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Introduction. 
In August 2001 the post of Volunteer Co-ordinator was created in Barnardos. The 
provision of this post underpins a commitment to volunteering within the 
organisation. The role of the Volunteer Co-ordinator is to plan for the future 

development of volunteering in Barnardos and to develop policy and procedures to 
support this in line with best practice. 

The purpose of this review was to provide a baseline from which a Volunteer strategy 

can be developed. It sought the views of staff, management and volunteers on the 
current volunteering programme and how it might be improved/expanded in the 
future. 

The review provides feedback on the following: 

The range of activities volunteers undertake in Barnardos. 
Motivations for volunteering 
Age profile of volunteers. 

What volunteers like /dislike about their roles. 
Volunteers knowledge about Barnardos work 

How Barnardos can keep volunteers informed. 
Training /support /recognition issues for volunteers. 
Volunteer involvement throughout the organisation. 

Problems / challenges /barriers to volunteer involvement. 
Value placed on volunteering. 

Staff training for volunteer management. 
Problems encountered with volunteers 
Benefits of volunteering. 
Volunteer recruitment V
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Methodology. 

The methods used to gather information were primarily through the use of 
questionnaires. This was felt to be the most appropriate and effective way of gathering 

data due to the wide geographical spread of the organisation. Three questionnaires 

were used, one for volunteers, another for staff and the third for senior management. 
The questionnaires used a combination of closed and open-ended questions and 

comments were invited to gather as much relevant data as possible. 
In addition two group meetings were held with volunteers to ensure that as many 
volunteers as possible were given the opportunity to express their views. Also it was 
highlighted by Volunteer Supervisors that there was a reluctance by volunteers to 
complete questionnaires. 

In the group meeting volunteers were asked 

> Why they volunteered for Barnardos. 

> What they liked/disliked about their volunteering role. 
> What they felt Barnardos were doing well in terms of supporting volunteers 

and what we could improve on. 

The feedback from the groups is presented alongside the feedback from the 
questionnaires, as there is considerable overlap.



  

VOLUNTEER REVIEW.   

The questionnaires were sent to volunteers working in Childcare services and shops. 
A total of seventy forms were distributed. Thirty five questionnaires were returned. In 
addition twenty four volunteers attended the group meetings. 
The age profile of the volunteers were as follows: 

  

Age Profile of Volunteers 

  

16-20 

21-25 

026-30 
31-40 
41-50 

51-60 
60+ 

  

        
    

There is a wide representation of age groups among our volunteers. 

The largest group of volunteers are in the 51-60 age group(25%) followed closely be 
the age group 60+ (21%). The least number of volunteers are in the 26-30 age bracket. 

The number of hours given to volunteering for Barnardos also had wide variance. The 
highest amount of hours volunteered by one person was 48 hours per week. It is 
difficult to calculate the average number of hours with any degree of accuracy as 

some volunteers work intensively for four weeks over the summer and others work 
more regularly i.e two hours per week in the toy library or shop.. 

The tasks undertaken by Barnardos volunteers included : 
Counselling 

Cashier, Till, Sorting clothes, displaying clothes, Steaming clothes. 
Working on the shop floor, dealing with the public. Cleaning the shop. 
Shop work 

Setting up and running the toy library. 
Fundraising for toy library. 
Organising courses for parents. 
Sales assistant. 
Sorting bags and hanging clothes.Tidying up shop. 

Working with parents and children 
Pricing goods. 

Answering solas helpline. 

Assisting in the running of home work clubs, activity clubs, breakfast clubs, 
socialization groups, attending meetings and home visits. 
Customer service. 
Everything and anything that needs to be done in the shop. 
Helping with the summer outings, parties, e.t.c. 

Helping in the parents and toddler groups. 

Organsing events for the duration of the summer camp. (Trips away.e.t.c.) 
Fundraising for summer camp. V
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Volunteers in Barnardos carry out a diverse range of activities which vary from 
helping out at parties or summer camps to very specific roles in the running of the toy 
library or answering the solas telephone helpline. Some combine their volunteering in 
childcare with fundraising. 

In Barnardos charity shops the volunteers help to sort incoming donated goods, steam 
and hang clothes, price and display goods, deal with customers and man the till. 
These multiple roles carried out by volunteers are essential to the smooth running of 

Barnardos services and complement the work of professional staff. They allow 
Barnardos to extend the services provided and to raise vital funds through the shops. 

MOTIVATIONS FOR VOLUNTEERING. 

The reasons cited for volunteering with Barnardos were again very diverse. Some 

people volunteered for personal reasons such as meeting new friends or for social 

contact. As many of our volunteers are retired their volunteering role got them out of 
the house and helped to extend their social circle. Others volunteered because they 

heard of Barnardos and felt it was a good cause. Some volunteers cited gaining 

experience as their motivation as they were thinking of pursuing a career in childcare. 
This is a common reason for young people to volunteer as the volunteering experience 
gives them a taster of the work and the opportunity to gain new skills. Also young 
volunteers feel that it helps them secure employment in the future or helps their 
applications for college courses. In the groups the responses in the questionnaires 
were elaborated upon. Some volunteers commented that while they only volunteered 
because a friend asked them to help out they found that they got great enjoyment from 
the role and made new friends and so stayed on. 

WHAT VOLUNTEERS MOST ENJOY ABOUT THEIR VOLUNTEERING 
WITH BARNARDOS. 
A sample of the things people most enjoyed about their volunteering role were: 

Meeting people. 
I love everything about Barnardos. 
Organising things 
Meeting people and gaining new skills 
Displaying clothes. 

Communicating with the public. 
Helping others 
Company. 

The smiles on the childrens faces, listening and watching the response. 
Meeting all the girls and having a good laugh. I feel like part of the group. 
Play with children and meeting other parents. 

