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SEWS Museums Development  

2-day volunteer management training March/April 2013 

and May/June 2013 

Evaluation Report 

 

Introduction 

This evaluation report looks at feedback from a two-day volunteer management 

training programme commissioned by the Surrey East and West Sussex Museums 

Development Service. 

The two-day programme consisted of two training days held approximately one 

month apart. 

The two-day programme was run on two separate occasions – 19 March/16 April 

2013 and 13 May/10 June 2013.  

In each case, a pre-course training needs analysis questionnaire was circulated to 

interested participants, and the content of the day was tailored to the identified 

needs.  The themes for both days were broadly similar, with the first session 

focusing on policy, legal issues and recruitment, and the second day emphasising 

day to day management and dealing with difficult situations and/or conflict. 

Evaluation was undertaken in two stages.  Participants were asked to complete a 

reaction questionnaire after each training day.  They were then asked to complete 

a follow up evaluation after three months.  The purpose of this was to identify key 

learning from the programme, along with changes that individuals had made within 

their museums. The follow up evaluation also asked about support and additional 

training requirements. 

This report contains collated responses from the reaction evaluation form, along 

with an analysis of follow up evaluation exercise. It also includes recommendations 

arising from participant feedback. 

 

  
Thanks so much for running the training – it honestly has had me thinking for 

the past couple of months about how I currently run the volunteer programme 

here and how to improve it – which I think is a great outcome!  

Participant, May/June programme, email feedback 

 



www.steppinguptraining.co.uk 
 

Key findings 

1. Participants valued the opportunity to be part of group of volunteer 

managers from different museums, sharing experiences and issues. 

2. Undertaking a training needs analysis before each programme meant that 

the content was more closely tailored to individual needs. The result was a 

programme that reflected participants’ needs, as demonstrated in the 

positive ratings for the programme. 

3. The overwhelming majority of participants had taken one or more 

significant actions as a result of the training and / or had implemented 

changes in their documentation and procedures.  

4. Support from other staff within their museums had helped the achievement 

of changes and improvements. 

5. All participants were very open to learning about new ways of working, 

based on good practice in volunteer management 

6. In many museums, there is insufficient understanding at management level 

about the strategic role of volunteering and therefore the actions needed to 

support it. 

7. In some museums, there are issues around influencing staff to understand 

the value of volunteering and overcoming resistance to involving volunteers. 

 

 

 

 

 

Recommendations 

1. Consider running training for volunteer managers on how to develop and 

present the business case for volunteering to senior management  

2. Production of a training resource pack for use by volunteer managers in 

training their colleagues about the value of volunteering and overcoming 

resistance to involving volunteers 

3. Set up a SEWS volunteering forum, to share practice & support each other 

4. Provide certificates of attendance for courses  

  

The training has been invaluable and I now feel much more confident 

in my dealings with our volunteers. 

Participant, May/June programme, email feedback 
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Programme 1 March / April 2013 

 

The objectives for the two days were as follows. The objectives were developed 

following a training needs analysis and prioritisation exercise (see Appendix 1) 

 

Day 1 Objectives: 

This training day will cover the foundations for volunteer involvement. You will 

learn how to: 

 Work within the legal framework for volunteer management 

 Develop volunteer policies and agreements 

 Start thinking strategically about volunteer involvement 

 Recruit volunteers, with practical tools for developing and promoting roles 
which will appeal to a diverse range of potential volunteers 

 

Day 2 Objectives: 

This training day offers you the opportunity to: 

 Develop your approach and skills in volunteer support and direction 

 Understand how to meet volunteers’ motivational needs 

 Support volunteer’ learning and development 

 Identify when and how to delegate 

 Improve your ability to manage conflict and difficulties 
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Impact of Programme 1 

The programme was attended by 10 people. 

Follow up evaluation forms were completed by 7 participants, and one of these 

also took part in a telephone interview.  This section summarises and pulls out 

sample quotes from this follow up evaluation and a collation of all responses 

received can be found in Appendix 2. 

All participants identified learning points from the programme, falling into a 

number of key areas. The single most mentioned learning point was related to 

legal implications, closely followed by volunteer policy and agreements along with 

problem solving. The value of learning from other museums was a common theme, 

both in the follow up review, and in the reaction level evaluations conducted after 

each training day. 

 

 

  

Developing a 
volunteer policy, 3 

How to word a 
volunteer 

agreement, 3 

Legal issues and 
implications, 4 

Ways to 
address issues 

problems, 3 

Supervisory issues 
such a volunteer 

reviews, 2 

Ideas from other 
museums, 3 

How to write a 
recruitment ad, 1 

What did you learn? 
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What have you done differently as a result of the course? 

