
Volunteer Friendly 
Guidance Document



“A choice to give time or energy, a choice undertaken of one’s own free 
will and a choice not motivated for financial gain or for a wage or salary”
-  The Scottish Government “Volunteering for All – Our National Framework
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Introduction to 
Volunteer Friendly Award

Volunteer Friendly Award is a user-friendly 
quality standard to support, recognise and 
reward groups who are good at involving 
volunteers. Many essential services in 
Scotland’s communities are enhanced 
by volunteers. The Scottish Government 
recognises that volunteering matters and 
it’s all about new experiences, feeling good 
and making a difference. The evidence base 
is clear on the benefits of volunteering, 
in terms of: Physical health benefits, 
social benefits, mental wellbeing and 
instrumental benefits. 

It has never been more important for groups 
to be able to show how good they are at 
involving and managing their volunteers. 
We believe regardless your group/organisation 
size or set up you should be rewarded and 
recognised for the difference your volunteers 
make in Scotland.

Developed and reviewed in 2020 by Volunteer 
Scotland and several TSI/Volunteer Centres 
across Scotland, refreshing the standard and 
new offer, where the requirements are set at an 
achievable level for each volunteer programme, 
allowing for more groups to engage with 
Volunteer Friendly, who will be recognised for 
the work they do.



Involving Volunteers 
Understanding why your 
group/organisation involves 
volunteers.

Welcoming Volunteers 
Developing roles, induction, 
training and support needs 
for volunteers.

Making Volunteering 
Happen 
Money, management, 
resources and keeping 
volunteers safe. 

Valuing Volunteers 
Recognition for volunteers’ 
time, contribution, feedback 
and creating positive 
endings.

Volunteer Inclusion
Equal access to 
opportunities and fair 
recruitment. 
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Volunteer Friendly Standard

The following pages detail the standard 
in more detail, providing guidance and 
example evidence on how you might 
meet each strand and practice. 

 

Please note: The examples are to give 
you an idea of types of evidence you may 
have and where you will be likely to find 
evidence, you don’t require to have all 
example evidence in place to achieve 
the award.

Evidence can vary from policies and 
procedures, documented evidence, to 
pictures, videos, case studies and people’s 
voices and experience, action-based 
evidence. 

Evidence can also be used multiple times, 
for example a volunteer policy/handbook, 
website, social media and volunteers voice 
can be evidence for all practices.  

Volunteers/people feel and can explain, 
this is reflective practice, reflecting group/
organisations practices and processes, 
to ensure people involved in the group/
organisation understands practices and 
are able to explain how they understand 
this practice, from the actions the group/
organisations does.  

Requirements, prior to starting your 
Volunteer Friendly journey please confirm 
with your local TSI/Volunteer Centre what 
your group/organisation requirements are 
and the number of practices you are aiming 
to meet for each strand.
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Involving Volunteers 
Understanding why your group/organisation involves volunteers.1

Practice 1(a)
All people involved in the group/organisation understand why they involve volunteers.

Possible Evidence Guidance
Volunteer Policy / Handbook

Aims and Objectives 

Volunteer Strategy 

Website/Social media 

Marketing/leaflets

Annual Report 

Case Studies/Volunteer Voice  

All people involved in the volunteer programme can 
explain why the group/organisation involves volunteers, 
understanding the role of volunteers, the impact and 
difference they make. This is usually an opening paragraph 
in a volunteer policy, website or introduction to the need 
for volunteers. The need can be included in how the group/
organisation meets their aims and objectives. 

Example “Volunteers support the delivery of our service; 
we can reach and support more families to make a difference 
to people’s lives and improve people’s health and wellbeing 
in the community”.   

Practice 1(d)
The group/organisation is committed to developing a Volunteer Culture.