Being able to help people who are anxious and vulnerable. 
I enjoy learning new things and meeting new people within the service. I enjoy 
doing family outreach work and working with the children. 
Keeps me in touch with people and their needs. Vv
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Again the most common responses were meeting people, learning new skills, working 
with children, dealing with customers or parents. In the groups people expressed 
satisfaction from the enjoyment that the volunteering afforded. Being part of a team 
and pulling together to get tasks completed gave a good sense of achievement. 
These closely correlate with peoples stated reasons for volunteering listed in the 
previous question. Another commonality was the satisfaction gained from helping 
others or feeling that the volunteering role was worthwhile. 

WHAT VOLUNTEERS LEAST ENJOY ABOUT THEIR VOLUNTEERING 
ROLE. 
The majority of respondents stated that there was nothing about their volunteering 
role that they least enjoyed. Of those that did answer these are the things they least 
enjoyed: 

Difficult customers. 

The fact that there are so few volunteers and I have to work alone. (3) 
If I feel that I have failed to help. 
Admin and fundraising. 

When people throw in the kind of stuff that you should throw in the bin. 
Being left on my own to run it (Toy library) when there are no other volunteers. 

I enjoy working with the groups but I would like to be given the opportunity to 
work with children and families on a one to one basis. 
The east wind through the door. 
The people who try to steal things from the shop. 
Turning children away when the summer camp is full. 
Having to attend meetings at night. V

V
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While some volunteers feel dis-satisfaction at being left alone, another wants more 

responsibility. Within the shops in particular volunteers do appear to be 
uncomfortable with working on their own. This may be due to security issues which 
was a common cause of concern raised in the focus meetings. Ideally no shop 

volunteers should be left alone and in practice it is rarely the case. However 
sometimes volunteers may be left alone in either the front or the back of the shop due 
to the shortage of volunteers and Community employment staff. Also the nature of the 
shop work which has two main areas, Sales and customer service which is front of 
house and the bulk of the work which is stockroom based may contribute to a feeling 
of being isolated. 

Another related issue raised was that of difficult customers and shoplifting which are 

very real concerns for volunteers and staff alike. Within all the shops there is a 
problem with shoplifting. It is Barnardos policy that no volunteer approaches difficult 
customers and that volunteer safety is paramount. However it can be very frustrating 

for volunteers who give their time freely to sort and price stock to tolerate this and 
some may be fearful for their safety.



  

Does your volunteer role meet your expectations? 

no 

  
14% 

     

myes 

ae       

yes 

86%   
  

DOES YOUR VOLUNTEER ROLE MEET YOUR EXPECTATIONS. 
  

The majority of respondent felt that the volunteering role met with their expectations. 
Volunteers were asked to comment on this. There were a mixture of positive and 
negative comments. Of those who felt it did not meet their expectations some of the 
comments were: 

>» At times I feel bored. I have a lot of experience and I feel I would be capable of a 
lot more. 

> enjoyed it at first but with changeover of staff the atmosphere is not the 
same.(Shop Volunteer) 

> At first I enjoyed it but with staff changes there was very little support for a while 
and a lot of the courses for parents stopped which I feel was a loss for 
them.(Childcare services) 

Respondents who felt the role met their expectations made the following comments: 

There are guidelines to follow and back up is available when necessary. 

I am very happy at Barnardos and my Manager makes us all very happy. 
Very satisfactory. 
Because of the cause. 

Yes, it’s a new experience for me and I am learning many new things. 
I really enjoy it. 

I enjoy it very much. I have been doing clerical work since I left school and I 
enjoy the change. 
Very busy. My time is used up very well and its been a good experience. 
I was amazed at how well we were treated and included. V
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In terms of good volunteer management it is essential to get a balance between what 
the volunteer hopes to gain from their experience and what the organisation hopes to 

achieve. Asking why somebody is interested in volunteering and what they hope to 
achieve sets the groundwork for matching the volunteer with roles available and gives 
the volunteer the opportunity to decide if their expectations are realistic. Also the 

responses reflected the need for volunteers to feel supported and part of the team.



  

DO YOU FEEL YOU RECEIVE ADEQUATE SUPPORT IN YOUR WORK 
FROM BARNARDOS STAFF.? 

  

Do you feel you receive adequate support in your work from barnardos staff? 

  

™ excellent support 

@ good support 

G little support 

{no support 

  

      

  

      

Most volunteers reported that they had excellent or good support from staff in Barnardos 
and this was consistent across shops and childcare services. No volunteer stated that they 
received no support. 

DO YOU HAVE REGULAR MEETINGS WITH ANY MEMBERS OF STAFF TO 
DISCUSS YOUR VOLUNTEER ROLE.? 
  

  

Seventeen respondents reported that they met regularly with staff to discuss their 
volunteering role. Eighteen respondents did not have such meetings. Of those who did not 
have meetings with staff ten felt they would be useful. 

In the group meetings volunteers felt that the reasons they did not have meetings were that 
often staff were extremely busy with clients and /or customers and were under pressure of 

time. In childcare services there seems to more of an emphasis on supporting staff with 
regular meetings due to the nature of the work. Some volunteers felt that they did not need 
meetings as staff told them what they needed to know on an ongoing basis during their 
volunteering time.



  

HAVE YOU RECEIVED ANY TRAINING SINCE JOINING BARNARDOS? 
  

  

Have you recieved training since joining barnardos? 

  

  

  

  

      

A little over a half of volunteers received training since joining Barnardos. The training 
received was as follows: 

Six Months Basic training. (Solas) 
High scope. 
Parenting through play. 

On the job training. (shops) 

Working on the till, co-ordination of clothes. 
Running the charity shops. 

To use the cash register. 

I.P.P course, course around childcare. 

In the process of training. (shop work) 
6 nights volunteer training in DunLaoghaire. 
Team work, first aid. 

