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INTRODUCTION
Social institutions have an important role in society through providing help for beneficiaries in need of extra care. In Europe several different ways and solutions exist for
this activity that varies from country to country.
The situation of social institutions in Eastern and Central Europe is rather similar.
Notwithstanding the hard work of many years the social institutions have been tackling
a multitude of tasks. Despite professionalism and the continuous efforts of the personnel the social institutions are facing the challenges of being underfunded, bureaucratic
and hierarchic. Since the state owned organizations usually lack personnel i.e. the number of staff-members is by far less than required by the number of beneficiaries certain
services needed in social institutions and by the beneficiaries cannot be ensured. Most
often issues like loneliness, isolation, feeling of being superfluous and not belonging to
society exceed the capacity of the social institutions.
At the same time, however, many people want to play an active part in the life of
the community or society they live in. They are driven by different motivations e.g. gaining new skills, obtaining work experience or providing support for a specific group of
beneficiaries or of specific organisations/institutions. These people - by offering their
skills, experiences and commitment represent invaluable resource for the beneficiaries, organisations/institutions as well as for the whole society therefore their motivation
and initiatives should be nurtured and encouraged.
The volunteering programmes of social institutions provide opportunities to fulfil
the requirements of the service users’ beneficiaries on the one side and of the volunteers wishing to help on the other.
Some social institutions already have experiences in working with volunteers. One
of the best practice examples in this field that can serve as an inspiration to other institutions is the House for Elderly from Hungary (Budapest). But several others need support in the planning, organizing and performing high quality volunteer training programmes in the interest of both the beneficiaries and the volunteers.
Management of volunteer programmes in social institutions is useful for the organisation, the Beneficiaries as well as for the volunteers. It requires appropriate cooperation
of all parties concerned. That is why it is indispensable to properly prepare not only the
respective emplo- yees but also the beneficiaries, the representatives of the local communities and the volunteers.
Especially at the beginning particular attention should be paid to the proper training
of the volunteers with a view to provide them firm basis for a high quality volunteer activity in specific social institutions. The first contact with would-be volunteers is also of
great importance. Experience shows that it is essential to prepare the whole staff of the
social institutions in this respect. The employees support the volunteers’ efforts if they
are aware of the benefits of volunteering in their institution and if they understand that
the volunteers’ tasks differ from those of the paid staff. Moreover the employees get
information on the respective law in force. Staff members can significantly contribute
to the matter if they are involved in the development of the volunteer programme because they understand and know how to support volunteers in practice.
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In view of the above we think it is of vital importance for the parties concerned to
create a joint vision on how to work with volunteers since it would serve as a common
and firm basis for the implementation of the volunteer programme.
The well-functioning volunteer programmes support the social institutions and can
make a huge impact on the local communities as well.
Within the frame of the Erasmus+ project, the 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 that volunteers can generate. Therefore a series of handbooks have been issued
for employees of social institutions who are open to undertake the responsibility of
establishing and nurturing volunteer programmes in their institutions for the good of
all parties and for the greater community.
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 managers (either employees of the social institution or
volunteers) in the field of volunteering in any type of social institution.
Please bear in mind that this handbook deals with volunteering related topics only.
It is suggested, previously to the training, to check the publication Step-by-step guidebook: How to set up volunteer programmes in social institutions. The trainers and
volunteer managers decide – depending on the participants’ existing knowledge, their
backgrounds and status, whether further education is necessary with regard to the
characteristics of the given social institution. The respective characteristics of a social
institution are as follows:
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
Over and above this handbook presents the trainers the structure of the training
(training flow), gives additional ideas, useful tools and methods on how to conduct a
training session effectively, keeping in mind that the training should provide a safe place for each participant to be active and express their own opinion. The trainers should
freely adapt the training structure and methodology to their experiences especially to
the possibilities and abilities of the participants (i.e. number of those present, and their
previous experiences, etc.) and the special features of the social institution concerned
(especially if the training is delivered for people employed by the same social institution).
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WHO IS THIS HANDBOOK FOR
This handbook was designed to support staff-members of social institutions engaged in the development and implementation of the volunteer programmes in social
institutions - either volunteer managers, volunteer guides, volunteers or other employees who will be in direct connection with the volunteers. Though this handbook provides a basic training for volunteer managers, any trainer engaged in making a training
course gets adequate information on how to get prepared for it. The trainer should
be familiar with the topics concerned, the legal regulations on volunteering, volunteer
management cycle and the specific nature of the given social institution, i.e. the trainer
is required to have appropriate knowledge and experiences in the planning, organising
and delivering educational programmes (either formal or non-formal) and in the use of
the different methods . The handbook does not specify the number of trainers needed
for a given programme. In general the courses are delivered by one or two persons,
depending on their experiences and position in the social institution. A social institution
can also decide to engage an external trainer for some topics.
To sum up, this handbook is designed for trainers who wish to deliver trainings for
volunteer managers. These would-be trainers should have adequate training experiences and skills in working with groups to facilitate the learning process. They are also
required to have experiences in volunteering either as volunteers, volunteer managers.

HOW TO USE THIS HANDBOOK
This handbook was prepared for those already familiar with the volunteer management principles described in the Step-by-step guidebook: How to set up volunteer
programmes in social institution. It is recommended to read the guidebook before delivering the training.
The handbook starts with some useful suggestions for the trainer on how to get
prepared for the session.
It provides for the trainer the structure of a basic training flow, the respective methods, the timing and also introduces tangible exercises for a 2-day training (min 18
hours) for volunteer managers. The suggestions are based on the experiences and
work of SoVol partners and the result of the pilot process in 5 EU countries. However
it is highly recommended to tailor and adapt the length and structure, as well as the timing and methodology of the training to trainers’ experience, but especially to the specifics of participants (i.e. number, previous experience, etc.) and specifics of the social
institution in question. The possibilities are really wide, from shortening the training,
dividing it in more segments or modules, focusing on specific topics, units and learning
outcomes or delivering it using different methodologies (i.e. study visit to the social
institution, webinars etc.).
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The handbook is divided into units of the training flow. Each unit has an own chapter proposing methods for delivering it.
Method: represent procedure and technique which can be used for delivering specific topics and units. Each method is explained in details, consisting also of information
about how much it takes to use it (timing) and what are the needed materials for its realization. The trainer can choose among different methods of training presented in the
handbook, but also can replace the offered methods with another that fits the most.
Handout: background information or specific material for participants about the
unit topics – it can help to deeply understand the topic or represent a backing material
for participants.

