spellings of a word.  Methods of proof reading might include: 

▪ Consider what you are looking for: spelling mistakes and typos, poor punctuation, poor 

sentence construction, factual errors, consistency in information between different sections 

of the report and look for one problem at a time. 

▪ Review a print copy rather than on screen.   

▪ Use a pen or your finger to point to each word rather than skimming over them. 

▪ Read it slowly, both aloud and/or silently. 

▪ Use the speech function on your word processing programme to read it out to you. 

▪ Take a break between finishing the report and proofreading, which may help to minimise 

reading what you expect to see rather than what is written. 

▪ Use an online word checker, for example Grammarly, Just Read, Marinara, Headlinr or 

ProWritingAid. 

▪ Listen to your Word documents with Read Aloud (microsoft.com) 

▪ Speechnotes, Google Assistant and MS OneNote – ideal for recording your notes from 

interviews and playing them back before you begin to write the report. 

▪  Autosave, word count, spelling and grammar in Word. 

 

Saving the report 

Save the report as a Word document with the file name ‘Organisation Name - IiV Report - year 

of achievement’ for example Citizens Advice Ealing IiV Report 2026. 

4.12 Quality assurance  

Lead assessor review 

You are now ready to send your report to your lead assessor for approval before sending to the 

organisation. This should be within 10 days of the last day of assessment. Your lead assessor 

will make sure your report meets quality assurance requirements and will discuss with you if 
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they agree with your decision. Your lead assessor will identify any changes they feel need to be 

made to the report. You may have several discussions with your lead assessor before the report 

is finalised. Your lead assessor will provide you with a feedback report, within 5 days of the 

receiving the first draft of the report. 

Sending the report to the organisation 

Once you have attended to all the lead assessor feedback, you can send a copy of the report to 

the organisation for them to check for any factual inaccuracies (this will therefore be within 15 

days of the last assessment date). You can send the IiV report check & achiever comms with 

the report and encourage them to complete this. It gives the organisation the opportunity to 

outline contextual or factual changes, provide the correct details needed for achiever 

communications, and give permission for promotion of success on social media. Note – The 

organisation cannot change what people have said in interviews but can correct any 

organisational information, for example incorrect job or role titles, or information about 

projects. 

 

Once they have confirmed the report is accurate/identified any corrections (hopefully within 5-

10 days), you are ready to make the changes and send the final version to your lead assessor, 

who will undertake a quick check that amendments have been made before submitting to the 

country manager with the IiV report check & achiever comms and the full organisation journey.  

Organisation journey folders 

An Organisation Journey Folder needs to be submitted to your lead assessor after you have 

completed all the steps with the registered organisation. The purpose is to provide quality 

assurance by demonstrating that you followed the agreed IiV process in all the steps. The folder 

should contain materials and evidence that you were sent by the organisation as well as your 

feedback forms/reports/responses etc. Please take a considered approach to what is included – 

for example there is no need to include multiple drafts of reports.  After you have sent the 

folder to the lead assessor and you are sure they have got it then you can destroy everything 

that you hold about the organisation. Country managers will keep a file copy of final reports 

and organisations’ journeys for quality assurance. 

 

The Organisation Journey Folder should be named using the name of the organisation, month 

and year of achievement. The folder should have subfolders as follows: 

Workshop – include an email showing how the workshop was set up and email feedback from 

the organisation (if any). Try to include the slides used in the journey folder, and an email 

confirmation of workshop date. 

Self-assessment – include the self-assessment completed by the organisation, the 3 pieces of 

evidence (clearly marked), your feedback form and relevant emails showing additional support 

provided (if any). 

http://www.investinginvolunteers.co.uk/
https://investinginvolunteers.co.uk/welsh-assessor-materials/#Bilingual-Step-4
https://investinginvolunteers.co.uk/welsh-assessor-materials/#Bilingual-Step-4


©Investing in Volunteers   Assessors’ Handbook 26 

www.investinginvolunteers.co.uk                                                Page | 67 
 

Improving Practice Plan – include the IIP completed by the organisation and your response 

(either email or the template). 

Assessment – include the final version of the assessment report, copies of evidence looked at 

as part of the assessment, the lead assessor feedback form, anything else that demonstrates 

how you conducted the assessment (if any). Make sure there is a distinction between the 3 

pieces of evidence given at self-assessment, and any requested as part of the interview process. 

In on-site interviews it is accepted that assessors may only look at hard copies and therefore 

not possible to add to journey folders. 

The country manager will also insert the completed achiever evaluation form before it is sent to 

the QA Panel. You will receive a copy of this too. 