First aid. Play therapy, difficult behaviour. V
V
V
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Where training was received it was rated as excellent to good. 

Volunteers were asked if any training /further training would be useful. Fifteen felt it 
would be, twelve were unsure and eight felt it would not be useful. The variation of 
responses may be attributed to peoples expectations of what training will entail. Many 
volunteers have only limited time to give to their volunteering and there may be a 
reluctance to take on further time commitments. Others may feel quite happy with the on 
the job training they already receive, while the perception of training may be that it has to 
be formal rather than informal.



  

  

Would any training/further training be of use to you in your volunteer w ork? 

  
= Would any training/further 

training be of use to you in your 

volunteer w ork? 

  

      

  

yes no unsure       

The areas of training that volunteers suggested would be useful to them were : 
Counselling. 
High scope. 

Taking basic training to a higher level.( Solas) 
Child psychology. 
I hope to do N.C.V.A. level 2. 

Dealing more efficiently with the public. 
Retail selling. 
Coping with the Euro. 

Induction, more info on Barnardos. Training in sorting, pricing e.t.c. 
More training on the shop floor. 
In service training days. V
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In the group meetings the volunteers discussed training and there was a very mixed 
response. Some felt that they should receive more comprehensive training in shop 
management and have access to retail training that staff attend. In addition a number of 
volunteers felt that a basic induction to Barnardos would be very useful and would give 
volunteers a greater idea of the whole organisation and allow them to get the wider 
picture. Some volunteers felt that whether they availed of training opportunities would be 
dependent on where the training was based. Most favoured on the job training as they felt 
they would not have the time to attend training away from their volunteering base. 

DO YOU FEEL YOU KNOW MUCH ABOUT BARNARDOS WORK. 

Do you feel you know much about Barnardos w ork? 

  

  

  

  

f Some 

© Not very much 

0 Very little 

  

           



  

The majority of respondents (57%) knew something of Barnardos work with 18% stating 

they did not know very much. Only 25% said they knew a lot about Barnardos work. 
Volunteers should be kept up to date with the work that we are involved in as they 
contribute so much to the organisations work and are an excellent source of promotion for 

Barnardos. They can spread the word about what we are involved in and create greater 
public awareness of Barnardos. 

HOW DO YOU THINK BARNARDOS CAN BEST KEEP VOLUNTEERS 
INFORMED? 
  

Volunteers felt that they could be kept informed by a variety of methods. 
A summary of these were: 

Printed materials: Leaflets, newsletters, information packs, circulars, letters, posters. 
Regular meetings and discussions to exchange views with both volunteers and paid 
staff. 

Meetings with staff from H.Q. 
Volunteer or liaison officer. 
Regular communication with managers. 
Word of mouth. V

V
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The two most popular options were a newsletter and regular meetings either among 
volunteers or with volunteers and paid staff. There is already a newsletter within 
Barnardos but some of the volunteers said they were not aware of it. 

At the group meetings some volunteers felt that there was sometimes a lack of 
communication between paid staff and volunteers. They highlighted again that this was 
due to pressure of work that paid staff were under and also when there was a high number 
of volunteers coming in for different shifts it was hard for paid staff to ensure that 

everybody was kept informed of what was happening. Some suggestions to address this 
problem were a Volunteer Noticeboard, and for volunteers to try to communicate changes 
or news to each other. Again meetings among volunteers and volunteers and paid staff 
were suggested as being beneficial. 

HAVE YOU ANY SUGGESTIONS FOR IMPROVING THE SERVICES AND 
SUPPORTS GIVEN TO VOLUNTEERS BY BARNARDOS? 
  

  

Some of the suggestions made by volunteers were as follows: 

Giving thanks to people who have been with Barnardos for a long time. 
Recognition 

More recognition and involvement. 

More working together(Volunteers and paid staff) 

More input into the area you are working in. 
Regular meetings and discussion. 

A little thank you from time to time.i.e. Vouchers ( beauty salon, roches stores) just as 
a little token of appreciation. 

Keep up the friendly atmosphere, it works very well. 
More recruitment of volunteers. V

v
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The general thrust was that while most volunteers gave their time willingly little tokens of 
recognition were welcome and helped volunteers feel they were not taken for granted. In 
the group meetings volunteers felt that staff were almost always very appreciative of their 
efforts, taking time to thank them and to support them in their volunteering work. 
Some practical suggestions made by shop volunteers were: 

V
V
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 Provision of own locker to keep handbags and valuables in. 

Improved security and safety through more liaison with gardai, locks on doors, 
improved lighting. 

Working in different areas to prevent boredom, learn new skills. 
Ready access to first aid box. 
Access to gloves for sorting stock. 
Provision of nice soap. 

More communication about safety and security measures. 

More advertising of volunteer positions and more use of “word of mouth” by existing 
volunteers. 

More attractive leaflets/posters. 

Overall the volunteers stated that they were quite happy with the support and services 
given but there were minor areas which if improved upon would make a big difference to 
them. 

Ft 

HOW SATISFIED ARE YOU IN YOUR VOLUNTEER ROLE IN BARNARDOS. 
  

  

  

How satisfied are you in your volunteer role with Barnardos 

  

© Very satisfied 

™ reasonably satisfied 

(unsatisfied 

    

      

  

  
  

The final question posed to volunteers was how satisfied they were with their volunteering 

role. The majority were very satisfied (71%), the remainder (29%) were reasonably 
satisfied with no volunteer being unsatisfied with their volunteering in Barnardos. 

10



  

STAFF REVIEW OF VOLUNTEERING. 
One hundred questionnaires were randomly distributed to staff through regional 
administrators, local projects and shops. 

