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Financial Capability and Inclusion Project

Involving Volunteers in Financial Capability

This briefing offers some suggestions about how you can involve volunteers in the delivery of your financial capability work. It  is for any organisation interested in developing financial capability work within their organisation. For more information go to www.financialskillsforlife.org.uk and our Financial Capability Starter pack.
Introduction

Involving volunteers in the delivery of your financial capability work will bring new skills and knowledge and great opportunities to extend the quality and diversity of your service.

However there are important steps to work through to ensure your volunteers feel valued and that your organisation makes the most effective use of their contribution:

· Getting ready to involve volunteers

· Recruiting Volunteers

· Induction and training

· Ongoing support and development
· Retention and recognition
Getting ready to involve volunteers
Although your organisation may already involve volunteers in a range of roles, developing a new role to support financial capability work will require some careful preparation and points to consider include:

· Fit with existing team: How will the financial capability volunteers fit within your existing team? Who will support them and who will they report to? Do your existing team support  this change and what can they do to help the new volunteers feel involved?

· Resources: Where will the volunteers be based? Do you have enough desk space/access to computers, telephone, stationery? Do you have the funds to cover their travel costs and any other out of pocket expenses they may incur when delivering training? If not can you apply for grant funding to support?

· Planning: To keep everyone informed a brief plan setting out the timescales in which you aim to recruit, train and involve volunteers will be very useful. It is also helpful if this plan sets out the outcomes you are aiming for and how this will benefit your organisation. A short plan like this is also useful as an introduction to your service when recruiting volunteers.

Please note!

If you have not previously involved volunteers in the delivery of your services you will need to carefully consider a number of crucial management and policy issues before doing so. Failure to do so may place your volunteers at risk and your organisation in breach of key legal responsibilities, e.g. relating to Health and Safety.

For more background and best practice on starting to involve volunteers in your organisation go to Volunteering England and/or talk to your Local Volunteer Centre or Council for Voluntary Service.

Recruitment of volunteers

To recruit effectively you need to define the roles that you are offering and the skills and knowledge that volunteers will need. 
Volunteer roles

Try to be as flexible as possible about the times that people can volunteer and the roles that they carry out. Volunteers can help with the delivery of financial capability in many ways:

· Trainer – a volunteer who delivers financial capability sessions to groups of people or on a one to one basis 
· Course Assistant – like a teaching assistant this volunteer can provide support to the trainer during sessions.  This role could involve handing out leaflets and worksheets, helping to facilitate group work and helping to answer queries.  It could also include helping the trainer with preparation before the session.
· Administration volunteer – providing administration to support the project which could include printing course materials, updating monitoring forms, taking minutes for financial capability meetings, booking training rooms etc.
· Marketing volunteer – promoting the sessions locally which could include designing posters, running media campaigns, meeting with other organisations or peer to peer promotion of the sessions.
· Evaluation volunteer – can research the impact of the project locally which can highlight the changes that participants have made to their financial situation after attending a training session.
A clear role description is essential for a volunteer. It enables an honest discussion about the skills and knowledge required to complete the tasks, identifies areas for development and helps the volunteer understand why their role is important and how it will be valued by the organisation. Volunteers recruited on this basis are much more likely to stay with your organisation!

You can find an example of a role description for a financial capability trainers on the Citizens Advice Financial Skills for Life website under resources – go to “recruitment toolkit”. 
The website of Volunteering England  (www.volunteering.org.uk) also has a range of useful information about preparing role descriptions in their resources Managing Volunteers.

Equality and diversity in recruitment
A new volunteering project provides an excellent opportunity for you to attract new and diverse volunteers to your organisation.

There are different ways of creating a diverse team of volunteers:   
· Make sure that the opportunity you are providing is accessible to those with disabilities or long term health impairments and that you are not creating unnecessary barriers.
· Think about the audiences you hope to deliver to and try to find volunteers that are well placed to reach them.  A retired bank manager might have lots of knowledge about personal finance and money management but may be intimidating to a group of vulnerable clients.  Would young clients like to be trained by someone of the same age group as themselves?  Do your volunteers need specific language skills?  

