
 

Asking Difficult Questions 

 

How and where to ask questions that people either don't want to  

answer, or find difficult answering. 

 

 

 

Some questions are difficult to answer because this involves sharing personal 

information that, ordinarily, volunteers would rather keep to themselves.  Some are 

difficult to answer because the person answering isn’t actually sure of the answer yet. 

 

The circumstances in which you ask your initial questions to all volunteers – of all 

abilities and confidence levels – will affect the answers that you get.  Well-asked 

questions will form the basis of more valuable evidence about the impact of your 

volunteering programme.   

 

 

Asking Questions about Personal Characteristics:  

Equalities Monitoring Forms 

 

 

Caution: 

People who directly collect information from volunteers, whether staff or 

volunteers themselves, must understand about the usage of the data and its 

importance to the organisation in order to successfully collect the data. If 

people are not comfortable asking for this information, they should receive coaching or 

support until they feel fully competent and capable of collecting. 

 

Consider: 

 

• Asking a busy, new trustee to complete a form “what you want to get from 

with us” five minutes before a board meeting, along with asking her to read 

some papers for the meeting. 

 

• Asking someone who is not confident in their reading to complete an 

Equalities Monitoring Form by reading out the questions and noting down 

their answers.   

 

What sort of responses would you get? How useful would these responses be? 



The process itself should be simple and streamlined.  Minimise the number of forms and 

paperwork for volunteers: this should include monitoring forms that are clear and 

jargon-free. Monitoring forms should also include: 

 

• Definitions of key terms and concepts, using examples as appropriate 

• Offer of help to complete any forms 

• Offer of multiple communication methods (i.e. paper, electronic, web-based, 

phone) and alternative formats (i.e. larger fonts, audio) 

• Introductory explanation of how the data will be used and stored; 

• Option of ‘rather not say’ for all questions and ‘other’ or ‘don’t know’ as 

appropriate. 

 

Explain yourself 

All of this is better with an additional verbal explanation.  You can also offer real 

alternatives for completion: a volunteer may prefer to complete the form with someone 

at home they trust, and bring it back in an envelope for example.   

 

Ask about operational needs separately 

Create an operational question related to disabilities which is separate from the 

equalities monitoring form. This should happen during the application or interview 

process, and will capture any adjustments you need to make for your volunteer.  

 

Use online solutions 

If your volunteers complete any part of their application online, consider including your 

equal opportunities monitoring questions: 

• You will have data of all applicants, regardless of whether they start 

volunteering, which will give you more data to analyse 

• You won’t have to enter the data yourself 

• The responses will feel more confidential to the potential volunteer. 

 

Asking Questions about support needs, and future hopes and goals 

 

Some of the hardest things to evaluate are the changes that happen to individuals as a 

result of volunteering.  What are the best ways to get individuals – sometimes shy, or 

unaccustomed to talking about themselves – to formulate and share with you their 

goals, so that you can monitor this progress later? 

 

Put people at ease. 

It’s pretty simple, but difficult when an organisation is busy and stretched.  Give people 

time to ‘mull over’ their thoughts – have a think about it one week, have a talk the 

following week for example.  Make sure the person asking the questions knows how to 



Creating an Online Survey 

 

One of the methods your organisation might choose to collect information about 

volunteering is an online survey. This information sheet looks at the pros and cons of using 

online surveys and gives some top tips for their use. 

 

When and why to use them: 
An online survey can efficiently maximise feedback from volunteers, staff and other 

stakeholders. Using a web based survey host allows respondents to complete the survey 

from any computer and it saves the information for you online. Most programmes require 

you to register for a free basic account or a paid premium account.  

 

 

Caution: 

Most basic accounts allow a limited number of questions and responses. More 

premium accounts allow you to use your own branding, use skip logic and direct 

respondents to your own web page on exit. 

 

When evaluating survey hosts or packages, ask yourself the following questions: 

 

• What is the cost and is there a budget for it? If there is a free option, how much 

functionality does it have? 

• How easy is it to use? Are there templates, wizards, question libraries or help 

options available? 

• Does it have the ability to ask a wide range of types of questions in different 

formats? This should include single and multiple response questions, scale responses 

and matrix responses. Does it allow for open ended text boxes and can it randomise 

responses? Does it allow for contingency questions? 

