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INTRODUCTION 

Social institutions have an important role in society; they take care of a group of beneficiaries that 

need to be taken extra care of in communities. This can be done in many different ways and has 

developed itself diversely throughout Europe. 

Social institutions in Eastern and Central Europe show rather similar picture. In spite of many years of 

activity, they are still struggling with a multitude of tasks. Despite professionalism and continuous 

efforts of the personnel, social institutions still face the challenges of being underfunded, 

bureaucratic and hierarchic. State-controlled organisations usually lack personnel, they show low 

ratio of staff related to the number of beneficiaries, therefore many needs of social institution users 

and beneficiaries are not satisfied. Most often such needs exceed the scope of services offered by SI 

and are associated with loneliness, sensation of not being needed and not belonging to the society.  

 

At the same time many people want to take an active part in their communities or in the society they 

live in. These people are driven by different motivations and needs, which can be either individual 

benefits such as gaining new skills or work experience or motivations driven by the benefit for 

specific group of beneficiaries or specific organisations/institutions. These people are willing to offer 

their skills, experience and commitment. They represent a valuable resource for those beneficiaries, 

organisations/institutions but also for the society as a whole, and their motivation and initiative 

should be nurtured and encouraged. 

 

Volunteer programmes in SI offer the opportunity to satisfy the needs of SI beneficiaries and, at the 

same time, satisfy volunteers’ need to help. 

 

There are SI’s that are already experimenting with working with volunteers. But there are still many 

social institutions that need support in planning, organizing and delivering high quality volunteer 

programmes, not only for the sake of beneficiaries but also for their volunteers.  

Management of volunteer programmes in SI that brings benefits to the organisation, its beneficiaries 

and volunteers themselves requires conscious cooperation of all the parties involved. That is why it is 

indispensable to properly prepare not only SI employees but also SI beneficiaries, representatives of 

the local community and volunteers. 

Special attention, especially at the beginning, social institutions should put on adequate preparation 

of volunteers, giving them basis for quality volunteer work in a specific social institution, but also as a 

way of first contact with people who should became their volunteers. The experience also shows that 

it is very important to prepare the whole staff of the social institutions. Employees support volunteer 

efforts when they understand the benefits of volunteer presence in the social institution see how the 

tasks performed by volunteers differ from the duties of paid staff and know the current law. They can 

significantly help execute the volunteer programme when they contribute to its creation and 

understand how they can support volunteers through their own everyday work.  
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As taking care of developing the above elements it is important that organisations create a joint 

vision on why end how they want to work with volunteers. This gives a common and solid basis for 

implementing the volunteer programme.   

Such well-functioning volunteer programmes of social institutions not only support the social 

institution, but could also have a huge impact on the local communities as well as overall on the 

countries’ social capital.  

 

Within the frame of an Erasmus + project, so-called SoVol, the project partner organizations aim to 

strengthen the capacity of social institutions through the involvement of volunteers. The intention is 

to encourage social institutions to utilize the added value volunteers can bring. Therefore a series of 

handbooks were created for those employees of social institutions who are open and willing to 

undertake the adventure of building up and maintaining a volunteer programme in their institution 

for the benefit of all parties. For the handbooks on volunteering please visit the project’s website: 

www.sovol.wordpress.com 

 

This handbook is one of the series.  

 

AIM OF THIS HANDBOOK 

The purpose of this trainers’ handbook is to provide support to trainers who will deliver training for 

volunteer guides (either employees of the social institution or volunteers) in the field of volunteering 

in any type of social institution. 

It is important to underline that this handbook only deals with volunteering related topics. Whether 

further training elements about the specifics of the actual social institution are needed should be 

decided by the trainers and volunteer managers, depending on the participants’ prior knowledge, 

background and status. The specifics about the actual social institution should include the followings: 

- Aim, main activities, services, beneficiaries of the social institution 

- Organogram of the social institution 

- Rules and regulations of the social institution 

- Laws related to the work area and beneficiaries of the social institution 

Additionally this handbook intends to give trainers a structure of the training (training flow), 

additional inspiration, useful tools and methods in delivering the training, keeping in mind that the 

training should provide a safe place for each participant to be active and express their own opinion. 

However, trainers should feel free to adapt the training structure and methodology to their own 

experience, but especially to the specifics of participants (i.e. number, previous experience, etc.) and 

specifics of the social institution in question – only in case the training is delivered for the employees 

of the same social institution.  
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WHO IS THIS HANDBOOK FOR 

This handbook was designed to support staff of social institutions who is involved in the 

development and implementation of the volunteer programme of the social institution – either 

volunteer managers, volunteer guides, volunteers or other employees who will be in direct 

connection with volunteers. Even if this handbook represents a basic training for volunteer guides, 

any trainer who will be delivering it should be adequately prepared for its delivering, especially in the 

sense of knowledge on topics which are covered, legal regulations on volunteering, volunteer 

management cycle and specifics of social institution. Also, a trainer should have previous knowledge 

and experience in planning, organising and delivering different educational programmes (formal or 

non-formal) and in the usage of different methodologies.  

The handbook doesn't prescribe the number of trainers needed, so this kind of training can be 

delivered by one or a maximum of two persons, depending on their experience and position in the 

social institution. A social institution can also decide to engage an external trainer for some topics. 

Briefly, this handbook is for trainers who want to deliver training on guiding volunteers. Trainers 

should have training experiences or skills working with groups and facilitating learning process. They 

should also have knowledge and own experiences in the field of volunteer management as a 

volunteer, a volunteer manager or as a volunteer guide. 

 

HOW TO USE THIS HANDBOOK  

This handbook was prepared for those already familiar with the volunteer management principles - 

that are described in the Step by step guidebook for volunteer managers 

(https://sovol.wordpress.com/outcomes/). It is recommended to read the guidebook before 

delivering the training.  

At the beginning of the book you’ll find some helpful suggestions for the trainer on how to prepare 

for the training.  

The handbook gives you a structure for a basic training flow and methodology, timing and concrete 

exercises to deliver the training for volunteer guides which lasts minimum 9 hours. These are only 

suggestions based on the experience and work of SoVol partners. Use them advisedly, always 

keeping in mind which learning outcomes participants of the training should achieve to be 

adequately prepared for their volunteer guiding, their previous experience and knowledge/skills and 

needs of a specific social institution.  

 

The handbook is divided into units of the training flow. Each unit has an own chapter proposing 

methods for delivering it. In some units you will find several options (optional exercise) on how to 

deliver a unit. In that case you can choose the method which you prefer or which fits most the 

specifics of the training.  
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ABOUT THE TARGET GROUP/GROUPS OF THE TRAINING 

The training is for a wide range of professionals or non-professionals working in the social sector, 

who intend to work with volunteers. Participants of the training can be either employees of the 

social institution or experienced volunteers, who have been working at the institution for a while, are 

familiar with the tasks, rules, roles and regulations. The main consideration is that they should be 

committed with volunteering and being interested in how to cooperate with and how to develop 

volunteers. Having own experiences as a volunteer could be an advantage but is not a prerequisite. 

 

You may ask who the volunteer guide (in some countries called volunteer mentor) is.  

For different reasons - such as that there are so many volunteers in an organisation that the 

volunteer manager does not have enough time to deal with them individually or the volunteer 

manager does not have the relevant knowledge of the area where volunteers are needed - a new 

role has to be introduced into the volunteer programme - the role of the guide for the volunteers.  

Be it an employee or an experienced volunteer, he/she is the one who provides one-to-one support 

and encouragement to a volunteer who comes into contact with the institution. Guides support 

volunteers in their work with benificiciaries, solving problems and dilemmas and sometimes they also 

support volunteers in their learning or professional development, for pre-planned periods of time, 

through regular encounters. 

The volunteer guide is the link between the beneficiaries and the volunteer; therefore the guide 

should have adequate knowledge about both parties. The guide should be able to assess their needs 

and desires in order to match the beneficiaries with the volunteers, based on their characters and 

personal preferences. The guide’s task is not only the matchmaking but also a kind of quality 

assurance, as the volunteer and the beneficiary/ies will first address their questions and complaints 

to the guide. Guides are usually responsible to the volunteer manager; they are the messengers 

between volunteers and the volunteer manager.  

In the frame of the SoVol project, the partners agreed upon the following definition: A volunteer 

guide is an experienced person in an organization who gives direct support (training, counselling, 

feedbacks, monitoring) to volunteers on specific tasks and obligations. The volunteer manager can 

also be the volunteer guide but he/she could also be a different person with specific skills. He/she 

should be committed to working with volunteers. Having own experience as a volunteer or as a 

volunteer guide can be an advantage, but is not obligatory.  
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PREPARING THE TRAINING  

The need for proper preparation cannot be overestimated. Trainees will gather first impressions in 

the first few minutes of the training, and they will judge the material and the trainer on how 

prepared the training environment is. Everything should run smoothly at the start of the session. 

As the person in charge of the training, it’s up to you to develop standard preparation procedures to 

ensure a high quality of training. Every detail counts. 

There are several major steps in the training preparation. These areas include preparing:  

• yourself as a trainer, 

• training materials, 

• the training space,  

• and the training participants.  

The most successful training sessions are very carefully planned and prepared, in every detail. 

 

PREPARE YOURSELF: 

Each trainer has different qualifications, experience, expertise, and methodology of training.  

Even trainers who are intimately familiar with a subject must properly prepare for the training 

session. 

• The trainer should have basic knowledge about the social sector and social institutions in 

general. If the training is delivered for the employees of one particular institution, the trainer 

should be familiar with the social institution for which he/she is delivering the training. Get to 

know its main services, staff involved in the volunteer programme, types of problems they 

face. The trainer should be conscious of the social institution’s beneficiaries, their needs and 

their physical as well as psychological challenges. 

• Get familiar with the training space by arriving early on the day of training to prepare the 

training and to check that everything is in order. 

 

PREPARE THE TRAINING MATERIALS: 

We have prepared a basic training flow which can be adjusted to the diverse needs of the different 

social institutions. In the training flow you’ll find handouts that can be printed, templates and related 

methods. By jumping to the methods under each unit, you’ll also find the needed materials. Make 

sure you have enough handouts or other materials for trainees. Don’t forget attendance lists and 

evaluation sheets! 