All but one participant had already made changes as a result of attending the 

training, and the one who hadn’t made changes, had identified specific actions as 

a result of the learning from the programme. 

 

“A new volunteer handbook and policy are being written along with a whole 

new administration of volunteer rotas and details being implemented.” 

“Meetings with other members of staff and director have resulted in staff 

training to be in place in 2014.” 

“Drawn up a volunteer agreement which has been sanctioned by our Board 

of Trustees.” 

“I am reviewing and changing volunteer recruitment procedures in order to 

be more flexible in my approach.  For example, I now invite people who 

express an interest in volunteering at the Museum to meet and discuss with 

me their interest and aspirations – before asking them to complete the 

Museum’s ‘Volunteer Introduction Form’ and to provide references.  This is 

common sense and saves time later on.” 

 “I am working to improve the management and leadership capability of 

individual volunteer group heads by helping them to identify priorities, 

giving them advice when appropriate and monitoring their progress.” 

“I am reviewing volunteer induction process and have identified ways in 

which the process can be made more relevant and interesting.” 

Revised 
documentation, 5 

Improved 
communication/ 
training for those 

supporting 
volunteers, 4 

Changes to 
recruitment/ 

induction 
processes, 5 

Incentives, 1 

What have you done differently? 
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“Found specific roles for interested individuals.” 

“Offered more social incentives” 

What support have you had to implement your learning? 

Four out of seven people answered this question with reference to gaining support 

within the museum, but reference was also made to external support, including 

maintaining contact with people from the training programme. 

“Discussions with other volunteer managers, help from departments within 

own museum and support from staff to have a go and make new ideas 

work.” 

“A group of volunteer co-ordinators from different departments have 

discussed and agreed a way forward with our Volunteer Policy.” 

“Fed back to others in the museum so we have all worked together to 

improve.” 

Two people made reference to external support: 

“I would like to keep in touch with course members and exchange ideas and 

information.” 

“Attending conferences and training courses, networking as appropriate to 

keep updated and abreast of developments particularly regarding 

attracting younger people to what we do.”  

What additional support or training would be helpful? 

A variety of responses, there was interest in finding an opportunity to meet again 

as a group, as well as references to updates, specific support requirements, and in 

one case a certificate of recognition. 

I would like assistance in how to inform other staff members of the key 

issues involving volunteers e.g. – how to communicate, what activities are 

acceptable to ask volunteers to do and what is not, how to remind people 

that these are wonderful human beings offering their energy and skills for 

free, legal guidelines and what is acceptable behaviour from both staff and 

volunteers and so much more! 

Would be good to have opportunities to meet to share experiences and 

examples of what to do – not to do! 

A recognised certificate to say that we had been on your course. Apart from 

the hand-outs there is no recognition of the input. 
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Updates on matters relating to the management of volunteers – all aspects 

– would be a great help. 

Further get-togethers would be most helpful. 

Volunteer management software/forum  
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Programme 2 May / June 2013 

 

The objectives for the two days were as follows. The objectives were developed 

following a training needs analysis and prioritisation exercise (see Appendix 1) 

 

Day 1 Objectives: 

This training day will cover the foundations for volunteer involvement. You will 

learn how to: 

 Explore your approach to managing volunteers in light of the legal 
framework 

 Identify good practice in volunteer agreements, policies and handbooks 

 Consider how you plan and evaluate the contribution of volunteers 

 Review the way you recruit and select volunteers 
 

Day 2 Objectives: 

This training day offers you the opportunity to: 

 Develop your approach and skills in volunteer support and direction 

 Understand how to meet volunteers’ motivational needs 

 Support volunteer’ learning and development 

 Identify when and how to delegate 

 Improve your ability to manage conflict and difficulties 
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Impact of Programme 2 

11 people attended Day 1 of the programme and 10 attended Day 2. 

Follow up evaluation forms were completed by 4 participants.  This section 

summarises and pulls out sample quotes from this follow up evaluation and a 

collation of all responses received can be found in Appendix 3. 

All participants identified learning points from the programme, falling into a 

number of key areas, with learning around aspects of supporting and directing 

volunteers the most cited. 

 

 

What have you done differently as a result of the course? 

All respondents had made changes as a result of attending the training, reflecting 

the learning gained. 

“I have been able to start dealing with volunteers more confidently and suggest 

appropriate times that they can come and see me to speak to, instead of just 

walking into the office.” 