Note: Naming documents in the journey folder. 

Documents should be clearly labelled within folders to show the ‘Name of the organisation -

name or purpose of document – month and date completed’ e.g. 

Citizens Advice Ealing Self-Assessment April26 
Citizens Advice Ealing Assessor feedback self-assessment April26 
Citizens Advice Ealing IPP May26 
Citizens Advice Ealing Assessor feedback IPP May26 
Citizens Advice Ealing IiV Report 2026 (note for reports the year is fine as achievement date is 

likely to be the following month) 

If the titles are too long, they don’t save over from Teams or zip files so the shorter the better. 

There is no need to label everything with the step numbers as they will be filed in the step 

number folder in the full organisation journey folder. 

Ongoing Quality assurance  

The Organisation Journey Folder may be sampled by the UK lead assessor team and/or 

members of the Quality Assurance Panel for standardisation (occurs quarterly). They review 

evidence for all steps to monitor quality and consistency of practice and procedures against the 

standard. The Panel meets once a year to discuss quality and to review standardisation issues.  

The Quality Assurance (QA) Panel consists of a lead assessor representative from each of the 

four countries and external Independent Members with specific experience and expertise in 

delivering quality systems. The Panel is led by an Independent Chair, appointed by the UKVF. 

The purpose of the QA Panel is to ensure that quality is being maintained in IiV across the UK 

and report on this to UKVF. They do this by providing an external validation role on the whole 

process; monitoring quality and consistency of assessment practice and procedures against the 

standard; providing feedback to the Awarding Body on the performance of the assessor team 

including lead assessors; hearing appeals from registered organisations and reporting 

complaints to the UKVF. 
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Independent members from the quality assurance panel will carry out quarterly quality 

assurance on organisations’ journeys, to check that quality and standards are being maintained 

consistently across lead assessors. Country managers will provide a folder with all completed 

organisation journeys for that quarter, and a sample will be distributed to independent 

members from the UK QA Panel as per a sampling plan for assessors and lead assessors.  

Each Independent Panel Member will review two organisation journeys every quarter, ensuring 

sampling of all assessors and lead assessors during year. Independent Panel Members will 

provide feedback on organisation journeys (assessor and lead assessor role) to the Operations 

Group and lead assessors and where necessary discuss any performance issues with the lead 

assessor and country manager. 

Lead assessors also complete annual reviews of one Organisation Journey/assessor as well as 6 

monthly standardisation exercises with two Organisation Journeys. The purpose is to ensure 

that assessors are following the process as per this Handbook and that their work is of an 

acceptable quality and standard. Lead assessors will action any areas that need improvement 

and put in place systems to ensure that issues are addressed. 
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5. Step five: celebrating and achieving the award 

5.1 Achievement of the IiV Award 

Once the lead assessor has signed off the report, they will send the full Organisation Journey 

folder to the Country Manager who will formally inform and congratulate the organisation of 

their success, usually on the first of the subsequent month. The organisation will receive a pack 

of information about celebrating their success as well as the logos. The organisation will be 

added to the Achievers’ List and local promotion will be carried out e.g. through social media. 

You may want to encourage your organisation contact to fill in the feedback form that the 

country managers send.  You may be invited to present the wall plaque and certificates at the 

award ceremony or celebration; attendance is at your discretion as it is not included in 

assessors’ contracts. 

Country managers will ask organisations in their congratulations communications and 

evaluation form if they would like to write a case study.  Encouragement from you as their 

assessor to seek this opportunity is really effective. You can also contact your country manager 

to suggest an organisation you feel would provide an interesting case study. 

5.2 Appeals 

An organisation may appeal if they feel that they have received an unfair decision using the IiV 

appeals procedure. In the first instance this is to the lead assessor and country manager. If it is 

not resolved, then a further appeal may be made to the UK quality assurance panel.  Its 

decision is final. 
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6. Step six: continual improvement and renewing 
the award  

6.1 Continual improvement 

Encourage organisations to address any development points, for example by making a specific 

plan similar to the development stage at step three; the IiV improving practice plan TEMPLATE 

can be used for this.   

6.2 Staying connected 

You can encourage all achievers to connect with their local volunteering infrastructure 

organisation in order to keep them up to date with events, reports and developments that can 

support best practice and development. IiV achievers can also contact country managers to 

find out if other resources are available.   

