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1. Summary  
 
Volunteers for Museums created a window of opportunity for museums in the BOB 
region to reflect on volunteering and plan for its future within their 
organisations.  
 
The project provided support in the form of training, communications and 
equipment.  

 
Volunteers for Museums started life as the Volunteer Workforce Development 
Project bid in mid-2009. It was developed by MERL in conjunction with the 
Thames Valley Museums Group and Renaissance South East.  
 
The project became a partnership of nine museums or museum services in the 
Berkshire, Buckinghamshire and Oxfordshire sub-region.  
 
Renaissance South East provided funding of up to £250,000. The final figure was 
£218,096.  
 
The project team was recruited in January 2010.  A team of six were based at 
MERL and worked with staff at each partner organisation.  
 
Key Achievements  
 

 Valuable experimental activity around museum volunteering took place in 
the BOB region that would not have happened otherwise. 

 

 A greater recognition by partner museum staff of the skills, effort and 
resources needed to manage volunteering effectively.  

 
 A higher profile for volunteering among partner museum staff including 

senior managers. 
 

 Over 150 new museum volunteers were recruited on the back of the 
project.  
 

 Over staff/volunteers undertook training funded by the project.  
 

 Over 30 non-hub museums were supported by the project. 
 

 Three partner museums have signed up for Investors in Volunteers.  
 

 The establishment of the BOB Heritage Volunteer Managers’ Forum.  
 

 Partner museums have been given the opportunity to prepare for the 
forthcoming inclusion of volunteer management in Museum 
Accreditation.  

 
The project ended on 31st March 2011.  
 
The legacy includes online volunteer management tools; the BOB Heritage 
Volunteer Managers’ Forum; and partner museum volunteer management plans. 
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Recommendations 
 
 

1. That museums should seek to formalise and adopt a planned approach to 
the management of their volunteers and ensure that they articulate a clear 
vision for volunteering within their organisation that is reflected in 
strategies, policies, plans and job descriptions.  
 

2. That museums should aim to base their volunteer management on 
recognised good practice ensuring, where possible, that they aspire to 
meet nationally recognised standards such as those set out by 
Volunteering England and other sector organisations.   
 
In particular this should focus on procedures in relation to recruitment 
and the training of volunteers so that they are more clearly acknowledged 
as part of the museum workforce.  It should also include a commitment to 
support all museum staff to access the training opportunities they need to 
develop an appreciation of volunteer management - including the 
development of volunteer roles - as a fundamental part of their 
engagement remit. 
 

3. That all volunteering activity within your museum is subject to a process 
of monitoring and evaluation, including the regular review of volunteer 
management process and procedure so that roles and responsibilities of 
staff and volunteers are clear and fit for purpose.  
 

4. That overall responsibility for volunteer management is clearly defined 
and understood within your museum structure, including that an 
identified  member of senior management is responsible for volunteering 
and,  where applicable, for the line management of the Museum’s 
volunteer coordinator post. 
 

5. That museums should seek appropriate ways to recognise and gather 
evidence on the contribution of volunteers to their organisation. 
 

6. That museums take steps to develop and sustain links with partner 
organisations in relation to their local communities and to relevant 
volunteer agencies as a means of maintaining awareness of current 
practice and as sources of generic training and recruitment and 
engagement with potential volunteers. 
 

7. That museums aim to secure resourcing to support their volunteering 
programmes adequately, ideally through a dedicated a budget for 
volunteer management and, if possible, support for those unable to meet 
travel and other costs associated with participation. 

 
8. That museums commit to maintaining membership of support networks 

(e.g. BOB Heritage Volunteer Managers’ Forum and the Association of 
Volunteer Managers) and other key partners in relation to volunteering to 
ensure that good practice is shared and disseminated as widely as possible 
and to maximise opportunities for collaborative and partnership working. 
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Quotes 
 
 
“I saw the volunteer opportunity on the website. The museum people and other volunteers 
are really friendly and the work enjoyable.  We are a little team of volunteers helping each 
other.” -  A new volunteer, Reading Museum. 

 
 
“My team are excited about moving our project forward to deliver more volunteer 
opportunities.” - Matthew Williams, Manager at Reading Museum. 

 
 
“Thank you so much for our super visit today, the children experienced so much and 
learned lots. Especially big thanks to your volunteers who gave a lovely and very interesting 
dimension to the day with their very well pitched and lively presentations.”  – Teacher 
visiting MERL with a class and meeting newly trained volunteers. January 2011. 
 
 
“I just wanted to say thanks so much for all your help and support during the Volunteer 
Workforce Development Project. It’s been a great success for the River and Rowing 
Museum.” - Suzie Tilbury, Deputy Curator, River and Rowing Museum. 
 
 
“A highly successful museum volunteering project that we have benefitted from” - Paul 
Mainds, Director, River and Rowing Museum, February 2011. 
 
 
“The project allowed us the freedom to gather knowledge to reach out to the wider 
community and share with others.”  - Grace Wilson, Visitor Services Officer, 
Wycombe Museum. 
 
 
“It was fun and I learnt a lot. It gave me permission to do things and develop my ideas.”  
“It helped me see the museums in a different way, stories and characters as well as objects.” 
- Volunteer tour guides at MERL talking about their training. 
 
 
“We had two very successful interns from Reading University. One has since been in touch 
to express her continued interest in developing a career in Museums, we will be delighted to 
offer further volunteer opportunities to her.” - Zara Luxford, Manager, Wycombe 
Museum. 

 
 
“Volunteers in Museums has made an enormous difference to our Museum. The funding has 
enabled us to provide much wider range of training for our volunteers on the collections 
and new craft skills, and the provision of higher quality resources for our volunteer 
management procedures. The services of Daffodil Forbes to develop a relationship with local 
black and Asian communities as future volunteers and visitors to the Museum, was 
absolutely essential.” - Sue Shave, Director, Chiltern Open Air Museum. 
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2. Background 
 

Volunteers For Museums was a partnership of nine museum or museum services 
across Berkshire, Buckinghamshire and Oxfordshire, based at the Museum of 
English Rural Life (MERL). They included local authority, university and 
independent museums.  
 

 Banbury Museum (Cherwell District Council) 
 

 Buckinghamshire County Museum Service (Bucks County Council) 
 

 Chiltern Open Air Museum 
 

 Milton Keynes Heritage Strategy Group  
 

 Oxfordshire County Museums Service (Oxfordshire County Council) 
 

 Reading Museum (Reading Museum and Town Hall, Reading Borough 
Council) 

 

 The Museum of English Rural Life (Museums and Special Collections 
Services, University of Reading) 
 

 The River and Rowing Museum  
 

 Wycombe Museum (Wycombe District Council) 
 

The project goal was to work as a 
partnership to embed good practice in 
volunteer management systems now; so 
ensuring that volunteer teams can be 
built up and sustained in the future. 
 
Partners were aware that good practice 
around museum volunteering existed in 
the sub-region, but that there was scope 
for improvement and the sharing of 
knowledge and skills. The original name 
of the project, ‘Museum Workforce 
Development Project ’, reflected a desire 
to increase the capacity of museums by 

extending the scope and reach of 
services through the use of volunteers. 
 
Up to £250,000 of funding was made available by Renaissance South East and 
administered by the University of Reading.  
 
The project planned to contribute to the RSE programme area ‘Museum 
Development’ and programme strand ‘Supporting Museums’. In addition, it 
planned to contribute to Renaissance South East Outputs 14, 19, and 21 - around 
training, volunteers, and supporting non-Hub museums.  

Picture 1: Sarah volunteering at Reading 
Museum 
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In Summer 2010, a project plan was agreed that emphasised the need to 
concentrate on supporting the partners with less experience of volunteering with 
the development of their volunteer management systems; and encouraging the 
more experienced museums to share their knowledge and extend the reach of 
their programmes.  
 
The main deliverables of the project were to be:  
 

 Volunteer management systems improvement 
 Continuous professional development in Volunteer Management  
 Volunteer recruitment/retention/training  

 
We planned to deliver these though: 
 

 Facilitating Learning (lessons learned by partner organisations and 
individuals) 

 Providing Services (training; CPD; lessons learned dissemination) 
 Funding Materials (improved volunteer 

management/recruitment/retention materials) 
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3. Aims and Objectives 
 
The broad aim of the project was to bring about changes in attitude, knowledge, 
skills and practice around volunteering and volunteer management in the 
museum sector in order for it to operate effectively and appropriately in the 
future; taking changing economic, social, cultural, and environmental factors into 
consideration.  
 
The project was NOT about encouraging the replacement of paid staff with 
volunteers.   
 
 The project was concerned with increasing the capacity of museums to do more - 
for more members of the public - through the involvement of volunteers.   

 
 
3.1. Definitions 

  
We defined museum volunteering as any activity which involves spending time, 
unpaid, supporting the work of a museum in its broadest sense. We included in 
the term 'volunteers', people whose primary reason for volunteering is to support 
the museum and/or its audiences; as well as those who are primarily seeking 
experience, knowledge, and skills through volunteering/work placements in 
order to improve their quality of life and/or economic life chances. We included 
work experience students in this definition. 
 