  

64 questionnaires were returned and the breakdown of respondents is as follows: 

  

  

  

= Childcare/project worker/programme asst. 

ga Administration 

(Family link worker 

3g Information officer/Training officer 

@ Guardian ad litem 

  

@ Project Leader/Co-ordinator 

@ Shop manager/asst mgr. 

|] Education worker 

g Communications/fundraising.     7a Counsellor 
      
  

The wide range of responses reflects the diversity of services and the different roles 
carried out by staff within Barnardos. 

Volunteer Involvement   

Twenty eight staff reported that they have volunteers involved in their area of work. Thirty 
six currently have no volunteer involvement. These respondents were asked if there were 

any specific reasons why volunteers were not involved. There were a wide variety of 
responses to this. 

> Lack of space 

> Workload involved in recruiting,supporting and managing volunteers.(2) 
> New staff team. 

> Relatively new project, its (volunteering) not an area we have looked at.(3) 
>» Specialised nature of the work. 

11



  

> Difficult to get volunteers from the travelling community and from settled 
community, don’t want to come to a halting site. 

>» Service difficult to access (No bus route) 
Only one computer. 
Volunteers prefer more direct work with children or work related to their studies. 
I,m not sure if volunteers are involved in admin in any area/region. 
No tradition of volunteers in area (Communications) 
No one has volunteered. 
Lack of applications (3) 

Confidentiality (volunteers from the local area) 
Not needed (2) 

Lack of permanent premises. 

Volunteers come and go, so none at the moment. V
V
V
V
V
V
V
V
V
V
 

A major reason for lack of volunteers is that people realise that volunteers require an 
investment of time in terms of recruitment, supervision and support. Also there are many 
practical problems such as space as many of Barnardos services operate from small 
community bases where space is at a premium and this is also the case in head office. 
Additionally it was highlighted that in areas such as administration and communications 
there is no history of volunteering and people may not have considered roles for 
volunteers in these areas. The type of work also influenced whether volunteers were 
involved, some respondents felt the work was too specialised, or there was an issue around 
confidentiality. 
The numbers of volunteers involved in projects also varied from none at all to 19 
depending on the area. This was true even of similar projects. 

Another theme that emerged was the fact that many services are in their developmental 
infancy and are trying to gel together professionally and to establish their service. The 
recruitment of volunteers is an additional pressure that staff may be reluctant to take on at 
present but may consider doing so in the future. 

Activities carried out by Volunteers. 

The activities carried out by volunteers were described as: 
Operating solas helpline. 

Whatever is required on the day.(Shop) 
Till, customer service, tags, pricing, cover.Steaming and hanging clothes. 
Fundraising- planning, approaching sponsors, attending events e.t.c. 
Envelope packing, some telemarketing. 
Helping out with day to day routine, play with children, mealtimes and tidy —up. 
Involved in our summer programme. 
Breakfast club. 

Summer camp and fundraising. 
Supervising community events. 
Toy library. 

Assisting staff with children. 
Art, help with groups, help on outings, party donations. 
Assisting in after schools home work group. 
Assisting in library. (N.C.R.C) 

General admin tasks, some research , customer service. V
V
V
V
V
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Staff were asked if they would like more volunteers involved in their area of work. 
Fifty one staff stated that they would like more volunteer involvement. Of those who 
already use volunteers, 27 stated they would like more of the same volunteer activities 
carried out. 38 staff said they would like additional volunteer activities, with 
approximately 25% of staff stating they didn’t want additional volunteer involvement and 
the remainder giving no response. 

  

  

— no 

( Don't know /NA       

  

Staff who Want more Want 

w ould like of sare additional 

more volunteer volunteer 

volunteer activities activities 

involverrent       

The additional activities staff would like to see volunteer involved in are as follows: 

> Research, i.e best practice, administration procedures in other voluntary 
/community groups. 

Help and back up to admin, i.e telephone, filing, photocopying e.t.c 
Groups/clubs/entertainment. 
Promotion, training, outreach. 

Supervision of children on outings, co running a parent and toddler 
group,gardening/maintenance. Admin reception. Local fundraising. 
Local people developing their skills in working with young people. 
Group work 

Arts and crafts, drama, creative activities. 

Anything of practical help from direct work with children/groups to help with 
preparation, cleaning, transport...admin, cooking... 

More involvement with children, additional assistance and stimulation for 
children. 
Summer Camp, days out with parents, help i in créche and after school group.i.e 
help with homework. 
Fundraising events on a larger scale. 

More structured participation in organised activities as opposed to just 
observation. 

V
V
 

V 
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Training. 

Support for particular areas of work i.e data entry, thank you letters, 
newsletter. 
More events planning and “doing” especially in regions where fundraising is 
not represented but shops and projects are. 

Specific expertise-highly qualifies volunteers to help with website design, 
publicity events, P.R and promotion jobs. 
Sorting of stock. 
Our greatest need for volunteer support is with our playground service (Open 
at weekends) and our toy library. 

V
V
 

V 
V 
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The list of activities that staff want to see volunteers engaged in suggests that there is 
quite a lot of scope for the development of volunteering within Barnardos and that 
there are many worthwhile volunteering opportunities for potential volunteers. Some 
of the above activities are already being carried out in some areas but perhaps this is 
not promoted as widely as it could be. 

What Problems/Challenges do you see in introducing volunteers/additional 
volunteers to your area of work? 
  

Staff identified a number of potential challenges and problems. The main one 
identified was the lack of staff time to dedicate to on going training, supervision and 
support. 

Other challenges were: 

Attitude towards travellers, racism and / or paternalistic approach. 
Recruitment. 
Work needing suitably qualified and trained personnel. 
Appropriate fit between volunteer needs and organisations needs. 
Relevant training 
Reliability- volunteers commitment often lacking in this area. Honesty also a 
considerable challenge. (Shops) Volunteers leaving.(Childcare) 
Ebb and flow of work suitable for volunteers. Quite specific training needed or 
desired. 