Possible Evidence Guidance
Volunteer Policy/Handbook 

Aims and Objectives 

Volunteer Strategy 

Vision and values

Website/Social media 

Annual Report  

Case Studies/Volunteer Voice  

The group/organisation communicates the role volunteers 
and staff play within the group/organisation. Creating a 
group/organisations values and vision. Identify the symbols, 
behaviours, attitudes, rituals and beliefs that make up your 
group/organisation culture. Considering the impact a culture 
has on the volunteering experience. Volunteers should feel 
the organisation creates a positive volunteer environment. 

Practice 1(b)
The group/organisation has a written document setting 
out how volunteer will be involved, support and protected.

Possible Evidence Guidance
Volunteer Policy / Handbook 

Aims and Objectives 

Volunteer Strategy 

Annual Report

Case Studies/Volunteer Voice  

The level of formality of policies and procedures will vary 
according to the size, scope and maturity of the group/
organisation. The most common and best practice is to have 
a volunteer policy, this document will include why and how 
the group/organisation will involve volunteers, setting out 
expectation for both the volunteer and group/organisation. 
Volunteers should have a copy of this document or access to 
this document, either online or available as a hardcopy. 

Practice 1(c)
The group/organisation has or includes volunteers in policies that relate to management 
and involvement of people. 

Possible Evidence Guidance
Volunteer Policy / Handbook 

Health and Safety Policy 

Equal opportunities policy 

Data Protection policy 

PVG Act 2007

Confidentiality Policy  

Social Media policy 

The level of formality of policies and procedures will vary 
according to the size, scope and maturity of the group/
organisation. Volunteering should be included in policies and 
procedures relating to the involvement of people and Human 
Resources. Volunteers can be included in general policies or 
have their own equivalent policies when appropriate. Policies 
and procedures should be live and accessible documents. 
Volunteers should have a copy of these document or access 
to these documents, either online or available as a hardcopy. 
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Making Volunteering Happen 
Money, management, resources and keeping volunteers safe. 

Practice 2(d)
The group/organisation is committed to keeping volunteers safe from risk, comply with data 
protection and are covered by appropriate insurance.

Possible Evidence Guidance
Volunteer Policy/Handbook 

Boundaries/Lone working policy 

Risk Assessments 

Volunteer Insurance 

Data Protection Policy  

PVG Act 2007

Case Studies/Volunteer Voice  

The group/organisation takes responsibility to ensure that all 
volunteers are kept safe whilst volunteering. Safeguarding of 
volunteers is considered in relations to volunteers’ roles, who’s 
involved, where and when volunteer roles will take place, the 
boundaries of each role, insurance required, risk assessments, 
data protection and lone working. Volunteers should be able 
to explain how they are kept safe. 

Practice 2(b)
The group/organisation plans for volunteering involvement, 
where volunteers can be part of planning and setting objectives.

Possible Evidence Guidance
Volunteer Policy/Handbook 

Aims and Objectives 

Annual Report 

Funding proposals 

Meeting’s agenda and minutes 

AGM and board meetings 

Volunteer feedback forms/
surveys 

Case Studies/Volunteer Voice  

The group/organisation include volunteer activities in all 
planning at all levels, where volunteering is a standing agenda 
item at all levels. Volunteer activity is also part of your vision, 
strategy, aims and objectives. Considering the resources 
required to support the volunteer activity, training, equipment, 
clothing etc. Volunteers should be invited to be involved in 
all planning that affects their role, asking for their opinion 
and feedback, this can be done through emails, newsletters 
and online surveys.

Practice 2(a)
The group/organisation has a named person or team who has responsibility for recruiting 
and managing volunteers.

Possible Evidence Guidance
Volunteer Policy/Handbook 

Role/Job descriptions

Volunteers know who manages/ 
supports them.

Case Studies/Volunteer Voice  

There can be any number of people in the group/organisation 
supporting volunteers, it should to be clear to volunteers 
and others who they are and what their responsibility is. The 
group/organisation should consider what skills are required 
to support different types of volunteer involvement. It also 
needs to be clear to the individuals that their role involves, 
supporting and managing volunteers. Volunteers should be 
able to identify who supports and manages them.  

Practice 2(c)
The group/organisation seeks to secure enough funds, to provide volunteers 
with appropriate resources to undertake their volunteering and out-of- pocket expenses.

