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PREVENTING AND RESOLVING PROBLEMS 

As your volunteering programme develops, it is likely that there will be times when 

things don’t run smoothly! As long as you have solid foundations, really difficult 

situations will be rare, and also easier to deal with. 

There are a number of ways that you help to minimise and resolve difficulties. 

Policies 

To underpin your volunteer management practice, you need to have clear policies 

and procedures including some or all of the following: volunteer policy, volunteer 

agreements, role descriptions, volunteer handbook, equal opportunities policies, 

job substitution policies. If you follow good policy and practice, you are less likely 

to encounter problems, and when you do encounter them they will be easier to 

resolve.  It is good practice to have a problem solving policy, either as a discreet 

policy, or as part of your volunteer policy; it means that everyone, including the 

volunteers, knows what to do if there are issues to address.  Should you need to 

tackle a problem, it is much easier if you have a framework within which to do it.   

Modelling good practice 

As a manager or leader of volunteers you are likely to be in a position to model 

good practice.  So by setting high standards of positivity, showing appreciation and 

sensitivity to others’ feelings, appreciation of confidentiality, and by 

demonstrating a commitment to professionalism and excellent results, you can 

inspire others to meet these standards. 

 

Behaviours likely to elicit cooperation1 

Research has highlighted a number of behaviours that are more likely to help you 
reach a positive resolution to a conflict. 
 

 Using “I” statements, rather than “you” statements. (e.g. “I want to 
respond to your questions, but I need some time to calm down first.”) 
 

 Conveying that the disputant has been listening attentively. (e.g. “It sounds 
as if your biggest concern is about being on the rota with X volunteer. Is 
that right?”) 

                                                           
1
 Source: http://www.grad.ubc.ca/current-students/gps-graduate-pathways-success/conflict-resolution 
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 Expressing a desire to see both get as much of what they want as possible 
from resolution. (e.g., “I’d like to see both of us walk out of here happy.”) 
 

 Acknowledging responsibility for part of the problem whenever possible. 
(e.g., “You know, I hadn’t seen it before, but I think I did make some 
mistakes in the way I approached you.”) 
 

 Acknowledging the other party’s perceptions whenever possible. (e.g., “I 
haven’t considered this matter from that perspective before, but I think I 
can see how it looked that way to you.”) 
 

 Identifying areas of agreement with the other party whenever possible — 
especially if he/she does not recognise that such areas of agreement exist. 
(e.g., “You know, Conrad, I agree with you that we ought to make that 
more of a priority for our volunteer programme in the future.”) 
 

 Allowing the other to “let off steam.” Note: This requires extreme self–
control, but if the other party has not expressed him/herself previously, this 
can be extremely valuable. 
 

 Avoiding assumptions. (e.g., “Could you help me understand why this is so 
important to you?”) 
 

 Indicating that the other party “has a good point” when he/she makes a 
point you believe has merit. (e.g., “You're absolutely right about x.”) 
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Six Key Checkpoints 
 

So what are the things that we can do as volunteer managers, to support and 
enthuse volunteers to meet and exceed the standards we expect? Roderic Gray2 
identified the key drivers of workplace behaviour and performance, the things that 
make people tick. We can apply six of his checkpoints to establishing and 
maintaining standards. 
 
 
Would your volunteers agree with the following? 
 
 

1. I know what I am expected to do (clear role, responsibilities, standards and 
expectations) 

 
 
2. I want to do it (motivation, commitment and interest) 

 
 

3. I have the ability to do it (necessary skills, knowledge and understanding) 
 
 

4. Someone (who matters) will notice if I do it (I get feedback) 
 
 

5. I know how well I am doing (self assessment) 
 
 

6. Processes and resources help me to do it  

 

 

                                                           

2 How people work - Roderic Gray 2004 

 