TIP! When preparing and printing training materials it is always better to have 2-3 pieces more, than 

one less.  
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PREPARE THE TRAINING SPACE: 

Prepare training room and hands-on training areas by checking for: 

• Adequate seating arrangements 

• Comfortable environmental conditions 

• Sufficient lighting, air 

• Good visibility in the space and towards presentation areas 

• Required equipment, such as video player/monitor, slide projectors, flip charts and other 

needed media. 

 

A key component in organizing and delivering trainings is to ensure that the area in which you will 

conduct the training is set-up in such a way that it maximizes the training experience. Below are 

several key factors to consider when setting up the training space: 

• Have proper equipment and supplies on site. If you’re using a projector or connecting a 

laptop to a larger display screen, do you have the proper cables, extension cords and tape to prevent 

attendees from tripping on the cables, connectors, and an extra bulb in case the projector burns out? 

If performing hands-on training, do you have all of the equipment, materials, and supplies needed to 

perform the tasks? Ensure that tools, equipment, machines, or other props for demonstration or 

practice are working properly by testing them in advance. 

• Set up the room. Try to ensure movable furniture to be able to reorder the room for group 

work if needed. Look for an empty wall/door which could be needed for the presentation of the 

group work or visual aids.  

• Ensure everyone can see. Placement of visual training aids is significant when setting up your 

training space. Where are you going to position the projector, screen, or flipchart so that they do not 

block the view of the participants? Also, keep in mind that you, your movements and position, 

shouldn't interfere in trainees’ full and quality participation in the training. Arranging the chairs in a 

circle provides the feeling of equality and encourages all participants to actively participate in the 

trainings. It also helps everyone see and be visible to others at all times. 

• Have enough and appropriate materials on hand. If working with a flipchart to write notes or 

drawings, make sure to have additional blank paper and markers at your hand. Do you have dark 

markers so those sitting in the back of the room can see what is written? Make sure you have enough 

handouts or other materials for trainees. It is advisable to hang all flipchart papers and packaging 

papers - elaborated during the training - on the wall to make it visible what was learnt. For this you’ll 

need plenty of blue tack or cello tape. You can also take a picture of each of the lists to send it later 

to the participants as part of follow up.  

 

PREPARE PARTICIPANTS: 

To ensure the most productive training experience, you also need to prepare participants. 
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You want them to be highly motivated before they walk through the training doors. Consider using 

some of these pre-training techniques to put training participants in a receptive frame of mind, get 

them geared up for the topic, and prepare them to learn. 

• The exploration of the participants’ needs can be done via on-line questionnaire to collect 

knowledge about participants experience and special needs. 

• Distribute a session outline or agenda before the training. Trainees who might be anxious 

about the training will be put at ease when they know ahead of time what will be covered. And since 

knowledge is power, all trainees benefit from knowing what’s on the agenda. You benefit when 

trainees enter the room already thinking about the topic and starting to formulate questions. 

• Distribute pre-session activities. Along with the outline, include fun and simple open-ended 

questions or situations, such as these: 

  What do you already know on the training topic? 

  Why do you think this training is needed? 

  How will this training benefit you and the institution? 

 

Tips for trainers  

Retrieved January, 2018 from  http://archive.workshops.350.org/facilitation/ 

Have clear goals – know what you want out of a particular session. 

Customize your training - As already mentioned it is important to design your training tailored to the 

needs of the social institution where the training participants will actually work. An effective training 

is customized to meet the needs of your audience and engages them using a variety of activities or 

modalities. 

Create space for learning by doing - Everyone learns by doing, so consider using role-plays, scenarios 

and other activities to bring your trainings to life and make them appealing and interactive.  

You may consider activities such as:  

 Think or write individually 

 Pair or group discussion 

 Group work 

 Drawing and singing  

 Simulation 

 Role-play 

Hold boundaries – set out time boundaries, the number of questions you will take, etc. and stick to 

them to create a safe and consistent space for participants 

Take risks – at the same time, take risks in asking difficult questions or pointing out developing group 

dynamics. 
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Be transparent – be open with the group about why you’re doing particular activities, or that you’re 

experimenting with something new – this makes you more part of the group and helps them learn 

about facilitation as well. 

Pay attention to participants’ needs - You should pay attention at the state of participants (level of 

their involvement, level of the group tiredness, level of concentration etc.) so you would be able to 

define the needed breaks for refreshment and lunch if it is needed. 

Break at least every 90 minutes. - Take a break every 60 minutes if the audience is seated theatre 

style; every 75 minutes for classroom style; and never go more than 90 minutes without a break.  

Listen for emotions – try to read the group’s emotions and reactions, and try to see what is not being 

said, or who is not speaking – try to bring those out through good questions. 

Reflect and summarize – your job as facilitator is often to take, generalize and summarize what 

participants are saying about a particular topic, to help the conversation arrive at a good conclusion. 

Ask good questions – some examples to get more clarification or go deeper, or to guide the 

conversation back to the topic at hand:  

 Can you give me an example of that? 

 Can you say more about that? 

 How did you get to that conclusion? 

 How do you see that relating to [whatever topic you’re covering]? 

 What do you think a solution to that could be? 

 Have you experienced something like that before?  What was it? 

 

Discover a new approach - SoVol partners have experimented with a new way of perspective that is 

highly recommended to use during the trainings. It is called Appreciative Inquiry (AI). 

Retrieved January, 2018 from https://appreciativeinquiry.champlain.edu/, on the webpage hosted by 

The David L. Cooperrider Center for Appreciative Inquiry the following definition is to be found: “At 

its heart, AI is about the search for the best in people, their organizations, and the strengths-filled, 

opportunity-rich world around them. AI is not so much a shift in the methods and models of 

organizational change, but AI is a fundamental shift in the overall perspective taken throughout the 

entire change process to ‘see’ the wholeness of the human system and to “inquire” into that 

system’s strengths, possibilities, and successes. ”  

– Excerpt from: Stavros, Jacqueline, Godwin, Lindsey, & Cooperrider, David. (2015). Appreciative 

Inquiry: Organization Development and the Strengths Revolution. In Practicing Organization 

Development: A guide to leading change and transformation (4th Edition), William Rothwell, Roland 

Sullivan, and Jacqueline Stavros (Eds). Wiley 

The 5-D cycle of AI offers generative process model for approaching change at all levels within a 

system. 

 

5D Cycle of AI 

https://appreciativeinquiry.champlain.edu/
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1. Define – What is the topic of inquiry? – It is important to define the overall focus of the 

inquiry (what the system wants more of). Definition is used to clarify the area of work to be 

considered. In spite of being the starting point of the cycle, it’s a recent addition – the 5Ds were 

originally the 4Ds, including discover, dream, design and destiny. Definition defines the project’s 

purpose, content, and what needs to be achieved. In this phase, the guiding question is, “What 

generative topic do we want to focus on together?” 

2. Discover – Appreciating the best of ‘what is’ – Discovery is based on a dialogue, as a way of 

finding ‘what works’. It rediscovers and remembers the organization or community’s successes, 

strengths and periods of excellence. 

3. Dream – Imagining ‘what could be’ –  Imagining uses past achievements and successes 

identified in the discovery phase to imagine new possibilities and envisage a preferred future. It 

allows people to identify their dreams for a community or organization; having discovered ‘what 

is best’. They have the chance to project it into their wishes, hopes and aspirations for the 

future 

4. Design – Determining ‘what should be’ – Design brings together the stories from discovery 

with the imagination and creativity from dream. We call it bringing the ‘best of what is’ together 

with ‘what might be’, to create ‘what should be – the ideal’. 

5. Deliver/Destiny – Creating ‘what will be’ – The fifth stage in the 5Ds process identifies how 

the design is delivered, and how it’s embedded into groups, communities and organizations. In 

early appreciative inquiry development, it was called ‘delivery’, based on more traditional 

organizational development practice. The term ‘destiny’ is more prevalent now. 
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Table for the 9-hour mentor training flow 

  Unit name 
Training 

min 
Aims of the unit 

Learning outcomes 

After completing this 

unit, the participants 

should be able to….. 

Topics 
Methods and number and name of the concrete 

exercises that can be used 

1 

Starting the 

training 35     Starting  

     

Present the training and its 

structure 

Present the trainer/s and 

participants of the training 

Explore participants 

expectations and fears 

Present the training 

objectives and 1st day 

training plan  

Set up the working rules of 

the training 

explain the training 

objectives and structure 

acknowledge/recognize 

different participants of 

the training and its 

expectations reflect and 

share own expectations 

and fears 

Introduction to 

the training, 

trainer/s and 

participants 

Participants 

expectations 

and fears 

Rules of the 

training 

 

1/1 Oral presentation - Introduction / Start the 

training 10’ 

1/2 Sociomentry - Introduce yourself –Timeline 

10’ 

1/3 Group work - Expectations and fears 10’ 

1/4 Group work – Creating training rules 5’ 
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2 

Introduction to 

volunteering 155     Volunteering  

     

Present definition, trends 

of volunteering 

Introduce participants to 

the legislation in the field 

of volunteering 

Present specifics in social 

institutes 

interpret different 

definitions and types of 

volunteering  

 

Identify importance of 

volunteering for the 

community, the SI and 

for volunteer 

 Concept of 

volunteering 

Legal 

perspective of 

volunteering 

Rights and 

obligations of 

volunteers and 

volunteer 

involving 

institutions 

specifics in 

social institutes 

2/1 Brainstorming - Common definition for 

volunteering 15’ 

2/2 The Pros And Cons Of Volunteering 25’ 

 

2/3 Oral presentation – House of the 

organisation – roles and responsibilities within 

the volunteer programme 15’ 

2/3/b Optional exercise: Brainstorming - 

volunteer positions 40’ 

     

define actors and their 

tasks in the volunteer 

programme of the social 

institution  

Present the rights and 

obligations of parties 

involved in a volunteer 

programme 

define main steps of 

demonstrate the general 

elements of volunteer 

management (VM) 

list key volunteer’s rights 

and obligations within 

the SI 

describe the different 

roles and responsibilities 

of main actors in a 

Main steps of 

volunteer 

management 

Roles and tasks 

of the main 

actors of the 

volunteer 

programme 

2/4 Group work - Volunteer management cycle 

20’ 

2/5 Oral presentation - Legal issues related to 

volunteering (presentation) 30’ 

2/6 Group work - Roles and tasks in the 

volunteer programme 70’ 
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volunteer management volunteer process 

(executive manager(s) of 

the SI, volunteer 

manager, volunteer 

guide(s), other 

employees, volunteers) 

3 

Guiding 

volunteers in 

practice 175         

  

  

  

  

  

  

  

   

Identify the skills of the 

volunteer guide 

Handle possible problems 

related to the volunteer 

programme 

Interpret motivators of 

volunteers 

Practice different situation 

arising in the guiding 

process 

interpret the tasks of 

volunteer guide and the 

process of guiding a 

volunteer  

 

list possible solutions of 

problems related to the 

volunteer guiding 

process 

interpret motivators of 

volunteers 

interpret the volunteer 

guiding process  

Features of the 

volunteer 

mentoring 

process 

 

Simulation of 

the mentoring 

process 

  

  

  

Role play - Volunteer guidence in practice 30’  

Group work - Characteristics and skills of a 

volunteer guide 30’ 

Group work – Induction procedure for volunteers 

30’ 

Pair work - Giving feedback 20-60’ 

Role play - Simulation of an arising problem with 

the volunteer 50’ 

Brainstorming - What motivates volunteers? 30’ 

Individual work - Planning your guiding process 

35’ 

Group work - The dangers, dilemmas and 

questions of the volunteer guide role 40’ 

 4 Closing 40 

 Ensuring the general 

evaluation of different 

training aspects and 
  

 Evaluation of 

different 

aspects of the 

4/1 Group discussion - Closing the training 30’ 

4/2 Individual work - Designed questionnaire for 
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participants expectations training the formal evaluation of the training 10’  
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UNIT 1: Starting the training 

The purpose of this unit is to establish the training and create a mood in which the participants can 

work efficiently. 