We considered good volunteer management to be about ensuring a balance is 
found and maintained between: the needs of the museum; the needs of potential 
and existing volunteers; and the needs of people in a museum’s community. 
Regular reviews are needed in order to ensure that the number and diversity of 
volunteering opportunities (in terms of the roles carried out by volunteers) 
reflects this balance. 
 
In addition, we believed that a healthy volunteer team reflects the diversity of a 
museum’s local community in terms of the social, cultural, economic, education, 
and skills backgrounds. 
 
We used a simple definition of learning, one recognised by the Institute of 
Learning. 
 

‘Learning is a change in skills, attitude, or knowledge’ www.ifl.ac.uk 
 
We are also informed by MLA’s Inspiring Learning for All.  
 
Training was used as an umbrella term for any activity that enables learning. 
Examples included: group teaching; mentoring; one to one coaching; tutoring; 
shadowing; work experience; on the job training; attendance at courses, 
workshops, conferences; CPD; formal and informal knowledge, skills, or attitude 
related learning; and shared learning among professionals.  
 
 
 
 

http://www.ifl.ac.uk/
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It became apparent from an early stage that terms such as ‘volunteer workforce 
development’ and ‘volunteer management’ meant different things to different 
people and were fraught with difficulties.   The team decided to give the project 
the less formal working name of Volunteers For Museums. The intention was to 
alleviate the fear of museum staff (and the public) who worried the project might 
be an attempt to replace paid staff with volunteers, and avoid confusion around 
the word ‘management’.  
 
The term Volunteer Management is a relatively new one which can be used to 
describe working with volunteers at any level of formality. Although it is in wide 
spread use in the voluntary sector and is a concept which is growing into a 
recognised profession, the team found that it was not necessarily something that 
museum staff knew much about. (See later, Training). The team defined quality of 
volunteer management for the purposes of the project as ‘the appreciation and 
application of good practice as outlined by bodies representing the voluntary 
sector, and a commitment to institutional learning’.  
 
 
3.2. Objectives and Outputs 
 

A number of quantitative targets were agreed with Renaissance South East in July 
2010.  
 

Table 1: Summary of Targets 

OUTPUT TARGET ACHIEVED? 

Volunteers for Museums online 
tools 

Continued presence on MERL 
website with useful links to 
disseminate good practice 

Yes 

Review of existing partner 
volunteer management systems 

9  Yes 

Development of volunteer 
management plans by partners 
to embed good practice 

9  Yes 

Museum volunteers recruited  100 Yes 

Museum volunteers and 
volunteer managers trained to 
promote increased capacity  

30  Yes 

Partnerships with external 
organisations  

15  Yes 

 
 
In addition to the targets outlined in the agreement with Renaissance South East, 
the team devised a number of SMART objectives to help them focus their work 
and give it some context. These were:  
 
 

A) To improve the quality of volunteer management in the partner museums 
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(with reference to the needs of both the museums and the volunteers) by 
31st March 2011. Improvements will be reflected in the production of a 
Volunteer Management Plan, agreed by each partner management team 
by 31st March 2011. 

 
 

B) To develop the skills 
of partner museum 
staff and volunteers in 
line with the 
overarching aim of the 
project, by means of a 
training programme 
and the establishment 
of a BOB sub-regional 
Heritage Volunteer 
Managers Forum, by 
31st March 2011. 
 

 
C) To disseminate lessons 

learned to the wider 
museum and 
volunteering sectors 
(and other sectors 
such as health, social care, lifelong learning as appropriate), by growing 
and promoting the Volunteers for Museums website, by 31st March 2011. 
(Note: the website will continue to be hosted by the University of Reading 
on the MERL website).  

 
 
3.3. Objectives at Partner Level   
 
Each partner museum had its own ideas about how volunteering might be 
developed within its organisation - and the extent to which it would be able to 
engage with the project. These objectives were summarised by the team in Spring 
2010 and are outlined overleaf:  
 

Picture 2: Artefact handling training at Chiltern Open 
Air Museum 
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Table 2: Summary of Partner Aims 

 
Banbury Museum  
 
Aims: To expand reminiscence services to Kidlington through volunteer led 
facilitation; recruitment of volunteers for arts workshops for people with 
disabilities. 
 
Objectives:  
 

1. To recruit volunteers for both projects. 
 

2. To recruit a team of volunteers, one or more with specific co-ordination 
roles. 

 
3. To train staff and volunteers to deliver the services outlined in the aims.  

 
4. To set up a volunteer recruitment process including induction. 

 
Training:  
 

 Training of museum staff and volunteers in volunteer co-ordination.  

 Training of volunteers in reminiscence.  
 Disability awareness training.  

 
Marketing / market research: 
 

 Advertising for recruitment of new roles. 

 Feedback from Kidlington community about response to scheme. 
 
Key relationship building: 
 

 Age Concern UK 
 Local history society in Kidlington 
 Cherwell District Council (services for older people) 

 Cherwell CVS  
 
 
Buckinghamshire County Museum 
 
Aim: To establish a sustainable system of volunteering that will support future 
changes at the museum. 
 
Objectives:  
 

1. To unite volunteer management practice across both museum sites – 
Halton and in Aylesbury. 
 

2. Celebrate the contribution of volunteers through recognition, 
development opportunities and good use of skills. 
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Chiltern Open Air Museum  
 
Aims: To broaden volunteering opportunities at the museum; provide better 
training; to improve collections knowledge and visitor engagement techniques; to 
review volunteering procedures and documentation and attract volunteers from 
ethnically diverse backgrounds.  
 
To promote the opportunity of volunteering in museums rather than other social 
causes, particularly to younger people as many volunteers in museums (apart 
from university museums) are older people. 
 
 
Objectives:  
 

1. To establish links and outreach to local BME communities, young people 
and corporate bodies, encouraging participation through visiting and/or 
volunteering. 

 
2. The recruitment of more customer-facing roles, especially front of house 

such as the ticket office, shop and stewarding the collection. 
 

3. To provide a range of training and learning opportunities for existing and 
new volunteers on background knowledge of the buildings and artefact 
collections, artefact conservation and handling and learning new skills in 
visitor engagement and traditional craft. 

 
 
 
Museum of English Rural Life 
 
Aim: To broaden the involvement of volunteers at the museum and special 
collections service, supported by good practice in volunteer management 
 
Objectives: 
 
 

1. Recruitment of volunteers to support the Front of House staff with 
welcoming visitors and users to the museum and special collections. 
 

2. Ensure volunteer recruitment and retention is of a high standard, using 
sustainable methods and structures. 
 
 

 
Milton Keynes Strategy Group  
 
Aim: To review volunteer management systems within the Strategy Group, by 
sharing experience, resources and expertise.  
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Oxfordshire Museum Service 
 
Aim: To involve the local community in ensuring the sustainability of the 
museum through volunteering; to increase opportunities for local people to 
enjoy/experience museum volunteering.  
 
Objectives:  
 

1. Recruit volunteers for specific roles including garden tasks. 
 

2. Improve volunteer management including systems and staff training. 
 
 
 
Reading Museum  
 
Aims:  
 

1. To increase the number of volunteering opportunities (in terms of the 
roles carried out by volunteers) in the museum. 
 

2.  To disseminate good practice, based on the evaluation of our project and 
its deliverables, to the wider museum and volunteering sectors (and other 
sectors such as health, social care, lifelong learning as appropriate). 

 
Objectives:  
 

1. To devise a process for the recruitment and management of volunteers.  
 

2. To train and develop volunteers and staff so that Reading Museum 
continues being a centre of excellence for reminiscence training and 
services. 

 
3. To create a list of projects that will allow volunteers from diverse 

backgrounds to aid both their own and the museum’s development. 
 

4. Volunteers to be trained so that they can fulfil their role with the highest 
level of customer service and satisfaction. 
 

5. The design and manufacture of three themed memory boxes. 
 

6. To train museum staff in the development and delivery of handling boxes 
and delivery of reminiscence services. 
 

7. To develop opportunities for intergenerational volunteering. 
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River and Rowing Museum 
 
Aim: To improve volunteer management (including structure, processes, 
recruitment and development) 
 
Objectives:  
 

1. Recruitment of a diverse volunteer workforce (e.g. through recruitment 
days) focusing on new volunteering opportunities (e.g. new volunteer 
tasks) within the museum.  

 
2. Improve the volunteer management structure - including recruitment to 

specific roles (i.e. use of role descriptions). 
 

3. Increase awareness of volunteering among museum staff across 
departments. 
 

4. Training of staff and all volunteers (new and existing). 
 

 
 
Wycombe Museum 
 
Aim: To broaden the ethnic demographic of the volunteer workforce. 
 
Objectives:  
 

1. To continue building the community links following the oral history 
project. 

 
2. To monitor changes in volunteer ethnicity.  

 
3. To create reminiscence boxes with specific 

communities in mind e.g. memories of 
1950s Caribbean communities.  
 

4. To gain an understanding of social/cultural 
barriers and/or obligations that may 
impact on people from BME communities. 
 