Providing necessary training opportunities, where, when, cost e.t.c 
No existing structure to place them into. Time of development (In 
organisation). Under pressure to produce results quickly. Being able to support 
them fully. 
Confidentiality. 

Issue around child protection, and when should a volunteer be left alone with a 
child. Necessary screening involved in working with children, difficulty 
getting garda clearance. 

Making sure the volunteer is well briefed about the job. 
Commitment to the work and understanding the importance of their role. 
Many people are working in paid employment nowadays. More options for 
people . More supports needed to maintain and encourage volunteers. 
Working with minority cultural group, supporting and raising awareness of 
traveller culture and identity. 
Lack of space. 

V
V
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Do you think any tasks currently being carried out by volunteers are in 
appropriate? 

In appropriateness of volunteer tasks 

  

Yes no Don’t know No answer     
Most staff felt that volunteers did not undertake tasks that were inappropriate to their 
volunteer status. Respondents were asked to give examples of tasks they would consider 
inappropriate for volunteers. The responses were: 

> Ones where they are working and providing services that should have paid staff. 
> Staff records, pay details e.t.c any sensitive information relating to a staff member. 
> Some volunteers incapable of accurate till work but shortage of staffing often 

means there is no other option. 

In your opinion do most volunteers carry out adequately the work they are asked 
to do? 
  

Do volunteers carry out adequately the work they are asked to do? 

9% 

yes 

Gino 

ODon’t know 

CINo answer     
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Most respondent felt that volunteers carried out their volunteering tasks adequately. 5% of 
respondents felt they did not do so. Some people qualified their answers with the 
following comments: 

» This varies from volunteer to volunteer — some excellent , while others incapable 
of even the most basic tasks. 

Most volunteers happy to help. 
More than adequately! 
Under pressure! 

Yes, but usually don’t stay long enough i.e a six week placement, only getting to 
know people. 

Depends on the level of support given to them. 

Yes. If given full back up, which they deserve. 

Volunteers can work quite adequately if the training and supervision is properly 
carried out. 

Our volunteers take pride in their work and are very dependable. 
Willing to do anything they are asked. 

If tasks are appropriately selected then, yes! 
Volunteers on our summer camp fundraise for the camp, raising enough to cover 
all costs. 

V
V
V
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Are volunteers sufficiently trained for their volunteer roles? 
Only fifteen respondents felt that volunteers were sufficiently trained for their volunteer 
roles. Twenty two respondents felt that they were not sufficiently trained with the majority 
responding that they don’t know. This may be due to lack of involvement with volunteers 
or a lack of guidelines on what is appropriate training for volunteers. It highlights the 
difference between staff and volunteer perceptions of training with the majority of 
volunteers feeling satisfied with the training received. 

  

Are Volunteers currently valued by paid staff/ customers/clients /service users? 

  

Are volunteers sufficiently trained for their volunteer roles? 

  

  

roles?   

Are volunteers sufficiently 
trained for their volunteer 

  
  

  
yes no Don't No 

know answer     
 



  

Forty staff members felt that volunteers were valued by paid staff but were unsure if this 
was the case for service users. 

  

  
| Are volunteers valued by paid 

staff 

    

MAre volunteers valued by 

customers, service users       

    

yes no Don't know no answ er       

This may be due to the fact that service users would be unaware of the volunteer status or 
that they do not have direct contact with volunteers. It is interesting to note that in some 
cases (8) staff felt volunteers were not valued by paid staff. 

Do Volunteers in your area receive travel and other out of pocket expenses? 
Ten staff answered that their volunteers received expenses. Thirty one said their 
volunteers did not. Eight people were unsure and five did not reply. Some comments on 
this were: 
> No, but I would like to give them expenses! 
> Volunteers should be given some help with their travel as they give so much for 

nothing. 

At present in Barnardos there are no guidelines on expenses so arrangements are made 
locally. From a best practice perspective volunteers should be paid out of pocket expenses 
which are incurred directly from their volunteering activity. 

Are Volunteers in your area given regular support and supervision? 
  

  

10. Volunteer support and supervision 

no answer 

8% 

  

  

don’t know/ 

34% 
g no 

fidon’t know 

=s)no answer     

  

  

  

19%       
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39% of respondents affirmed that volunteers were given support and supervision. 19% 
said they were not with the remainder saying they did not know or giving no response. 
Less than half stating that volunteers were given support and supervision is a positive sign 
but it also highlights that there is room for improvement in this area. 
Where support and supervison is given, the responsibility for same is taken on by 
Managers, Co-ordinators, Project workers and Project leaders with three respondents 
saying it was the responsibility of all staff. 

How would you describe the response to volunteers by A. Paid staff 
and B. Customers/clients/services users. 

  

  

  

  

Response to volunteers by 

paid staff 

@ Response to volunteers by 

clients/service users 

  

      

  
favourable mixed unfavourable don’t know       

The response to volunteers by paid staff is generally favourable to mixed. No staff felt 
either group had an unfavourable response but ten staff stated that they did not know. 
Again because volunteer status may not be known to clients it is difficult to judge. As part 
of Barnardos future plans to consult more with service users on evaluating our services 
there may be potential to ask service users of their knowledge and satisfaction with our 
involvement of volunteers. The high number of mixed responses from staff to volunteers 
may be related to the problems challenges that staff identified in Question 4. 

What benefits are gained BY volunteers from working with Barnardos? 

The benefits identified by staff closely correlate with those identified by volunteers 
themselves. 
> Experience in childcare , admin, info. Volunteers get the chance to improve 

communication and team work skills. 
Pleasure of working with small children. 
The desire to give something back. 
Satisfaction, being part of a team. Satisfaction of working for an excellent cause. 
Develop childcare skills, make friends. 

Passing on of skills and experience, mentoring and support. 