“I’ve tried to encourage volunteers to ‘just do it’” 

“I’m focussed more on outputs than inputs” 

“We’ve introduced a Volunteer Loyalty Card” 

Developing a 
volunteer 

agreement, 2 

Meeting 
volunteer 

motivations, 2 

Supporting and 
directing 

volunteers, 4 

Dealing with 
problems / 
conflict, 2 

Training and 
developing 

volunteers, 2 

What did you learn from the programme? 
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“Created a volunteer policy” 

“Created a structured system of project work for volunteers” 

“I now always provide written and verbal instructions for projects” 

“I have set up a re-training log for old and new volunteers to refresh their skills” 

“Done exit question interviews with volunteers to feedback on their time here.” 

“Used under 18s in a summer short term project (had previously felt uneasy about 

using young volunteers rather than them just coming for a week’s work 

experience)” 

“Developing a volunteer handbook and asking current volunteers to contribute 

their ideas to it” 

“Discussed with the rest of the museum team about projects where volunteers can 

be used and encouraged them to consider volunteer projects when starting a task 

quite informally but I’ve tried to make everyone aware of what new volunteer 

applications are in and continual discussion how to use volunteers in all aspects of 

the museum.” 

What more do you hope to implement? 

Respondents identified a number of specific actions that they intended to 

implement in their museums, particularly around developing volunteers and 

volunteering. 

“I hope to introduce a more structured programme of tasks for volunteers and 

keep regular meetings with volunteers to ensure they are happy to continue 

volunteering.” 

“I’m looking to provide more loyalty benefits.” 

 “I will begin to retrain volunteers in a couple of weeks led by their own 

suggestions.” 

“I have continued thinking about how best to develop volunteers and encourage 

them to take ownership of their projects. I would like to aim to get to the point 

where these regular volunteers come to me with an idea about where they have 

identified their skills/time being used effectively on a project or good idea 

they’ve had.” 

“A good process of using current volunteers to pass on information to new ones - 

more shadowing, group meetings (often volunteers come in on different days so 

don’t get to discuss ideas with one another).” 
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“Establish a set of targets/aims for the volunteer programme and measure these 

over the next year. I recognised that at the moment I don’t have a way of proving 

all the value that the volunteers add – or what [our] aims are for the volunteer 

programme (in terms of who we want to volunteer here – young people, 

graduates, parents, retired archaeologists AND what we want the volunteers to 

leave here with – skills, confidence, network).” 

 

What support have you had to implement your learning? 

Three out of four respondents referred to the support they had received from 

others on the training programme. One respondent explained that museum staff 

were supportive, but emphasised that the staff team was small in relation to the 

number of volunteers needed to run the museum. 

“Mostly from others I have met on the course.” 

“All the staff here are very supportive but we are a small team (27) with a 

large museum (150,000 + visitors/year) and over 450 active volunteers so it’s 

not easy for them.” 

“The other course participants have been really helpful in sharing advice and 

information since the course and we support each other.” 

“I’ve had few emails from other people on the course – and do feel I could 

email them with questions.” 

What additional support or training would be helpful? 

A couple of respondents came up with specific training needs. 

“I would like to look further into setting up volunteer agreements and working 

with volunteers on projects” 

“I would like more training on how to recruit and manage volunteers from hard 

to reach audiences such as the visually or hearing impaired.” 

 “I think support from the rest of the museum team is essential to making all 

this training useful – I would like to present some of the good practice and 

ideas for getting the best from volunteers at one of the team meetings – so 

maybe some ideas/tips for how to share what I’ve learnt with my colleagues 

would be useful so they get a taste of what the course is about and the key 

points from it that would apply to them” 
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Programme 1 March / April 2013 Reaction Level Evaluations to 

the training days 

10 people attended Day 1 of the programme and 10 attended Day 2 (although one 

had to leave early). 

The evaluation is based on completed forms received. There were 9 responses on 

Day 1 and 8 responses from Day 2.  

The majority of respondents rated all aspects of the programme as excellent 

Day 1 19 March 2013 

 

 

 

 
Q1 What was useful / helpful / relevant? 
  

 All of it – legal stuff, writing recruitment, group work – all of it!   

 Discussions, being told different ways of how to do an agreement/policy 

 Group discussion and the open sharing of information and ideas  

 Group activity / group experiences 

6 

3 

0 

0 

Excellent

Good

Fair

Poor

Please rate the overall programme 

6 

3 

0 

0 

Excellent

Good

Fair

Poor

How would you rate the training 
delivery/facilitation? 

5 

4 

0 

0 

Excellent

Good

Fair

Poor

How would you rate the training 
materials/content? 
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 Everything.  Good refresher and springboard for reviewing and improving all 
my materials. Good ideas for recruiting new blood. 