5. Volunteers Week (June) activity to build 
awareness of volunteering and help with 
retention of existing volunteers. 
(Photographer/ personal stories)  
 

 
 

Picture 3: Daffodil Forbes, 
Diversity Consultant 
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4. Project Activity   
 
The following sections summarise the activity that took place during the project. 
These facts and figures only tell part of the story - and do not begin to reflect the 
amount of project-inspired effort put into volunteer related activity by the 
partners over the course of the project. (See later, Evaluation).  
 
 
4.1. Online Tools  
 
It was a condition of the funding that the project should disseminate good 
practice about volunteering in museums.  
 
The website at www.reading.ac.uk/volunteersformuseums was soft-launched in 
the Summer of 2010.  It contained basic information about the project. It was 
agreed that the final content would be made up of research and tools developed 
over the course of the project that could support museums in volunteer 
development.   
 
 
4.2. Volunteer Management Reviews  
 
A simple method of reviewing of each partner’s volunteer management system 
was designed and undertaken. By completing a checklist, museums could assess 
how close they were to adhering to recognised standards of good practice.  
 
The checklist is largely based on the nationally recognised Investing in Volunteers 
scheme, as well as similar tools such as the National Trust’s ‘Essential Standards 
of Volunteering’. It is a quick and simple way to see which systems are in place 
and what is and is not being done.   
 
The partner museums were also given the option of carrying out a RACI exercise. 
This maps out who does what within an organisation in terms of responsibilities, 
accountabilities, consultation and informing - with respect to each aspect of 
volunteer management.  
 
Once the partners had completed the checklist, we wrote a review based on the 
information and conservations with partner staff. The aim was to provide 
information useful to museum staff undertaking volunteer management, 
especially if they were new to the concept.  
 
 
4.3. Volunteer Management Plans  
 
What is a Museum Volunteer Management Plan and what might it look like? 
These are the questions the team asked themselves and the partners. It was 
obvious from early on that if we were to achieve our aim of improving the quality 
of volunteer management, then we would need a goal to aim towards that 
embedded the institutional learning that the team hoped would take place.  
Because of the differing levels of experience of volunteering within the 
partnership, it was clear that some museums would find this exercise more useful 
than others. The steering group agreed that the priority was for the partners to 

http://www.reading.ac.uk/volunteersformuseums
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develop a plan – or in some cases to collate existing documents into a plan - that 
was useful for them. Volunteer Management Plan Training was devised and 
organised for the partners, and a template provided to those who wanted one.  
 
 
4.4. Volunteers Recruited 
 
From the outset it became apparent that although some partners would require 
resources for volunteer recruitment, the priority for the project should be to 
ensure that the all the partners had systems in place on which they could base a 
higher level of recruitment in the future. A number of partners had low levels of 
volunteers (under 10) and wanted a few more, whereas some had a hundred or 
more and could cope with a steady stream of new recruits. Each partner was in a 
different situation.  
 
All partners made attempts to increase the visibility of volunteering opportunities 
on their websites. In the case of Wycombe Museum, the project was able to 
partially fund improvements to the website that might attract volunteers from 
the Asian and African Caribbean communities, on the back of an oral history 
project.  
 
A number of partners ran volunteer recruitment days which were advertised in 
the local press, for example the River and Rowing Museum and Chiltern Open Air 
Museum. Both were keen to attract both traditional and non-traditional museum 
volunteers.  
 
As Suzie Tilbury makes clear in the quote below, support and informal training 
was made available for staff to help them recruit according to best practice.  
 

“I worked with colleagues to develop new volunteer role descriptions which were the 
focus of the recruitment day. So far we have about 12 new roles across all 
departments.” - Suzie Tilbury, River and Rowing Museum. 

 
A number of partners attempted to build partnerships with other organizations in 
an attempt to recruit volunteers. For example, the volunteer coordinator at MERL 
started to make contacts with members of the Reading Informal Adult Learning 
Network and recruited a large number of new (often young) volunteers at a Jobs 
and Learning Fair run by Reading Borough Council.  

 
Banbury Museum went a step 
further and made links with Age UK 
and Leonard Cheshire Disability in 
an attempt to encourage volunteers 
from those organizations to deliver 
museum activities for their clients.  
 
The project contracted a PR 
consultant with experience of the 
sector to develop and write a press 

release for each partner. The aim 
was to raise the profile of museum 
volunteering across the three 

Picture 4: Archive volunteers at the Museum 
of English Rural Life 
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counties.  In the longer term it is hoped that this will help to gain more public 
recognition for what the museums contribute to society by offering volunteering 
opportunities – and, importantly, lead to more people coming forward to 
volunteer.  In total, ten press stories were written, including a generic one about 
the partnership. The subjects chosen to focus on were:  
 

1. MERL: a retired husband and wife who both volunteer at the Museum  
2. Wycombe: 18 year old Asian student and friend 
3. Bucks County Museum :18 year old schoolgirl studying Archaeology  
4. Banbury: volunteer working with people with disabilities 
5. Oxfordshire County Museum: volunteer who is long term sick  
6. River and Rowing : a newly recruited student volunteer 
7. Reading  Museum: reminiscence sessions facilitated by volunteers 
8. Milton Keynes: volunteer recovering from stroke  
9. COAM: family of volunteers  
10. Partnership story  

 
 
4.5. Training  
 
Training was going to be a major aspect of the project from the outset. Initially, it 
was envisaged that partner museums would share their skills and knowledge in 
different aspects of volunteering with each other, but the project was able to 
support a much wider programme of training than that, by providing funding. (A 
full list of training undertaken is included in the appendices). 
 
Training for Staff  
 
In almost every case, senior managers were keen to encourage their staff to 
attend external volunteer management related training, delivered and/or funded 
by the project. In addition the partners were able to fund in-house or consultant 
led training at their own venue. The project also covered the expenses of staff and 
volunteers travelling to external training, such as Renaissance South East 
conferences. In addition, the project paid for a long-standing volunteer to register 
for an AMA, and for a volunteer manager to go on management training.  
 
Training for Volunteers  
 
Most of the project partners chose to use at least part of the funding to run 
training courses for their own volunteers. For example, MERL ran Welcome Host 
training for Front of House Team volunteers; communication training for 
volunteer tour guides; and conservation training for archive volunteers. For 
Chiltern Open Air Museum, training of volunteers was a high priority and a large 
number of volunteers benefitted from a variety of workshops and courses.  
 
 
4.6. Training: The BOB Volunteer Managers’ Forum 
 
The team realised that the museums in the Berkshire, Oxfordshire and 
Buckinghamshire area would benefit from sharing their experience of looking 
after volunteers. Having previously been a member of the London branch and 
National branch of the Heritage Volunteer Managers’ Forum, Caroline Sketchley 
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suggested that this could be an option for BOB, having come up with the idea 
with Joy Todd (Oxford University Museums) at the last national meeting. 
 
The first Forum meeting was held 
on Tuesday 6th July at the 
Oxfordshire County Museum and 
it has continued roughly every 
two months since that date. An 
email was sent out to a list of sub-
regional museums on the 
Museum Association’s list of 
registered museums, of which 20 showed an interest. An agenda was produced in 
advance of each meeting, based on discussions with members and issues that had 
recently arisen in the sector. One or more guest speakers were invited. The 
minutes from the meetings were sent to all the people on the mailing list. This 
ensured that even those who did not attend were able to find out what was 
discussed.  
 
As a sideline to the Forum, we also sent out email bulletins to the forum 
members (plus other project stakeholders) with collated information of interest.  
 
Table 3: BOB Heritage Volunteer Managers’ Forum Programme  

Date 
 

Location No. 
attended 

Guest speaker 

Tues 6 July  
2010 

Oxfordshire County 
Museum,  
Woodstock 

15 vInvolved Oxfordshire team 

Thurs 16 Sept. 
2010 

Chiltern Open Air 
Museum,  
Chalfont St Giles 

21 Oxfordshire Community and 
Voluntary Action (ISA/CRB update) 

Wed 17 Nov.  
2011 

Reading Museum,  
Reading 

14 Investing in Volunteers 

Wed 16 Feb.  
2011 

Wycombe Museum,  
High Wycombe 

12 Volunteering England (Olympic 
Games inspired volunteering & the 
Association of Volunteer Managers) 
and a freelance museum researcher 
looking at ‘assisted volunteering’. 

 
 
4.7. Dissemination of good practice – project communications  
 
The team gave three presentations during the project. Two were given at 
Renaissance South East conferences (in Surrey and Brighton), and one was given 
at MERL. Team members also promoted the project informally at external events 
they attended. 
 
Social Media: The team were aware that social media would be a useful tool for 
disseminating information about the project, including training and networking 
opportunities.  
 
The sites, networks and email groups used included:  
 

Picture 5: BOB Heritage Volunteer Managers’ Forum 
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 Archive Volunteer Coordinators – email group 

 Association of Volunteer Managers – network 
 Do-it.org – website 
 GEM – email group 
 Investing in Volunteers – website (e-learning toolkit) 

 I-volunteer – network (including Heritage Volunteer Managers’ group) 
 Lesbian, Gay and Bisexual Network – volunteer related email bulletins 
 MDO – email bulletins 
 Museum Association – Website (including secure area) and email bulletins 
 Renaissance South East – email bulletins 
 Twitter (via HootSuite)– streamed updates 

 UK Volunteer Programme Managers – network 
 Volunteers for Museums – website, email bulletin and Twitter 

(@volsformuseums) 
 
 
Content disseminated included:  
 

 Email bulletins – information gathered by sender into one regular email 
and distributed to a mailing list. 