• Is there a limit to the number of questions or respondents allowed? 

• How much customisation of the appearance of the survey is allowed? 

• What are the options for distributing the survey? Can you print a hard copy? 

• Can you import respondent lists from your address book or other software? 

• Can you track the respondents and limit replies so as not to get multiple replies from 

one respondent? 

• What sort of reporting and analysing functions are available? 

• What are the options for sharing results? 

• How accessible is the survey to people with disabilities? 

• How secure will your data be? 

• How much help and support is available? 

 

Online surveys allow you to reach a larger number of people if you have limited time and 

resources. They tend to work better for more quantitative information or for a limited 



 

create a rapport with a range of people – a cup of tea perhaps, a private space where 

necessary or just some easy small talk to start off the chat.  

 

Focus on the following: 

 

• Collaboration – you’re coming up with a plan together.  You bring ideas and 

experience from your side, the volunteer brings their own wishes and experience 

from their side.  

 

• “Drawing out” - give LOTS of examples, ask LOTS of open questions. The feeling 

should be that “other volunteers have been through these same experiences, 

they have achieved a range of things, they’ve set goals, and they’ve gone on to 

other things…”  You might have examples on your website that you can share 

with people before they have their induction chat, or other current volunteers 

could talk about their experiences earlier in the induction.  You can also try 

getting new volunteers together to ‘brainstorm’ what they might want to 

achieve. 

 

• Autonomy - It’s entirely up to the volunteer what they choose to be their goal in 

volunteering with your organisation.  Their motivations and goals might not end 

up matching with the goals of the organisation, but it will always be and feel like 

their decision.  

 

 

Related Resources in the Toolkit:  

• Equalities Monitoring Form  

• Creative Evidence Gathering  

• Creating an Online Survey 

 

 

More Information: 

Volunteering England: Monitoring and Evaluation Guidelines available online at 

www.volunteering.org.uk 

 

Motivational Interviewing is a “collaborative conversation to strengthen a person’s own 

motivation for and commitment to change”: more information about this kind of 

questioning at www.motivationalinterviewing.org   

 

 



number of open-ended questions. It is ideal to set a minimum number of respondents at 

around 50 for most surveys of volunteers or the public. This is not necessary for staff. 

 

 

Pros Cons 

Low cost or free, more cost effective with 

higher responses 

Relies on computer and internet access 

Allows you to download data direct to 

Excel, no data entry  

Relies on computer and internet skills; for 

those making and completing the survey 

Skip logic allows for contingency questions Difficult to know who is responding 

 

Fast – quick turnaround, and efficient Can have a higher start up cost 

Wide geographic reach  

Can link directly to your website  

 

The success of the online survey depends on the quality of the publicity in recruiting 

participants:  in emailing the survey to potential respondents and ‘hosting’ the survey as a 

link on your website. The advantage of using a web-based survey tool is in achieving greater 

efficiency in data collection from a wider range of respondents. Given the often short 

timeframes that we work with, it provides faster turnaround time and good value for 

money. 

 

Top tips: 

• Be clear as to the purpose of your survey and who you are aiming it at. 

• Write an introduction to the survey to tell people its purpose, who it is aimed at, 

how to get help and how long it will take. 

• Use as few questions as possible. 

• Create a filter question/s at the start to make sure respondents are who you are 

targeting.  

• Keep the survey to less than 15 minutes to complete. 

• Use a variety of types of questions and make them short and simple. 

• Think about how the data will look when you are analysing it when designing the 

questions. 

• If a question is likely to get particular responses, use a ‘tick box’ list rather than 

making it open-ended and always allow for an ‘other’ category. 

• Provide brief instructions for the questions, such as ‘tick all that apply’. 

• Avoid jargon and use plain English in the wording. 

• Check that the questions are clearly understood and focus on one question at a time. 

• Use consistent wording and response options through the survey. 

• Do not use leading questions. 

• Test the survey on a few potential respondents before finalising. 

• Put a survey link on the front page of your website. 

 



• Run the survey for 2-6 weeks and clearly state the closing date. 

• Upon exit, direct respondents to your own webpage. 

• Send an email invitation to possible respondents with a direct link to the survey in 

the email message and then send a reminder shortly before the survey closes. 