· Consider recruiting people who have benefitted from financial capability sessions themselves. Peer led training is especially powerful.
How to recruit?

Methods of recruitment

Advertise your volunteering opportunities through posters, press releases, your local CVS and volunteer centre, the do-it website and through your own website if you have one. Consider who you want to target and how is best to reach them.  You may be able to go along and speak to local groups or send out a recruitment message which can go in their regular bulletins or newsletters.
The application process – make it easy!

Your recruitment process needs to be as easy as possible for volunteers, with someone in place to lead the process and deal with enquiries.  Follow up enquiries promptly and give volunteers a chance to visit your organisation and find out more about the role as soon as possible.

Interviewing

A short interview is a good way of meeting potential volunteers and discussing their hopes and aspirations in the context of the vacancies you have. Try and avoid calling it an interview though – this can be very off-putting, especially for those who have been out of the workplace. 

Keep your questions clear and related to the role but give the volunteer plenty of time to raise any concerns they may have and identify any extra support they may need in settling in. If your volunteer policy requires reference or checks to be carried out, explain the purpose of these and when the volunteer can expect to have a start date.

If you are unable to recruit the volunteer do try and explain why and offer them any support you can with finding other suitable volunteering opportunities in their area – usually through your Volunteer centre.

Induction
Good training starts with a thorough induction. It is better to check that new volunteers understand things by giving them too much information rather than leaving them unsure of how to do things and who to ask.

A typical induction would include:

· An introduction to your service and team – a structure chart showing everyone involved in your organisation, including trustees if applicable, is very helpful

· All the practical health and safety information they need, including any specific arrangements if they are likely to be doing outreach working

· How to claim expenses and arrangements for lunches, breaks and holidays

You can also consider having an introductory period for potential or new volunteers to give them a taste of the volunteering role before they commit themselves to your organisation on a longer-term basis and start their formal induction.
Training to deliver financial capability

Financial capability training is about giving people the skills and confidence to make better budgeting, banking, borrowing and saving decisions – volunteers will need to understand the topic they are covering so they can pass on learning and empower delegates. They will also need excellent training skills.  People can find it hard to talk about money and may not be excited by the prospect of money management training, so trainers will need to be able to make their sessions interesting, engaging and fun.  Trainers will also need to be able to understand the different needs of different audiences and pitch their sessions at the right level. For more background go to the Financial Capability Starter Pack (briefing 10) on www.financialskillsforlife.org.uk .
You will therefore need to develop a learning programme which helps them develop their skills as a trainer and builds up their knowledge of financial capability.

Developing skills as a trainer

Resources to support this include:

· Attending one of the Citizens Advice three day courses “Introduction to Training Skills for Financial Capability Tutors’ contact david.mahon@citizensadvice.org.uk
· Observing the delivery of financial capability sessions 
· Co-tutoring: Many organisations have found that two volunteers delivering sessions together is a good model as the trainers can give each other feedback.  

· Practise in-house: Delivering a financial capability session to your in house team gives volunteers a great opportunity to practise and build their confidence.  

· Identifying learner needs – adapting sessions to meet the needs of learners is vital.  Do some research with organisations to help assess their needs, ask the workers what sort of format and issues would be most relevant for the group or ask the clients direct. Taster sessions can be a good way to gauge interest and find out if there are specific ideas or topics that learners seem particularly interested in. 