 
 Email groups – where anyone can ask others in the email group about a 

particular subject or post useful information. Contact goes directly to 
members’ email inbox. 

 

 Networks – a  website that members can log into to see things posted by 
others in the network, such as blog entries, discussion subjects (forums) 
and join particular sub-groups of interest (e.g. heritage volunteering). 

 
 Streamed updates – anyone can post instant, brief and informal messages 

that are sent to all who ‘follow’ or show interest in them. 
 

 Links to websites – as listed above – with useful resources or networking 
opportunities  

 
 
4.8. Partnerships  
 
One of the original aims of the project had been to encourage partners to make 
links with organisations from the voluntary sector in order to recruit volunteers 
from different walks of life and gain expertise from that sector.  
 
It became apparent early on that only some of the partners were in a position to 
do that (it requires a large time commitment and cannot be entered into lightly). 
As mentioned above, Banbury Museum took on this challenge with Age UK and 
Leonard Cheshire Disability – because it fitted with their wider strategic 
objectives.  
 
The team encouraged the partners to make links with potentially useful 
individuals from non-museum sectors by inviting them to speak at the Forum or 
by including their details in the e-newsletters.  
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4.9. Partner Projects 
 
The activity outlined above concentrates on that which can be easily mapped 
against a project target. Of course each museum was involved in at least some 
volunteer related activity in the normal course of its work. So the project 
provided an extra reason for doing it and a bit of support to encourage ‘normal’ 
levels of volunteering activity to be raised. The fact that the project had resources 
to share with partners had the positive effect of encouraging links to be made 
between volunteering and what might usually be considered separate museum 
activities. 
 
For example, the project was able to fund: research into why few volunteers (and 
perhaps by implication visitors more generally) were coming forward from Asian 
and African Caribbean communities in South Bucks; and the recruitment of 
volunteers via the website of Wycombe Museum. 
 
Although funding for equipment was not a key aim of the project and therefore 
not reflected in the targets, the project was able to help resource the 
development of volunteer programmes. Many (if not all) of these volunteer 
programmes do not have an allocated budget to sustain them. This approach had 
the added benefit of ensuring that the project reached staff who might not have 
considered themselves ‘volunteer 
managers’. Our aim was to encourage all 
museum staff to consider themselves 
‘volunteer managers’ in the same way as 
they are all ‘educators’ at some level. 
 
For example, Bucks County Museum 
began the project with an established 
volunteer team comprised of Friends of 
the Museum. The project was able to help 
the museum open out volunteering 
opportunities to a wider range of people, 
by funding the equipment needed for 
volunteers to take part in activities such 
as conservation. In a similar vein, at 
Chiltern open Air Museum and Reading 
Museum, the project funded the 
development of handling boxes for 
volunteers to use with the public. 

Picture 6: Evelyn with a memory box at Reading 
Museum 
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5. Evaluation  
 
5.1. Overview 
 
It would be fair to say that the project took a long time to get off the ground. 
There were a number of reasons for this. Perhaps the most important one was a 
lack of clarity around what Renaissance South East and each of the partners 
wanted to achieve - and how it would be done. Nevertheless, once started, the 
project gained momentum and a way forward was found to ensure all parties 
could see the benefits to be had from continuing with the project.   
 
It could be argued that the slow beginnings of the project were to be expected, 
given that volunteering is a large and complex subject. A change in culture was 
needed in some cases if volunteering was to be embedded into all aspects of a 
museum’s work and used as a way to engage local people with their collections 
and history. 
 
The changing nature of the external political environment (General Election May 
2010) also added dimensions to the project that both helped and hindered it. The 
profile of volunteering certainly grew among the public and within the sector in 
the wake of talk about ‘the big society’, but the possibility of cuts to public sector 
jobs and services cast a shadow of uncertainty over the project and made it hard 
for museums to plan.  
 
5.2. Evaluation Methodology 
 
Although much of the work that was undertaken by the partners was 
experimental - in the sense that they were introducing new ways of doing things 
at their institutions - this was not a project that had a systematic evaluation plan 
in place at partner or project level from the outset. Partners were keen to take a 
pragmatic approach to project delivery at their institution; pleased to be seeing 
some direct funding from Renaissance South East. For this reason each partner 
carried out its own evaluation as it saw fit and in line with what they would do in 
everyday, non-project circumstances. The evaluation below therefore 
concentrates on whether the high level project aims (as outlined in the project 
plan) have been achieved.  An attempt has been made, though, to map the 
original aims of the partners (as captured by the project team in Spring 2010) to 
the outputs that have been delivered.  
 
Quantitative Data: Quantitative data was collected to establish whether or not the 
quantitative targets had been reached. These targets included: number of 
volunteers recruited, number of people trained, and number of partnerships 
made. Quantitative data was also collected to measure the number of 
people/institutions attending the BOB Heritage Volunteer Managers’ Forum, and 
the number of project press releases picked up by the Media. The team collected 
the figures through conversations and emails with partner museum staff during 
the project and at the end. Base line figures for volunteer numbers had been 
collected as part of the Review process.  
 
Survey Monkey: The online tool, Survey Monkey, was used to gauge partners’ 
opinions on the Review exercise and the Forum.  
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Feedback: In addition to collecting figures and using the online tool to get quick 
responses to specific questions about project management, the team collected 
qualitative feedback about the successes and challenges of the project through 
conversations, interviews with partners and volunteers, and at the end of training 
sessions that they delivered (e.g. the volunteer management training undertaken 
by Felicity Dwyer). Jacky Brookes (PR consultant) was also able to garner useful 
feedback from partners and volunteers while she developed ‘good news stories’ 
for the Press. Evidence in the form of quotes from partner staff and volunteers 
has been included throughout the text of this report.  
 
Case studies: Case Studies were written up by the team, based on information 
from the partners, and will be disseminated through the projects’ legacy website.  
 

 
5.3. Did We Reach Our Targets?   
 
Online Tools: Our target was to get our website online. This was relatively easily 
achieved and, because it was hosted by the University of Reading, meant that 
anyone typing volunteers into a search engine would find our project fairly 
quickly. More importantly, we were able to produce four PDFs with useful 
content by the end of the project, written by team members and researchers. 
These are:  
 

 A toolkit for including volunteers with disabilities.  
 

 A volunteer management checklist.  
 

 Guidelines to working with student volunteers  
 

 Project partner case studies (including a report into engaging volunteers 
from diverse communities in South Bucks; a report on student 
volunteering at MERL; and project activity case studies).  

 
 
The content will continue to be freely accessible on the MERL website after the 
end of the project. It will sit alongside existing volunteering related resources that 
have been produced by MERL and will contain links to useful volunteering related 
organizations and research as well as examples of good practice. It will be further 
disseminated by MERL and Renaissance South East.  
 
Volunteer Management Reviews: A Review was undertaken for all nine partners – 
so we reached our target. The majority of the museums will be using their Review 
to help them to produce and update their volunteer management plans, and 
communicate more generally with staff about volunteering. A breakdown of 
responses is presented in the chart below:  
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Chart 1: How Partners Used the Review 

 
 
 
All of those who gave feedback about the Review said that it was either useful or 
very useful, particularly for them as individuals. There were, though, a number of 
challenges that were faced while preparing for and writing the reviews:  

 
 We could have been clearer about the value of the review and about what 

is essential/ most important on the checklist. 
 

 The RACI exercise could appear intimidating, confusing and time 
consuming – putting museums off using it. 

 

 The process only paints a partial picture because it was written from the 
perspective, understanding and interpretation of one person (Caroline);  
the museums’ situations were sometimes quickly changing, especially the 
local authority museums; and the checklists was often filled in by one 
person at each museum, therefore it could possibly only reflect their 
view/part of the museum. 

 
An anonymous online survey was sent to partner museums in order to evaluate 
the review. Some of the comments are reproduced below:  
 
“…it was useful and made me think about some issues I had not considered.” 
 
“It was very useful to have a full review of our volunteer management programme from an 
outside perspective. Caroline has highlighted where we are doing well and where we can 
improve. The checklist and review document will help to guide our future practice.” 
 
Quotes from interviews with staff from the partner museums also conveyed the 
usefulness of the Review exercise:   
 
“We've been developing the volunteering really quickly at Reading Museum and so it’s been 
incredibly useful to see the areas that we had not yet completed. It was also good to see how 
much we had achieved and realise that our workgroup had done a lot of good work.” 
Reading Museum 
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“The checklist will be used as a starting point for agreeing a joint volunteer recruitment 
programme. Obviously I cannot speak for each individual museum, but overall I was pleased 
with the result of the surveys and the clear recommendations to move forward. It will help 
with sharing information and best practice and also enable the consortium to target support 
in certain areas.” Milton Keynes Heritage Strategy Group. 
 