6.3 Communication  

Keeping in touch with achievers is part of our achiever aftercare, one of the ways we do this is 

through follow-up calls carried out by the assessor on the first two anniversaries of their 

achievement. A follow-up call is a brief and informal opportunity for assessors to ’check-in’ with 

the organisation that they assessed. An assessor confirmed “It is a really nice opportunity to 

hear about what the organisation has been doing and demonstrate interest in their volunteering 

programme.”  It: 

❖ Keeps IiV at the forefront of the organisation’s mind, helping to ensure good practice is 

maintained and increasing the possibility of renewal. 

❖ Helps ensure continuous development within achiever organisations, checking progress   

with implementing suggestions highlighted at assessment, and signposting to support. 

❖ Maintains the assessor-achiever relationship in preparation for the renewal process. 

❖ Encourages them to renew their award. 

❖ Maintains up-to-date contact details for the achiever organisation. 

All IiV achievers are informed that they can expect follow-up calls from assessors at one- and 

two-year anniversaries during their 3-year IiV award, and renewal reminder emails from the 

country manager in the final year of their award.  
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Suggested procedure for follow-up calls 

➢ After an organisation that you have assessed has been awarded, remove their journey 

from the first tab on your tracker and add their name to the achieved tab on your tracker. 

Note date of achievement and dates due for renewal calls (one around the first 

anniversary of their achievement, and the other after their second anniversary – see 

achiever timeline.)  

➢ When follow-up is due, arrange a call with your IiV lead contact. Follow-up should be via 

telephone/online conferencing where possible. Use the IiV assessor follow-up call 

TEMPLATE to conduct the meeting and take notes, there are prompts to help shape 

conversations.  

➢ On your tracker change the due date to the date you completed the call. You could use a 

traffic light system (colour the box) to indicate how likely they are to renew i.e. red – 

won’t be renewing, amber – warm to the idea, green - most likely will be renewing.  

➢ Email your notes from each follow-up call to the country Mmanager using the Assessor 

Follow-up Call Template. (If you can’t speak to an organisation via phone/zoom, please 

indicate this on the tracker and transfer key information from email communications onto 

the template.) Make sure to let the country manager know of any change to contact 

details so as renewal reminders go to the right person. 

If the organisation renews their IiV, and if you have completed both calls and submitted the 

notes as per the procedure above, you are entitled to claim a renewal fee. 

 

 Achiever stage Action Who's involved? 

Time from 

accreditation 

 Organisation's accreditation Post Award Info Country Manager   0 months 

1 year anniversary Assessor follow-up call IiV Assessor 12 months 

2-year anniversary Assessor follow-up call IiV Assessor 24 months 

6 months prior to expiry 1st renewal reminder Country Manager   30 months 

3 months prior to expiry 2nd renewal reminder Country Manager   33 months 

1 month prior to expiry  3rd renewal reminder  Country Manager   35 months  

Accreditation expiry Expiry email  Country Manager   36 months 
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6.4 Encouraging organisations to renew IiV 

Your country manager will talk to you about any role in encouraging organisations to renew, in 

particular follow-up calls as described in 6.3.  Benefits for organisations in renewing include: 

▪ Reaffirming commitment to volunteering in the organisation. 

▪ Providing a prompt to review policies, procedures and systems to ensure that they are still 

fit for purpose. 

▪ Providing an independent check of progress and supports continual development by looking 

at the changes since the previous assessment. 

▪ Enabling organisations to find out how volunteers feel that things are going and/or have 

changed. 

▪ Providing with further ideas and developments that you can make over the next three 

years. 

Ensuring that organisations get these benefits means that as assessors you should: 

▪ Review organisations’ development points from the previous assessment before the 

workshop and assessment to help them to identify how they have addressed them. 

▪ Highlight changes and progress that you notice to give them a sense of achievement and 

record this in the report under the changes since last assessment paragraph in About the 

Organisation section. 

▪ Provide new and more challenging development points in their report. 

Always encourage organisations to get a renewal quote at www.investinginvolunteers.co.uk  

6.5 Process for renewing IiV 

Organisations will have already been contacted by the country managers regarding renewals 

from at least six months before it is due – but encourage them to register for a quote on the 

website and contact the country managers and / or pass on their details to country managers 

where organisations contact you to raise questions. 

Once an organisation renews, the country manager will contact you about contractual 

arrangements and setting up the workshop. Where possible we will try to have a consistent 

approach and assign to the same assessor as first assessment especially where the assessor has 

maintained a relationship with organisations and conducted follow-up calls with them in years 

one and two of achievement. 
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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. IiV is managed as follows:  

England Managed by Volunteer Now  

Scotland Managed by Volunteer Scotland 

Wales Managed by Volunteer Now  

Northern Ireland and Republic of Ireland Managed by Volunteer Now 
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