TARGET GROUP OF THE TRAINING
The training is focusing on a wide range of professionals and non-professionals
working in the social sector who intend to work with volunteers. The participants can
be either employees of the social institution or experienced volunteers who have been
working at the institution for a longer time and are familiar with the tasks, rules, roles
and regulations. The main consideration is their commitment to volunteering and interest in cooperating with and developing volunteers. Experience obtained in volunteering can be an advantage but it is not a prerequisite.
In the SoVol project all aspects of the training have been considered. For further
information please read the Training curriculum of the training for volunteer managers
of social institutions.
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PREPARATION OF THE TRAINING
The proper preparation of the session is essential. On the basis of their impressions
obtained already in the first few minutes of the training the participants estimate the
conditions i.e. the material and the preparedness of the trainer. Everything should run
smoothly already at the start of the session.
It is up to the person in charge of the training to develop standard preparation procedures to ensure a high quality of training. Every detail is very important.
The major steps in the preparation process are as follows:
• preparation of the trainer,
• preparation of the training materials,
• preparation of the training space,
• preparation of the participants.
The most successful training sessions are carefully planned and prepared in every
detail.

PREPARATION OF THE TRAINER
Each trainer has different qualifications, experience, expertise and methods of training. Even those being closely familiar with the subject must make proper preparations
for the session.
• The trainer should have a basic knowledge of the social sector and the social institutions in general. If the training is delivered for the employees of a particular
institution, the trainer should be well aware of the respective institution (its main
services, staff involved in the volunteer programme, types of problems they face).
The trainer should be well informed about the social institution’s beneficiaries,
their needs, their physical as well as psychological challenges.
• The trainer should be familiar with the training space. The person in charge
should arrive earlier on the day of training to be able to make the necessary preparations and check that everything is in order for the session.

PREPARATION OF TRAINING MATERIALS
We have prepared a basic training flow which can be adjusted to the diverse needs
of the different social institutions. There are printable handouts, templates and related
methods in the training flow. The needed materials can be found in the methods section of each unit. It is very important to have enough handouts and/or other materials
for the trainees. Do not forget about the attendance register and the evaluation sheets!
• TIP! When preparing and printing training materials it is advisable to have by 2 or
3 copies more than by one less.
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PREPARATION OF THE TRAINING SPACE
The training room and hands-on training areas should be checked to ensure the
following conditions:
• Adequate seating arrangements
• Comfortable environmental conditions
• Sufficient lighting, fresh air
• Good visibility in the space and towards presentation areas
• Availability of the required equipment (such as video player/monitor, slide projectors, flip charts and other needed devices needed)
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. The below key factors should be considered when setting up the training
space:
• Have proper equipment and supplies on site. When 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? Do
you have an extra bulb in case the projector burns out? When performing handson practice, do you have all the equipment, materials, and supplies needed to
perform the tasks? Ensure that tools, equipment, machines, or other props for
demonstration or practice work properly by testing them in advance.
• When setting up the room try to ensure mobile furniture that allows rearrangement of the space for group work if needed. An empty wall/door can be indispensable for the presentation of the group work or visual aids.
• Ensure good visibility for everyone therefore placement of visual training aids is
significant. Where do you plan to install the projector, screen, or flip chart? Please
remember these devices should not block the view of the participants? Please
keep in mind that neither your movements and positions nor your actions can
hinder trainees in their normal work during the training. The arrangement of the
chairs in a circle provides the feeling of equality and it encourages all participants
to actively participate in the working process. It also ensures that everyone is visible to others at all times.
• Have enough and appropriate materials at hand. If you use flip chart for making
notes or drawings make sure that additional blank papers and markers are at
hand. Please use dark colour markers in order that those sitting in the back can
see what you have written on the flip chart. Make sure you have enough handouts or other materials for the trainees. It is advisable to hang the flip chart and
wrapping papers with all the remarks and drawings prepared during the training
- on the wall to demonstrate what has been dealt with. For this you need a lot of
blue tack or cello tapes. You can also take photos of the exhibited material and
send them later to the participants as part of the follow up.
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PREPARATION OF THE PARTICIPANTS
To ensure the most fruitful training experience the participants must be well prepared for the course.
It is advisable to motivate them before they enter the site of the training by using
some of these pre-training techniques.
• The exploration of the participants’ special needs, obtaining information on their
experiences can be performed via on-line questionnaires
• The session outline or the agenda should be distributed among the participants
before the onset of the training. Excited participants can be calmed down by
preliminary programme leaflets. Since knowledge is power, all trainees benefit
from knowing what is on the agenda. It is useful if the trainees think about the
topics in advance and ask questions already when they enter the room.
• Distribution of pre-session activities along with the outline including questionnaire for needs assessment funny and simple questions such as:
• What do you know about the training topic? (Have you got any knowledge
about the training topic?)
• Why do you think this training is needed?
• How will this training bring benefit to you and the institution?

TIPS FOR TRAINERS
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.
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.
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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).
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:
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?”
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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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TRAINING FLOW
This training flow was elaborated for 18 hours volunteer management training divided into two days.

DAY 1: A
Unit name

Time
allocated

A1
75 min
Introduction

Aims of the unit

Learning outcomes
Topics
(After completing the unit,
participants should
be able to…)
Present the trainer/s N/A
Presentation
and participants of
of general
the training
information
about the
Present the traitraining, training, its objectives
ners and the
and structure
participants

Methods and
number and
name of exercise that can be
used
Oral presentation
A1/1 Checklist
for starting the
training (20’)

Individual work
A1/2 IntroParticipants duction and
expectations motivations of
(and fears)
the participants
(20’)
Previous
volunteer
Group work
experiences A1/3 Expectaof the parti- tions and fears
cipants
(25’)

Explore participants expectations and fears
Set up working rules for the training

Setting
Discussion
ground rules A1/4 Creating
group rules (10’)
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Unit name

A2
Introduction
to volunteering

A3
Steps in
volunteer
management
Roles and
responsibilities of the
main actors
in a volunteer process

Time
allocated

Aims of the unit

Learning outcomes
Topics
Methods and
(After compnumber and
leting the unit,
name of exerciparticipants should
se that can be
be able to…)
used
65 min
Introduce pardescribe the main Definition
Sociometry
ticipants to the
features of volun- and types of
concept of volunte- teering
volunteering A2/1 Own voering and trends in
lunteer history
this field.
explain the role
Specifics
(10’)
and significance of in social
Introduce partici- volunteering in
institutions Brainstorming,
pants to the spesociety
in respect of quiz, oral precifics of social instivolunteering sentation
tutions relevant for explain the spevolunteering.
cifics of volunA2/2 Introducteering in social
tion to volunteClarify responsibi- institution
ering (35’)
lities of different
actors in a volunte- identify benefits of
A2/3 Oral
er process
volunteering for
presentation
volunteers and
– House of the
social institution
organisation –
roles and responsibilities
within the volunteer programme (20’)
100 min introduce partici- explain the gene- Main steps Oral presenpants to the main ral elements of
of volunteer tation + group
steps of volunteer volunteer mana- management work
management
gement (VM)
Roles and
A3/1 Steps of
present the main describe the diffe- tasks of the the volunteer
parties involved in rent roles and
main actors management:
volunteering of the responsibilities of of the volun- determining
social institution
main actors in a
teer progand creating
and define their
volunteer programme
the managemroles and tasks
ramme
ent circle (70’)
Group work
A3/2 Roles and
responsibilities
(30’)
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Unit name