“The checklist highlighted the need to give more thought to how volunteers and their activities 
are organised and managed, and improve the volunteer experience.” MERL  
 
“I have read the review summary and checklist and all looks great. It reaffirmed that COAM 
has had and continues to have a solid volunteer policy and procedures. Most of these practices 
are in place at COAM, but it does highlight that I would like to be able to offer more training 
for volunteers on various roles, and that we still lack diversity within our volunteer 
backgrounds.” Sue Shave, Director, Chiltern Open Air Museum.  
 

Volunteer Management Plans: 
Each partner (with the 
exception of Milton Keynes 
Heritage Strategy Group) was 
asked to produce a Volunteer 
Management Plan in the hope 
that this would help them 
embed lessons learnt around 
volunteering into their future 
planning. Each partner made a 
first attempt at this, so meeting 
our target. 
 
Volunteers Recruited: The 
partnership met the target 

agreed with Renaissance South East of at least 100 new volunteers to be recruited 
during the project. (See Appendix 2 for a full summary of numbers of volunteers 
recruited). These dry figures do not mean much on their own as each museum 
started from a different base figure and had varying needs and priorities in terms 
volunteer recruitment. For example, Banbury Museum started out with one 
volunteer and was aiming for an additional four, whereas Chiltern Open Air 
Museum started with over 100 and wanted (and could handle) many more. The 
statistics for volunteer recruitment for each partner should not therefore be 
judged in terms of more is necessarily better.  
 
In addition, although partners have good record systems in place, the total 
numbers of new volunteers will never be exactly accurate as volunteers come and 
go and take breaks. Partners reported that the number of people approaching 
them about volunteering opportunities had gone up during 2010. They explained 
this partly because of the economic situation and partly because of their 
recruitment initiatives.  
 
“I met a fantastic prospective volunteer this morning who wants to come and do photography 
for us. He’s very skilled and very keen and is happy to do objects, events etc. so I’m very 
pleased! The volunteer open day did go well and we had 6 people sign-up as volunteers on the 
day and I've had another 3 make enquiries since then which is great. They have all come from 
different age groups, abilities and backgrounds which is also pleasing. The format for the day 

Picture 7: University of Reading student volunteers 
‘Science Busking’ for MERL 
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went well and I would consider doing it again in the future…” Suzie Tilbury, River and 
Rowing Museum. 
 
Training: Our target for the number of staff and volunteers trained was 30 and we 
exceeded that target. (See Appendix 3 for all full breakdown). Although the team 
put forward a proposed programme of training based on discussions with RSE and 
the partners, in the end, understandably, the museums only took up the training 
that they felt they could realistically carry out within the time scale and was of 
most immediate use to them.  
 
There was some reluctance to engage with Volunteer Management training by 
staff at some, but not all, partner museums and it could only be delivered where 
senior managers were supportive. On the whole, once people had been on the 
training they felt it had been worthwhile and were more at ease with the 
concept. The trainer that we contracted came from the voluntary sector and had 
experience of working with museums. Her ability to relate to the staff and 
explain things in a non-threatening way (e.g. that volunteering is not about 
replacing paid staff) was key to the success of these sessions.  
 
Sharing of knowledge and skills between partner museums also took place.  For 
example: Banbury Museum and Reading Museum compared notes on 
Reminiscence; Wycombe Museum advised Oxfordshire Museums on how to put a 
volunteer management system in place; and the Forum provided many 
opportunities for people to share experiences and information. As can be gleaned 
from the quotes below, staff and volunteers at the partner museums felt they had 
benefitted from the informal and formal training:  
 
“Thanks to Renaissance funding we have also been able to run a series of trainings this year, 
some of which will be repeating in February. These include:  Building Stewards Training on 
the Iron Age House, Toll House, Leagrave Cottage and Prefab; Traditional Building 
Construction; Artefact Conservation; Food Hygiene; and Pole Lathing.” Chiltern Open Air 
Museum 
 
“It was fun and I learnt a lot. It gave me permission to 
do things and develop my ideas.”  “It helped me see the 
museums in a different way, stories and characters as 
well as objects.” - Volunteer tour guide at MERL 
talking about their training 
 
“…the project will definitely strengthen our use and 
management of volunteers” 
Oxfordshire Museum Service  
 
“I leant that we all face similar problems and 
challenges.” Wycombe Museum on the Volunteer 
Management Plan training 
 
 “Lots of useful practical info. Great to discuss with 
others and learn from each other. Made me think about 
how to structure a VMP and how it would fit with other plans and strategies.” MERL on the 
Volunteer Management Plan training 
 

Picture 8: Tour guide training 
at MERL 
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“I learnt a lot! - including useful tips from colleagues about policies and documents; how to 
tackle a development plan; and ideas about communication.” Suzie Tilbury, River and 
Rowing Museum on the Volunteer Management Plan training 

 
“Need for reviewing of current policies. Embedding volunteers into everything we do.” Lesson 
learnt at Volunteer Management training by staff from Oxfordshire Museum 
Service  
 
“Writing the plan, ideas for rewarding volunteers and thinking of roles’ Tips picked up by 
staff from Wycombe Museum at Volunteer Management Planning training.” 
 
The Milton Keynes Strategy Group commented that one of strengths of their 
Volunteer Management training had been the opportunity to “work together, 
sharing ideas to address volunteer management challenges.” They also felt they had been 
useful for other reasons; some of the feedback comments are reproduced below:   
 
“Feeling of support, to help us do more” 
 
“Greater focus on how to achieve ideas” 
 
“Beneficial to meet people from the other museums and to find out what they’re about” 
 
“For sharing ideas, putting faces to names and finding out where you all are” 
 
“Sharing knowledge from people at all areas and understanding what’s going on, on the 
ground” 
 
“Guidance on what we should be doing and how we can do this as a group” 
 
“Re-affirm how important volunteer involvement is” 
 
Partnerships: The partners collectively reached the target we were set. (See 
Appendix 4 for full breakdown). Many of these partnerships were in the very 
early stages of development at the end of the project and it is unclear at this stage 
whether or not they will develop into more than useful contacts. There was a lack 
of clarity around what constituted a partnership and how they might work in 
practice.   
 
The team encouraged the partners to link with their local volunteer centre and 
other volunteering organisations, including one that could put them in touch 
with prospective corporate or organisational volunteers. In most cases it was the 
partners that were already making these links, or would have done so anyway, 
that were most comfortable with this idea. One partner was still hesitant about 
making links with volunteer centres at the end of the project, concerned they 
would not be able to accommodate all the people that came forward. In some 
museums it was not clear whose role it was to make and sustain such 
partnerships and their value was not always articulated very well. 
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5.4. Did We Achieve Our Own Objectives? 
 
The team developed three ambitious objectives to compliment the quantitative 
targets agreed with Renaissance South East. They were SMART in the sense that 
they consisted of three services to be delivered to a given group within a given 
time in order to achieve the targets.  To what extent can we say that we 
contributed to our wider ambitions? The three areas that were the focus of the 
objectives are considered below. 
 
Quality of Volunteer Management: The team defined quality for the purposes of 
the project as ‘the appreciation and application of good practice as outlined by 
bodies representing the voluntary sector, and a commitment to institutional 
learning.’ Much more could done to embed good practice (see Recommendations) 
but by highlighting the availability of checklists and guidelines that explain what 
constitutes good practice, and by encouraging partners to plan for this, the 
project has had a positive impact on the quality of volunteer management at the 
partner museums. This is reflected in the fact that, for example, all partners are 
now developing volunteer role descriptions (not all were at the start) and a 
number have signed up Investing in Volunteers. 
 
Volunteer Experience: There was a lack of clarity at the beginning of the project 
around whether it was about ‘workforce development’ or public engagement (for 
leisure, health or skills acquisition reasons). The quality of volunteers’ experience 
was something that the project team would have liked to spend more time 
researching (or to have involved a consultant in) but we had to prioritise our 
work. It seemed most important to concentrate on supporting partners with their 
basic processes and systems. 
 
Skills Development: It was not possible, in a broad brush project such as this, to 
properly evaluate the learning that took place by individuals within the 
museums, especially volunteers engaged in training for specific tasks. In the 
future, each museum may reach the point where it wants to train a set number of 
volunteers to do a set number clearly 
defined tasks - and evaluate their 
training - but this was not the focus 
of this project. Nevertheless, we can 
say that museum staff did benefit 
from opportunities to develop 
volunteer management skills, either 
directly though training or indirectly 
through the networks the team 
created and the information that was 
disseminated. More could be done to 
ensure all staff are confident in 
volunteer management (See 
Recommendations).  
 