The aims of this unit are: 

 Introduction of the trainer(s) and the organiser(s) 

 Getting to know each other with the participants 

 Making a frame for the common training work  

 

1/1 Oral presentation - Introduction / Start the training 

Duration  10 min 

Description (ste-by-step 

process for the 

facilitator, including 

debriefing questions)   

Checklist for starting the training – to the trainer: 

 welcome participants 

 introduction of the trainers/ organisers 

 Why are we here? 

 Practical information about the training / administration 

 Framework of the training 

 SoVol project and other trainings/IOs 

 Optional: Ask participants to make their own name card on 

etiquette label and stick on shirts – it will help the communication 

between unknown participants 

Materials needed etiquette label, colour pens, bluetech, printed quotes 

 

 

1/2 Sociomentry - Introduce yourself –Timeline 

Duration  10 min 

Description (step-by-

step process for the 

facilitator, including 

debriefing questions)   

Trainer asks participants to introduce themselves very shortly: just name, 

institution they work for, their position.  

Then trainers marks a timeline in the room on the floor (showing the 

directions or using a string): start from zero year – ending is up to the 

answers.  

Participants should stend up and when they get questions they have to 

communicate to each other to find their own place on the timeline. Start 

with general questions and continue with volunteering themes: 

How many years …… 

… have you been driving? 
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… have you been working in the same workplace? 

… have you been a volunteer? 

… have you been working with volunteers as a volunteer manager? 

… have you been guidging volunteers?  

After each question give time to look at the standing people on the 

timeline and ask their name and why they are standing  at that particular 

place, or other connected and relevant information about the participant 

– e.g.: What is your job at your workplace in the social institution?  

Materials needed String for the timeline 

 

1/3 Group work - Expectations and fears  

Duration  10 min 

Description (step 

process for the 

facilitator, including 

debriefing questions)   

To provide the participants a way to express their hopes and fears - it 

helps them to reflect at the end of the training on the expectations and 

fears. 

The trainer asks the group members to write on 4 different coloured post-

its everything that answers the following questions: 

• What do i expect form the training? 

• What do i expect from the group 

• What do i expect form myself 

• What am i afraid of? 

After 5 min individual work participants come to the flipchart which is 

devided by the questions and stick their post its on it in the relevant 

column by explaining it to the big group. Then the trainer is commenting 

expectations showing how the training can meet the demands. If some 

expectations can’t be fulfilled during the training, the trainer proposes 

what or who can help. 

The trainer relates to fears as well telling or asking what can reduce them. 

This can lead to creating the group rules – next exercise.  

Materials needed 4 different colour post—it, pens, flipchart paper, thick pen 

 

1/4 Group work – Creating training rules 

Duration  5 min 

Description (step 

process for the 

facilitator, including 

debriefing questions)   

Draw a sketch of a big sized codex on the flipchart paper.  

Ask the participants about their needs of the training framework.  

Wait for their answers and recommend rules: group confidentiality, time 

schedule, breaks, mobile phones, don’t interrupt while others speak, etc.  



20 

 

Write the rules into the codex and at the end ask whether they agree. 

Each person can sign this codex but it is optional. Put the final paper 

somewhere on the wall and if it is necessary you should complete with 

new rules. 

Materials needed flipchart paper, thick pen 

 

UNIT 2: Introduction to volunteering 

The training is based on the volunteer manual IO1. Please read it before delivering this part of the 

training.  

The aims of this unit are: 

• Present definition, trends of volunteering 

• Introduce participants to the legislation in the field of volunteering 

• Present specifics in social institutes 

 

2/1 Brainstorming - Common definition for volunteering  

Duration  15 min  

Description (step 

process for the 

facilitator, including 

debriefing questions)   

Use brainstorming method: Write on a flipchart paper: Definition of 

volunteering  

Ask the participants to say only words that they can think of about 

volunteering. Do not ask for whole sentences but only for words.  

Finally, the group can create 1-2 sentences from the words previously 

bainstormed, and if the whole group is satisfied with the definition you 

can present them the definition by the law emphesizing the main pillars of 

volunteering.  

Trainer can summarize the meaning of volunteering and shortly the legal 

issues too. You can talk about new trends in volunteering - changes in 

motivation of volunteers, professionalization of the volunteering. 

The criteria of volunteering can also be discussed: what is volunteering 

and what is not –for example: are students on practice or family members 

volunteers? 

Materials needed Flipchart, thick colour pen 

 

2/2 The Pros And Cons Of Volunteering 

Duration  25 min 

Description (step 

process for the 

Trainer introduces the topic with the following questions:  
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facilitator, including 

debriefing questions)   

Have you ever volunteered?  

Have you ever worked with volunteers at your workplace? 

Then the trainer splits the group into sub-groups according to the number 

of participants. Not more than 5 people should be in one group. Each sub-

group should choose someone respoinsible for writing on flipchart paper 

and/or present their results in the big group.  

Two topics should be elaborated by the sub-groups: 

Topic1:  

What are the benefits and dangers or challenges of working as a 

volunteer? (from the perspective of the volunteer) 

Topic2: 

What are the benefits and the chellanges or risks for the social instituions 

of working with volunteers? (from the perspective of the social institution) 

Once the sub-groups finished, ask each sub-group to present their work in 

the big group.  

Allow time for questions and feedbacks.  

Materials needed Thick colour pens, flipchart papers for each sub-group 
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2/3 Oral presentation – House of the organisation – roles and responsibilities within the volunteer 

programme 

Duration  15 min 

Description (step 

process for the 

facilitator, 

including 

debriefing 

questions)   

The trainer draws a big house on a flipchart – this symbolises the social 

institution and the roles within the volunteer programme.  

Then she/he starts to explain the different roles and tasks of the different levels 

as follows: 
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for the employees and beneficiaries? Who will be responsible for the volunteer 

programme? For what kind of tasks do we expect volunteers in what number? 

How do we support them? How to reward and motivate volunteers? 

2.MIDDLE MANAGEMENT LEVEL: Mission and goals go to operational level - 

What? How? – here the volunteer manager understands how the management 

thinks and translates it to operational level and then passes relevant tasks to the 

mentors. At this level happens recruitment, selection and employment of 

volunteers by enforcing legality. The volunteer manager coordinates and 

oversees the volunteer program.  

3. ADMINISTRATIVE LEVEL - they do not have much to do with volunteers (unless 

there are volunteer positions on this department) but they have an important 

role. The volunteer manager ensures that the admin knows the laws related to 

volunteering in the institution and acts accordingly.  

4. LEVEL OF EMPLOYEES – They are working specifically with volunteers. 

Volunteer guides see the work of volunteers day by day, they have to deal with 

day-to-day practical tasks related to volunteers.  

5.LEVEL OF VOLUNTEERS: It is very common for the volunteer to work with the 

target group of the institution. Usually their motivation is related to the 

beneficiaries, however volunteers can be place at any level of the 

organisation. There may be someone who is volunteering on the 

administration or helps the volunteermanager or the middle managers. 

But volunteers can also help in strategy planning, PR or at any area of the 

social institution.  

6. BENEFICIARIES: the different targetgroups of the social institution, service 

users for whom the social institution was established.  

In case there are volunteer managers present in the group, they can shortly 

present their volunteer strategy for the group.  

Materials needed Flipchart, thick colour pen 

 

2/3/b Brainstorming - Optional exercise: volunteer positions 

Duration  40 min 

Description (step 

process for the 

facilitator, including 

debriefing questions)   

In case the volunteer manager has not yet had a previous session on 

brainstorming on other optional volunteer position with the potential 

volunteer guides this exercise can be used to identify new or addtitional 

volunteer positions within the institution. This exercise can only work if 

the volunteer manager and serveral volunteer guides from the same social 

institution are present.   

The trainer initiates a 20 minute brainstorming or brainwriting about 

volunteer tasks in the social institution. Every participant is encouraged to 

think aloud and suggest as many ideas as possible, no matter seemingly 
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how outlandish or bizarre. The trainer writes all ideas on the flipchart.  

In the next 20 minutes analysis, discussion, or criticism of the aired ideas is 

allowed as evaluation session begins. Volunteer guides should choose 

which volunteer positions they are ready to guide and take ownership of 

them.  

Materials needed Flipchart, thick colour pen 

Source/reference: https://www.smashingmagazine.com/2013/12/using-brainwriting-for-

rapid-idea-generation/ 

 

2/4 Group work - Volunteer management cycle  

Duration  20 min 

Description (step 

process for the 

facilitator, including 

debriefing questions)   

Trainer should introduce the management steps that are given to 

participants on handouts by explaining what tasks should be done at each 

step.  

In case you are delivering the taining for one particular social institution 

and if they already have a volunteer strategy it could be presented to the 

participants here.  