Time
allocated

Learning outcomes
(After completing the unit,
participants should
be able to…)
A4
100 min Introduce partiaware of the
Planning
cipants to the im- importance of
and prepaportance of prepa- preparation of
ring of the
ration for involving the social institusocial instivolunteers
tion for involving
tution befovolunteers
re volunteer
Clarify the tasks of
involvement
preparation
plan the volunteer programme
of the social
institution and
the involvement
of volunteers
A5
50 min
Clarify task of the
recognise the
Legal requidifferent actors in rights and obligarements of
a volunteer process tions of all actors
volunteeinvolved in the
ring
Introduce particip- volunteer progants into the legis- ramme from the
lation of voluntelegal point of view
ering

A6
25 min
Non-formal
evaluation
of the 1st
day

Aims of the unit

Present the rights
and obligations of
parties involved in
a volunteer programme
N/A
N/A
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Topics

Preparation
of the social
institution
for volunteer
involvement

Methods and
number and
name of exercise that can be
used
Group work
A4/1 Preparation of the social institution
before volunteer involvement
(40’)

Planning the
volunteer
programme Group work
A4/2 Planning
the volunteer
programme
(60’)
Different ro- A5/1 Oral
les and their presentation:
tasks in the Legal requivolunteer
rements and
programme documents.
of the social Rights and oblinstitution
igations (50’)

N/A

A6/1 Roses
and thrones
(15’)

DAY 2: B
Unit name

Time
allocated

Aims of the
unit

B1
Warming up
activity

10 min

B2
Volunteer
recruitment

100 min Introduce
participants
into the recruitment and selection process
of volunteers

N/A

Learning
outcomes

Topics

Methods and
number and
name of exercise that can be
used

N/A

N/A

B1/1 Arriving
to the training:
Bring back one
sentence from
the previous day
(10’)

carry out the
process of
recruitment
(make a
volunteer job
description,
call for volunteers)
list different
recruitment,
selection methods

Recruitment
and selection

Brainstorming
Group work
B2/1 Volunteer
job description
and job offer
for a volunteer
position (40’)
Group work
B2/2 Create
recruitment
plan by using
the recruitment
circle (20’)
Oral presentation
B2/3 Selection
methods (10’)
Role play
B2/4 Volunteer
job interview
(30’)

B3
Motivation

60 min

Introduce the
stages of volunteer motivation

explain the relation of different motivational theories
regarding
Present ways
volunteering
to motivate
in relation to
different actors successful
of the volunte- volunteer
er programme programme
management

16

Motivation
theories relevant in volunteer management
Volunteer
classification
model

Oral presentation
Individual work
Group work
B3/1 Motivation theories
in volunteer
management
and volunteer
classification
(60’)

Unit name

Time
allocated

Aims of the
unit

Learning
outcomes

B4
Support and
supervision

45 min

Introduce
participants
into the tasks
of support and
supervision of
the volunteer
manager

explain the
main tasks of
the volunteer
manager in
giving support
and supervision
to volunteers

B5
Evaluation
and measuring of the
impact

70 min

Introduce
participants
with the basic
concepts and
techniques of
evaluation

carry out the
evaluation of
the work done
by volunteers

Introduce participants with
the process
of measuring
the impact of
a volunteer
programme
B6
Terminating
the cooperation with a
volunteer

20 min

B7
50 min
Qualities of a
good volunteer manager

Introduce the
relevant tools
for the termination a volunteer’s work

identify ways
of ending a cooperation with
volunteers
in a positive
atmosphere

Summarise
and reflect
to the role of
the volunteer
manager

design a volunteer policy
of the social
institution

30 min

Reflect on the N/A
topics, the
learning process and the
feedbacks
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Methods and
number and
name of exercise that can be
used
Group work

Establishing
the system of
evaluation

be aware of
the importance and ways
of measuring
the impact of
a volunteer
programme

aware of the
Introduce
complexity
participants
of the role of
with a volunte- a volunteer
er policy of an manager
organisation
B8
Summarizing
the training

Topics

Group work
Work in pairs
B5/1 Evaluation
conversation in
pairs (50’)
Group discussion
Exercise: B5/2
Measuring the
impact of the
volunteer programme (20’)

Optimal
versions for
terminating
the work of
the volunteer

Aquarium method
B6/1 Exit method in practice
(45’)
Presentation +
group work
B7/1 Qualities
of a good volunteer manager (25’)
Presentation
B7/2 Volunteer
policy (25’)

Take a wide
B8/1 Sumperspective
marizing the
of the training training - Exhibition guided
tour

DAY 1
UNIT A1- INTRODUCTION
Aims of the unit are:
- Present the trainer/s and participants of the training
- Present the training, its objectives and structure
- Explore participants expectations and fears
- Set up working rules for the training

A1/1 Checklist for starting the training
Duration: 20 min
Description (step by step process for the facilitator, including debriefing questions):
Checklist for starting the training
• welcome participants
• introduction of the trainers/ and organisers
• Why are we here?
• Practical information about the training / administration
• Framework and methods of the training
• Framework and IOs of the SoVol project
Ask participants to make their name cards and stick them on their shirts – it will help
the communication among people not knowing one another yet.
Materials needed: etiquette label and colour pens