 Looking at roles specifically for volunteers 

 Meeting others doing similar roles/tasks.   Looking at real policies and 
discussions around them. 

 Discussion on volunteer agreements and volunteer policy development 

 Every element covered was useful and relevant 
 

Q2 Any suggestions for improving the day? 

 More than bread stuff at lunch time 

 Maybe less activity and more discussion as that was where I learnt the most 

 A bit shorter? Some breaks cut? 

 Car parking disappointing. 

 No – everyone had input. 

 Provide a list of delegates and contact details  
 

Q3 An action that I will take within the next 8 weeks to change/improve the 
way we manage our volunteers? 

 Re-write policy / Organise day out / Use recruitment ad developed during 
session 

 Update policy and agreement. Maybe write some new adverts to attract 
young volunteers.  Try and forge a connection with secondary schools (as 
opposed to primary) 

 It may possibly not be in the next 8 weeks, however a new agreement and 
policy will be put together for volunteers 

 Update policy / devise promotional strategy 

 Review documentation and update. 

 Feedback – we are evaluating our volunteer policy at the moment, to look at 
all the elements. 

 Re-read our volunteer handbook and policy and add suggestions for change. 
Pass info on to others are Arundel Museum. 

 To check with our volunteer recruitment officer about policy and 
agreements 

 Draw up a new/improved volunteer policy and handbook /volunteer 
recruitment drive 

 

Q4 Any other comments? 

 Absolutely fabulous, a friendly supportive day full of information to take 
back to the museum and hopefully improve our management. You have 
given me the confidence to review and update all working procedures. 

 Excellent facilitation allowing me to find my own solutions by extending my 
“tool kit” 

 Great content, very knowledgeable delivery.  Some activities a little unclear 
but still interesting. 

 Looking forward to the next training day. Thank you. 
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 It was a really nice venue and a good sized group.  Nice to have lunch as a 
group. 

 Content relevant and presentation good. Thanks very much for a useful day 

 Great opportunity to network and share knowledge and experience and find 
workable/achievable solutions to volunteer recruitment 

 

Day 2 16  April 2013 

 

 

 

 

Q1 What was useful / helpful / relevant?  
 

 Discussing similar issues with peer organisations; seeing examples of other 
managers’ solutions (policy, handbooks etc.) 

 Discussions with other delegates showed that our handling of volunteers was 
in line with other similar museums. Helpful to receive guidance on 
agreements, copyright issues and problems 

 Looking at conflict with like-minded volunteer managers 

 Good discussion, good hand-outs 

7 

1 

0 

0 

Excellent

Good

Fair

Poor

Please rate the overall programme 

5 

3 

0 

0 

Excellent

Good

Fair

Poor

How would you rate the training 
delivery/facilitation? 

6 

2 

0 

0 

Excellent

Good

Fair

Poor

How would you rate the training 
materials/content? 
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 Having time to reflect on volunteering policies / procedures, opportunity to 
discuss ideas / specific issues 

 Maggie’s approach and informative inputs 

 Most of it 

 All of it 
 
Q2 Any suggestions for improving the day? 

 Fruit! 
 
Q3 An action that I will take within the next 8 weeks to change/improve the 

way we manage our volunteers? 

 Refresher training, offering 1to1s, policy needs reinforcing 

 Set up volunteer agreements, endeavour to resolve one problem as a result 
of discussing a way forward with other delegates 

 Looking at a Volunteer Booklet 

 Think about how I delegate to volunteers. Take more time to explain tasks 

 Improve recruitment process, sifting appropriate volunteers in terms of 
their availability; tackling a conflict situation that has been unresolved (I 
now have the tools for) 

 Progress work on Volunteer handbook, review my approach to volunteers in 
light of what I have learnt today 

 I will try to remove blocks to delegation 

 Volunteers’ questionnaire and meetings 
 
Q4 Any other comments? 

 Everyone had the chance to put their point of view across. A really good 
course.  

 A very useful day, thank you. Opportunity to meet and hear concerns of 
others and how they have resolved problems, shared knowledge, invaluable 

 Handouts particularly good. Simple plain English and comprehensive 
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Programme 2 May / June 2013 Reaction Level Evaluations to the 

training days 

11 people attended Day 1 of the programme and 10 attended Day 2. 

The evaluation is based on completed forms received. There were 11 responses on 

Day 1 and 10 responses from Day 2.  

Almost all respondents rated all aspects of the programme as excellent. 

Day 1 13 May 2013 

To help us evaluate today’s programme we would be grateful if you could answer the 

following questions. Thank you. 