 
 
 
 
 

Picture 9: Volunteers doing building construction 
at COAM 
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BOB Heritage Volunteer Managers’ Forum  
 
The Forum has proved popular and successful as the quotes below demonstrate:  
 
“Meeting other museum volunteer managers has helped me develop my knowledge of the 
museum sector, in particular how volunteers are managed in other museums. Through 
discussion I've developed ideas about volunteer management, in particular methods in 
improving volunteer communication which I've acted upon and integrated in the museum. 
The guest speaker from outside the museum sector provided me with fresh ideas and a 
different perspective. It also provided me with new initiatives to pursue such as Investing in 
Volunteers” MERL  
 
“It’s been helpful meeting other people working with volunteers and sharing ideas. Also the 
guest speakers have allowed me to go back to my manager with fresh ideas.” Reading 
Museum  
 
“It has been an excellent way to network and share experience/expertise. This has been 
invaluable towards giving me confidence in my work with volunteers. I am thankful that the 
forum was set up and that we will continue to hold meetings in the future.” Chiltern Open 
Air Museum  
 
Forum ‘members’ have agreed that it will continue in a format along the lines of 
the London branch. Each museum will take it in turns to host the meetings, 
which will continue (as at the moment) to be every two months, with people 
putting their name forward to host at the end of each meeting. The host museum 
will prepare the agenda and chair the meeting, emailing everyone to get ideas 
and attendance in advance. They may also like to contact a guest speaker where 
possible. Forum members may have suggestions for speakers. The chair could 
either take the minutes themselves or ask for a volunteer. One person will need 
to take responsibility for 
the mailing list of members 
and those who wish to 
receive the agenda/minutes. 
This person will send it to 
the chair for the next 
meeting and update it with 
new people wanting to join 
the group. The BOB 
Museum Development 
Officer will be involved in 

helping to keep the group 
going.  
 
Some of the challenges the team faced included: 
 

 Finding the contact details for the right individuals (volunteer managers or 
staff taking on that role by default) at the museums was a challenge. 
Generic emails were sent, but we were not sure if they reached the right 
people. We used a list of ‘registered museums’ and therefore may have 
missed some heritage organisations that are not registered. 
 

Picture 10: Networking at the BOB Heritage Volunteer 
Managers’ Forum 
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 Finding mutually beneficial dates was a challenge. At the end of each 
meeting, a date for the next one was agreed.  

 
 Some of the locations were easier to get to than others. The BOB area is 

quite spread out. Interestingly, the most popular meeting was at a 
museum with no public transport.  Lift-sharing and pick-ups from stations 
made it possible. 

 
 
Dissemination of Lessons Learned:  
 
This final objective included communicating with the wider museum sector and 
other sectors. The team gave a number of presentations to the museum sector. In 
addition the online tools are being disseminated to the museum sector. The team 
were also able to make contacts in related sectors such as heritage and volunteer 
management through the Forum.  Dissemination to other sectors, such as health 
and education has not taken place, apart from where individual museums have 
made their own local contacts. The main reason for this was the need to focus the 
project on the museums immediate needs, so helping them to be prepared to do 
more sophisticated projects involving partnerships in the future.  
 
 
5.5. Additional Achievements 
 
Additional achievements springing from opportunities created by the project 
have included:  
 

 Development of new types of roles for volunteers by a number of partners 
– expanding out from curatorial roles into public facing areas 

 

 Promotion of museum volunteering to diverse communities in south 
Bucks 

 

 Press stories to raise the profile of museum volunteers across BOB 
 

 A springboard for grant applications that are either centered on 
engagement or volunteering, or that have a requirement to involve 
volunteers or local people. For example, MERL applied to the Big Lottery 
Fund for a community wildlife grant to involve local people in gardening 
volunteering.  
 

 Fair Access Internships 
 

 Experimentation with social media for project communication 
 

 
Experimentation with Social Media: The social media tools helped the project 
team find out further information about the partner museums and the sector. 
They also made sharing information with contacts made during the project 
easier.  However the challenges created by the amount of information available 
via the internet made it a time consuming and never ending task. On the whole it 
was successful, but some of the challenges for team members using social media 
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included:   
 

 Time consuming – the process of regularly checking the sites and reading 
the email bulletins are time consuming, although the latter is slightly 
easier as you don’t have to remember to login regularly.  
 

 Irrelevant information – much of the information is irrelevant, however 
it’s important to skim through it all, to read about the useful and 
appropriate sections to share/learn from. 

 
 Quickly changing – on Twitter in particular, the posts come in all the time; 

therefore they move down the list as it updates and you can potentially 
miss something. This is a challenge too, if you are the one tweeting; 
repeating it a couple of times ensures more people have read it. 
 
 

 Sharing information within the team – much of the information learnt 
from the various media, although not worth formally sending out to the 
rest of the team, helps to create a bigger picture of the current status in 
the sector for the Tweeter.  

 
 
It would have been useful if:  
 

 More of the team had ‘followed’ key useful organisations on Twitter, 
helping all members to understand status and developments in the sector. 
 

 We could have had a more structured approach to logging into accounts, 
ensuring they were not left for a long time without checking.  

 
 We could have had more time to investigate new websites/facilities as they 

developed, allowing us  to collate ‘streams’ from organisations of interest 
and therefore save time. For example, HootSuite allows you to collate and 
group via category (e.g. all the museums) and interest (e.g. keywords such 
as ‘volunteer’).  
 

 We could have written a blog/online diary of project progress; 
disseminated more photos of activities, video clips of training; 
disseminated more links to the partner museums’ 
websites/Twitter/Facebook pages. 
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6. Lessons Learned  
 
 
6.1 Project Management Level 
 
Vital to have:  
 

1. Commitment to institutional learning and support for staff  CPD from 
senior management of all partners.  
 

2. Clarity of project aims - and roles and responsibilities of all parties -  from 
the start. 

 
3. A clear, agreed, rationale for the number of partners - and for the 

inclusion of particular partners - at the outset. 
 

4. A named person from each partner museum to liaise with the project 
team and take responsibility for internal communication of the project 
within their organisation.  

 
5. Decisions need to be made on the style of project management that is 

required before employing project manager – as well as ensuring that 
partners understand the style of project management that they will be 
required to undertake themselves.  

 
6. Clarity over project monitoring role - clear boundary is needed between 

advisory role and operational involvement.  
 

7. Flexibility to take a step back - if absolutely necessary - and re-design 
project in light of subsequent findings. (In this project there was found to 
be a greater immediate need for volunteer management system 
development than meeting arbitrary volunteer recruitment targets).  
 

8. There is an ongoing need for accurate base line data and research into the 
impact of volunteering in the BOB sub- region. 

 

 
6.2. Project Partnership Level  
 

1. Senior Manager buy-in is crucial - active involvement in thinking it 
through in terms of policy, changing culture, ensuring operational 
changes as needed.  

 
2. 'Volunteer Management' - new concept. Its relationship to Museum 

Management, engagement, and adult learning needs to be explored by 
each museum – horses for courses. 

 
3. Clarity of roles within a volunteering programme is vital.  

 
4. Clarity of how activity relates to the purpose of the museum is vital.  

 
5. Good internal communication (inc across sites and over weekends) is vital.  
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6. Reassuring staff - being honest is very important.  

 
7. 'Workforce Development' – watch your terminology,  as it can worry 

people. 
 

8. Drip-Drip approach - can feel like getting nowhere and then attitude and 
culture can seem to change quite suddenly.  

 
9. Allow staff time and space to air worries and then to think creatively 

about how it might work - start with giving permission to draft new 
'fantasy' volunteer roles. 

 
10. Bring in a neutral outside 'expert' that people with different learning 

styles and personalities warm to - reduces antagonism. 
 

11. Consider signing up to Investing in Volunteers to embed change and 
recognise hard work towards best practice - but only do it if you mean it. 

 
12. It can be easy to recruit volunteers –if organisations get out and about. 

 
13. Training and support is crucial and must be ongoing.  

 
14. A senior member of staff must be responsible for volunteering. Staff and 

volunteers need to know that there is a coherent volunteering 
programme/team and that someone is leading on it.  
 

15. Although ad hoc volunteering can work in some situations, a more 
structured approach can help with improving care (e.g. ensuring 
volunteers have things to do that day) and managing people’s time.  
 

16. ‘Management’ of volunteers should not be too heavy handed. Museum 
volunteering must remain enjoyable.  

 
 

6.3. Partner Level  
 
Each partner was invited to share lessons learnt during the project. Their 
responses follow below:  
 
 
Chiltern Open Air Museum – lessons learnt about filming volunteer training 
sessions: 
 
‚Filming with a professional media company for volunteer training sessions to 
provide future training resources revealed a general lack of understanding about 
how to write a filming brief to adequately convey requirements of museum. 
Incorrect approach taken to begin with as the film company did not understand 
the trainer’s schedule despite meetings between both before filming began. The 
filming itself proved difficult to accomplish in one go with many changes of 
venue around a large site, which were planned in the training schedule and the 
Museum had not understood the practical implications for the film crew as staff 
had had little experience of filming museum activities on site. The plans were 
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revised after the first session and a completely different approach was taken to 
have some pieces to camera individually with the trainer and some cut-aways to 
the interaction with the audience of volunteers, which was felt to be important 
too. The film company have many museum links and are keen to develop a tool 
kit for helping museums to commission film companies in the future as this does 
not appear to exist at present.  
 