A1/2 Introduction and motivations of the participants
Duration: 20 min (depending on the number of the participants)
Description (step by step process for the facilitator, including debriefing questions):
Participants are standing around and drop a small ball to eachother. Whoever has
the ball should tell his/her name, the institution he/she works for, the positions and
their motivations for attending, why he/she came to this training.
Trainer needs to calculate the time allowed for each participant depending on the
number of the participants.
Materials needed: Smaller ball which is easy to catch
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A1/3 Expectations and fears
Duration: 25 min
Description (step by step process for the facilitator, including debriefing questions):
The aim of this exercise is to provide the participants a way to express their hopes
and fears - it helps them to reflect at the end of the training on their expectations.
Here you find 3 different ways to explore participants’ fears and expectations; starting from the simplest to the most complicated one.
Version A
The trainer asks the group members to write down everything that answers the
following questions on the 4 post-its of different colour:
• 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? Anything I do not want to happen during this training!
After 5 min of individual work participants come to the flip chart which is divided by
the questions and stick their post its on it in the relevant column. At the same time they
give their explanations to the whole group.
Then the trainer comments on the expectations and emphasises how the training
can meet these. If certain expectations cannot be fulfilled during the training, the trainer proposes what or who can help.
The trainer relates to fears as well explaining or asking what could reduce them.
Trainer can ask at this point: “whose responsibility is it?” This can lead to creating the
group rules – next exercise.
B. version: Splitting groups
The trainer asks the group members to write on post-its everything that answers
the question of „what they expect from this training?” – which means „Hopes”. Then
asks them to use another post-it „what they are afraid of concerning this training?” –
These will be „Fears”.
When both lists are completed, the members are divided into two subgroups. The
task is to build up their common list on a large paper, answering the previous two questions („What do we expect from this group?” and „What are we afraid of in this group?”).
The trainer asks the participants to place each individual expectation and fear in the
aggregate list, leaving the same items omitted. They can only modify the original for
stylistic reasons. Then make the lists public and the sub-groups explain and answer the
questions of one another. Discuss where the expectations and fears come from.
C. version: Clothes line
The trainer asks the group members to write on post-its everything that answers
the question of „what they expect from this training?” – which means „Hopes”. Then
asks them to use another post-it „what they are afraid of concerning this training?” –
These will be „Fears”.
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Ask participants to use a 3rd post-it to write on: „What do you offers to this training?” – Offers: if somebody has any idea for the training (e.g.: they need to collect and
share the email addresses)
The trainer sticks a big paper to the wall and draws these clothes on it –participants
will stick on the clothes their own, written post-its.
Let’s start with „Hopes”: ask participants to place own expectations into the T-shirt.
Discuss about interesting ones.
After „Hopes” comes the „Fears” and continue the „Offers”.
At the end of the game you can hang on the clothes on the line – this would be a
funny part of the training.
Debriefing could include an inventory of the hopes, fears and offers and actions
attached to them, where it is possible.
The trainer should explain:
For hopes: if they are content related maybe they are covered in the agenda, and
we can reassure the participants we will get to the topic they are interested in; if they
are related to the group, maybe we can gather some suggestions on how to fulfil them.
Concerning fears: maybe we can set some common ground rules in the next session.
For offers: decide on the details, where needed – (e.g.: if someone offered to gather
the e-mails, set a deadline and responsible person for it)
Materials needed: A + B version: Flipchart paper, thick pencils, post-its. C version: Flipchart paper, thick pencils, post-its, clothesline, clothespins.
Handouts needed:

Source/reference: Clothes line: T-Kit on Educational Evaluation in Youth Work handbook
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A1/4 Creating group rules
Duration: 10 min
Description (step by step process for the facilitator, including debriefing questions):
Description of the task: the trainer sticks a big paper on the wall and writes „Group
rules” on it.
The participants explain their own wishes. The information obtained in the Expectations and fears game can be used here.
Finally the group can agree that this is a contract and is signed by everyone.
Put the final paper somewhere on the wall of the room and if it’s necessary complete it with new rules.
Materials needed: Sticker, wrapping paper, thick pens
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UNIT A2 - INTRODUCTION TO VOLUNTEERING
Aims of this unit are:
- Introduce participants to the concept of volunteering and trends in this field.
- Introduce participants to the specifics of social institutions relevant for volunteering.
- Clarify responsibilities of different actors in a volunteer process.

A2/1 Own volunteer history
Duration: 10 min
Description (step by step process for the facilitator, including debriefing questions):
Create a timeline – you can mark the two end points on the floor or you can put a
long string on the floor.
Define the beginning and end on the timeline. Indicate the time interval between
two end points (e.g.:from 1 to 15 years) and request the members of the group to find
their place on it when they hear the following instructions:
• Since when have I liked ice cream? - this is a funny question ...
• Since when have I been working at my current job?
• How long have I been interested in volunteering?
• Since when have I been volunteering?
After each question allow enough time for the participants to find their places on
the timeline.
In the cases of the last 2 questions on volunteering please ask a few random participants why they have been volunteering, what it means for them, what type of voluntary work they do. etc.
Materials needed: String of at least 6m long

A2/2 Introduction to volunteering
Duration: 35 min
Description (step by step process for the facilitator, including debriefing questions):
This topic can be divided into two parts, in the first one the definition of volunteering
is explained whereas in the second one the concept of volunteering is explicated in detail.
Part 1:
Write: “Definition of volunteering “ on the flip-chart and ask the participants to brainstorm on volunteering and say some words that come to their minds about it. No
whole sentences only words are needed.
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Then the group makes 1-2 sentences from the created words and if everybody accepts the definition the trainer presents the legal definition for comparison. In the end
the trainer summarizes the significance of volunteering.
The criteria of volunteering can also be discussed: what can and what cannot be
considered volunteering e.g. Can students on practice or family members be regarded
as volunteers or not?
If there is enough time this exercise can be introduced in another way: The trainer
uses a quiz as a handout to be prepared in advance. The below questions can be included in the quiz.
Quiz questions about volunteering
• How many people volunteer in our country?
• Are women more involved in volunteering than men?
• What are the favourite jobs of volunteers?
• Which are the favourite target groups chosen by volunteers?
• How much percentage of the GDP is covered by volunteering in our country?
• How much time do people spend with volunteering per month/week on an average?
• What are the specifics of volunteering in social institutions compared to that in
other areas (sport, culture)?
The correct answers should be told to the group.
Part 2:
In this part the trainer explains the details of volunteering (history, types, new
trends, changes in motivation of volunteers, professionalization of volunteering, data
relating to volunteering in the relevant country, benefits of volunteering in the social
sector) with the help of PPP.
Materials needed: Flipchart paper, thick pens

A2/3 Oral presentation – House of the organisation – roles and responsibilities
within the volunteer programme
Duration: 20 min
Description (step by step process for the facilitator, including debriefing questions):
The trainer draws a big house on a flip chart symbolizing the social institution and
the roles within the volunteer programme.
Then she/he explains the different roles and tasks at the different levels. Each level
has different function:
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2.MIDDLE MANAGEMENT/ HEADS OF DEPARTMENT LEVEL
3. ADMINISTRATIVE /SUPPORT LEVEL
4.EMPLOYEES LEVEL (VOLUNTEER GUIDE)
5.VOLUNTEERS
6.BENEFICIARIES/SERVICE USERS

ELEVATOR = FLOW OF INFORMATION IN BOTH
DIRECTIONS: FROM TOP TO BUTTOM AND FROM
BOTTOM TO TOP

1.TOP MANAGEMENT/MANAGING
DIRECTOR LEVEL – (VOLUNTEER
MANAGEMENT)