 

 

Sample Messages 

 

Volunteer Impact Assessment 

XX is carrying out a XX of volunteering in XX. The overall aim of the research is to scope 

existing volunteering opportunities in XX and to consider how new opportunities can be 

developed and how the profile of volunteering can be raised and championed locally. The 

work will also consider XX. The review is being conducted in order to XX. 

 

An online survey for individuals and volunteer-involving organisations has been launched 

so that we can understand these issues in greater depth.  Your participation in this survey is 

critical and only takes about 15 minutes of your time.  

 

The e-survey is hosted by Survey Monkey and is accessible 24 hours a day.  Your responses 

are completely anonymous and you may exit a partially completed survey and return to it 

later as long as you use the same computer. You may also complete the survey more than 

once if you represent a volunteer-involving organisation (VIO).  

 

The e-survey is targeted at individuals who live, work, study or volunteer in XX and people 

who represent VIOs in XX such as volunteer coordinators, paid staff, board members or 

trustees. This includes organisations in the voluntary or community sector, public sector and 

social enterprises. Our intention is to ensure that survey samples reflect the diversity that is 

XX and we encourage participation from Black, Asian and minority ethnic groups, disability 

organisations, LGBT organisations, men, groups representing youth or older people and 

faith groups.  

 

Please take a few minutes now to complete the survey by going to the following link:  

www.XXX.org.uk 

 

Please also feel free to forward the message to any appropriate contacts you may have in 

XX.  Thank you! 

 

Apologies for any cross postings. 

 

 

Example reminder message: 

Dear XX, 



This is a friendly reminder that the XX online volunteer survey will be closing at XX PM on 

DAY DATE, this is your final week to have your voice heard on XX. If you have not yet 

completed the survey, please take a few minutes now by clicking on the link below: 

http://www.surveymonkey.com/XXXX 

 

Your participation in this survey is critical and only takes about 15 minutes of your time. 

The e-survey is hosted by Survey Monkey and is accessible 24 hours a day.  Your responses 

are completely anonymous. 

 

As you know, XX is currently carrying out a survey of XX PEOPLE. The overall aim of the 

survey is XX. The survey is being conducted in order to XX.  

 

The e-survey is targeted at individuals who are current or previous volunteers at XX, 

including members of the governing body, people who give pro bono help and any other 

unpaid roles. Our intention is to ensure that survey samples reflect the diversity of those 

who help and represent XX.  

 

Please take a few minutes now to complete the survey by going to the following link:  

http://www.surveymonkey.com/XXXX 

 

Thank you! 

 

Apologies for any cross postings. 

 
 

Related Resources in the Toolkit:  

• Forming the Right Questions 

• Analysing your Information: Questions to ask Yourself 

 

More Information: 

• www.surveymonkey.com:  Very well known and easy to use.  There is a charge 

attached to large numbers of responses and downloading responses. 

• http://esurv.org/ Designed for educators and small to medium organisations.  Free. 

• www.snapsurveys.com Charge for their service but have a discount for non-profits. 

 

 



Creative Evidence Gathering 

 

You communicate with a huge number and range of people about your volunteering 

programme.  Numbers are important, in fact some funders won’t have it any other way, 

but you are collecting inspirational data in other ways too.  Use it to bring numbers to 

life, check your own progress and celebrate with each other what you’re achieving. The 

following are just a few examples and ideas to get you thinking. 

 

Photos and Videos 

This example of two photos from each volunteer-led toddler’s cooking session over the 

course of three months would highlight the number and range of people who attended, 

and the healthy food that was eaten: 

 

Month 1: Chips and Dips Month 2: Soup and Bread Month 3: Pizzas 

   
 

   
 

  

http://kidskitchenlondon.wordpress.com  

 

Anyone in your group can collect this sort of information, and it may already be 

happening already.  Editing photos and videos to tell a story about your volunteers is 

also an enjoyable role to create for a volunteer. 

 

Content on Social Networking Sites 

Don’t miss the things that might be being said about you online.  Here are two examples 

of volunteer mentions on Twitter, one from a volunteer and the other from the 

organisation. 

 
www.twitter.com 

 



 

 

 

Using symbols and other ways to elicit thoughts and feelings 

 

 

If you need to use specific questions, try using 

symbols or pictures as your answer options, on 

forms or in conversation. 

 

Your confidence in your own abilities; 

how positive is your opinion of yourself? 