· More about assessing learner needs can be found at on the Adult Financial  Capability Framework (available free for download from www.niace.org.uk ) 
Developing knowledge of Financial Capability materials

There isn’t a standard route to becoming a financial capability trainer. Therefore it is really important to invest time in assessing the learning needs of your volunteers and developing strong support mechanisms to ensure they can build the necessary skills. Training materials and resources can be found on a range of websites, most notably 

· Citizens Advice  (www.financialskillsforlife.org.uk)
· The Money Advice Service (www.moneyadviceservice.org.uk)
· Personal Finance Education Group for financial capability in schools (www.pfeg.org)
· NIACE (www.moneymatterstome.co.uk)
Encourage your volunteers to make contact with other trainers, including their regional financial capability forum – this brings together a wide range of practitioners delivering financial capability and is open to paid staff and volunteers to network, exchange best practice and catch up with the latest developments in financial capability. To find your local forum lead go to the partnerships section on www.financialskillsforlife.org.uk  
· Your volunteers may also like to consider accredited training options – for up to date information on qualifications available in financial literacy go to the NIACE Financial Literacy Resource Centre ( www.fin-lit-resources.org.uk) 

Specialising

A model adopted by some organisations is to ask volunteers to build a relationship with a specific organisation or type of client group (e.g. people with disabilities, young people) and allow them to build up knowledge and experience of working with that group. It is also worth recognising that while training a group and training on a one to one basis will require different sets of skills, so will training of frontline workers and training directly to end users.  You may find volunteers who are confident enough to be flexible and deliver to both or you may find that volunteers have a preference for one type of training.

Peer support

Peer support has been successfully implemented in many Citizens Advice Bureaux to support the induction of new volunteers; teaming up a new volunteer with someone with experience. Another alternative is introducing a course assistant role – a role that supports the trainer to make sure the session runs smoothly and delegates are getting as much out of the session as they can.  Some people are using the course assistant role as a stepping stone to becoming a trainer, for others who don’t want to be trainers it is a great way to get involved in financial capability.  

Evaluation

Participant feedback from sessions provides important learning for the trainer, giving them an opportunity for them to reflect on the session and materials used and refresh their materials in the light of this.  Evaluation can also take place over a longer period of time as a way to measure the effectiveness of the session to participants, by for example, follow up calls or questionnaires. 

Understanding the changes that people make to managing their money following training is rewarding and interesting. Volunteers often report they enjoy their roles so much because they can see the real impact of their training on individual lives.

Supporting and developing volunteers 

Once volunteers have been successfully recruited and trained it is important to offer them ongoing support within their roles. All volunteers should have a named person that they can take problems and concerns to and there should also be someone within the organisation taking responsibility for ensuring that the volunteers have work to do!

Think about motivation

Each volunteer is an individual with their own unique needs and skills – some will be self starters, others will need more contact and support and encouragement. Others may be using volunteering as a stepping stone to return to the workplace and will be interested to build up a range of skills ready for employment, including access to any relevant training both within your organisation and available more widely within the sector. Some people will be happy to come in week in week out carrying out the same role. Other people thrive on fresh challenges.
Supervision and reviews

It is good practice to make sure volunteers have regular support and supervision sessions which allow them to review their role and give and receive feedback on their progress.   Feedback should be away from other people and the level of confidentiality should be made clear.

Regular contact

In addition to these more formal sessions it can be helpful to have regular chats with your volunteers at the end of each day they attend (or at the beginning of the next day you see them if working at different times) and after they’ve delivered a training session. This gives volunteers opportunities to raise any concerns promptly and provides a chance to thank volunteers for the work they have done.

Challenging situations

Remember that different people will find different things challenging so try not to make assumptions based on your own feelings about a situation.  Allow volunteers opportunities to build up to challenging situations rather than “throwing them in at the deep end”.  Volunteers who feel uncomfortable rather than challenged may not stay.

What happens when there are issues with performance or conduct?

Following all of the good practice above should encourage open and honest communication with your volunteers so that any problems are identified at an early stage.

