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Volunteer Manager
Best Practice Pack
A practical minimum offer across the volunteer journey
Use this short pack to check everyday practice, brief colleagues and identify simple improvements. It is designed for volunteer-involving organisations of any size.
THE SIMPLE TEST  Is the experience clear, safe, inclusive, supported and worthwhile from first enquiry to a positive ending?
PLAN  >  ATTRACT  >  WELCOME  >  SUPPORT  >  VALUE  >  LEARN
Volunteers at the centre  |  Inclusive by design  |  Safe boundaries  |  High-quality, Proportionate practice
Volunteer Centre Bexley  |  August 2026


START WITH THE EXPERIENCE
The volunteer journey at a glance
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Each stage needs one clear action and one light-touch record. This is enough to make quality visible without creating unnecessary administration.
	Stage
	Minimum action
	Useful evidence

	1  PLAN
	Define the purpose, tasks, boundaries, flexibility, risks, support, expenses and impact.
	Current role description and risk considerations

	2  ATTRACT
	Use a warm, accessible advert. Be specific about support, flexibility, impact and any checks.
	Advert or Volunteer Plus record

	3  RESPOND & SELECT
	Acknowledge every enquiry, explain next steps and use only proportionate questions, references and checks.
	Enquiry log and brief decision record

	4  WELCOME & PREPARE
	Agree expectations; complete induction, access planning and training; confirm a named contact.
	Agreement, induction and training record

	5  SUPPORT & DEVELOP
	Check in, give feedback, reimburse expenses, make adjustments and address issues early.
	Short support or contact log

	6  RECOGNISE, LEARN & END
	Thank, share impact, invite feedback, close access safely and use learning to improve.
	Recognition or exit note and actions



WATCH THE DROP-OFF  Track enquiry to response, response to conversation, acceptance to start, and start to the six-week review. Ask why people stop and look for patterns.


TEN COMMITMENTS
The minimum volunteer offer
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These commitments build on the current Valuing Volunteers principles and provide a practical baseline for the Award Mark.
	
	Commitment
	What every volunteer should experience

	1
	Commitment and voice
	Leaders understand volunteering and volunteers can influence decisions that affect their experience.

	2
	Open and inclusive
	Use fair access, plain language and different ways to respond. Ask what support will help participation.

	3
	Clear roles
	Provide a current role description covering purpose, tasks, time, place, flexibility, boundaries and impact.

	4
	Fair, efficient recruitment
	Respond promptly, use a consistent process and request only checks relevant to the role and risk.

	5
	A proper welcome
	Introduce the organisation, people, role, safe working, policies, reporting routes and practical information.

	6
	Named support
	Say who provides support, how to contact them and when check-ins will happen.

	7
	Safety and boundaries
	Identify risk, confirm insurance, explain safeguarding, confidentiality, data and role limits.

	8
	Expenses and access
	Explain claims clearly and remove financial, transport, digital and confidence barriers where possible.

	9
	Learning and recognition
	Provide role-relevant learning, useful feedback, development and everyday thanks linked to impact.

	10
	Concerns and endings
	Give a clear route to raise concerns, use fair problem solving and handle endings with care and learning.



SUGGESTED SERVICE STANDARDS - Reply within ten working days. If there is a delay, give an update and a date. Check in within two weeks of starting and review the experience by six weeks. For ongoing roles, agree regular support and review it at least quarterly.


REMOVE AVOIDABLE BARRIERS
Plan and recruit well
[image: ]
A useful role description includes
· Purpose and impact: why the role matters and who benefits.
· Tasks and boundaries: what the volunteer will do, will not do and may decide.
· Practical details: location, access, time, length of role, flexibility and remote options.
· Skills and learning: what is needed now and what can be learned in the role.
· Support and training: named contact, induction, supervision and role-specific learning.
· Expenses and equipment: what is covered, how to claim and what the organisation provides.
· Checks and safety: any references, DBS check or other requirement, with a clear reason.
INCLUSIVE ADVERT WORDING  We welcome volunteer applications from people with lived experience and from communities currently underrepresented in volunteering. We want our process to be accessible - please tell us if you need information in another format or any support to take part.
A proportionate recruitment process
	Step
	Practical approach

	1  Remove barriers
	Ask only for information you need. Offer phone, paper or in-person routes where possible.

	2  Have a conversation
	Use a friendly discussion to explore fit, motivation and support needs. A formal interview is not always necessary.

	3  Check what is justified
	Use references and criminal-record checks only when relevant. Confirm DBS eligibility before requesting a Standard or Enhanced check.

	4  Keep people informed
	Explain the process and timing, record decisions briefly and respond respectfully to every applicant.



KEEP VOLUNTEERING DISTINCT FROM EMPLOYMENT  Use a role description and volunteer agreement, not a job description or employment contract. Describe hoped-for availability and flexibility rather than compulsory hours. Reimburse genuine out-of-pocket expenses and seek advice before offering other payments or rewards.