�<- - � -->☺ 

 

 

 

 

Home learning project evaluation tools, Rebecca Tully 

 

You can also ask questions in group workshops: 

 

Drawing 

 

The following ‘starter’ 

questions can be useful 

in getting volunteers or 

beneficiaries to share 

the impact 

volunteering has on 

their lives: 

• Draw your 

journey, or a 

timeline, 

"At the last session of the project I created an evaluation workbook with games and 

exercises – which reminded the volunteers of all 8 sessions they had attended. They 

then teamed up and using a big box of art supplies made a mind map / visual 

representation of what they enjoyed or learned from the activity. They sat and talked 

about it as they worked on their pieces of art, and the end result were fantastic 

colourful representations of their time volunteering. We took photos and submitted 

them as part of our evaluation process."   

 

Emma Corrigan, Shelter.  Shared on www.ivo.org as part of Thoughtful Thursdays for 

Volunteer Managers.  See Assessing Impact next Steps for more information. 



through volunteering.  When did it start? What happened? Any key points? 

• Draw a map of all the people you know locally as a result of your volunteering – 

did you know them before?  

 

Conversations  

We gather information whenever we talk to volunteers, or 

organisations or the wider community, but it may never leave 

our own heads.  Use what you hear at social events, networking 

events, volunteer training etc by noting it down and categorising 

it later. 

 

Noticing Everything Else 

Sometimes things happen that mean something else:  for 

example, it’s always the volunteers who instigate the ‘thank you 

and goodbye’ card when other volunteers leave. That’s a good 

sign of a sense of community – social capital -  amongst the 

people volunteering in your organisation.  Look for non-verbal 

evidence that your volunteer programme is working through volunteers', staff or other 

actions. 

 

 

 

Related Resources in the Toolkit:  

• Everyday Feedback Log 

• Pulling Together Qualitative Information 

 

More Information: 

The Ultimate Impact Measurement Tool:  Richard Piper writes on our abilities to 

evaluate:  “Yes, the ultimate impact evaluation tool is the human brain, and our 

associated abilities to perceive, to discuss, to reason, to feel and to learn.” 

http://www.ncvo-vol.org.uk/networking-discussions/blogs/14292/12/01/03/heres-

ultimate-impact-measurement-tool 

 

One of the members passed away unfortunately last year and the group showed 

great support to her and visited her in hospitals or in hospice and in some stage gave 

more support than the relatives… a very nice emotional bond was created among the 

group members....they are a very happy group.  

Focus Group Participant in Unlocking the potential: Volunteers in Islington.   

Cripplegate Foundation, Institute of Volunteering Research 2010 



Evaluating the Volunteer Co-ordination in your Organisation 

 

Where is volunteer management in your organisation? Is it resourced and supported? 

How can you evaluate this? 

 

Experts in Volunteering  

 

Experts in Volunteering is a step-by-step way to check and improve your management 

of volunteers. 

 

• Recognition of good practice in your work 

• Access to resources to improve your work 

• Opportunities to share knowledge, ideas and experiences with other Volunteer 

Managers 

 

Organisations can sign up to a Charter committing to principles of good practice and 

agreeing to incorporate them into their volunteering practice.  They can also complete a 

health check for their organisation. 

 

 

What is the Health Check? 

• A questionnaire that identifies the activities and actions that constitute the 

Charter points. 

• A tool to help organisations review and/or improve their volunteer 

management. 

• It comes in different sizes; there’s a comprehensive version, as well as a shorter 

version, so it can be used flexibly and according to need. 

 

What the Health Check isn’t: 

• A test that is passed or failed. 

• A fully assessed and accredited quality standard (which can involve a complex 

and expensive process). 