 

 Very helpful, interesting and flexible, packed with useful information and thought-
provoking 

 Far more useful and engaging than I anticipated! (thought Day 2 would be more 
relevant) 

 Very useful guidance overall 

 Very focused: specific, understandable, user-friendly! … could apply all of it 
specifically to the museum I manage 

 

 

 Pleasant flexible, light and airy, great food! 

 Good pace and variation of activities 

 Very knowledgeable course leader 

 Clear & concise 

 Experience based – also hearing other attendees’ views / experiences 
 

10 
0 
0 
0 

Excellent

Fair

Please rate the overall 
programme 

9 
1 

0 
0 

Excellent

Fair

How would you rate the 
training delivery/facilitation? 
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 Helpful and comprehensive 

 Useful to have ‘take away’ documents 
 

Q1 What was useful / helpful / relevant? 
 Reviewing policies, legal framework, sharing experiences with other volunteer co-

ordinators 

 I found everything helpful and useful 

 Overview of issues, hearing other organisations’ experiences 

 Discussing policy, volunteer agreements & handbooks, critiquing good / bad aspects 
of them & thinking of how to improve my current documents 

 Guidance of volunteer policy documents & evaluation were especially useful 

 Handbook, exercises, opportunity to work with, talk & exchange info etc. with 
other volunteer managers 

 Entire content – useful / helpful / relevant 

 Understanding policies, the use of wording in volunteer agreements and meeting 
the other delegates 

 Explanation of volunteer policy, thinking through policies 

 The workbook 

 Sharing with others / hearing from others 
 

Q2 Any suggestions for improving the day? 
 No, I thought it was very well run 

 Discussion with other course members was really useful, an open Q and A at the 
end of the session to highlight issues and problem solve as a group would be good 

 No  (x3) 
 

Q3 An action that I will take within the next 8 weeks to change/improve the 
way we manage our volunteers? 

 Look at ‘role specifics’ – ensure roles are defined clearly in role profiles 

 I take the point about involving volunteers more in discussions around changes 
under way 

 Use discussions from the day to inform development of role description 

 Write and pull together volunteer handouts, adjust & improve current volunteer 
agreement, as volunteers for what they’d like in handbook 

 Start supervisory meetings & hopefully begin re-training 

 Contact other volunteer managers to look at their documents / policies 

 Continue / complete rewrite of volunteer handbook 

 Review policies – content / relevance 

 I will be re-writing the Redoubt’s volunteer policy 

 Make handbook more concise, look at volunteer policy 

 Amend the volunteer guide 
 

9 
1 

0 
0 

Excellent

Fair

How would you rate the 
training materials/content? 
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Q4 Any other comments? 
 Very useful day 

 Thank you 

 Well worth attending 

 A huge thank you for the session! 

 I am running a museum induction / presentation for all museum volunteers next 
Monday; this course will help me develop a very relevant presentation 

 Excellent. Good venue too. 
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Day 2 10 June 2013 

To help us evaluate the overall programme we would be grateful if you could answer the 

following questions. Thank you. 

 

 

 

Q1 What was useful / helpful / relevant? 
 

 The peer learning process was really helpful, plus having similar minded people to talk 
to 

 The contact with personnel from other museums and their experiences. Plus the 
interesting models covered. 

 How we looked at ourselves – i.e. support, guide, direct – balancing managing.    

 Dealing with conflict – approaches 

 Peer support discussion 

 Others’ experiences, views and opinions 

 Model of how to give guidance to volunteers.  Delegation ideas 

 Theory and models. Sharing experiences 

 Talking through issues and identifying motivations of volunteers was very enlightening.  
Looking at effective delegation processes should help for the future 

 Ways of looking at leadership and management.  Ideas for recruitment. Generally 
thought provoking 

 

10 
0 
0 
0 

Excellent

Fair

Please rate the overall 
programme 

9 
1 

0 
0 

Excellent

Fair

How would you rate the 
training delivery/facilitation? 

9 
1 

0 
0 

Excellent

Fair

How would you rate the 
training materials/content? 
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Q2 Any suggestions for improving the day? 
 No 

 Perhaps ensure all attendees understand the specific tasks set during the day, so 
less digression 

 Possibly more time for delegation and conflict resolution 

 More time to discuss in pairs/smaller groups rather than big group 
 

Q3 An action that I will take within the next 8 weeks to change/improve the 
way we manage our volunteers? 

 Have more involvement with volunteers and consider a voluntary volunteer co-
ordinator 

 I am going to implement volunteer surveys for feedback and also conduct appraisal 
sessions for volunteers 

 Develop project task briefs for specific volunteer roles – but develop with their 
input. Delegate well and appropriately! 