CONFIDENCE BEGINS BEFORE DAY ONE
Welcome and start well
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Induction minimum
· Organisation and people: purpose, values, beneficiaries, team, location and who is in charge.
· Role and boundaries: tasks, decisions, conduct, confidentiality and appropriate relationships.
· Safe practice: safeguarding, reporting concerns, health and safety, emergencies and insurance.
· Information and systems: data protection, digital contact, social media, records and equipment.
· Support and access: named contact, check-ins, expenses, breaks, access needs and adjustments.
· Learning and problems: mandatory training, where to ask questions, raise concerns or say the role is not working.
A simple first-six-weeks rhythm
	When
	What good looks like
	Record

	Before starting
	Agree access needs, checks, start date, induction, first task and named contact.
	Welcome message and checklist opened

	Day one
	Welcome, introductions, immediate safety, role boundaries, practical arrangements and a meaningful first task.
	Induction progress recorded

	Week 1-2
	Ask what is clear, what feels difficult, what support is needed and whether expenses are working.
	Brief check-in note

	By week 6
	Review role fit, motivation, relationships, learning, support, access and next goals.
	Settling-in review



KEEP TRAINING SIMPLE  Use three headings: Mandatory for all volunteers; Recommended development; Specialist or role-specific. Record completion once and make refresher dates clear.


WARM, CLEAR AND PROFESSIONAL
Support, feedback and concerns
[image: ]
Supervision is a supportive conversation, not micromanagement. Match the frequency to the role, risk, volunteer's needs and stage of the journey.
FOUR USEFUL CHECK-IN QUESTIONS  How is it going?  What is working well?  Is anything getting in the way?  What support, learning or change would help?
Use CLEAR for a difficult conversation
	Step
	Purpose
	Manager prompt

	C  Contract
	Set the purpose
	Can we talk about...? The aim is to understand and agree a way forward.

	L  Listen
	Hear them out
	How do you see it? Listen without interrupting or deciding too early.

	E  Explore
	Ask open questions
	What is behind this? What impact is it having? What options could help?

	A  Action
	Agree next steps
	What will each of us do, by when, and what support is needed?

	R  Review
	Follow up
	When will we check progress and what will show that the plan is working?



When something is going wrong
· Act early and privately. Describe observable facts and impact; focus on solutions, not blame.
· Be fair and consistent. Listen before reaching conclusions and record the action you agree.
· Follow your process. Use the volunteer problem-solving or concerns route if an informal approach does not resolve it.
· Safeguarding or immediate risk: follow policy and escalate straight away. Do not promise secrecy or investigate alone.
BOUNDARIES TO MAKE EXPLICIT  Availability and response times; role decisions and escalation; confidentiality; appropriate relationships; personal and organisational phone use; messaging and social media; tasks volunteers must not undertake.


RECOGNITION IS PART OF EVERYDAY SUPPORT
Value volunteers, learn and end well
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Recognition that feels meaningful
· Be specific: say what the volunteer did and the difference it made.
· Share credit and results: show volunteers how their contribution connects to wider impact.
· Ask what they value: thanks, feedback, learning, responsibility, a reference or celebration will suit different people.
· Keep it everyday: events and certificates can add value, but do not replace regular appreciation.
Endings are part of the journey
Confirm the last date; offer an exit conversation or short form; settle expenses; return equipment; close system and building access; thank the volunteer; record the reason if shared; and use feedback to improve. Leave the door open where appropriate.
Evidence without heavy administration
	Theme
	Keep
	Review

	Plan and recruit
	Role description, advert, risk/DBS rationale
	Annually or when the role changes

	Welcome
	Agreement, induction checklist, training/access notes
	Settling-in review

	Support
	Short check-in log and expense records
	At the rhythm agreed for the role

	Voice and recognition
	Feedback, volunteer input, examples of thanks/development
	Every 6-12 months

	Ending and learning
	Exit note and any improvement made
	Review trends annually



Support from Volunteer Centre Bexley  Guidance, resources and Volunteer Managers Network  |  bexleyvc@bvsc.co.uk  |  01322 524 682 (Option 2)

Further guidance: NCVO volunteer management  |  GOV.UK volunteer guidance  |  DBS eligibility  |  GLA inclusion toolkit
Good-practice guidance, not legal advice. Apply your organisation's policies, insurance requirements and current safeguarding/DBS guidance.
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One joined-up journey

Clear steps from first contact to a good ending
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A consistent minimum offer

The basics every volunteer should experience
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Clear roles. Fair access.

Remove barriers and keep checks proportionate
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A confident first six weeks

Welcome, prepare, check in and review
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E] Support early. Resolve fairly.

Warm conversations, clear boundaries and follow-up
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