1. TOP MANAGEMENT/MANAGING DIRECTOR LEVEL – (VOLUNTEER MANAGEMENT):
At this level the volunteer strategy is defined that will constitute the basis for the volunteer programme. The strategy of the organization defines the MISSION and AIM and the
VOLUNTEER STRATEGY should be developed accordingly. Questions to be answered in
this respect are as follows: Why do we want to involve volunteers? How can volunteers provide support to both the employees and the beneficiaries? Who should be responsible for the volunteer programme? What kind of volunteering activity do we expect
volunteers to carry out and how many people do we need for such work? How can we
support them? What are the ways of rewarding and motivating 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 guides. Recruitment, selection and legal employment of volunteers are performed at this level. The
volunteer manager is obliged to coordinate and supervise the volunteer programme.
3. ADMINISTRATIVE LEVEL – People at this level are not in direct contact with the
volunteers unless volunteers are employed in certain positions here. Nevertheless they
have an important role since the volunteer manager ensures that people at the administrative level are familiar with the law on volunteering in respect of their institution
and act accordingly.
4. LEVEL OF EMPLOYEES – People at this level are in contact with the volunteers on
a daily basis. The volunteer guides support the volunteers’ activities and deal with their
daily practical tasks.
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5. LEVEL OF VOLUNTEERS: It happens quite often that the volunteers work with
the target group of the institution. Though the volunteers’ activities mainly focus on
the beneficiaries they can be placed at any level of the organisation. Thus there can be
someone who is volunteering in the administration or helps the volunteer manager or
the middle managers. The volunteers can also be of help in strategy planning, PR or in
other areas.
6. BENEFICIARIES: They constitute the target groups i.e. the service users for whom
the social institution exists.
In case there are volunteer managers in the group, they can shortly present their
volunteer strategy.
Materials needed: Flipchart, thick colour pen
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UNIT A3 - STEPS IN VOLUNTEER MANAGEMENT
Aims of this unit are:
- Introduce participants to the main steps of volunteer management
- Present the main parties involved in volunteering of the social institution and
define their roles and tasks

A3/1 Steps of the volunteer management:
determining and creating the management circle
Duration: 70 min
Description (step by step process for the facilitator, including debriefing questions):
The trainer divides the group into 2-3 sub-groups ( 3-4 persons can work effectively
only)
1. Each sub-group has the same task: to determine the steps /phases of the volunteer management from the beginning of the process and write these on a big
wrapping paper. Each step should be identified with short and special word or
expressions (e.g.: motivation). 30 min is allowed for the work while the trainer
walking around the sub-groups, listens and helps the trainees with comments.
2. People in each sub- group continue the group work for 30 minutes.
The sub-groups are requested to summarize their group works and find the main
steps of volunteer management.
E each phase should be written on a separate A4 sheet. Then all sheets should
be put on the floor forming the management circle. The trainees try to determine the
sequence of the steps.
Since different solutions exist it is important to find the steps that have a fix sequence and name those that are variable.
3. Presentation of the sub-group activities (30 min): Each subgroup presents its
own management circle to the whole group. ( 5 min /per sub-group)
4. All the volunteer management cycles of the sub-groups are put on the wall. The
trainer distributes the handouts of the volunteer management cycle to the participants and facilitates the discussion with the following questions:
What are the similarities between the sub-group works?
What are the differences between the sub-group works?
What do you find new in the handout?
Has anything been missing from the sub-group works?
How t does it remind you to your daily work or the operation of the social institution?
Why do you think the different steps are important?
Materials needed: Flipchart papers, pens, bluetech
Handouts needed: Handout 1: Volunteer management cycle
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A3/2 Group work - Roles and responsibilities
Duration: 30 min
Description (step by step process for the facilitator, including debriefing questions):
The participants get 5 minutes to list the key actors/roles (e.g.: guide, manager, volunteer, leader of the social institution) in a volunteer programme with the help of the
trainer.
The lots of tasks within the management of a volunteer programme mentioned
in the previous exercise should be delegated to the different actors of the volunteer
programme.
Trainer forms as many sub-groups as actors have been collected by the participants.
Each group chooses one actor and writes the tasks and responsibilities of the given actor on a flip chart paper.
Each sub-group presents its list and the total group completes these with additional
tasks (if any).
At the end of the exercise the trainer gives the handouts to the participants.
Materials needed: A4 paper sheets, pens, wrapping paper or flipchart paper, thick colour pens
Handouts needed: Handout 2: The responsibilities of a volunteer manager

UNIT A4 - PLANNING AND PREPARING OF THE SOCIAL
INSTITUTION BEFORE VOLUNTEER INVOLVEMENT
Aims of this unit are:
- Introduce participants to the importance of preparation for involving volunteers
- Clarify the tasks of preparation

A4/1 Preparation of the social institution before volunteer involvement
Duration: 40 min
Description (step by step process for the facilitator, including debriefing questions):
Make a short presentation or handout (Stages of the volunteer programme planning) about the preparations of the social institution for involving volunteers based on
the handout. Explaining that the steps are not interchangeable.
The preparation of social institutions can be delivered differently. Here you find two
versions (A and B), please choose the one that suits your participants best:
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VERSION: A
Divide the members into sub-groups. People present from the same institution
should work together as one group whereas the others work separately.
Groups should answer the following questions (these can be given to the participants as handouts or written on the flipchart):
Why do you want to involve volunteers in your organization?
How does the volunteer programme enhances the organisation vision/mission?
Which needs in your organization can be fulfilled by volunteers?
VERSION: B
This part can be delivered by brainstorming method.
Explain the rules of brainstorming:
There are no dumb ideas. Don’t criticize other people’s ideas. This is not a debate,
discussion or forum for one person to display superiority over another. Build on other
people’s ideas. Often an idea suggested by one person can trigger a bigger and/or better idea by another person. Reverse the idea, thought of “quality over quantity.” Here
we aim at quantity; the more creative ideas the better. As a facilitator, you can even
make it a challenge to come up with as many ideas as possible and compare this team’s
performance to the previous brainstorming session you conducted.
Divide the members into 2 sub-groups. Both group using the brainstorming method one of them is working on the „Preparation tasks of the social institution” (e.g.: how
many volunteers are needed , informing colleagues, preparing volunteer contracts, financial perspectives, preparing working space of volunteers, etc.).
Please bear in mind this sub-group should list the tasks an organization have to
think about before involving volunteers. Please consider what the possible volunteer
needs to know before getting committed to the social institution.
The other sub group is dealing with the „Preparation tasks of a volunteer before
involvement” (e.g.: getting familiar with the colleagues, getting familiar with the building, getting familiar with the rules of the social institution, etc.). Please consider all the
things the volunteer need to know and think of before committing to the social institution as a volunteer. Try to think with the head of a volunteer.
Give each sub group wrapping paper and pens.
Upon completion of the tasks each sub- group presents its work to the whole company. The trainer facilitates the session and then summarizes the main contents.
Thereafter enough time should be allocated for reflections on the benefits of volunteering in a social institute. For an in-depth discussion please ask the participants to
speak about the needs in their social institute and the needs of the respective beneficiaries. Go on to the discussion of the advantages and disadvantages from the point of
view of the two sub-groups (from the perspective of the social institution and volunteers). The discussion will allow participants to connect the needs with the benefits.
Materials needed: Wrapping paper, colour pens
Handouts needed: Handout 3: Stages of the volunteer programme planning
Source/reference (if there is: website, literature, and link. Also reference to other IOs):
Step-by-step guidebook: how to set up volunteer programmes in social institutions
Chapter: Preparing the organization and planning the volunteer programme
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A4/2 Planning the volunteer programme
Duration: 60 min
Description (step by step process for the facilitator, including debriefing questions):
This exercise is divided into 3 parts:
Part 1 (15 mins.): Everybody tells what kind of volunteer activity/ programme he/
she is thinking of in.
The trainer asks the participants to write their ideas on post –its. Facilitating questions of the trainer can be: What is your dream? What would be the volunteer program
like that you would like to accomplish? Do not think about how to fulfil it consider what
it would be like only! If you included more volunteers, in which territories/areas could
you make best use of them in your institution? Move a bit from reality and use your
imagination! Indicate your ideas on a post its in 3 minutes. Thereafter stick your post its
to the flip chart and share your ideas with the group.
Part 2. The trainer collects and groups up similar ideas, programmes and divides
the group into small groups based on the ideas. (Max 4 groups are formed, allocated
time 5 mins). The sub-groups choose one volunteer programme from the ideas or create a new one from the combination of the previous ideas.
Part 3. Start planning and completing the “Handout: Planning the volunteer programme” in 25 minutes.
Each sub-group should choose a spokesperson.
Upon choosing the volunteer programme the participants fill in the table figuring
in the handout and prepare the plan of the volunteer programme. This is a feasible
method for practicing the programme planning on the basis of which later the participants will be able to make the their own volunteer programme plans tailored to the
needs of their social institution. In this part the volunteer management elements are
transformed into practical tasks from the approval of the volunteer programme by the
management up to the practical duties delegated to the volunteers.
Allocate enough time for the sub-groups so that these can present their volunteer
programme plans to one another and answer the occurring questions.
Handout needed: Handout 4: Planning the volunteer programme
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UNIT A5 - LEGAL REQUIREMENTS OF VOLUNTEERING
Aims of this unit are:
- Clarify task of the different actors in a volunteer process
- Introduce participants into the legislation of volunteering
- Present the rights and obligations of parties involved in a volunteer programme