 More visuals. Use of  a volunteer renewal form, and enhancing delegation process 

 Timetable and plan actions, use learning to inform next actions. Am going to 
receive volunteer handbook copy from another attendee to help inform this 
process 

 Revisit and improve my volunteer role descriptions.  

 Think about how and what I can delegate 

 Write a role description for current volunteers and consider additional role 
descriptions / volunteer opportunities 

 I’m hoping to delegate more to volunteers 

 A problem solving procedure will be written!  Look at my job description and 
identify potential areas of delegation 

 

Q4 Any other comments? 
 Very useful sessions which have filled a gap in my knowledge 

 Really helpful, beneficial course 

 V. enjoyable 

 Thank you 

 Very useful to hear how other places manage volunteers, and peer sharing 

 Thank you for a helpful and interesting course. 
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Appendix 1: TRAINING NEEDS ANALYSIS February 2013 

VOLUNTEER MANAGEMENT TRAINING – Please tick any of the following topics that 

you would like to cover on the course.  From the topics that you have ticked, 

please could you choose your top three and then place them in rank order: 

Topic 
 

Tick  

Encourage the development of your volunteers 
 

2 3 

Recruit and select volunteers 
 

3 1 1 1 2 

Welcome and induct volunteers 
 

2 3 

Provide appropriate and effective support and direction 
 

1 3 1 3 2 2 

Motivate volunteers 
 

2 3 

Coach and train volunteers 
 

 

Help others in your museum to value and support volunteers 
 

2 

Assess and evaluate a volunteer’s contribution 
 

 

Recognise and celebrate volunteers’ achievements 
 

3 

Give and receive positive and constructive feedback 
 

2 

Develop and review volunteer policies, agreements and 
handbooks 

1 3 1 1 

Work within a legal framework for managing volunteers 
 

2 3 3 1 1 

Plan and organise the work of your volunteers 
 

 

Delegate effectively 
 

1 

Monitor and evaluate the outcomes of your volunteer 
programmes 
 

3 

Deal with conflict and problems affecting volunteers 
 

3 2 2 1 2 
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Appendix 2:  

Collated Responses to follow up evaluation March/April 2013 

 

What did you learn on the programme?   

[Try to identify at least 3 key learning points] 

 Contents of what should be in a volunteer policy and handbook – for some 

reason much clearer and understandable than in previous meetings 

 Acknowledging the responsibilities and problems caused by other members 

of staff and that staff also need to be trained in how to communicate to 

volunteers and what they may ask volunteers to do. 

 It is always great to learn problems that other establishments are facing re 

volunteers and how our joint ideas can help the whole. 

 Legislation and the importance of words: learning agreements – ideas on 

content and the legal implications of wording and signing documents 

 The group revealed the diversity that exists within volunteering – both 

volunteers themselves and how they are managed. This diversity seemed to 

suggest that although there are areas of general good practice ( and 

legislation to be complied with) there is no hard and fast rule on how to do 

things. This was very reassuring. 

 Generally feel more confident now on the legal context  

 The need to consider the wording of any volunteer agreements 

 The need to address any issues with individual volunteers at the earliest 

opportunity 

 The importance of a regular one to one review with volunteers 

 1.Being careful with agreements and not implying a contract for volunteers. 

 2. The need to obtain a DBS check when relevant. 

 3. That volunteer expenses doesn’t have to be capped 

 Essential to review and evaluate my perceptions of my role and the 

procedures and processes expedited in role. 

 Advantages of learning from the experiences of others in roles similar to 

mine. 

 The importance of using knowledge gained from ‘1’ and ‘2’ to develop and 

improve my strategies for managing and leading the Museum’s volunteers. 

 The importance of sound policy documentation and guidance for volunteers.  

 Help with dealing with “problem children” in voluntary context.  

 Legal terminology 

 How to write a good volunteer recruitment ad 

 How to write policy document 
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What have you done differently as a direct or indirect result of the course? 

  

 A new volunteer handbook and policy are being written along with a whole 

new administration of volunteer rotas and details being implemented. 

 Meetings with other members of staff and director have resulted in staff 

training to be in place in 2014  

 Updated documents – learning agreement and Volunteer policy 

 Nothing as yet 

 Drawn up a volunteer agreement which has been sanctioned by our Board of 

Trustees 

 Rewriting process of documentation commenced. 

 Continuing challenges with a particular individual are currently being 

addressed. 

 Explore the need for us to reach all generations and inspire the younger 

ones to get involved. 

 I am reviewing and changing volunteer recruitment procedures in order to 

be more flexible in my approach.  For example, I now invite people who 

express an interest in volunteering at the Museum to meet and discuss with 

me their interest and aspirations – before asking them to complete the 

Museum’s ‘Volunteer Introduction Form’ and to provide references.  This is 

common sense and saves time later on. 