Possible Evidence Guidance
Volunteer Policy/Handbook 

Funding proposals/budget plans

Petty cash records/receipts 

Annual Accounts 

Volunteer expenses policy 

Expenses claim forms   

Case Studies/Volunteer Voice  

The group/organisation are clear about volunteer expenses, 
good practice is to provide “out of pocket” expenses to 
volunteers. Where expenses are not provided for smaller 
groups/community activities, the organisation should consider 
the impact on inclusion and the barrier to potential volunteers, 
the group/organisation considers how expenses could be 
funded in the future. Volunteers should be able to explain 
how they can claim expenses. 

2
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Volunteer Inclusion
Equal access to opportunities and fair recruitment. 

Practice 3(b)
The group/organisation is consistent and fair in carrying out recruitment, 
reference check, disclosures and selection of volunteers.

Possible Evidence Guidance
Volunteer Policy/Handbook 

Application forms 

Formal/informal interview 
questions 

Recruitment process 

PVG Act 2007 

Equal Opportunities form 

Reference checks 

Case study/volunteers voice  

The group/organisation have a recruitment process that 
is fair and consistent, asking for information that is only 
relevant to the volunteer role and decision making. Following 
disclosure legislation and good practice, think of barriers 
potential volunteers may have and how you support this. The 
group/organisation considers having an ex-offender’s policy, 
skills and experience required, reference checks options; 
employment, volunteering and character reference.    

Practice 3(a)
The group/organisation creates an environment that is inclusive, 
open to involving volunteers from all backgrounds and abilities.

Possible Evidence Guidance
Volunteer Policy/Handbook 

Equality & diversity policy

Ex-offenders’ policy

Website/social media 

Marketing 

Support available options  

Case study/volunteers voice 

The group/organisation and people involved can describe the 
actions taken to welcome all individuals into volunteering, 
through equality, diversity and ex-offenders polices, and 
training. Groups/organisations consider; advertising that they 
are inclusive, meeting all support needs, images representing 
the group/organisation reflect how inclusive the group is, 
allowing potential volunteers to see themselves in volunteer 
programme. 

Practice 3(c)
The group/organisation is committed to supporting everyone into volunteering, 
providing a range of opportunities, flexibility and aims to meet additional support needs.

Possible Evidence Guidance
Volunteer Policy/Handbook 

Role description  

Website/social media

Marketing 

Support available options 

Case study/volunteers voice

  

The group/organisation has a process in place on how they 
involve volunteers, thinking about the steps they take to 
support all individual into volunteering, with an aim to 
increase the diversity of the volunteer programme. Offering 
adaptable roles to suit the volunteer’s individual needs, skills 
and availability. Considering creating new roles to meet the 
needs of volunteers.  

3
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Welcoming Volunteers 
Developing roles, induction, training and support needs for volunteers. 

Practice 4(b)
The group/organisation provides all volunteers with an induction to their role, 
including all policies, procedures and training required for the role.

Possible Evidence Guidance
Volunteer Policy/Handbook 

Role description  

Induction checklist 

Training plans 

Case study/volunteers voice

The group/organisation offers volunteers an induction suitable 
for the role, this can be formal or informal depending the 
nature of the service and role. Information share may be in 
writing, a short verbal briefing or formal training, inductions 
can vary from half or full days to delivered over several weeks. 
Volunteers should feel prepared and ready to start their role. 

Practice 4(a)
The group/organisation develops a range of volunteer opportunities that are fair and a choice to 
volunteers, benefit both volunteers and service user.

Possible Evidence Guidance
Volunteer Policy/Handbook 

The Volunteer Charter 

Role description  

Website/social media

Marketing 

Support available options 

Case study/volunteers voice

The group/organisation develops opportunities in spirit of the 
Scottish Government volunteering definition, “volunteering 
is a choice”, the group/organisation considers the volunteer 
charter 10 principles when developing volunteer roles. 
Volunteers reason for volunteering is explored and considered 
when matching and developing opportunities. Tasks and 
activities benefit both volunteers and service needs.   