Materials needed Flipchart, thick colour pens, post-it 

Handouts needed Handout: Volunteer management cycle 
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Handout: Volunteer management cycle 

 

  

2/5 Oral presentation - Legal issues related to volunteering (presentation) 

Duration  30 min 

Description (step 

process for the 

facilitator, including 

debriefing questions)   

Trainer presents all legal background related to volunteering according to 

the relevant country’s law. Trainer can also create a quiz on PPP, She/He 

should then prepare questions on the presentation and hand out printed 

sheets with possible answers. It should contain obligations and rights of 

the volunteers as well as of the institutions.  

Adminnistrative obligations should also be covered here.  

Materials needed Projector, PPT, laptop 

Planning the volunteer 
programme and preparing 

the organization 

Recruitment 

Selection  

Orientation and training  

Support, supervision and 

motivation  

Recognition  

Evaluation  

Ending cooperation 

Community involvement 

Cooperation with 

beneficiaries  

Staff involvement 

Management support  
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The volunteer guide 

Who is this mysterious person?  

For different reasons - such as that there are so many volunteers in an organisation that the 

volunteer manager does not have enough time to deal with them individually or the volunteer 

manager does not have the relevant knowledge of the area where volunteers are needed - a new 

role has to be introduced into the volunteer programme - the role of the guide.  

Be it an employee or an experienced volunteer, he/she is the one who provides one-to-one support 

and encouragement to a volunteer who comes into contact with the institution. Volunteer guides 

support volunteers in their work with benificiciaries, solving problems and dilemmas and in some 

cases they also support volunteers in their learning or professional development. However this 

training does not cover the professional and personal development support given to volunteers as 

those tasks should be delivered by a mentor, coach or a supervisor.   

The volunteer guide is the link between the beneficiaries and the volunteer; therefore the guide 

should have adequate knowledge about both parties. The guide should be able to assess their needs 

and desires in order to match the beneficiaries with the volunteers, based on their characters and 

personal preferences. The guide’s task is not only the matchmaking but also a kind of quality 

assurance, as the volunteer and the beneficiary/ies will first address their questions and complaints 

to the guide. Guides are usually responsible to the volunteer manager; they are the messengers 

between volunteers and the volunteer manager.  

 

In the frame of the SoVol project, the partners agreed upon the following definition: A volunteer 

guide is an experienced person in an organization who gives direct support to volunteers on specific 

tasks and obligations. The volunteer manager can also be the volunteer guide but he/she could also 

be a different person with specific skills. The division of the tasks should be done according to the 

possibilities of the social institution but also taking into account the needs of the beneficiaries and 

the volunteers’ tasks. However the task division between the volunteer manager and the volunteer 

guide should be very clear to all actors, meaning also volunteers, beneficiaries as well as other 

employees should be aware who to turn to with what kind of problems or questions.  

 

Most common tasks of volunteer guides 

The volunteer guide’s first duty is to ensure and support the integration process of the new 

volunteers into the community, the organization and at the level of the task to be performed. During 

the first contact with the volunteer it may be helpful to share the stories about how you came to be a 

volunteer guide to ceate a trustful athmosphere, and what you both want to get out of the 

relationship. 

When integrating into the community it is important to introduce the volunteer to the beneficiaries 

as well as connect volunteers with the employees and collegues.  

For the first meeting with the volunteers beneficiaries also have to be prepared, explained the role 

and tasks of the volunteer. SoVol project partners have elaborated useful workshop on how to 

sensitizes the beneficiaries befire collaborating https://sovol.wordpress.com/outcomes/ with 

volunteers.  
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Before the volunteer starts to work in the social institution the location, facilities, rules also have to 

be shared with them.  

The preparation process that helps the volunteers get introduced to their work within the 

organization can be divided into two parts: 

 Orientation: the process of preparing the volunteer to adjust to the organization and their 

job and to become effective as soon as possible (also known as induction). 

 Training: the process of preparing the volunteer to be able to perform the volunteering 

activities for the organization. Please read the Step by step guidebook for volunteer 

managers: https://sovol.wordpress.com/outcomes  

 

The volunteer guide helps the volunteer to understand their task, in every detail of the work, but also 

to see how it is related to the whole organizational purpose. Difficult situation can be prevented or 

minimised in the first instance by providing clear communication about the role and the expectations 

to all volunteers at induction, before they begin their role.  

As the primary aim of the volunteer guide is to accompany and support the volunteer -once 

volunteers have started their work there should be an ongoing dialogue between the volunteer and 

the volunteer guide. As a guide you need to take a non-judgemental approach where people are 

treated with respect and honesty. However the framework of your cooperation with the volunteer 

has to be established and agreed by both parties. Make the terms of the relationship, including limits 

on confidentiality, clear at the start and there will be fewer problems later.  

Supporting the volunteers can decrease fluctuation of volunteers. As a volunteer guide you can 

support your volunteers by sharing your ideas on what would be the best course of action for them 

to take, giving information if they need or by enabling volunteers to support each other through 

team building or buddying.   

 

As a volunteer guide your main focus should be the correct performance of the volunteer’s tasks.  

The guide has to pay attention to the volunteer and recognize the work of the volunteer in different 

ways, e.g: by saying „Thank you!” to them. Motivating the volunteer can happen on different level 

but certainly the feedback from those who are in direct contact with the volunteer are essential. 

Giving feedback should be a routine of the volunteer guide. Giving instant reactions on the spot is an 

effective way of helping the volunteer to get better in what she/he is doing however it is important 

to keep some rules when giving negative feedback: 

 

Highlight the mistake — Best to do this after the situation has happened, not when emotions are 

flared on both sides or you won’t have a rational discussion or reflection. Tell the person that you’d 

like them to reflect on what happend.  

Discuss what you would have expected — If you don’t have an answer for what the right process or 

right behavior would be then you’re not going to be very effective in helping the person to be better 

next time. 

Help them plan the new rules / process to ensure the mistake isn’t repeated — Be a problem solver. 

Work on the new process with them. Talk about exactly what needs to happen next time.  
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Praise people publicly, but discipline people privately — If you do need to discipline people don’t try 

to make a public spectacle of them to set an example. 

In the same way, welcome feedback from the volunteer, even critical feedback, and even if not very 

tactfully expressed. You may be skilled at giving feedback, but they may not. All feedback is helpful 

learning and can inform you. 

 

It is the task of the guide to schedule meetings between the beneficiary and volunteer unless agreed 

otherwise with them. To be able to document the volunteering the volunteer guide has to keep 

evidence of the volunteer activity. The easiest form of it is to ask the volunteer to sign time sheets.  

The volunteer guide is responsible for the volunteer but also for those beneficiaries who are served 

by the volunteer. He is in charge of their relationship, the right treatment and help, appropriate 

communication and ethical boundaries. Moreover the tasks completed by the volunteer have to be 

supervised by the guide therefore he has to discuss with the volunteer, how he feels, how much 

more (or less) he can be charged and what other kind of tasks he would like to do. When the 

volunteer guide knows the volunteer better, he may make suggestions for further employment of 

the volunteer, taking into account the allocation. The needs should be analysed also from the side of 

the beneficiaries to help the volunteer to find the best job.  

Regular review is crucial to check: 

 That both are clear what needs to be done. 

 How satisfied are all parties, the volunteer, beneficiaries and the volunteer guide with the job 

of the volunteer. 

 Whether something can be/need to be changed? 

This can happen on evaluation meetings or other planned sessions. The mediation between the 

volunteer and the volunteer coordinator is also the role of the guide. He represents the volunteer's 

interests all the while while keeping the organizational interests in mind. Volunteer guides usually 

report to the volunteer manager on their evaluation of the volunteer. Therefore volunteer guides 

should be able to manage conflicts between volunteers and beneficiaries or between volunteers and 

volunteers.  

 

Choosing the right volunteer guide 

Choosing the right person for this position is important for success of the volunteer programme. The 

actors of the volunteer programme will recognize mentors when their selection is based on their 

personality but also their knowledge and competence in their work. Once the volunteer guides are 

chosen thely should be given time or money compensation to be able to deliver this job. This can be 

calculated by the number of volunteers they guide.  

 

TIPP! Choosing the right volunteer guide 

 

The right person for this position should have the following features: 

 

 Should have work experience on the work that will be delivered by the volunteer 

 Should know the social institution, its structure, rules and culture 

https://www.skillsyouneed.com/ips/feedback.html
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 The leaders of the social institution should trust him/her 

 Should have a caring personality 

 Should be collaborative, proactive 

 Should have open mentality 

 Should have adequate time for guiding the volunteer!  

 

2/6 Group work - Roles and tasks in the volunteer programme – task division 

Duration  70 min 

Description (step 

process for the 

facilitator, including 

debriefing questions)   

The trainer should introduce the handouts: tasks of a volunteer manager. 

Explain that not all these tasks might be needed or done by one person 

depending on the number of volunteers and the volunteer positions. Start 

to explain the tasks of the volunteer guide while giving the handout to the 

participants.  

Now that the legal obligations, the volunteer management cycle, the 

actors of the volunteer programme and their tasks are dicussed the tasks 

and responsibilities can be divided to different roles according to the real 

needs of the social institution.   

Trainer should split the group into 4 sub-groups and give each sub- group 

one role: volunteer, volunteer manager, volunteer guide, leader of the 

organisation. 

PART 1: Each sub-group works on their roles. They should create a list 

about the TASKS and HOW TO DELIVER THE TASKS! They can use the 

handouts. (20 min)  

e.g.: Volunteer guide 

TASK: organise regular meetings with the volunteer / HOW TO DELIVER 

THE TASK:prepare before the meeting, plan meetings in advance or in 

regular intervals, etc.  

PART 2: The “mentor” sub- group should meet all other 3 sub- groups to 

discuss their common tasks and how their roles can cooperate together. 

Other sub-groups are observeres meanwhile.   

What are our common tasks? / How can we share/deliver it?  (5-5 min for 

each meeeting)  

PART 3: Come back in the big group and each team presents their work 

results – the tasks and responsibities of each role. (15 min) 

Allow time for questions and reflection! 

 

VERSION B 

 

Task devision on paper. Each task of the volunteer manager and the 

volunteer guide (as in the handout) should be on separate pieces of paper, 
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there should be 5 packs of these. Trainer spils the group into subgroups of 

four. Each subgroup gets a packet of the tasks and two white sheet of 

paper. They should write on one: volunteer manager, on the other one 

volunteer gude. Their task is to decide which task belongs to the volunteer 

manager and which ones to the volunteer guide role and stick the tasks 

onto the relevant paper.  