When a problem persists, begin by talking to your volunteer - find out if there is anything specific affecting them – is it a training need? Are they bored with their role? Are their communication issues with other volunteers or staff? Always try and resolve an issue informally first. 
If that is not possible then you may have to resort to a disciplinary procedure – ensure that your disciplinary procedure for volunteers is clear and has reasonable steps, with a right of appeal. Using a procedure means that volunteers feel that they have at least been through some form of due process. Arbitrary dismissals cause bad feeling, and not just from the departed volunteer. If the rest of your volunteers feel that they could be dismissed at any time they are hardly likely to feel secure. 

Retention and Recognition
Following all of the steps suggested should ensure that your volunteers have a rewarding experience and are more likely to stay with you and promote to others the benefits of volunteering and your organisation.

A quick checklist for retaining your volunteers:

· Create rewarding volunteer roles and don’t regard them as set in stone – allow flexibility for the roles to grow and develop as your volunteer gains experience and confidence

· Understand your volunteers’ motivations for getting involved and check regularly with them to monitor how well they are being fulfilled and if their reasons for volunteering are changing

· Consider having an introductory period for potential or new volunteers to give them a taste of the volunteering role before they commit themselves to your organisation on a longer-term basis.
· Be inclusive - make sure your volunteers feel an important part of your organisation and feel involved in decision making that affects them – volunteers who feel marginalised or unimportant are very unlikely to stay with you. Ensure they are kept up to date with what is happening in your organisation and include them where possible in social events, team meetings, etc

· Support and supervision – good quality feedback and support is essential and if they do have concerns, it's better if they have a chance to express them rather than having to bottle them up until it’s too late and they've decided to leave.
Reward and recognition
There are lots of specific ways to reward or recognise volunteers. More important than the big gestures though are the everyday things you do to let volunteers know they are valued. A simple ‘thank you’ goes a long way. 
Formal

· Volunteer events (for example, a ‘thank you event’ as part of Volunteers’ Week) 

· Certificates (could be an annual ‘thank you’, or after a fixed term, such as completion of a specific number of volunteering hours) 

· Invite volunteers on to working groups etc. (Again, if there are internal issues affecting volunteers, they should be involved in the process.)

Informal
· Saying ‘thank you’ 

· Making sure they have enough tasks to do every day. 

· Including them in social events 

· Consulting on informal matters, such as where the new notice board should go
For more ideas, you can read the Volunteering England Information Sheet on “Saying Thank You to Volunteers” at www.volunteering.org.uk  

Exit interviews

Volunteers may decide to leave for all sorts of reasons – positive and negative. An exit interview or informal chat is a good way of finding out what has led to this decision and any issues in your organisation that need addressing.

Some questions you might ask are:

· Do people know what they’re letting themselves in for when they volunteer for you? 

· Does the information enquirers receive give them a clear picture of what will be expected of them when they volunteer? 

· Are volunteers taken seriously within the organisation? 

· Are problems and issues raised by volunteers dealt with efficiently and effectively? 

· Are you clear about reimbursing expenses to volunteers? 

· Are there clear lines of communication within the organisation? 

· Do the volunteers have a designated person to talk to about any concerns or problems they may have? 

· Is the Volunteer Co-ordinator/ Manager easily accessible? 

· Are volunteers clear about the contribution they’re making to your organisation, its service users and the wider community?

Even if you don’t think there is a problem, exit interviews are a useful tool for monitoring how you engage volunteers within the organisation. Remember that people leaving the organisation are likely to be more candid than they would otherwise be. However, it’s obviously better if the exit interview isn’t being conducted by a volunteer’s immediate supervisor.

(The above is an extract from the Volunteering England briefing on retaining volunteers)
And Finally

If you have any ideas, comments or suggestions for how we could improve this briefing please email financial.skills@citizensadvice.org.uk
Citizens Advice
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This briefing has been developed by the East of England Financial Capability Project which was a partnership of community organisations who delivered  financial capability to people out of paid work across the East of England between May 2009 – January 2011. For fuller information about the project go to Projects – East of England on www.financialskillsforlife.org.uk
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