 Re-considered and modified content of the Museum’s draft ‘Volunteer 

Handbook ‘ (formerly ‘Volunteer and Staff Handbook) now in preparation. 

 I am striving to improve communication with and between the various 

volunteer groups across the Museum. 

 I am working to improve the management and leadership capability of 

individual volunteer group heads by helping them to identify priorities, 

giving them advice when appropriate and monitoring their  progress. 

 I am reviewing volunteer induction process and have identified ways in 

which the process can be made more relevant and interesting. 

 Changed recruitment procedure 

 Found specific roles for interested individuals 

 Offered more social incentives 

What more do you hope to implement? 

 The implementation of the above will be the starting block. We shall see 

how it goes 

 I’ve compiled a volunteer handbook and hope to see this develop and 

become a useful tool for volunteers and staff! 

 All the 3 points identified above. [from the individual who had yet to make 

changes]. 
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 Create a new volunteer handbook 

 Produce a new policy document for volunteers. 

 Change format of annual pre-season meeting of volunteers, to make it more 

relevant and enjoyable for attendees. 

 Additional objectives should fall out of the work in progress summarized 

above. 

 Development programmes for volunteers including at Trustee and Director 

level where we have a number of issues to address 

 Attracting the younger generation to heritage transport 

 Rewrite policy 

What support have you had to implement your learning?    

[This could be from within your museum, from others you met on the course, or 

from somebody else] 

 Discussions with other volunteer managers, help from departments within 

own museum and support from staff to have a go and make new ideas work. 

 n/a  [from the individual who had yet to make changes]. 

 A group of volunteer co-ordinators from different departments have 

discussed and agreed a way forward with our Volunteer Policy 

 I am supported by Dr Claire Seymour, Chief Executive Officer and Curator. 

 I would like to keep in touch with course members and exchange ideas and 

information. 

 Attending conferences and training courses, networking as appropriate to 

keep updated and abreast of developments particularly regarding attracting 

younger people to what we do.  

 Fed back to others in the museum so we have all worked together to 

improve 

What additional support or training would be helpful? 

 I would like assistance in how to inform other staff members of the key 

issues involving volunteers e.g. – how to communicate, what activities are 

acceptable to ask volunteers to do and what is not, how to remind people 

that these are wonderful human beings offering their energy and skills for 

free, legal guidelines and what is acceptable behaviour from both staff and 

volunteers and so much more! 

 Would be good to have opportunities to meet to share experiences and 

examples of what to do – not to do! 

 I am confident about implementing the above in due course without 

additional training 

 A recognised certificate to say that we had been on your course. Apart from 

the hand-outs there is no recognition of the input. 
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 Updates on matters relating to the management of volunteers – all aspects – 

would be a great help. 

 Further get-togethers would be most helpful. 

 Not sure at this point but I will keep seeking and taking opportunities as 

they crop up as required. 

 Volunteer management software/forum  

Notes of participant telephone interview by Maggie Piazza 5 July 2013 

To begin with I was quite sceptical about some of the ideas put forward, but I 

quickly realised there were actions I needed to take to make the volunteering 

programme more effective. The course enthused me and gave me a sense of 

urgency, it acted as a catalyst. The programme came at a good time for me, 

because I had something to base it on – having worked with inherited systems for 

enough time to evaluate them. 

Key improvements: 

1. Now using a much more flexible approach to recruitment and selection.  

We’re saving time and it’s much better for the prospective volunteers 

2. Reviewing and re-writing the volunteer handbook, getting other people 

involved as appropriate. I’m basing the content on what people ask me in 

their first few weeks and months. 

3. I’m not sure groups share people resources between each other, it depends 

on who you know. I’m now starting to keep a record of skills and 

experience, something that all can use. 

4. I’m working on the induction which formerly consisted of health and safety 

only. I’m getting the museum director involved now, giving information 

about the museum. And a volunteer is going to take over the delivery of the 

health and safety section. Heads of group will be responsible for the role 

specific induction. 

5. I’m working to improve the way heads of group are identified. Instead of an 

open election, we’re introducing a process whereby people can put 

themselves forward or be nominated. The list is sent round to all group 

members, who can comment in confidence. Staff then assess who will be 

most suitable. 

Future support: 

It would be good to get together with other volunteer managers, but suggest it 

needs to be themed round a particular topic and facilitated by an outsider. 
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Appendix 3  

Collated Responses to follow up evaluation May / June 2013 

 

What did you learn on the programme?   