 



The Experts in Volunteering Principles: 

 

Equality and Diversity : Volunteering is open to all and volunteers are treated with 

fairness 

 

Expenses: Travel, and any other agreed, out of pocket expenses are reimbursed 

 

Induction: Volunteers are introduced to the work and ethos of the organisation 

 

Organisational involvement: Volunteers have influence and an informed voice on 

organisational issues 

 

Personal development: Identified needs are met by relevant training and development 

opportunities 

 

Recruitment process: Recruitment procedures are fair, efficient and consistent 

 

Resolving difficulties: Volunteers are aware of how to raise a concern, and how it will be 

handled 

 

Reward and Recognition: The organisation expresses its appreciation of the volunteers’ 

contribution 

 

Safe environment: The physical and emotional risks of volunteering are identified, 

minimised, and covered by adequate insurance 

 

Support: A named supervisor ensures ongoing support appropriate to need 

 

 

Related Resources in the Toolkit:  

• Questions to ask at the Volunteer Review 

• Questions to ask when a Volunteer Leaves 

 

More Information: 

Experts in Volunteering resources can be found at 

www.greaterlondonvolunteering.org.uk/legacy 

 



Forming the Right Question 
 

Imagine receiving the responses to each of these questions.  How would you summarise 

and categorise the responses?  Which would you rather deal with?  Which question 

might lead to the most useful answers? 

 

Example One… 

 

How did you hear about volunteering with us?   

 

Used the Service 

 

 Local College (Which one?)  

Friend/ Relative  Volunteer Matching Website (Which one?) 

 

 

Local Press  Social Networking Site  (Which one?) 

 

 

Internet Search  

 

 Through Someone Else: Job/Training adviser, 

occupational therapist, (Please say who) 

 

 

Our Website  Other (Please tell us where) 

 

 

 

Example Two… 

 

How did you hear about volunteering with us? Through a friend, online or somewhere else? 

 

 

 

 

 

 

 

Giving people tick-box options will help with analysing your data later.  Open-ended, 

qualitative questions give more opportunity for volunteers to share their specific 

wishes, but take more time to analyse later.  The way you phrase a question can have 

very different responses by simply changing a couple of words.   

When forming a question, ask yourself: 

• Does it answer the question I’m trying to find the answer to? 

• Will I be able to categorise the results? 

• How much time will the analysis take me?  

 

Related Resources in the Toolkit:  

• Creating an Online Survey 

• Questions to ask at the Start of Volunteering 



Capturing the Volunteer Experience:  

Questions for Everyone Else 

 

We can find evidence of what’s happening in our volunteer programmes through many 

systems we are probably already using.  By including regular questions about 

volunteers’ involvement we can elicit regular feedback at all levels of the organisation. 

 

Staff Review and Support Meeting Notes 

 

• What’s going well about working with volunteers in your opinion? 

o For you 

o For the organisation 

 

• Is there anything that could be improved about the volunteer programme? 

 

• How? 

 

Service User Feedback – Questionnaires, Complaint Forms, Suggestions 

 

If the service is fully delivered by volunteers – all feedback is feedback about the 

volunteer programme, so you can record and utilise it all. 

 

• What do you think volunteers/ your volunteer brings to the project?   

 

• Do volunteers bring anything that you don’t think you’d get from paid staff? 

 

• Can you tell us a specific thing that has happened as a result of a volunteer since 

we last spoke? 

 

Customer Feedback 

 

Be on the look out for regular customer feedback that includes information about how 

your volunteer programme is doing.   

 

• What do you think volunteers/ your volunteer brings to the project?   

 

• Do volunteers bring anything that you don’t think you’d get from paid staff? 

 



Trustee Board Meeting notes 

• Keep in mind that Trustees are volunteers, and you will want to gather 

information about their experience as well as sharing what you find about other 

volunteers with them. 

 

• You could include a regular item on the board meeting agenda:  For example all 

trustees reflect on skills used, and skills gained, this month as a result of being a 

trustee for the organisation. 

 

Reviews and feedback can be informal or formal but information needs to be captured 

in a written format. Once the information has been recorded, make sure that it makes 

its way into the internal planning process of the organisation in order to fully utilise and 

benefit from everyone’s experiences. 

 

 

Related Resources in the Toolkit:  

• Pulling Together Qualitative Information 

• Evaluating the Volunteer Co-ordination in your Organisation 

• Qualitative Monitoring Summary Sheet 

 

 

 

 

 



 
Equalities Monitoring Form 

 

The [Organisation Name] aims to provide equal opportunities and fair treatment for all 

volunteers. Please complete the form and email or post to the address at the end.   

The information below is anonymous and will not be stored with any identifying 

information about you. All details are held in accordance with the Data Protection Act 1998. 

We would like you to complete this form in order to help us understand who we are 

reaching and to better serve everyone in our community. The information will be used to 

provide an overall profile analysis of our volunteer base. 