Practice 4(c)
The group/organisation offers ongoing support to volunteers throughout their volunteer journey 
and aims to offer additional support when required to meet the needs of the volunteer.

Possible Evidence Guidance
Volunteer Policy/Handbook 

Role description  

Support available options 

Case study/volunteers voice

One to one’s records 

Team meetings agenda/minutes 

  

The groups/organisations offer ongoing support to volunteers 
throughout their journey, this can be formal or informal 
depending the nature of the service and role. Support can be 
one to one/group support scheduled regularly, and/or ad hoc, 
check in’s when you see the volunteer. It can also be virtual 
online and through emails/phones. Volunteers should feel 
supported and be able to explain the support they receive.  

Practice 4(d)
The group/organisation provides volunteers with ongoing relevant updates, 
where volunteers can provide feedback on their involvement.

Possible Evidence Guidance
Volunteer Policy/Handbook 

Website/social media

Newsletters/emails 

One to one’s records 

Team meetings agenda/minutes

Case study/volunteers voice

The group/organisation have processes in place to ensure 
volunteers are kept up to date and have an opportunity to 
feedback on their involvement. This can be done through; 
newsletters, emails, surveys, meetings, catch ups, website 
and social media. Taking into consideration everyone’s 
accessibility to be involved.  

4
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Valuing Volunteers 
Recognition for volunteers’ time, contribution, feedback and creating 
positive endings.

Practice 5(a)
All people involved in the group/organisation are aware of the need 
to give volunteers recognition for their time and contribution.  

Possible Evidence Guidance
Volunteer Policy/Handbook 

Website/social media

Marketing 

Newsletters 

Volunteer culture 

Aims, objectives and values 

Volunteer strategy

Meeting agendas and minutes 

Case study/volunteers voice

The group/organisation encourages all people to recognise 
volunteers time and contribution; by communicating the 
difference volunteer make, creating a volunteer culture, 
leading by example and creating opportunities for everyone 
to be involved. All people in the organisation should be able to 
explain their role and involvement in recognising volunteers.   

Practice 5(c)
The group/organisation supports volunteer’s development, 
providing opportunities to develop and offer references. 

Possible Evidence Guidance
Volunteer Policy/Handbook 

Volunteer Charter 

Role description  

One to one meeting 

Training records 

Certificate/record of 
volunteering 

Reference letter 

Case study/volunteers voice

The group/organisation supports volunteer’s personal 
development, where appropriate; by offering development 
opportunities to grow volunteers’ skills and experience, 
through training, tasks and activities. Offering volunteers 
references for future employment or volunteering, or a record 
of their volunteering through letters/certificates. Groups/
organisations should create positive endings, supporting 
volunteers to develop, even if this means leaving their 
opportunity with you.   

5

Practice 5(b)
The group/organisation can demonstrate how they report on and celebrate volunteering.

Possible Evidence Guidance
Volunteer Policy/Handbook 

Website/social media

Photos 

Social events 

Certificates/thank cards/letters 

Volunteers week 

Annual report 

Newsletters 

Case study/volunteers voice

The group/organisation communicates the impact and 
difference volunteers make to their group/organisation/
community/service delivery. This can be shown by sharing 
figures, stats, good new stories, pictures, videos, feedback from 
beneficiaries and volunteers. Volunteers contribution should 
be highlighted in the annual report and AGM if you have one. 
Informal groups may do this through meetings, social media, 
celebrated events; volunteers’ week, coffee morning and 
Christmas events.  
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Volunteer Friendly Award is licenced and managed by 
Volunteer Scotland and delivered through local TSI/Volunteer Centre.

©2021 Volunteer Development Scotland Ltd. (also known as Volunteer Scotland) is a registered Scottish charity No. SC013740 
Company limited by guarantee, registered in Scotland, No. SC106743. Our registered Office is Jubilee House, Forthside Way, Stirling. FK8 1QZ.
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