A5/1 Oral presentation: Legal requirements and documents. Rights and obligations
Duration: 50 min
Description (step by step process for the facilitator, including debriefing questions):
The trainer explains the legal framework and the law on volunteering being in force
in the relevant country. Then the trainer presents the relevant rights and obligations
pertaining to volunteers and volunteer involving organizations. The necessary legal documents should also be demonstrated.
Allow enough time for questions and feedbacks.
Materials needed: PPP on rights and obligations of volunteers and volunteer involving
organisations
Source/reference: Law of the relevant country

UNIT A6 - NON-FORMAL EVALUATION OF THE 1ST DAY
A6/1 Roses and thorns
Duration: 25 min
Description (step by step process for the facilitator, including debriefing questions):
Everyone should stand up and the group should form a circle. Each participant
should share one momentum of the training that she/he liked a lot and one that could
have been better.
You can make it more playful by throwing a small ball to the one who is talking who
rolls it over to the next participant.
Materials needed: Small ball
Source/reference: http://workshops.350.org/facilitation/
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DAY2
UNIT B1 - WARMING UP ACTIVITY
B1/1 Arriving to the training
Duration: 10 min
Description (step by step process for the facilitator, including debriefing questions):
VERSION A: The trainer requests the participants to recall a sentence from the previous day. It is a very simple and fast way to start the training.
VERSION B: Mix-Freeze-Pair
The participants are walking up and down randomly in the room until the trainer
calls “Freeze!” At that moment everyone stops. When they hear the next call “Pair!” the
participants form pairs with the person closest to them. People in pairs interview each
other on the topic suggested by the trainer. Such ideas for topics are fun vacation I participated in, a place I’d like to visit, how prepared I am for work today, etc. Later on volunteering related topics are discussed e.g. why I appreciate volunteering, what would
I do as a volunteer (or what do I do as a volunteer), how did volunteering changed my
life, my views etc.

UNIT B2 - VOLUNTEER RECRUITMENT
Aim of this unit is to introduce participants into the recruitment and selection process of volunteers.

B2/1 The volunteer job description and job offer for a volunteer position
Duration: 40 min
Description (step by step process for the facilitator, including debriefing questions):
The trainer explains the role of the “volunteer job description form” in the recruitment
and selection process. (Use of PPP is possible!)
PART 1: The trainer distributes the “Template for volunteer position (job) description”
and explains its significance in recruitment and selection of volunteers.
From here on the trainer has different options:
Option 1: Trainers asks the participants to form a group with people they worked
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with in the “planning of the volunteer programme “ and indicate the volunteer positions mentioned therein in the volunteer job description template. In this way
the participants can follow the whole process of recruitment and employment of
volunteers. This way, however, participants might not be working directly on the
particular volunteer positions available in their very institution.
Option 2: Trainer asks the participants to think of a volunteer position for which
they want to recruit volunteers or think of any volunteer position which they can
identify in their SI or imagine a possible volunteer position. In groups of 3 or 4
participants start to work on filling in all the aspects of the volunteer job description template.
The results of the activities are presented to the whole group.
PART 2: The trainer explains the main elements of recruitment. Everybody present is
brainstorming on the different methods of recruitment in 5 minutes. The trainer writes
the brainstormed ideas on the flip chart (e.g. leaflets, TV ads, workshop, press releases
etc.).
Then the participants are divided into groups. Each sub-group chooses a recruitment
method from the list on the flip chart and according to which elaborates a project of
recruitment: e.g. creates a leaflet, designs a TV ad or a press release, plans a workshop
for potential volunteers, etc. Another possibility of the participants is to make a recruitment plan for the volunteer job they have elaborated in the earlier exercise. They
should also think about buzzwords for their particular target group.
Upon completion of the above tasks the total group collects the most important elements of a volunteer job offer. In his summary of the exercise the trainer focuses on
issues that need extra attention and indicates these on the flip chart. The group should
also collect the buzzwords for the different target groups.
Materials needed: sheets of paper, flipchart paper and pens
Handouts needed: Handout 5: Template for volunteer position (job) description
Source/reference: Step-by-step guidebook: how to set up volunteer programmes in
social institutions
Chapter: Preparing the organization and planning the volunteer programme

B2/2 Create a recruitment plan by using the recruitment circle
Duration: 20 min
Description (step by step process for the facilitator, including debriefing questions):
The aim of this exercise is that the participants by preparing an appropriate plan for
recruiting of volunteers reach as many suitable candidates as possible.
The trainer introduces the recruitment circle and following a discussion the participants decide which information should be included in plan.
Work in sub-groups. The participants are requested to make their own plans for
recruitment by answering the following questions:
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What would you like to achieve?
Who would you like to reach?
What is your message?
What have you got to offer?
What means and/or activities could be used to reach your target?
How would you like to organize the process?
Back in the big group some participants are requested to present their plan. The
trainer explains that the recruitment plan has to be broken down into step by step action plan detailing dates and responsible persons.
Materials needed: sheets of paper, pens
Source/reference: https://www.mindtools.com/brainstm.html