Outcomes and potential audiences for the filming also needed further thought 
and development after the initial brief. It was decided that short 5 minute clips 
would be more manageable for the viewer and the filming schedule was then 
amended accordingly for a more practical outcome for all. A clearer vision was 
needed at the start for the outcomes, which have now been achieved. The 
suggestion from the Steering group to put the material on youtube rather clouded 
the objectives to begin with as this would need a different approach. The final 
result was to film 5 minute sections on the building history, the background 
period and the handling boxes or artefacts but to film a small handful of 
volunteers separately talking about why they volunteer at the Museum and what 
they get out of the experience, which will be made available for youtube as a way 
of fulfilling one of the key aims of the Volunteers for Museums project to 
promote volunteering in museums to a wide ranging audience.‛ 
 
 
Reading Museum – general lessons learnt: 
 
‚What we learnt: 
 

1. Being involved with the local volunteer centre increased the number and 
diversity of people looking to volunteer. They also provided excellent 
advice on how to advertise roles. 
 

2. That having time in team meeting to specifically discuss volunteering 
helped encourage people to think about roles and see their involvement 
positively. 
 
 

3. Having a dedicated webpage with volunteer roles, volunteer policy and 
contact details made it easier for those enquiring to be pointed to a central 
page. 
 

4. The support of management and their willingness to take time to 
understand volunteering and its inclusion in plans and policies is vital to 
encourage the rest of the staff to embrace it. 

 
5. Having someone to push, nudge and remind staff about volunteers and 

creating roles helped to get things going. It needs to be proactive. 
 

 
6. Having the BOB forum was a chance to meet people from other 

organisations and find out about opportunities such as IiV. 
 

7. When staff were presented with a training opportunity, they were keen to 
take it. 
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What could be done better: 
 

1. We didn’t really make great use of social media. 
 

2. The confusion around what money could be spent on, particularly at the 
start of the project affected the planning for our own pilot project.  
 

3. It was only belatedly that we thought of resource issues such as desk space 
and computers. 
 

4. Communication with volunteers via forms such as newsletters is 
something we have only recently started. 

 
5. Some work needs to be done to increase awareness across the building of 

the role of volunteers.‛ 
 
 
Observations from Zara Luxford, Museum Manager, Wycombe Museum:  
 
‚It takes time to build relationships, certainly the sort of work we have been 
doing does. The timescales of the project left it difficult to achieve all that could 
have been achieved and some further working is now planned to deepen 
relationships and build on the discussion points raised by Daffodil Forbes into 
2011/12. It would have been good to have included this work in the project 
proper. 
 
It has been excellent to support volunteers with additional training and they have 
gained new skills and confidence through this. A lesson for us all is that we 
should be doing this as a key part of out training development for our teams. 
 
The volunteer forum has proved a useful meeting group, a way of continuing the 
administration of this group needs to be established. 
 
Resource information should be made available and website funded to continue.‛ 
 
 
Kate Arnold-Forster, Director, MERL: 
 
‚The project has helped us to refine the role of our volunteer coordinator, and to 
argue the case for a permanent post. Until now, staff carrying out this role have 
been on short-term contracts and externally funded. From April 2011, our 
Volunteer Coordinator be employed on a permanent contract.‛  
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Appendix 1. Outputs Agreement 

 
 

 
 
 

 
 

 

2009/10 2010/11  

Quarter 
4 

Jan-Mar 

Quarter 
1 

April/Jun 

Quarter 
2 

July/Sep 

Quarter 
3 

Oct/Dec 

Quarter 
4 

Jan/Mar 

Overall 
total 

 
Volunteers for 
Museums website as 
vehicle for providing 
resources and materials 
produced 
 

 

website 
live 

updates 
ongoing 

updates 
ongoing 

updates 
ongoing 

Complete 

 
Partner volunteer 
management systems 
review, and 
experimental volunteer 
programme 
development 

 

 

 9   9 

 
Number of volunteers 
recruited 
 

 

 20 30 50 100 

 
Museum staff and 
volunteers trained to 
enable greater diversity 
of opportunity 
 

 

  15 15 30 
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Appendix 2. Volunteer Recruitment Data 

 
Volunteers Recruited by Partners - Target 100 
 
Partner Base Line 

(Approx) 
No. Recruited (Approx) 

Banbury Museum 1 4 (all new roles inc 2 from Age UK 
Buckinghamshire 
Museums 

80 (Friends of 
the Museum) 

3 (inc. one non-Friend – part of new 
approach). 3 new roles developed. 

Chiltern Open 
Air Museum 

250  150 

Milton Keynes 
Heritage 
Partnership 

n/a n/a 

Museum of 
English Rural 
Life 

40 regulars 29 (inc new events team, extra educational 
vols. and FOH) 

Henley River and 
Rowing Museum 

30 16 (including 2 young people from Henley 
College) 

Reading Museum 
& Town Hall 

10 (inc work 
experience) 

14 (inc. team of 4 new people doing  new 
role of Reminiscence) 

Oxfordshire 
Museum Services 

31 (4 at TOM) 6 (inc 2 education volunteer and one garden 
volunteer – new role for TOM) 

Wycombe 
Museum 

37 7 including Daffodil Forbes 

University of 
Reading Fair 
Access Students  

0 4 (worked at Wycombe, River and Rowing, 
Reading)  

TOTAL  479 243 
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Appendix 3. Volunteer and Staff Training Data 

 
Training Undertaken by Partners – Target 30 staff or volunteers  
 
Museum Courses/Support  Who/how many 
Banbury Museum  Reminiscence training session 

 Support from Reading Museum 

Staff – approx. 5 
Staff  

Buckinghamshire 
County Museum 

 Heritage Volunteer Managers’ Forum Brett and 
Caroline (staff) - 2 

Chiltern Open 
Air Museum 

 Building Stewards training, 
Traditional Building Construction, 
Artefact Conservation, Food Hygiene, 
Pole Lathing, Farming 

 Heritage Volunteer Managers’ Forum 
 RSE Conference: ‘The changing face 

of volunteering & volunteers’  
 Felicity Dwyer consultancy 
 Daffodil Forbes consultancy 

 Caroline Sketchley support 
 Welcome Host 

Volunteers – 
Approx. 50 
 
Autumn (staff) 
Autumn and Sue 
(staff) 
Autumn and Sue 
All  
Autumn and Sue 

River & Rowing 
Museum 

 Volunteer Management Plan writing  
 Heritage Volunteer Managers’ Forum  

 Working with volunteers  
 Julia Shelley support 

Suzie (staff) 
Suzie 
Staff – 14 
 
 

Milton Keynes 
Heritage Strategy 
Group  

 Working with Volunteers  (2 sessions 
with felicity Dwyer) 

 Caroline Sketchley support  

Staff -13 
 Volunteers -6  

Museum of 
English Rural 
Life  

 Book binding – June  
 Working with schools in museums – 

Sept  
 Longman archive training – Oct  

 Paper conservation – Nov 
 Volunteers and the Law (Museums 

Association) 
 Volunteer management reflecting 

the community and volunteer 
diversity (MLA) 

 Working with volunteers (Felicity 
Dwyer) 

 Volunteer management plan  
 Heritage Volunteer Managers’ Forum  
 CREW tour guide training 

 

 Welcome Host training 
 Learning volunteers training  

Volunteers – 3 
Volunteers – 4  
Volunteers – 8  
Volunteers – 12  
Rob (staff) 
Rob 
 
Staff – 24 
Kate and Bekky 
(staff) 
Rob 
Volunteers – 8 
Staff – 2  
Volunteers – 7 
Staff – 1  
Volunteers - 5 
 

Oxfordshire 
Museum Service 

 Volunteer management planning  
 Heritage Volunteer Managers’ Forum  
 Support from Wycombe Museum 

Gill (staff) 
Karen (staff) 
All 
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Reading Museum   Delivering reminiscence sessions 

 Working with volunteers  
 Volunteer Management and the Law 

(Museums Association) 
 Project Management (RSE) 
 Volunteer Management Plan writing  

 Heritage Volunteer Managers’ Forum  
 Welcome Host 

Volunteers - 5 
Staff - 11 
Stuart (staff)  
 
Stuart 
Stuart 
Stuart 
Volunteer 

Wycombe 
Museum 

 Welcome Host training (FoH 
volunteers) – Jan  

 Various Council sessions – disability 
awareness, manual handling and 
cultural awareness 

 Volunteer management plan 
 Heritage Volunteer Managers’ Forum  
 Caroline Sketchley support  
 Management training for volunteer 

coordinator 
 Daffodil Forbes Consultancy 
 AMA  

Volunteers – 
Approx. 10 
 
Grace (staff) 
Grace, Louise   
Grace, Louise 
(FTV) 
Grace  
All staff 
Louise 

TOTAL  Volunteers: 
Staff: 

                       Approximate total trained: 

127 
53 
179  
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Appendix 4. List of Potential Partnerships  

 
 
Volunteering Partnerships - Target 15 
 
Banbury Museum Age UK 

Leonard Cheshire Disability 
Cherwell Volunteer Centre 
Kidlington Local History Society 
Kidlington Baptist Church 
University of Reading (UoR) 

Buckinghamshire 
County Museum 

UoR 

Chiltern Open Air 
Museum 

Daffodil Forbes contacts, including NHS groups: 
Caribbean Movers & Shakers, Dosti Asian Ladies’ Group 
and Chinese Movers & Shakers. African and Caribbean 
Community Leaders. 