Once the subgoups are ready they should share their results in the big 

group. At the end the right task division should be given to the 

participants as handouts.  

 

IMPORTANT NOTE! 

If there are participants from the same social institution the volunteer 

manager and the potential volunteer guides should form separate sub- 

group and they should discuss which tasks belong to which role as 

detailed as possible.  

Materials needed Flipchart papers, thick colour pens 

Version B: glues, A4 white sheets of paper, each task of the manager and 

the mentor on separate pieces of paper. 

Handouts needed Optionally handed to participants: Tasks of a volunteer manager – to 

identify tasks that have to be during the volunteer programme you can 

refer to Occupational Profile for the Volunteer Manager 

Source/reference (if 

there is: website, 

literature, and link. Also 

reference to other IOs) 

Occupational Profile for the Volunteer Manager – elaborated in the 

project “Wake-Up call: Volunteer Manager Role!” Erasmus+ Program, 

contract number 2014-1-RO01-KA205-002734.  

 

Handout: The responsibilities of a volunteer manager include especially: 

 preparing a volunteer programme, 

 fulfilling administrative tasks and record-keeping related to the volunteer programme,  

 informing about volunteering within but also outside the social institution/organization, 

 searching for, selection of and recruitment of volunteers, 

 communicating with volunteers on a regular basis, 

 securing the needed training for volunteers, 

 organizing regularmeetings with volunteers and being available for them to discuss issues 

and share thoughts, 

 helping volunteers to solve issues related to their volunteer activities, 

 protecting the interests of volunteers 

 recievingfeed-back from volunteers on a regular basis,  

 organizing and securing group or individual supervision of volunteers in cooperation with 

other colleagues and specialists (a mentor, a psychologist, a priest, a doctor or a nurse),  
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 processing records, interim and final reports about volunteer activities in order to evaluate 

the volunteer programme, 

 creating a system of motivation and recognition of volunteers,  

 mediating the communication among volunteers, beneficiaries, management and staff of the 

institution/organization,  

 securing photo-documentation of volunteer activities, 

 in case of need or once the volunteer activity is over – terminating the work with a volunteer.  

 

Tasks of a volunteer manager - Occupational Profile for the Volunteer Manager 

KEY AREA 1. STRATEGIES AND POLICIES FOR VOLUNTEER INVOLVEMENT IN THE ORGANIZATION 

 1.1. Contribute to the development of the strategy of the volunteer involving organization  

 1.2. Contribute to the development of the operational plans for the implementation of the section 

on volunteer involvement from the organization’s strategy 

 1.3. Evaluate volunteers’ contribution to the strategic goals of the organization 

 1.4. Develop a volunteering policy (rules and regulations for volunteer involvement) 

 1.5. Develop structures, systems and procedures to support the implementation of the volunteer 

policy  

 1.6. Ensure compliance with laws and regulations 

 1.7. Obtain funds for the organization’s volunteering policies and plans  

KEY AREA 2. PROMOTION OF VOLUNTEERING 

 2.1. Promote volunteering within the organization  

 2.2. Promote volunteering outside the organization 

KEY AREA 3. MANAGEMENT OF THE VOLUNTEERS 

 3.1. Manage the process of recruitment of volunteers  

 3.2. Manage the selection and matching of volunteers 

 3.3. Manage the induction of volunteers 

 3.4. Manage the process of motivation, retention and recognition the volunteers 

 3.5. Manage the process of supervision of and support for volunteers 

 3.6. Manage the planning and implementation of volunteers’ activity 

 3.7. Manage the monitoring and evaluation of volunteers’ activity  

KEY AREA4. DEVELOPMENT AND RECOGNITION OF SKILLS GAINED THROUGH VOLUNTEERING 

 4.1. Support the development of volunteers’ knowledge, skills and competence  

 4.2. Provide support for keeping evidence related to activities that develop volunteers’ knowledge, 

skills and competence 

 4.3. Manage the process of recognition of volunteers’ knowledge, skills and competence according 

to existing procedures and guidelines 
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 4.4. Ensure that the recognition certificates are issued according to existing procedures and 

guidelines 

 4.5. Support volunteers to make use of the skills gained through volunteering 

KEY AREA 5. MANAGEMENT SUPPORT FOR VOLUNTEERING PROGRAMS 

 5.1. Manage projects involving volunteers / Collaborate with managers of projects involving 

volunteers 

 5.2. Manage data and report internally and externally about volunteering 

 5.3. Contribute to the budgeting process in the organization  

 5.4. Ensure the quality of volunteer activities and services provided by/with the support of 

volunteers  

 5.5. Participate in and/or facilitate the participation of volunteers to meetings related to planning of 

activities and projects involving volunteers 

 5.6. Manage the flow of information among all parties involved in volunteering  

 5.7. Identify, assess and control health and safety risks related to the activity of volunteers 

 5.8. Help address problems affecting volunteering 

KEY AREA 6. MANAGE THE WORK RELATIONSHIPS INVOLVING VOLUNTEERS 

 6.1. Ensure proper working environment & resources for volunteers 

 6.2. Develop and maintain partnerships working to support volunteering 

 6.3. Promote and develop productive working relationships between volunteers and 

employees/trustees / beneficiaries 

 6.4. Manage and continuously develop others’ capacity for working with volunteers 

(employees/trustees /other stakeholders) 

 6.5. Manage and continuously develop individual capacity for managing volunteers 

 

Handout: The responsibilities of the volunteer guide 

 

 induce the volunteer/give orientation on the spot;  

 prepare beneficiaries for meeting volunteers 

 connect volunteers with the employees and collegues 

 introduce the volunteer to the beneficiary;  

 introduce the volunteer to the actual duties/concrete job; 

 keep evidence (e.g.: sign time sheet) 

 schedule meetings between beneficiary and volunteer 

 MATCH: analyse needs of the beneficiaries (find job for the volunteer);  

 give direct feedback to volunteers in any cases (good and bad) = instant reactions on the spot 

in real time;  
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 report to the volunteer manager;  

 evaluate the volunteer towards the volunteer manager;  

 manage conflicts between volunteers and beneficiaries or between volunteers and 

volunteers or volunteers and colleagues 

 recognize the work of the volunteer (non-formal, eg.: thank you, well done!) 

 motivate volunteers;   

 Act as an intermediator (enable information flow) between other colleagues, the manager, 

the beneficiaries and volunteers 

 Accept and understand the volunteer program 

 Work closely with volunteer manager through phone contact, personal conferences and 

group meetings 

 Serve as an example/role model: Provide example of how to treat others 

 Allow the volunteer the time to explain the situation completely before offering advice 

 Celebrate the successes of your volunteer, note of the volunteer ideas and suggestions, and 

forward to the volunteer manager 

 Recognize your volunteer as an individual with a private life 

 Offer non-judgmental and sensitive responses to assist in clarification of emotional states 

 Accept and relate to volunteer who may not share the mentor’s lifestyle and values 

 Respect the volunteer’s right to self-determination and independence 

 Strive for mutual respect and good communication 

 Build self-esteem and motivation in the volunteer when giving feedback on her/his work, 

Thank for your volunteer, propose on the reward. 

 Help at the process of leaving the organisation 

UNIT3: Guiding volunteers in practice 

In a relatively large volunteer programme (especially when volunteers have direct contact with the 

benefiaries) the job of the volunteer guide is the one who offers the most contact space to the 

volunteer, therefore it is strategically the most important task. If someone has never been a 

volunteer guide before, then it is very important that he/she practices the tasks to experience the 

complexity of the job and to deepen the skills. Volunteer guides have to be familiar with the social 

institution itself as well as the concrete tasks the volunteer have to deliver. Amongst others 

volunteer guides have to know about the different roles, responsibilities of the volunteer programme 

actors such as volunteer guide, volunteer manager, employees, beneficiaries and their relatives, the 

confidentiality rules, the competency boundaries, the ethical rules as well as liability issues.  

In this chapter you’ll find more exercise than the given timeframe, therefore this part of the training 

needs to be planned by the trainer.  You should choose upon the needs of the participants the most 

relevant ones. Volunteer guides can have their main focus on different volunteer management areas 

depending on the task division with the volunteer manager. For this reason we offer exercises 

around the most significant management elemenst that are usually delivered by the volunteer guide. 
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Here you find exercises on inducing volunteers into the volunteer position, supervising volunteer 

work, having an evaluation meeting with the volunteer, giving feedback to volunteers and solving 

crisis situations. 

Aims of this unit are: 

• Identify the skills of the volunteer guide 

• Learning to handle possible problems related to the volunteer programme 

• Interpret motivators of volunteers 

• Practice different situation arising in the guiding process 

 

 

Role play - Volunteer guidence in practice 

Duration  30 min 

Description (step 

process for the 

facilitator, including 

debriefing questions)   

This exercise allows to have an own experience as a volunteer guide.  

 

Trainer splits the participants into groups of three.  

In each group there will be three roles: a volunteer guide, a volunteer and 

an observer, groupmebers can choose themselves. Trainer asks all those 

who have chosen volunteer guide role to put their hands up. The same 

way asking for all roles to put their hands up – to make sure all groups 

have all three roles.  Each role has 2 minutes then swap roles within the 

sub-groups.  

Trainer explains the task for the volunteers (“Your task is to prepare an 

airoplane from this sheet of paper, you have two minutes!”) in the name 

of the volunteer guide. All volunteer guides can repeat the volunteer’s 

task in their sub-group in their own words. The observer should observe 

hoe the volunteer and the volunteer guide cooperated, but does not say 

anything. Remember your observations until the end of the three 

sessions. Trainer should measure time very thightly and be very clear 

when it starts and when to change roles.  

After 2 minutes, roles rotation. Trainer asks again “All volunteers hands 

up!” – to mke shure that roles are clear and agreed in all sub-groups.  

Now trainer instruction for volunteer is: Make a paper hat in one and a 

half minutes. Whoever is ready should put it on his head. After 1,5 

minutes rotate again. 

Trainer should make sure everybody knows their role in the sub-groups. In 

the third seccion trainer says: “Dear volunteer, I will give you the world's 

most important task, make a paper ship in one and a half minutes.  

 

At the end of the three rounds allow enough time for debriefing, ask 

paricipants the following questions: 

 

To the volunteers: How did you feel as a volunteer? What helped you the 
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most? Was there anything that felt not so good? What could have helped 

more? When you needed did you ask for help? 