[Try to identify at least 3 key learning points] 

 Writing up a new volunteer agreement – looking at other volunteer 

agreements and thinking about the wording to use was very helpful 

 I learnt about what motivates volunteers to initially want to help the 

organisation, which isn’t something I’ve thought about before 

 The group session in which we discussed a problem that someone had with a 

volunteer and the group offered advice was a great way of helping to deal 

with a situation 

 I’m only as good as my volunteers 

 Good communication is key 

 Explain things, then trust people 

 Give constructive feedback 

 We all have similar problems 

 Meeting other managers was very useful 

 How to give direction effectively 

 That people want different types of reward (affiliation, recognition, power) 

 That all volunteer managers have to resolve conflict 

 How to create well worded volunteer agreements without legal jargon etc. 

 How to best give volunteers more confidence in their skills and gradually 

offer them more ownership/control over their projects 

 Made me reflect on the way I currently manage volunteers and introduce 

them to the museum e.g. young volunteers under 18, how to make them 

feel part of the team, how to give them better instructions and make sure 

they feel equipped to do the tasks 

 

What have you done differently as a direct or indirect result of the course? 

 I have been able to start dealing with volunteers more confidently and 

suggest appropriate times that they can come and see me to speak to, 

instead of just walking into the office 

 I’ve tried to encourage volunteers to ‘just do it’ 

 I’m focussed more on outputs than inputs 

 We’ve introduced a Volunteer Loyalty Card 

 Created a volunteer policy 
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 Created a structured system of project work for volunteers 

 I now always provide written and verbal instructions for projects 

 I have set up a re-training log for old and new volunteers to refresh their 

skills 

 Done exit question interviews with volunteers to feedback on their time 

here.  

 Used under 18s in a summer short term project (had previously felt uneasy 

about using young volunteers rather than them just coming for a week’s 

work experience) 

 Developing a volunteer handbook and asking current volunteers to 

contribute their ideas to it 

 Discussed with the rest of the museum team about projects where 

volunteers can be used and encouraged them to consider volunteer projects 

when starting a task quite informally but I’ve tried to make everyone aware 

of what new volunteer applications are in and continual discussion how to 

use volunteers in all aspects of the museum 

What more do you hope to implement? 

 I hope to introduce a more structured programme of tasks for volunteers 

and keep regular meetings with volunteers to ensure they are happy to 

continue volunteering 

 I’m looking to provide more loyalty benefits 

 We’re opening more exhibits so I hope to get even greater flexibility from 

the Stewards in particular 

 I will begin to retrain volunteers in a couple of weeks led by their own 

suggestions 

 I have continued thinking about how best to develop volunteers and 

encourage them to take ownership of their projects. I would like to aim to 

get to the point where these regular volunteers come to me with an idea 

about where they have identified their skills/time being used effectively on 

a project or good idea they’ve had 

 A good process of using current volunteers to pass on information to new 

ones - more shadowing, group meetings (often volunteers come in on 

different days so don’t get to discuss ideas with one another) 

 Establish a set of targets/aims for the volunteer programme and measure 

these over the next year. I recognised that at the moment I’ don’t have a 

way of proving all the value that the volunteers add – or what The Novium’s 

aims are for the volunteer programme (in terms of who we want to 

volunteer here – young people, graduates, parents, retired archaeologists 

AND what we want the volunteers to leave here with – skills, confidence, 

network) 
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What support have you had to implement your learning?    

[This could be from within your museum, from others you met on the course, or 

from somebody else] 

 Mostly from others I have met on the course 

 All the staff here are very supportive but we are a small team (27) with a 

large museum (150,000 + visitors/year) and over 450 active volunteers so 

it’s not easy for them 

 The other course participants have been really helpful in sharing advice and 

information since the course and we support each other 

 I’ve had few emails from other people on the course – and do feel I could 

email them with questions 

What additional support or training would be helpful? 

 I would like to look further into setting up volunteer agreements and 

working with volunteers on projects 

 My only issue at present is saying ‘no’ but at worst I’ve only 4 years and 

then I’ll retire 

 I would like more training on how to recruit and manage volunteers from 

hard to reach audiences such as the visually or hearing impaired 

 The training days were very useful to question my assumptions about 

volunteers, for example why do I ask them to sign a volunteer agreement if 

it’s not a legally binding document and there’s no real need to? 

 I think support from the rest of the museum team is essential to making all 

this training useful – I would like to present some of the good practice and 

ideas for getting the best from volunteers at one of the team meetings – so 

maybe some ideas/tips for how to share what I’ve learnt with my colleagues 

would be useful so they get a taste of what the course is about and the key 

points from it that would apply to them 

 