Knowledge.Learning about child development and family dynamics. 
Understanding of our work. V
V
V
V
V
V
V
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> Social contact, networking. More community involvement. 
» Doing something worthwhile, positive experience with the travelling community. 
» Access to good experience in an agency that places a high value on quality services. 
> Experience in retail. 

What are the benefits gained from Volunteers? 
The benefits to clients /customers /service users were identified as: 

Improved service. 

Helps communicate what Barnardos is about. 
Having people who are committed and willing to work. 
More staff resources , means we can do more for clients. 
They make the shop run. 

Information, support services. 

  

V
V
V
V
V
 WV

 

Paid staff 
Help, More varied team. support, knowledge and skills. 
Refresh own skills when training volunteers. 
Exchange of good ideas. 
Less work to do. 
Greater mix of people involved, can challenge and promote the organisation. 
Able to offer more services. 
Get work done more quickly. 

Wide range of volunteers life experience. V
V
V
V
V
V
V
 WV

 

Barnardos 
> Savings 
> Resources. 

> More hands make light work. 
> Increased awareness. 

The community 

Extra support. 
Cross community involvement, raising awareness of diversity. 
More awareness in community of our work and services. 
Community spirit. 
Overall better understanding in the community of our beliefs. 
Extra benefits. 
Activity for the elderly. 
Potential for capacity building. V

V
V
V
V
V
V
V
 

Staff identified that there are a lot of benefits to having volunteer involvement, the main 
ones for themselves being the ability to do more with the resources they have and to offer 
a better service to clients as well as sharing ideas. Also from a community perspective 
staff highlighted that volunteer involvement is an opportunity to develop their profile in 
the community and gives an opportunity for local communities to become involved in 
their work. 
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In your area of work has the involvement of volunteers produced any problems? 

  

Has volunteer involvement produced any problems? 

  

O don’t know 

7]no answer   

   

      

Twenty one staff responded that there were no problems. Twenty two were not aware of 
any and nine staff stated that there were some problems. 

The problems identified were: 

Wrong information/assistance (Sometimes) 
Drop out rate can be a problem. 
Unreliability. Not phoning when unable to meet volunteer commitment. 
Conflict of needs /goals. 
Not interested and / or suited. More work for staff than help. 
Drop out /turnover. 

Volunteers having differing levels of dedication, some taking on more than others. V
V
V
V
V
V
 NV

 

Suggestions from respondents to alleviate problems with volunteers. 

> There needs to be a budget allocated to training, expenses, support and recognition. 
> Ongoing supervision might help to tackle different attitudes. 
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Are staff adequately trained to work with volunteers? 

  

  

Byes 

Gno 

Odan't know 

ONo answer     

    

Do you think staff are adequately trained in how to work with volunteers? 

Only four staff felt that they were adequately trained to work with volunteers with thirty 
seven stating they weren’t . Eighteen did not know and five gave no response. 

Question 16 asked staff to rate their confidence of their proficiency in volunteer 
  

management skills. The following table shows their responses.   

Volunteer Management Skills Very confident 

Interviewing 19 

Supervision 26 

Delegation 14 

Volunteer Evaluation 12 

Volunteer Recognition 12 

Risk Management 14 

Volunteer Job design 10 

Volunteer Recruitment 13 

There were a wide variety of responses. Some staff feel confident in different areas 
probably depending on whether they have had the training and opportunity to utilise the 
particular skills. Some may have developed the skills such as interviewing and supervision 
with paid staff and are able to utilise these skills with volunteers. The volunteer 
recruitment and job design had low scores compared to the interviewing and supervision 
skills. 

Reasonably confident 

25 

23 

29 

23 

23 

19 

20 

15 

Have You received any training in the management of volunteers? 
  

10 

10 

9 

18 

17 

19 

22 

26 

  

  

  

Have you received any training in volunteer management? 

  

  

  
Have you received any training in 
volunteer management?     

yes no no answer     

21 

Not confident No answer 

10 

5 

11 

11 

12 

12 

12 

10



  

Only eleven staff stated that they had any training for volunteer management. 
Staff were asked what training they had received. The responses were: 

In service workshop in Barnardos (Donkeys years ago!) 
Not from Barnardos, from F.W.A. 

N.S.P.C.C . Volunteer induction, management e.t.c. 
I have run businesses for 25 years and while managing volunteers is different to 
paid employees, many skills can be adapted easily. 

When I worked in a youth service years ago. 
Managing and recruiting volunteers. 
Previous experience of recruiting and supporting volunteers in the Simon 
Community . 

From previous employment, trained and designed jobs. Vv
 

V
V
V
 

V
V
V
 WV

 

While some staff have had some training, for the most part it was from other organisations 
and carried over from other jobs. 

Where people had training they rated it as both useful and relevant. 

Have you any specific training requests? 

Specific training requests were: 
> No specific requests but would welcome a general discussion on the issue and a 

sharing of the problems involved together with ideas for solving them. 
> Time to discuss relevant issues with other staff when volunteers are recruited to work 

directly with clients. 

> Training around management of volunteers. 

> Volunteer risk management, recruitment, job design. 
> Suoervising and supporting volunteers/workers. 
> Recruitment strategies. 

> All volunteer management skills listed in Q.16. 
> Interested in Barnardos policy around volunteers. 
> Structuring activities for volunteers. 

What do you see as the major problems or barriers to utilising volunteers more 
effectively in_our organisation? 
This question overlapped somewhat with question 4 which asked respondents to identify 
problems / challenges to volunteer involvement in their own area of work. Many of the 
responses such as lack of time and resources were again highlighted as was the specialised 
nature of the work and the issue of confidentiality. Other barriers noted were: 

  

Volunteers need incentives to stay e.g training in childcare, pre school.e.t.c. Travel 
expenses. Not just used and abused. 
Getting suitable volunteers. 
No money in budget to cover costs incurred. 
Screening /lack of garda clearance. 
Its unfair to expect volunteers to slot in without any planning /evaluation. Need to be 
careful not to give them responsibilities (inappropriately) and exploit unpaid labour. 