 

To the volunteer guies: When you needed did you ask for help? How did 

you ask the volunteer to deliver the task? Who thanked for the volunteer's 

work, who said at the end of their work: “THANK YOU!”? Who and how 

encouraged the volunteers? 

 

To the observers: What was their relationship? What did you see as an 

observer?  

Let’s collect a list: What did you learn from this exercise that is important 

for your work as a volunteer guide? 

Materials needed white sheets of paper in the munber of participants, flipchartpaper, pen 

 

Group work - Characteristics and skills of a volunteer guide  

Duration  30 min 

Description (step 

process for the 

facilitator, including 

debriefing questions)   

Create 4 sub-groups working on two topics (meaning two sub-groups will 

be working on Topic1 and two on Topic2): 

Topic1: the characteristics, ideal features of a volunteer guide  

Take the previous list of the tasks of the volunteer guide. Try to find 

relevant charectersitics (skills and attiudes) to the tasks by going over 

them one by one. E.g: Task of the volunteer guide: introduce the 

volunteer to the beneficiary – Related characteristic of the volunteer 

guide: should be open towards disadvantaged volunteers, patient when 

they have questions, should have good communication skills 

Topic2: the expected attitude and behavious of volunteers related to the 

volunteer guide’s tasks. 

Also from the list of the tasks of the volunteer guide this group works on 

what can be expected from the volunteers in relation to the tasks of the 

volunteer guide - where relavant. E. g.  E.g: Task of the volunteer guide: 

introduce the volunteer to the beneficiary – Related characteristic (if 

needed tasks also) of the volunteer: should ask questions, should 

introduce him/herself, should be polite, should be tolerant toward the 

beneficiary. 

All sub-groups should write their ideas on flipcharts.  

All sub-groups present their results in big group. Allow time for reflection 

and questions.  

Materials needed Previous flipchart papers and handouts, pens 

 

Induction 
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Group work – Induction procedure for volunteers 

Duration  30 min 

Description (step 

process for the 

facilitator, including 

debriefing questions)   

The aim of this exercise is to develop an appropriate and comprehensive 

procedure for inducting new volunteers into the social institution.  

Trainer starts with a short discussion on the question “How was your first 

day on a new wokplace? What did you appreciate in it and what did you 

not like?” 

Here the trainer should refer to the Induction checklist and induction part 

from the the Step by step guidebook for volunteer managers 

(https://sovol.wordpress.com/outcomes.  

Then trainer splits the group into sub-groups of max 5 people in one 

group. Employees from the same institution should work together. Give 

them the handout with the induction checklist and ask to fill that out 

together.  

After 15 minutes ask the groups tp present their work for the big group.  

Materials needed A4 sheet papers, pens 

Handouts needed Indution ckecklist handout  

 

Handout: Induction checklist 

Volunteer Role:……….  

What Who When/where How/what is needed 

About the social institution  

- the mission, history, objectives, 

aims  

- the kind of work done and why, 

services;  

- structure: organogram, teams, 

devisions, management;  

- culture and important rules in 

the organization; 

- importance of volunteers to the 

organisation. 

Volunteer 

Manager 

At the start of the first 

day 

Presentation or video 

The building / volunteer base  

- Office layout, toilets, parking, 

fire exit and procedures, etc.;  

- Facilities for volunteers e.g. 

break areas, notice board, 

kitchen, health and safety 

guidelines 

   

The volunteer position  

- Outline of volunteer role, tasks, 

confirm agreed commitment day 
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/ time etc;  

- Staff / Volunteers working with 

directly (Who and how introduce 

volunteers to stuff?);  

- Introduction of beneficiaries’ 

specifics: behaviour, illnesses, 

likes, dislikes, etc.  

- Boundaries of role / Expected 

Conduct / Confidentiality;  

- The process to follow if difficult 

situations arise;  

- Insurance, health and Safety. 

The support system  

- Main contacts;  

- Other support available i.e.  

supervision/evaluation meetings;  

- Volunteer guide, practice 

period; 

- Resources, equipment,  

- Training;  

- How expenses are paid;  

   

First time to deliver the volunteer 

task 

   

First meeting with beneficiaries    
 

 

 

Giving feedback to volunteers 

Cooperation with volunteers is not always easy. You may find that they are in the way or that they 

interfere with your work. Always keep in mind: volunteers and stuff of the institution are working 

towards the same goal. They want the beneficiaries to lead a pleasant life, is taken well care of, and 

is taking part in pleasurable activities. When cooperation with volunteer does not go well, these rules 

of giving feedback help you to conduct a good conversation about cooperation. 

 Give Feedback in Private 

 Create a safe environment 

 Start a conversation positive, for example: “I think it’s really special that you come here every 

Tuesday and have a walk with Mrs Wenders.” If you only give criticism, the other person will 

not change their behaviour and cooperation will not improve between you. 

 Do not focus your feedback on the person, but on the person's behaviour 

 Give at least as much positive feedback as you do negative 

 Be very concrete 

 Ask follow-up questions; make room for the other to respond. You can ask: “Do you 

recognize what I'm saying?” Or: “Do you understand what I mean?” 
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 Ask about the tasks they struggle with 

 Set clear expectations, specific goals 

 The intension is that the volunteer can also do something with the feedback. So give a 

suggestion how he can change his behaviour 

As a volunteer guide, you need to remember that you, too, are always learning and developing. 

There is always room to improve. 

Ask the volunteer for feedback on your mentoring style, and change it to adapt to their 

requirements. But especially if you’re working with several different volunteers, don’t forget that 

everyone is different and the ideal approach for one may not work for another. Flexibility is key. 

Retrived 2018, January from SkillsYouNeed (2017), Read more at: 

https://www.skillsyouneed.com/learn/mentoring-skills.html 

 

Pair work - Giving feedback 

Duration  20 – 60 min 

Description (step 

process for the 

facilitator, including 

debriefing questions)   

Practice, two by two, the conduct of the conversation between nurse (as 

the mentor) and volunteer with the given situations below. Apply the 

rules of giving feedback. Switch in roles if time allows.  

If you allow 60 minutes for this exercise you can work in groups of 3: one 

mentor, one volunteer and one observer. At the end of the conversation 

everyone discusses their experiences; most important conclusions can be 

brought back into the big group.  

1. A volunteer has forgotten to pick a resident up from his room for the 

communal coffee.  

2. A volunteer walks into a beneficiary’s room without knocking, just as 

you're working with a client and the ‘occupied light is on. 

3. A volunteer has more time to do his tasks. You, as a professional, have 

less time, you are more rushed. This causes annoyances on both sides.  

4. You tell the volunteer some issues concerning a client because you 

think that this is important for their work. You live and work in a small 

rural community, and weeks later the information concerning the health 

of that client gets back to you via a different route. The volunteer has not 

handled the right to privacy of the client in a correct way. 

5. A volunteer calls two hours in advance that she can’t come to work. You 

suddenly have a big problem. 

Trainer reflection questions: 

Would you like to share your most important conclusions, experiences? 

What was the most difficult, why? 

What would you do differently after this discussion? 

https://www.skillsyouneed.com/learn/mentoring-skills.html


39 

Source/reference (if 

there is: website, 

literature, and link. Also 

reference to other IOs) 

 edition has been created within the “Zorg beter met vrijwilligers”, a 

project of Vilans conducted in cooperation with MOVISIE, Sting, Agora. 

The project is made possible by subsidy from the Ministry of VWS.  Free 

download for this manual on  www.zorgbetermetvrijwilligers.nl &  

www.sting.nl 

 

Evaluation conversation 

According to Kármán and Kónya (2008) evaluation discussions should be regular, predictable but can 

also be spontaneous conversations when the host organization or the volunteer has a problem that 

poses a threat to a successful task solution or can be disadvantageous to the organization. An 

evaluation conversation is a deliberately structured, regular opportunity for the support and 

evaluation of volunteers that usually takes place along the following questions: 

 How do we feel in the social institution, in the volunteer programme? (helps to be tuned) 

 We should refer to previous conversations that may be related to the present period. 

 We should evaluate the tasks quantitatively and qualitatively (both parties). What are you 

doing, in what activities did you take part since the last conversation? 

 What problems has/had the volunteer? 

 How was the problem solved? 

 We are developing solutions to the current problems together. 

 The positive reinforcement of the volunteer (strengths, concrete successes) 

 In what should the volunteer develop? From whom and what help can he get for this? 

 

Role play - Simulation of an arising problem with the volunteer 

Duration  50 min 

Description (step 

process for the 

facilitator, including 

debriefing questions)   

Trainer explains the importance and rules of giving feedback along with 

the evaluation conversation. Then find persons to these roles: guide, 

volunteer, beneficiary.  

Give each role special situation secretly and start the show for 20 minutes. 

First the volunteer guide talks with the beneficiary, realises the problem, 

than the volunteer guide needs to have an evaluation talk with the 

volunteer. For this trainer should explain the main questions and 

principles to be followed during evaluation conversation.  

Other participants will be observers – they have to write down good and 

bad points of the roles.  

Situations to be given secretly to the “actors”:  

Volunteer: He/she is late, not doing the task in a good quality, careless 

and lost the motivation 

Mentor: Try to find a solution for everybody, cooperate each roles 

http://www.sting.nl/
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Beneficiary of the organisation: The volunteer is always late. But the 

beneficiary doesn’t understand the situation, never knew that this person 

is a volunteer and not an employee of this social institution, would like to 

talk about the situation with the leader of the organisation. 

Discuss about the role play: first the roles give feedback how they felt in 

their role; after the observers tell about attitude of the roles.  

Materials needed A4 sheet papers, pens 

Handouts needed Give each role a printed description about the situation  

 

Motivating and rewarding volunteers 

 

Volunteer guides have direct contact with volunteers therefore they have a high impact on their 

motivation. Here we suggest some basic priciples to follow when motivating your volunteers by 

Szilárd Strenner volunteer managemnt trainer as supplemented József Hamar's note:  

 

Be natural! Say what you think and act as you say! Be direct, Strive for the "I'm okay" state! 

Be active and interested! See and accept the differences of volunteers. 

Offer information and opportunities for volunteers! Be physically available to them. Maintain regular 

contact with volunteer. Be empathetic! 

Enable and encourage your volunteers to become Creators! Give space to the volunteers! 

Find and identify volunteers’ individuality: 

a) motivation, 

b) areas of interest, 

c) their communication style, 

d) skills and competences, 

e) strengths. 