 If you would like the form in an alternative format or would like help in completing the 

form, please contact a member of staff. 

 

Ethnicity 

Please state what you consider your ethnic origin to be. Ethnicity is distinct from nationality 

and the categories below are based on the 2011 Census in alphabetical order. 

Asian Black Chinese or other ethnic 
group 

� Indian � Caribbean � Chinese 

� Pakistani � African 
 

� Any other ethnic group 
(please write in) 

� Bangladeshi � Any other Black 
background  

 

� Any other Asian 
background 

(please write in)  

(please write in) 
 

  

Mixed White  
� White and Black 
Caribbean 
 

� British � Rather not say 

� White and Black African � Irish  

� White and Asian � Any other white 
background 
(please write in) 

 

� Any other mixed 
background  
(please write in) 

  

 



 
Age: ______________  � Rather not say 
 
 
Disability 
The Disability Discrimination Act 1995 (DDA) defines a person as disabled if they 
have a physical or mental impairment which has a substantial and long term (i.e. 
has lasted or is expected to last at least 12 months) adverse effect on one’s ability 
to carry out normal day-to-day activities. This definition includes conditions such as 
cancer, HIV, mental illness and learning disabilities. Do you consider yourself to 
have a disability according to the above definition? 
 
� Yes � No   � Rather not say 
 
Gender 
� Male 
 

� Female � Rather not say 

Is your present gender the same as the one assigned to you at birth?  
 
� Yes  � No  � Rather not say 

 
Faith or Religion 
Which group below do you most identify with? 
� No Religion � Baha’i  � Buddhist 

� Christian � Hindu � Jain 

� Jewish � Muslim � Sikh 

� Other (please write in)  � Rather not say 

 
Sexual Orientation 
How would you describe your sexual orientation? 
� Bisexual  � Gay man � Heterosexual or 

‘straight’ 
� Lesbian � Other � Rather not say 

 
Today’s Date: 

 

Thank you for completing this form.  Please send the completed form: 

 

by email:   

 

by post: 

 

 



More Information: 

• This is a sample equalities monitoring form that may be used by any organisation. It 

is designed to be one page that is printed on both sides.  

• It includes Equalities Act 2010 characteristics and can be adapted to include other 

optional categories. These basic questions should not be removed – please see 

http://www.equalityhumanrights.com/advice-and-guidance/new-equality-act-

guidance/protected-characteristics-definitions/ for more information about 

equalities legislation. 

• You should edit the introduction to reflect your group’s specific circumstances and 

values and add their contact details at the end.  

• Age bands are used to monitor by many funders, but for your raw data are not 

entirely useful: you cannot easily compare your data to anyone else's. 

• You can use these questions in any format that works: a survey online, completing a 

database in your office, individual completion or working 1-1 with a co-ordinator or 

other volunteer.  The method you choose will affect the answers you get – see skills 

sheet Asking Difficult Questions. 

• More information on Equalities monitoring of volunteers can be found in the 

Monitoring and Evaluation Guide produced by Volunteering England. 

 

Related Resources in the Toolkit: 

• Asking Difficult Questions 

• Quantitative Monitoring Summary Sheet 

 

 

 



Everyday Feedback Log

Date What was said or seen?
Who said or did it? 
Name, role Where?

positive/
negative

What category 
of impact? Who was impacted?

22/10/2012
"Brilliant time with my mentor today 
@actionforkids feel gr8" mentee - Jayne R Twitter Positive Social Beneficiaries

15/11/2012
Finds vols take a lot of time to support, 
can't see where we get that back. staff member - Reneeka Staff Review Negative Economic Organisation

Drop Down Lists:

Positive/Negative What category of impact Who was impacted?
Positive Physical Volunteer
Negative Economic Organisation
Neither Human Beneficiaries
Both Social Community

Cultural

More Information:

This is designed to be the quickest way of collecting tiny bits of feedback from a range of places.

•You probably already collect lots of this kind of info in similar ways, although most of the information may just be inside people's heads.

•This feedback log could be tagged onto other databases or spreadsheets you already have, e.g. for funders

•For more information on 'categories of impacts' - see the introduction to the toolkit.

Related Resources in the Toolkit: 

•Creative Evidence

•Pulling Together Qualitative Information

To delete this text box, click on the edge of it and hit delete.  If you are viewing this as a pdf please go to www.glv.org.uk for the spreadsheet.