V
V
V
W
V
 

Vv
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That they will be just seen as an extra pair of hands. 

Lack of clarity around roles and responsibilities. 

Volunteers/students on placement are not involved in training or general Barnardos 
days. I feel this would give them an interest in volunteering and a better insight into 
the national projects. 

> Lack of procedures around volunteers. 

> Lack ofa clear organisational understanding and appreciation of volunteers, lack of 
training for managers of volunteers, lack of clear guidelines. 

V
V
 WV

 

Have you experienced difficulty in recruiting volunteers? 

Twenty one staff expressed difficulty in recruiting volunteers with fifteen having no 

difficulty. The remainder had no response or stated it was not applicable in their area. 

Barriers to recruiting volunteers. 

Possible barriers to recruiting volunteers were identified as: 
Lack of knowledge of the work Barnardos is involved in. 

Perception that it is primarily a pre-school service. 
Lack of interest. 
Busy lives. 
Celtic tiger. 

More job opportunities. More F.A.S Schemes. 
Location. 

Costs of petrol, parking. 
No fares paid, no petrol allowance. 
Need more advertisement. 

Garda clearance. 
Insurance. 

Competition from other organisations for volunteers. V
V
V
V
V
V
V
V
 

V
V
 
V
V
 

WV 

Have you any specific concerns/requests that you would like to see addressed in 
relation to volunteers.? 
  

The most common answers to this question were garda clearance, volunteer expenses, 
provision of adequate training for volunteers and clear guidelines on managing volunteers 

within Barnardos. Also mentioned was the development of a system for dealing with 
complaints about volunteers. Another concern expressed was : 

I would like to see the numbers and profile of volunteers increased as I see many benefits 
but this must be with appropriate resources allocated so that management and co- 
ordination can be adequately provided. 
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Senior Management Review. 

Six Questionnaires were returned from the senior managers out of a total of 11. 

Managers were asked for feedback on the following: 

When hiring staff is consideration given to their experience, motivation and skills in 
working with volunteers? 

The responses to this were: 

Very little as we have only occasional input. 

Yes, in fundraising and shops. It is identified in the job specification. Less so in 
communications. 
Not that I am aware of. 
If it is appropriate to their role- we would look at this in the context of working 
with or supervising students and volunteers. 

Certainly their experience and motivation but not necessarily their skills with 
regard to an ongoing commitment to support volunteers. 
No. Vv

 
Vv
 

V
V
 

W
W
 

  
Do you think the role of staff in supervising volunteers is clearly defined across the 

organisation? 

The answers to this were mixed: 

It is not clearly defined in job descriptions. There may be more clarity locally in 
projects/shops. 

Not to my knowledge. 

It is not consistent across the organisation but it depends on the managers 
emphasis. 

No —while staff working with volunteers would be aware of the responsibility 

undertaken, it would be defined locally and not on an organisational level. 

I don’t know whether it is clearly defined which probably means it isn’t. 
No, I’m speaking from my experience in childrens services, the situation in shops 
and fundraising is different. 

V
V
 

V 
W
V
 

W 

It appears the role of staff in supervising volunteers is not at all clearly defined at an 
organisational level. 

Are staff evaluated as to their work with volunteers in the organisation? 

> Staff would be evaluated locally through reviews of services, support and 
supervision and annual appraisals. 
Not specifically, but it would be included in support and supervision sessions if a 
member of staff had agreed to take volunteer responsibility. 
Yes, in my service as far as it is relevant. 
Very little. 

Unknown V
V
V
 

WV
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While there were mixed responses to this question, there would seem to be some support 

and supervision for staff managing volunteers and one respondent said it was included in 
staff appraisal. The role of staff in supervising volunteers needs to be given more emphasis 

and clarity. 

In what ways are staff rewarded for excellence in working with volunteers? Any 

suggestions? 

I don’t know if staff are rewarded. 
None. 

Not at the moment. 
I suppose some form of “champion” incentive or a non pay incentive. What is 
missing is a corporate message that volunteerism is central to our development and 

a thought out strategy to support recruitment and retention. 
Any areas where there is good practice should be highlighted. 
Staff should be made aware of possible benefits to service and how volunteers can 
make a positive impact on their work. 
We should achieve a situation where staff accept volunteers as an integral part of 
service provision and avoid needs for specific rewards. 
I am not aware of any rewards systems for staff working with volunteers and feel 

that rewards systems are in direct opposition to our approach to working with 
children and families. 

V
V
V
V
 

Vv
 

WV 
V
W
 

Do you think that staff training in volunteer management principles is important in 

enhancing our readiness to effectively utilise volunteers.? 

  

  

> Absolutely, staff need training in order to support and develop the role of 

volunteers. Volunteers need support and training. 
> Yes—Any education in this regard would be useful. 

> Yes.(3) 

How could orientation to new staff be enhanced to give more information and 

expectations about working with volunteers? 

  

Central induction and clear message to managers for local induction. 

Inclusion in job adverts, job descriptions. 
Volunteers information in joining packs as well as the volunteer ethos being 

integral from the top to the bottom of the organisation. 

Info pack. 
Include slot at induction. (however time is very limited at induction) 

Have procedure of instruction/induction locally. V
V
V
 

V
W
V
W
V
 

What is your philosophy on training of staff to work with volunteers?   

> Training would be useful, however needs will vary from centre to centre and person 

to person. 
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> I think staff working directly with volunteers should have training in the areas of 

support, management, committee skills e.t.c. 
> My view on this is as with any other area of training, if we expect a particular 

competency from a staff member and they need their capacity built, training is an 

important part of this and should be provided. 