B2/3 Selection methods
Duration: 10 min
Description (step by step process for the facilitator, including debriefing questions):
Using the theory in the “Step-by-step guidebook: How to set up volunteer programmes in social institutions” the trainer presents different methods and options of
selection (application of PPP is possible) and at the same time raises the participants’
awareness of the probable pitfalls in the selection process, especially when sensitive
target group is involved (e.g. a woman wants to deal with addicts but her hidden motive is to make her addict husband admitted into the institution). The future volunteer
managers should also be wary when somebody determines very clearly what kind of
people he/she wants to be of help to, e.g.: the very sick, those who have a big and expensive houses, etc.
In connection with the above the group members tell their experiences about selecting volunteers. Facilitating questions can be:
What good practice have you experienced in the selection of volunteers?
What difficulties have you met?
What situations do you have to pay extra attention to?
Materials needed: sheets of paper, pens

B2/4 Role play: volunteer job interview
Duration: 30 min
Description (step by step process for the facilitator, including debriefing questions):
The trainer explains the structure and the most important rules of the volunteer
job interview and distributes the templates to the participants and then organizes a
role-play.
The role play can be delivered in different ways:
Option 1: The trainer requests volunteers from the group to act as a volunteer
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manager and a potential volunteer. Several pairs can be formed. The trainer speaks each
volunteer into the ear a hidden motive or a peculiar attitude, e.g.: be very uncooperative, be very critical, etc.
The pair is sitting in the middle and the role play starts. The group is listening quietly
to the role play. Following the role play the trainer asks the following facilitating questions:
What was it like to be a volunteer?
How did you feel as a volunteer manager?
Observers should give their experiences only at the end!
What is your main experience as an observer about both roles?
The observers (rest of the group) tell their experiences at the end only!
Facilitating question: As an observer what is your main experience about the roles?
Option 2: The trainer divides the participants into groups of three. There are three
roles in each group: one volunteer who applies for the job, a volunteer manager who
interviews him/her and an observer.
The volunteer managers get secret instructions from the trainer to show different attitudes. The trainer whispers the required attitudes into their ears, e.g.: be very
cooperative, be very critical, etc.
Each group has 10 minutes for the play.
Everybody in the whole group provides feedback on his/her role by answering the
above described facilitating questions.
The trainer summarizes the main conclusions of the role play.
Materials needed: sheets of paper, pens
Handouts needed: Handout 6: Structure of volunteer job interview
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UNIT B3 - MOTIVATION
Aims of this unit are:
- Introduce the stages of volunteer motivation
- Present ways to motivate different actors of the volunteer programme

B3/1 Induction and motivation
Duration: 60 min
Description (step by step process for the facilitator, including debriefing questions):
The trainer presents the next volunteer management step: induction of volunteers.
Version A: The trainer initiates brainstorming with all the participants on the following questions written on the flip chart:
What makes a volunteer stay at an institution?
For this the trainer ask participants to brainstorm on the following questions:
Think of yourself as an employee!
What demotivates you as a worker in the workplace?
What hinders your job in your present position?
What has made you leave a workplace?
What motivates/motivated you most at your workplace?
Why have you been doing a particular job? What made you stay?
From the answers the trainer creates a list on the flipchart. Then the trainer explains
the motivation theories of volunteers.
Version B: Trainer explains the Dutch classification model.
After presenting motivation theories the trainer asks all the participants to fill in the
questionnaire as if they were volunteers and find their types. The exercise helps the volunteer managers identify the various motivators of people and have own experiences
about the issue of motivation. After completion of the exercise the trainer lists collects
all motivators on the flip chart with the help of the group. The participants are split into
small groups and are requested to work on 2-3 motivators figuring in the above list.
The following question should be discussed: How can the volunteer manager and
the social institution support the motivation from the beginning to the end of the volunteer management process? (What can be done to support volunteer figuring in the
questionnaire?)
After group works the results are presented to all attendees. Allow time for reflection.
Materials needed: sheets of paper, flipchart, flipchart paper, pen
Handouts needed: Handout 7: Volunteer classification questionnaire
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UNIT B4 - SUPPORT AND SUPERVISION
Aim of this unit is to introduce participants to the tasks of support and supervision
of the volunteer manager.

B4/1 Useful ways to provide your volunteers with support and supervision
Duration: 45 min
Description (step by step process for the facilitator, including debriefing questions):
Start with a group discussion on the following questions: Why is support important
to volunteers? Please continue the training with one of the below versions:
VERSION A: The participants list cases, situations, reasons why volunteers choose
to leave the social institutions and give up volunteering there, the trainer writes all the
reasons on a flip chart that is divided into two parts. The reasons for leaving will be indicated on the other side whereas the solutions to prevent it on the other.
Then the trainer lists the reasons one by one and the group decides which ones can
or cannot be avoided.
Individual work: the participants get one or more reasons from the list that can be
prevented. They have to think about it and find solutions what should/could the volunteer manager or the institution do to prevent it. The trainees should give as many
solutions as they can.
Upon completing the tasks everybody shares their ideas for solutions with the total
group. The trainer writes these on the other side of the flip chart in line with the relevant reason.
Discuss of the conclusions.
VERSION B: Divide the group into 2 sub-groups. They are given wrapping paper and
pens. The sub- groups have 10 min to answer the following questions:
Group 1: What kind of support would I need if I worked as a volunteer e in a social
institute? List situations, examples and also types of support needed.
Group 2: What kind of support and supervision can I offer/organise as a volunteer
manager? List situations where support and supervision are essential.
Back in big group: Group 1 presents the needs of the volunteer – Group 2 tries to
match each of these needs of the volunteer with an item from their list.
Meanwhile the trainer adds the newly arisen ideas to the list of Group 2 – collecting
the ways of support and supervision.
Discuss the conclusions!
Materials needed: Wrapping paper, thick colour pens
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UNIT B5 - EVALUATION AND MEASURING OF THE
IMPACT
Aims of this unit are:
- Introduce participants with the basic concepts and techniques of evaluation
- Introduce participants with the process of measuring the impact of a volunteer
programme

B5/1 Evaluation conversation in pairs
Duration: 50 min
Description (step by step process for the facilitator, including debriefing questions):
The trainer involves the participants into the discussion of the following questions:
Why do you think the evaluation is useful?
What can it be used for?
Who will conduct the evaluation?
What should be evaluated?
The volunteer manager evaluates the volunteers
5 min individual work: the participants are requested to list all the questions they
consider important to ask from volunteers during an evaluation conversation. Each
question should be written on a separate post it of a larger size. In the big group the
trainer collects the questions the questions of the whole group and stick these on the
flip chart (5 min).
Pairs are formed from the group members. Each pair performs an evaluation conversation in the form of a role play. The situation of the play is the following: the volunteer has been working for the elderly home as a one-on-one conversation partner to
elderly people for 2 months. One of the persons plays the role of the volunteer manager and the other is the volunteer. They ask the below questions or those listed before.
Then they change the roles. (2x10 min)
Evaluating conversation – questions:
Are you satisfied with the self-appointed tasks?
What difficulties have you got/met while working as a volunteer?
What benefits have you got by working as a volunteer?
What have you learnt about yourself?
Debriefing questions:
How did you feel as a volunteer?
Which questions were helpful and which were rather negative?
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As a volunteer: What made you feel comfortable and what made you feel uncomfortable in the volunteer manager (tone, position, voice, etc.)?
The experiences are shared with the whole group. (10min)