Accept NO: A volunteer can always say no to the job you wanted to give him. 

Make sure you ask the volunteers the task they are entrusted with. You and volunteers also take 

responsibility for your actions, decisions, and their consequences for this it is important to comply 

with transparent agreements (frameworks). 

Care: Listen to the personal problems of volunteers. Give him help within your competence range. 

Results and successes: Help volunteers to achieve measurable results and complete their tasks. Let 

them have common achievements in which they have their own duty to celebrate. 

Trust: Tust the volunteers! Give them a responsible job and allow them to make mistakes. Mutuality 

triggers building of confidence. 

Autenticity: All of this will only work if you are also working according these principles. 
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Brainstorming - What motivates volunteers? 

Duration  30 min 

Description (step 

process for the 

facilitator, including 

debriefing questions)   

The aim of this exercise is to find out what motivates volunteers to stay in 

a working environment. For this participants have to brainstorm on what 

they value in a work situation. 

Trainer asks participants to think about what they would look for in their 

ideal workplace. Ask them to collect everything that makes/would make 

them satisfied, motivated, valued about the working conditions, 

environment, management, relationships with collegues, the job.  

 

Also make a list of the negative experiences and worst examples that 

could happen/happened in a job. When they felt unvalued, disliked or 

uncomfortable.  

 

Once both lists are ready trainer should allow time for feedbacks by asking 

some questions: 

How do you think this is in case of volunteers? 

Which of these could you avoid and how? 

Which could you introduce/apply in your volunteer programme?  

 Flipchart paper, pens 

 

 

Individual work - Planning your guiding process 

Duration  35 min 

Description (step 

process for the 

facilitator, including 

debriefing questions)   

Aim is to start to plan the volunteer guiding process and provide feedback:  

Trainer should ask participants to work individually. They should create 

their own time plan for the guiding process. Ask them to think what do I 

need to do first? Give the participants pen and paper and 15 min time for 

this individual work.  

There is no right solution – each plan will be useful.  

Bring back into big group the individual work and discuss about the 

individual plans. Participants might be inspired by eachother’s ideas. (20 

min)   

Materials needed A4 sheet paper, pens 

 

 

Group work - Collecting and solving crisis situations 

Duration  50 min 

Description (step Trainer asks the participants to collect possible crisis situations – write on 
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process for the 

facilitator, including 

debriefing questions)   

the flipchart. Choose 4-6 of them. Divide the big group into as many 

subgroups as there are crisis situations.  

Each subgroup prepares one or more solutions-scenarios for the crisis and 

thinks of a way (presentation, short story, acting, etc.) to present it to the 

whole group. 20 min 

Ask each group to present their scenario for the whole group in 

3min/group. 20min 

Allow time for comments and reflection! 

This exercise can also be delivered focused on problematic situations such 

as:  

 Tension between volunteers 

 Volunteer makes a mistake, causes damage 

 Misunderstanding, dissatisfaction, disobedience between 

volunteer manager 

 Negative attitude/experience of stuff towards volunteers 

Materials needed Flipchart, paper, pens 

 

The dangers, dilemmas and questions of the volunteer guide role 

• There is not enough time / money /employee for this position 

• Conflict between collegues - Why did he get this position and not me? 

• "It's just a problem!" (Meaning the volunteer guide role) 

• Technical barriers - When can I meet the volunteer? How do I provide the tools and resources for 

the volunteer? 

• Young Volunteers - Innovative Ideas - Older people/volunteers find this difficult to handle 

• How to get and deal with feedback from colleagues and supervisors? 

• Who to turn to in case of conflicts? 

Rewarding should be equal to everyone  

• Volunteer-mentor relationship- what if they do not match?  

• Glass wall effect = transparency of the social institution when volunteers arrive to the institution- 

What can and cannot the institution share with the volunteer? How should they share it? 

 

Group work - The dangers, dilemmas and questions of the volunteer guide role 

Duration  40 min 

Description (step 

process for the 

facilitator, including 

debriefing questions)   

Aim is to analyse the dilemmas that could arise in relation to volunteer 

guide role in any social institution.  

Split the group into two sub-groups. Give each sub-group flipchartpaper 

and pens. They have 10 minutes to brainstorm on the obsatcles and 
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benefits and anrguments for having the volunteer guide position.  

Once ready both groups present their outcomes. Trainer should collect 

obstacles and dilemmas on a flipchart.  

Creat 4 sub-groups. Each group should choose 2-3 from the obstacles and 

think of possible solutions to them in 15 mins. 

Once finished present the solutions in big group. Allow enough time for 

reflection on questions.  

Materials needed A4 sheet paper, pens 

 

UNIT 4: Closing the training   

  

4/1 Group discussion - Closing the training 

Duration  30 min 

Description (step 

process for the 

facilitator, including 

debriefing questions)   

Draw a coordinate system to flipchart.  Give name to the coordinates 

which quality of the training would you like to measure at the end e.g.: 

useful / joyful of the training.  

Show the zero point and ask participants to score their feeling of the 

training (3 min)  

 

Sitting back to a closing circle each person should tell about her/his score 

in few sentences and choose one moment of the training which was the 

most useful and explain where she could use this. Trainer should ask 

participants to explain what was the most difficult or negative experience 

during the training.  

At the end of the training hand out the certifications to the participants if 

you have prepared them.   

Materials needed Flipchart, thick colour pens 
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4/2 Individual work - Designed questionnaire for the formal evaluation of the training 

Duration  10 min 

Description (step 

process for the 

facilitator, including 

debriefing questions)   

Ask participant to give useful feedback to develop this training. It will 

useful if they write text comment to the feedback sheet – not only 

scoring.  Below you find our suggerted version of evaluation questionnaire 

for the participnts of the traning. Please feel free to adapt it to the needs 

of your particpants and the training.  

Evaluation can help you identify areas for improvement and ultimately 

help you realize your next training more efficiently. 

Materials needed Pens 

Handouts needed Evaluation questionnaire 

 

 

Handout: Evaluation questionnaire of volunteer guide training 

Date: ………………………………………………………………… 

Location (city, country): …………………………………………Trainers:…………………………………………………………. 

 

Please fill in all questions in the questionnaire. All of your answers will be used to improve future 

trainings! 

 

1. Evaluate the usefulness of different parts of the training, using the following assessment 

scale (check each unit of the training): 

1 – Not useful       2 – Partly useful         3 – Very useful 

Training units 1 2 3 

1. Starting the training    

2. Introduction to volunteering    

3. Guiding volunteers in practice    

4. Closing the training    

 

2. Please assess your knowledge and skills on the content of the training. Enter a grade in the 

blank field, using the following assessment scale: 

5 - Excellent       4 – Very good       3 - Good       2 - Sufficient         1 – Insufficient 

Learning outcomes Before the 
training 

After the 
training 

describe the main features of volunteering   

explain the role and significance of volunteering in society   

explain the specifics of volunteering in social institution   
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identify benefits of volunteering for volunteers and social institution   

demonstrate the general elements of volunteer management (VM)   

describe main actors and their roles in the volunteer programme    

explore the organizational needs of launching a volunteer program in the social 
institution 

  

describe the different roles and responsibilities of main actors in a volunteer 
process (executive manager(s) of the SI, volunteer manager, volunteer 
mentor(s), other employees, volunteers) 

  

interpret the rights and obligations of all actors involved in the volunteer 
programme from the legal perspective 

  

interpret the tasks of volunteer guide and the process of guiding a volunteer   

list possible solutions of problems related to the volunteer guiding process   

interpret motivators of volunteers   

interpret the volunteer guiding process   

 

3. Will you use the knowledge and skills acquired at the training in your further (volunteer) 
work? 
 

Yes, completely     Partly  Slightly  Not at all  

 

 

4. Please specify exactly which knowledge and skills, materials and contacts that you have 

acquired you will use in your further (volunteer) work? 

 

 

5. Which obstacles do you have or do you expect to have in the implementation of the above 

mentioned? 

 

 

6. Did the trainer(s) lead the training in a clear and interesting way? 

 

Clear presentation Interesting presentation 

a) During the whole training a) During the whole training 
b) Most of the time b) Most of the time 
c) Not always c) Not always 
d) Not at all d) Not at all 
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7. To what extent did the training provide space for exchange of ideas and experiences 

among participants? 

a) A lot of possibilities 

b) Few possibilities 

c) Not enough possibilities 

 

8. Did you have enough opportunities for active participation during the training? 

 

a) Yes, a lot 

b) Sometimes 

c) Not at all 

 

9. Please specify the part of the training that had the biggest impact on you! 

 

 

10. Please indicate your overall satisfaction with the training:  

 

Completely     Partly  Slightly  Not at all  

 

11. Which changes or recommendations for improvement of the training would you propose to 

the trainer(s)? 

 

 

 

12. In case you have additional comments, please add them here:  

 

 

 

Thank you for your contribution! 
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BEST PRACTICE 

„SZÉPKORÚAKÉRT A HEGYVIDÉKEN” = “For the elderly of the Highland”  

The project is coordinated and managed by the Social Care Center of Local Government of Budapest 

Capital's 12th District (Hungary, Budapest). In this example the volunteer guide is called volunteer 

mentor as in Hungaryian the translation of volunteer guide is volunteer mentor.  

Target group of the program 

 The elderly living on the Highland (Budapest Capital's 12th District), working-age inhabitants 

taking care at home of their aged parents.  

 Inhabitants interested by information related to the solutions concerning their needs during 

the ageing process.  

 Those among the 80+ inhabitants who are requiring personal support and help. The 60+ 

inhabitants involved in the community development program. 

Activities, concrete tasks 

The project is realised with regular cooperation: weekly meeting with the maintenance 

representative, monthly reporting and continuous contact.   

3 sub programmes – based on each other and supplementing – were worked out in the program: 

• Information point 

• Volunteer program 

• Community development 

Here we are only dealing with the volunteer program. 

The volunteer program 

The aim of the volunteer program is to involve students, pensioners and working aged neighbours of 

the district into volunteer activities related to 80+ inhabitants who are in the client circle of the 

Highland Care Centre. 

Further aims are the promotion and dissemination of the voluntary culture, the voluntary activity 

and methods with the professional support of the Volunteering Hungary - Centre of Social 

Innovation. Other task is the sensitization of Highland Care Centre professionals, the training of those 

who are accepting to become mentors of the volunteers, for helping, supporting and supervising 

them.  