What is a realistic expectation of the level of support for staff training in working with 

volunteers? (E.G Access to staff for training)   

> Difficult to judge. Perhaps selected individuals in appropriate centres will be given 
some training and pass it on to others. 
Difficulty trying to fit all training in. Have to prioritise what staff want included in 

training. 
Depends on where training is located. Locally is better. 
One person per team who can bring it back to the rest. V

V
 w

v 

Are you given adequate updates on the volunteer programme within Barnardos.?   

> This will develop as the Vol. Co ordinator post settles into the organisation. 
> I’m ashamed to say I haven’t needed them. 
> In the past there was no capacity for this. There is scope for improvement. 

In your opinion what are the major issues/concerns in volunteering that need to be 

addressed in Barnardos? 

Commitment to volunteers as a valuable resource. 
Consider volunteers rather than always using paid staff. E.g. Admin, retail. 

Administrative and management implications. 
Matching volunteer capacity and interest to positions which are rewarding for them 

and reciprocally ensure quality service. 
There needs to be constant volunteer training available. We need to provide 
volunteers with development opportunities so that they are upgrading their skills. 

feel valued and have input into services. 
Access to volunteers with a genuine interest in the ethos of the work is an issue. 

Attracting and retaining volunteers, Training volunteers. 
Creating awareness and acceptance amongst staff of the benefits of volunteers. 

Cover costs of volunteer programme. 

Using non-nationals as volunteers. 

Vv
 

V
V
V
V
 

V
V
V
V
V
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SUMMARY AND RECOMMENDATIONS.   

A lot of information was gathered from the review and it gives a good foundation from 
which we can build. A positive outcome from the volunteer review is that overall our 

volunteers commented favourably about their volunteering role and were generally 

satisfied. However there are some areas of concern and a number of opportunities for us to 
improve our management of volunteers. 

Barnardos has a long history of volunteering but there appears to be a lack of consistency 
of the importance attached to ethos of volunteering within the organisation. 
This is reflected, for example in the lack of training that staff have had in management of 

volunteers and the low emphasis that is placed upon volunteering at staff induction and in 
planning service provision. Provision of training in volunteer management has recently 
commenced but the importance of it needs to be promoted and supported at all levels of 
the organisation. Volunteering needs to be given a higher profile than it has at present and 
a suggestion would be that on foot of this review each service examines their own 

programme and considers how volunteering might be developed within it. 

As an organisation we need to ensure that the value we place on volunteers is made 

explicit. Volunteers stated that they had a wide variety of reasons for volunteering with 

Barnardos and in most cases their expectations were being met and the volunteering 
experience was positive. However volunteers also felt that we could improve on how we 
recognise their contribution and thank them. A system of out of pocket expenses needs 
development as there is a lack of consistency in this area. Volunteers are a cost effective 

resource but are not a cheap option. 

Methods of volunteer training need development and the challenge will be to make it 

relevant, attractive and accessible to all volunteers. Where volunteers received training 

they were positive about it and some wanted more. Others were wary of further 
commitment. For new services or services that do not have a tradition of volunteer 

involvement a lot can be learned from the centres which already involve volunteers and 
have tailored training for their projects. Staff suggested that training for volunteers should 
facilitate personal development and capacity building. This is an opportune time to 
consider accredited training for volunteers whether this is in-house or from outside the 
organisation, as volunteers might be more wiling to commit to training if they see 

something at the end of it. Within the shops training is very much “on the job” and this 
could be further enhanced with training packs, videos e.t.c. 

In particular the safety and security issues which were highlighted as concerns for 
volunteers need to be addressed so that volunteers feel safe and comfortable in their 

working environment. This could be included in volunteer induction. 
It was highlighted in the review that most volunteers complete tasks adequately but also 
that it depended on the individual volunteer so there needs to be flexibility in training. 

Volunteers need ongoing support from their managers and paid staff. The level of support 
can vary depending on the volunteer role and the individual volunteer. However a 
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minimum standard should be set in relation to how often volunteers get an opportunity to 

discuss their role and any potential problems they may be having. It is recommended that 
each volunteer has a person appointed who will be responsible for providing ongoing 

support. 

Communication could be improved between volunteers and paid staff by more regular 
meetings to keep them informed of what is happening within the project/shop and 
throughout the organisation. Also volunteers knowledge of the organisation could be 

improved through volunteer induction and promotion of the existing newsletters. 

The problem of difficulty in recruiting volunteers was highlighted by both volunteers 
managers and paid staff. It is important that we consider creative ways of attracting new 

volunteers and that we target our recruitment initiative to ensure that people from all ages, 

genders and backgrounds are included. A variety of local and national recruitment 
initiatives are required with more intensive advertising, leaflet campaigns, use of internet 

and local volunteer bureaux, 

From the staff review an interesting observation was the fact that volunteer involvement is 
so varied throughout the organisation. There appears to be a willingness to consider 

volunteer involvement in new areas but there are several concerns around this. Mainly 
time and resources for volunteer management, but also suitability of volunteers for the 
work and the lack of satisfactory screening for volunteers. In the past the organisation has 
mainly (not always) been reactive to volunteers i.e waiting for volunteers to come forward 

and then trying to match them to a suitable volunteer role. We need to be more proactive 
and consider the needs of the organisation that could be met by volunteers and what 

specific skills/attributes are needed and advertise /recruit accordingly. 

In conclusion, while there is much work to be done in developing volunteering there are 
many examples of very good volunteer initiatives within Barnardos. I would like to thank 
all staff and volunteers who participated in the review for their contribution. A volunteer 
working group has already been established and are working on the development of a 
Volunteer Policy and Guidelines to support its implementation. The feedback from this 

review will help to inform this process. 
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