Milton Keynes 
Heritage Partnership 

UoR  

Museum of English 
Rural Life 

Vinspired 
Reading Volunteer Centre  
Reading Adult Education  
New Directions  
Royal Berkshire Hospital 
Volunteering England 
London Museums Hub 
HEFCE Fair Access Scheme 
BTCV 

Henley River and 
Rowing Museum 

Reading Volunteer Centre 
Henley 6th Form College 
UoR 

Reading Museum & 
Town Hall 

Age UK 
Reading Volunteer Centre 
UoR 
Volunteering England 

Oxfordshire Museum 
Service 

Oxfordshire Volunteer Centre 
Local school  
UoR 

Wycombe Museum Daffodil Forbes contacts, including NHS groups: 
Caribbean Movers & Shakers, Dosti Asian Ladies’ Group 
and Chinese Movers & Shakers. African and Caribbean 
Community Leaders. 
UoR 

TOTAL  30 (approximately)  
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Appendix 5. List of Non-Hub Museums Supported  

 
 
Contact Context 

Craig Hart, Vale & Downland Museum BOB Heritage Volunteer 
Managers’ Forum 

Katie Timmins, Museum of Oxford BOB Heritage Volunteer 
Managers’ Forum 

Maura Carr and Ann Danks, The Stanley Spencer 
Gallery 

BOB Heritage Volunteer 
Managers’ Forum 

Tristan Molloy, Kelmscott Manor BOB Heritage Volunteer 
Managers’ Forum 

Fran Edwards, Maidenhead Heritage Centre BOB Heritage Volunteer 
Managers’ Forum 

Ann Middleton, Didcot Railway Centre BOB Heritage Volunteer 
Managers’ Forum 

Elizabeth Sadler, Friends of Vale and Downland 
Museum 

BOB Heritage Volunteer 
Managers’ Forum 

Lydia Murrell, Basildon Park - National Trust CS attended meeting & 
spoke about project  / BOB 
Heritage Volunteer 
Managers’ Forum 

Steph Gillett, West Berkshire Museum Ren SE Conference / BOB 
Heritage Volunteer 
Managers’ Forum 

Chris Drake, Worthing Museum & Art Gallery Renaissance SE Conference 

John Cooper, Brighton & Hove Museum Renaissance SE Conference 

Kate Bowgett, Museum of London Renaissance SE Conference 
/ National Heritage 
Volunteer Managers’ 
Forum 

Emma Pargeter, Beamish Museum CS correspondence via 
online forums 

Chris Mayers, Stowe Landscape Gardens – National 
Trust 

CS attended meeting & 
spoke about project 

Denise Firth, The Vyne – National Trust CS attended meeting & 
spoke about project 

Richard Skilbeck, Cliveden – National Trust CS attended meeting & 
spoke about project 

Christine Walmsley, London & South East – 
National Trust 

CS attended meeting & 
spoke about project 

Louise Newall – Amersham Museum BOB Heritage Volunteer 
Managers’ Forum 

Vicki Wood – Freelance Museum Consultant  BOB Heritage Volunteer 
Managers’ Forum and 
correspondence with CS.  

TOTAL 20 
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Appendix 6. Full Results from Evaluation of Reviews (Survey Monkey) 

 

The feedback was gathered from the partner museums via Survey Monkey, about 
the ‘Checklist for museums involving volunteers’ and volunteer management 
reviews. The tables and graphs below summarise the results (8 were completed).  
 

1. How easy was the checklist to understand? 

 
Additional comments: 
I think many of the partners have come back to say no, but or yes but leading me 
to suggest that the checklist forces a choice that might not be wholly accurate or 
representative of the situation.  
No significant comments other than the fact that it was useful and made me think 
about some issues I had not considered.  

 
2. How did you find the final review in these categories? 

 
 

3. What have you/do you think you will use the review for? 
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Additional comments: 

As a starting point for agreeing a joint volunteer recruitment programme. 

For my own reference purposes - to guide my work with volunteers and future 
plans for any projects that I might hope to have volunteer assistance with. 

 
4. Was there anything else you would have liked included in the review? e.g. 

Interviews from volunteers 

Not in terms of overall assessment of group. Individual assessment is for individual 
museums to record. 

If there was a way to include information from the interviewed volunteers that 
would be useful. However the typed up notes Caroline provided were excellent to 
read through. 

I think interviews with volunteers might have been useful but perhaps a 
consultation with volunteers based on a version of this review document and table 
would be useful. 

 
5. How helpful is the review to you and/or your museum? 

 
 

6. Please let me know any further comments around the checklist and 
review document. 

 

I would like to know what the further VfM and MDS support indicated in the report 
might be 

It was very useful to have a full review of our volunteer management programme 
from an outside perspective. Caroline has highlighted where we are doing well and 
where we can improve. The checklist and review document will help to guide our 
future practice. 

None 
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Appendix 7. Full Results from Evaluation of BOB HVFM  

 
The feedback was gathered from the contacts on the forum’s mailing list via 
Survey Monkey, about the Forum itself and the e-bulletins sent out intermittently 
between meetings. The tables and graphs below summarise the results (13 were 
completed).  
 

1. How many forum meetings have you managed to attend? 

 
 

2. Why have you not been able to attend the meetings? 

 
 
Additional comments: 

I did not know about the first meeting date 

I am not a regular member of the group. I went to one meeting only, by invitation. 

The project is outside my sub-region (Surrey & Sussex) but it is an area of interest to 
me, so I am happy to have received email notices/updates from Caroline. 

Work in a very small team unable to attend, required to remain on site at times. 

I was invited as a one-off speaker to a recent meeting. 

 
3. If you haven't been to any of the meetings, what (if anything) would 

encourage you to attend? 
 

Future dates were circulated with good notice. 

Useful forum for exchanging information and views about current issues in museum 
volunteering. May be more appropriate for other colleagues soon in post to attend. 

If Milton Keynes and the 5 Heritage partners feature in the agenda 

I was available and meetings were not too far, easy to travel to. 
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4. How would you generally rate the following? 

 
 

5. Is there anything you'd like added to the meetings on a regular basis or 
changed? e.g. Always having the local Volunteer Centre in attendance or 
the frequency of meetings. 

 

Like the idea of building links with volunteer centres, etc through their participation in 
meetings. 

Have a meeting in Milton Keynes 

Having a Volunteer Centre representative in attendance may be a good thing, to help 
strengthen links between museums and the existing volunteering infrastructure. 

 
6. How useful have you found the following correspondence? 

 
 

7. What key things have you learnt from the meetings and/or 
correspondence over the last 6 months? 

 

As I am relatively new to volunteer management I have found it useful to see what 
other museums are doing and to make contacts with other museums in the area. 

Meeting other museum volunteer managers has helped me develop my knowledge of 
the museum sector, in particular how volunteers are managed in other museums. 
Through discussion I've developed ideas about volunteer management, in particular 
methods in improving volunteer communication which I've acted upon and integrated 
in the museum. The Guest speaker from outside the museum sector provided me with 
fresh ideas and a different perspective. It also provided me with new initiatives to 
pursue such as Investing in Volunteers. 
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It has been an excellent way to network and share experiences/expertise. This has been 
invaluable towards giving me confidence in my work with volunteers. 

It’s been helpful meeting other people working with volunteers and sharing ideas. Also 
the guest speakers have allowed me to go back to my manager with fresh ideas. 

Information about other museums' volunteering experience, national organisations 
supporting volunteer managers. 

That the management of volunteers in the museums sector requires 
'professionalisation', and that those in positions with mgt responsibilities require 
internal support, external mentoring/peer support, good training, & appropriate 
resources to do their jobs effectively. 

How difficult it is to schedule and attend meetings when only member of staff at the 
Museum! 

Challenges facing volunteer managers. Important updates, example procedures and 
policies. 

The pressures faced by heritage volunteer managers, who do their best to fulfil 
volunteer management duties in as 'best practice' a way as possible, often when it is 
part of a far wider role. 

Who to talk to at other venues who have similar issues and needs 

We all seem to have similar problems and there is a wealth of knowledge and help and 
advice out there if we are willing to communicate with each other. 

 
8. Please feel free to leave any further comments about either the forum 

meetings or e-correspondence: 
 

I am thankful that the forum was set up and that we will continue to hold meetings in 
the future, though I will miss Caroline and Emma. 

I'm really pleased to see volunteer management being looked at seriously in the region, 
especially the issue of diversity. In the future is would be good to look at supported 
volunteering for people with disabilities 

The e-correspondence has been helpful in disseminating the outcomes from the project 
overall. I hope there's more to share and would like encourage greater SEWS/Kent 
participation in the forum (if appropriate), or perhaps set up a local branch? 

I hope this forum or similar can continue. 

I think similar forums should operate across all other areas of England, and that there 
should be a funder out there willing to support this (though admittedly I don't know 
who!) 

 