Aim is to promote the activity and to disseminate it among the concerned age groups. Among the 

elderly the realisation of emergencies and the appropriate treatment when necessary 

Volunteers’ activities 

 With the 80+ inhabitant: common togetherness, discussion, reading, walking, cooking 

together, cleaning up, making/cleaning the courtyard, snow shovelling, surveillance, 

other activities to support mental health, etc.  

 Personal aid/help – helping in dealing with official business out of the district, accompanying 

to the doctor, to treatment, etc. 

 Other social activities (for example: to distribute donation among those in need, etc.)   
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Mentoring 

Tasks of the mentors:  

To disseminate the Volunteer program and its advantages among those who are involved in the 

personal aid/help program in the basic social services.   

To manage the contact of volunteers with elderly, to help the understanding of each other. To 

maintain the personal presence to the necessary extent. 

To follow, supervise the activity of volunteers, to control the activities during the care process. 

Who could be mentor in the program? 

Those working as social worker in home care assistance could become mentor.  

What are the conditions of becoming a mentor in the program? 

Social workers of the Centre could apply on voluntary basis. They had to have a civil servant or other 

legal contract with the Centre and at least 6 months employment. 

How are the mentors chosen? 

Social workers were chosen during their admission. No other condition was given in the case of those 

already employed. 

Who trained the mentors? 

The mentors were trained by an external trainer of the Volunteering Hungary - Centre of Social 

Innovation. It was important to have an external person as trainer. 

Duration of the mentor training: 32 hours, 2x2 days 

Subjects of the mentor’s training? 

During the training the themes were: volunteering, motivation of volunteers, tasks follow up, 

preparing elderly, case studies, competences, discussion in depth of the voluntary tasks 

 

Weekly hours of mentoring? 

It depended on the need. The preparation of elderly to the coming of volunteer was done during the 

caring process. The familiarization of volunteers with elderly was also done during the working hours. 

Further time was necessary for the contact with the volunteers.  

 Did they receive supervision? 

During the first year, there was no supervision and from the second year on there was supervision.  

At which forums and with whom could the mentors discuss their work? 

With the coordinator of volunteers even given problems, cases, in case of crisis ASAP. With the 

project manager when necessary. Occasionally – quarterly, bi-monthly – at case discussion lead by 

the project leader.  

Had they been monitored and by whom? 

There was no concrete monitoring. The monthly case discussion of volunteers is giving almost a 

whole overview of the activity as well as the relationship between the volunteer and mentor. 

Did they get compensation of any kind for the extra work? 
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For the mentoring on contract basis, fee was paid quarterly which was counted according to the 

number of mentored persons. 

How were your colleagues motivated to become mentors? 

Beside the fee promised previously for the additional tasks there was no other motivation. But the 

mentors took part twice at study tours of several days. The first one was organised for mentors, the 

second one was a common program for mentors and volunteers. 

Once a year in December, there was a volunteer/mentor meeting, informal discussion, 

„eating/drinking”. At this occasion the new volunteers were presented. 

What were the frequently encountered difficulties and asked questions? 

To achieve the acceptance of volunteers by elderly. 

At your opinion who was the best mentor and why? 

The best mentoring is defined by different facts: important is the commitment, as well as how were 

the mental and health conditions of beneficiaries, were they open, and accepting. There were 2-3 

mentors who had the chance to have 5-6 volunteers at the same time.   

The whole program was financed by Budapest Local Government. 

For further information: Erzsébet Szokoli, social worker, social politician, founder of the program 

„SZÉPKORÚAKÉRT A HEGYVIDÉKEN” = “For the elderly of the Highland”, erzsiszokoli@gmail.com 
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CAPACITY BUILDING IN THE SOCIAL SECTOR through the Development of 
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http://www.onkentes.hu/
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The key goal of the SoVol project is to strengthen the capacity of social work institutions to deliver 

good quality help to disadvantaged groups, such as those living in poverty, the elderly, people with 

disabilities and ethnic minorities in the CEE Region. More and more individuals find a meaningful 

reason in participating in civic actions. NGOs without the contribution of volunteers could not 

operate properly and at the same time through these opportunities people gain lots of skills, 

experiences and valuable connections. These programs have a huge impact on the local communities 

and overall on the countries social capital however most welfare institutions are still not open to 

cooperate with local citizens or volunteers. 

   

The program wants to create learning and sharing experience for the participating organisations, to 

generate high quality learning materials to support citizens wanting to get involved into the lives of 

public social institutions. At the same time the project wants to enable and encourage social 

institutions to open and utilize the added value volunteers can bring. 

  

  

The project aims to prepare the following outcomes: 

  

A guidebook on how to set up volunteer programmes in social institutions will help all social 

institutions to start involve volunteers. It is a step by step guidebook that contains the key guidelines 

that have to be followed and provided for a successful volunteer program in any social institution. 

  

  

A training curriculum on volunteer management for employees of social institutions, volunteer 

managers, mentors, which contains 3 different training curricula: 

1. Sensitizing training for all employees and stakeholders of a social institution 

2. Training for volunteer managers 

3. Training for volunteer mentors 

  

  

Separate training curriculum for volunteers of social institutions will be elaborated with a focus on 

clients such as elderly, children living in foster care, addicts, homeless people, disabled people and 

psychiatric patients. 

  

  

Finally a handbook on measurement and communication of the impact of volunteering in social 

institutions will be prepared. This output aims to provide the social institutions with a practical 

handbook on how to measure the impact of volunteering and how to best communicate about 

volunteering in order to raise the public awareness on the value that volunteers bring to the social 

institutions services and to the overall society. 

  

  

The project partners will elaborate a layout for each intellectual output based on the experiences 

gathered during the desk research period and the Dutch study visit. All the outputs will be tasted at 

the same time in a chosen social institution in Hungary, Romania, Slovakia, Poland and Croatia in the 

frame of pilot activity. After the pilot activity alterations of all outcomes will be finalized based on the 
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conclusions of the pilots. On national and international multiplier events the outcomes will be 

presented and further the plans for further multiplication and sustainability of project results will be 

established.  

 

For more information please visit the project’s website: www.sovol.wordpress.com 

 

ABOUT THE AUTHOR ORGANISATION 

ÖKA was founded in 2002 as an independent NGO with the aim to develop and coordinate all efforts 

for a better environment for volunteering and to foster community participation in Hungary. In the 

past 14 years it coordinated many local, national and international projects in the area of volunteer 

development and training. 

ÖKA is well recognised and works with 5 staff members and over 25 volunteers. ÖKA coordinates the 

Volunteer Centre Network that incorporates regional volunteer Centres from all over the country. 

Being an umbrella organisation in Hungary ÖKA has nationwide contacts and even though it is a 

medium size organisation still it is a major player in civil society and volunteer development in 

Hungary. It has vast cooperation records with NGOs, governmental bodies and the corporate world. 

Next to its traditional development work and services (www.oka.hu, promotion, advocacy and 

legislative development of volunteering, volunteer management training pool, Volunteer Centre 

Network development, inclusion and competence development projects, senior volunteering, 

Volunteering Award and publishing) ÖKA built up complex corporate volunteer service program in 

the past years. 

ÖKA can see the increasing need for volunteering in the Hungarian society. NGOs and more and more 

relay on the work performed by the volunteers. In the context of Hungary volunteering can be 

essential in community and social development but also in other areas. For better quality programs 

ÖKA provides volunteer management training as a certified training institution for any hosting 

organisation that is willing to improve its program operation. ÖKA strongly believes in the impact 

volunteers have and concentrates all its efforts on improving the conditions for volunteers through 

better legislation, quality volunteer programs and more financial means for hosting organisation just 

to mention some of the most important focus areas.   

 

ÖKA is active in the European volunteer arena. It is a member of the European Volunteer Centre 

www.cev.be since 2004. It implemented several smaller and bigger international programs with 

NGOs, Volunteer Centre partners from the following countries Croatia, Denmark, France, Ireland, 

Italy, Latvia, Poland, Portugal, Slovakia, Slovenia, Romania, The Netherlands and  United Kingdom. 

ÖKA was a key player of the implementation of activities in Hungary in the frame of the European 

Year of Volunteering. 
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ANNEX: CODE OF EHICS  

The National Association of Social Workers (NASW) is the largest membership organization of 

professional social workers in the world; it works to enhance the professional growth and 

development of its members, to create and maintain professional standards, and to advance sound 

social policies. 

The NASW Code of Ethics is intended to serve as a guide to the everyday professional conduct of 

social workers. This Code includes four sections. The first Section, "Preamble," summarizes the social 

work profession's mission and core values. The second section, "Purpose of the NASW Code of 

Ethics," provides an overview of the Code's main functions and a brief guide for dealing with ethical 

issues or dilemmas in social work practice. The third section, "Ethical Principles," presents broad 

ethical principles, based on social work's core values that inform social work practice. The final 

section, "Ethical Standards," includes specific ethical standards to guide social workers' conduct and 

to provide a basis for adjudication. 

In this book you’ll find only a short paragraph concerning standards related to social workers’ ethical 

responsibilities to clients – extracted from the whole code, which can be downloaded from the 

NASW webpage.   

Ethical Standards 

The following ethical standards are relevant to the professional activities of all social workers. These 

standards concern (1) social workers’ ethical responsibilities to clients, (2) social workers’ ethical 

responsibilities to colleagues, (3) social workers’ ethical responsibilities in practice settings, (4) social 

workers’ ethical responsibilities as professionals, (5) social workers’ ethical responsibilities to the 

social work profession, and (6) social workers’ ethical responsibilities to the broader society. 

Some of the standards that follow are enforceable guidelines for professional conduct, and some are 

aspirational. The extent to which each standard is enforceable is a matter of professional judgment 

to be exercised by those responsible for reviewing alleged violations of ethical standards. Here we 

have listed only the main chapters please get informed on the NASW website.  

Social workers’ ethical responsibilities to clients 

 Commitment to Clients 

 Self-Determination 

 Informed Consent 

 Competence 

 Cultural Competence and Social Diversity 

 Conflicts of Interest 

 Privacy and Confidentiality 

 Access to Records 

 Sexual Relationships 

 Physical Contact 

 Sexual Harassment 
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 Derogatory Language 

 Payment for Services 

 Clients Who Lack Decision-Making Capacity 

 Interruption of Services 

 Termination of Services 

 