B5/2 Measuring the impact of the volunteer programme
Duration: 20 min
Description (step by step process for the facilitator, including debriefing questions):
The trainer initiates a discussion with the participation of the whole group with the
help of the following questions:
Why do you think the evaluation of the volunteer programme is useful?
Who should evaluate the volunteer programme?
Why should the volunteer programme be evaluated?
What can it be used for?
How can the results be of help to you?
Trainer should present the SoVol intellectual outcome: Measurement and Communication of the Impact of Volunteering in Social Institutions (IO4).
The participants are requested t to answer the following questions related to each
of the main steps of the impact measurement planning process:
1. Step: Establishing the aim of the assessment process. Related question: Why is
your organization interested in implementing an impact assessment process and
how does the organization utilize the results?
2. Step: Developing the assessment process: - establishing the methods, techniques, tools to be used, identifying the sources of information and the ways to
access these and also resources needed. The result will be a concrete plan on
how to collect and analyse data. Related question: What methods or tools do you
know?
3. Step: Collecting data - gathering relevant data and information according to the
previously established plan. It is important to make sure that errors are avoided.
Related question: Where can you collect data from?
4. Step: Analysis of data and conclusions - putting together all the data, finding the
relevant relationships and interpreting information received. A report is prepared on the conclusions. Related question: Whom do you think the report is interesting for and why?
If the group cannot answer the questions trainer helps them using IO4: Handbook
on Measurement and Communication of the Impact of Volunteering in Social Institutions.
Source/reference: Measuring and Communicating the Impact of Volunteering, Handbook for Social Institutions.

38

UNIT B6 - TERMINATING THE COOPERATION WITH
A VOLUNTEER
Aim of this unit is to introduce the relevant tools for the termination a volunteer’s work.

B6/1 Exit method in practice
Duration: 20 min
Description (step by step process for the facilitator, including debriefing questions):
The participants work in small groups (4-5 persons /sub- group). The trainer initiates a role-play with the aquarium method: each sub-group chooses a volunteer and a
volunteer manager – they are sitting face to face and the others are observers.
A realistic situation is demonstrated: the volunteer quits the organisation and he/
she tells the reasons why he/she is going to leave the social institution. The observers
write down their notices. The role-play lasts for 10 min. Back in big group participants
should discuss their experiences in 10 min and the trainer facilitates the dispute with
the following questions:
To the volunteer manager: According to you what worked well? What seemed
awkward that requires more practice?
To the volunteers: What was it like to talk to the manager? What helped you to be
more open? What should be improved?
To the observers: Can you tell us examples for interesting interactions and creative solutions observed in the role-play?
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UNIT B7 - QUALITIES OF A GOOD VOLUNTEER
MANAGER
Aims of this unit are:
- Summarise and reflect to the role of the volunteer manager
- Introduce participants with a volunteer policy of an organisation

B7/1 Qualities of a good volunteer manager
Duration: 35 min
Description (step by step process for the facilitator, including debriefing questions):
The trainer splits the group into 2 sub-groups and allows 15 minutes for the exercise. The trainer asks the participants to draw a funny guy as a volunteer manager on
a big wrapping paper. An anatomic drawing should be made from the point of view of
the volunteer, e.g.:
- to the brain an arrow is drawn: What type of knowledge does he/she need?
- to the heart – What personality is he/she? What about motivations?, etc.
Identify more body parts and give each body part different tasks/characteristics by
using what was learnt during the training. Come back to big group! The funny drawings
are presented to the whole group in 10 min.
Materials needed: Wrapping paper, thick colour pens

B7/2 Volunteer policy
Duration: 25 min
Description (step by step process for the facilitator, including debriefing questions):
The trainer shortly introduces the volunteer policy to the group. Volunteer policy
(of a volunteer involving organisation) – represents a written structure of the volunteer
programme of an organisation. The volunteer policy sets out why and how a volunteer
involving organisation will involve volunteers in their work. It covers general principles, responsibilities and high-level procedures for recruitment, supervision, induction,
dispute resolution and reimbursement. The volunteer policy is a framework for the
volunteer programme. It helps defining the role of volunteers within the organization,
and the way they should be treated.
Homework: The trainer distributes the template for volunteer policy which to be
considered also the summary of what has been learnt. Those present go through the
text and requests the participants start working on the material.
TIP: The volunteer managers can also prepare a booklet for volunteers or even com40

pile an orientation pack to welcome them: (including a welcome letter, a small present,
timesheets, the contract, the list of contacts, the volunteer policy, the code of conduct,
the volunteer job description, the organisation’s rules, organogram, etc.)
The trainer can help the participants in preparing the home work by referring to the
Quality Standards of a good volunteer programme document elaborated in the Wake
up call project. The quality standards are really useful for planning the volunteer programme and the self-evaluation of the volunteer programme.
Within 4 weeks after the end of the training the participants have to return their
home works to the trainer to assess the outcomes with the ratings qualified or not qualified.
Handouts needed: Handout 8: Content of a volunteer policy
Source/reference: For more information: Quality standards for volunteer programs

UNIT B8 - SUMMARIZING THE TRAINING
Aim of this unit is to reflect on the topics, the learning process and the feedbacks.

B8/1 Summarizing the training - Exhibition guided tour
Duration: 30 min
Description (step by step process for the facilitator, including debriefing questions):
This is a simple way to deepen and sum up the 2 days knowledge and the trainer
gets feedback on the training as well.
The trainer walks around the room in front of the wrapping papers and flipcharts
put on the wall and presents the outcomes of each module. At the same time the trainer requests the participants to refresh what has been learnt. The participants work
individually for 10 min. They write their feelings on the post-its of different colours (or
if you have sticky points/scores you can also use those):
The positive feelings – on the yellow ones
The negative feelings – on the red ones
The new things/ideas –on the green ones
Things they enjoyed – on the pink ones
Things/ideas/experiences they are going to use –on the blue ones.
Use separate post its for each idea/ feeling!
After the stipulated time elapses participants stick their post its on the appropriate
flip chart and explain the group what they have written. In the end the trainer asks the
participants to fill in the feedback sheet/evaluation form in 10 min.
Materials needed: yellow, red, green, pink, blue post its, (or sticky points, scores) flipchart papers
Handouts needed: Handout 9: Evaluation questionnaire of the volunteer management
training
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