Volunteers: Questions at the Start of Volunteering 

 

The First Step: 

All volunteers, including trustees, should consider why they are volunteering with an 

organisation and what they wish to get from the experience.  Recording this information at 

the start – baseline data, and then in reviews or when a volunteer leaves will lead towards 

evidence of the impact of your volunteering programme. 

 

The Next Steps: 

Further questions will help you to gather evidence of all possible areas of change.  There is 

no need to include all questions at all times. Ask yourself: 

 

• What will we have time to follow up on in reviews later? 

• What is our mission, and our strategy right now? Will any of these questions in 

particular help us to pursue this? 

• Will too many questions put some of our volunteers off?  Do we have time to 

support people with answering the questions if needed? 

• What do we want to know, and which questions are best to help us find this out? 

 

Introductory Paragraph to use with your questions 

 

All volunteers are asked these questions at the start of their volunteering, as part of 

reviews, and when they break or stop volunteering. This form can be completed as part of 

a conversation with a member of the team. 

 

� It will help us and you understand your current level of skills, knowledge and well-being 

� It will enable you to share what you want to get from being part of the project 

� The monitoring process helps us to assess how the project benefits you and others 

� The information collected will remain strictly confidential. 

 

Questions for everyone 

Collect the basics from every volunteer: What they’d like to bring to the organisation, and 

what they’d like to get from being with you.  They may answer these questions as part of 

the recruitment/application process, so you can also gather information at that stage – but 

remember people’s responses may be different when they have finished recruitment. 

 

What skills and experience do you have that you’d really like to use while you’re here?  

Or:  What do you hope to bring to volunteering with us? 

Hints: recently completed IT training, previous volunteering experience, legal skills etc.. 

[These are to give volunteers ideas without putting them off.  Try and make them varied 

and appropriate to your organisation] 

 

What would you like to get through being here: experience, coaching or training? 

Hints: Practice on a particular IT program, telephone experience, communication skills, 

confidence talking to people, enjoy my community etc  

[Once again these hints should be varied and appropriate] 



 

Giving people tick-box options will help with analysing your data later.  Open-ended - 

qualitative questions give more opportunity for volunteers to share their specific wishes, 

but take more time to analyse later. 

 

How did you hear about volunteering with us?   

 

(Use your own options) 

 

Used the Service 

 

 Local College (Which one?)  

Friend/ Relative  Volunteer matching website (Which one?) 

 

 

Local Press  Social Networking Site  (Which one?) 

 

 

Internet search  

 

 Other (Please tell us where) 

 

 

Our Website  Through someone else: Job/Training 

adviser, occupational therapist, (Please 

say who) 

 

 

 

How did you first contact us? 

 

Phone 

 

 Email  

In person – at the office 

 

 Someone else made the contact  

Local Press  Via Twitter/Facebook  

 

 

Through the Web form  Volunteer matching website (Which 

one?) 

 

 

How easy was it to make contact with us?  Did you experience any problems? 

 

 

 

 



 

If it is appropriate… 
 

You can then ask questions about people’s current levels, enabling you to see and record 

progress at review or exit stage.  Remember – only ask these questions if you are going to 

follow-up progress, and monitor the answers. 

 

The following questions help to see volunteers’ current levels of Human and Social 

Capital. 

 

Human – Skills development, Personal Development, General Health and Well Being 

 

On a scale of 1-10, please rate how you feel about the following at the moment. 

 
* Your confidence in your own 

abilities; how positive is your 
opinion of yourself? 

1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 

* Your sense of making a useful 
contribution to the community 

1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your awareness of the effects of 

your actions on others 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your sense of motivation 1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your willingness to try new 

things 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
 Feeling comfortable speaking 

and working with others 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
 Your sense of stability 

 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your ability to communicate with 

other people 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your social and communication 

skills 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your ability to work as part of a 

team 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your ability to make decisions 1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your ability to lead or encourage 

others 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
 Your ability to follow instructions 1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
 How well you manage to keep to 

a regular timetable  
1       2       3       4       5       6       7       8       9       10 



←---------------------------------→ 
 Your knowledge of [areas the 

organisation works in] 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Literacy and numeracy skills 1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Technical skills, such as office 

work or I.T. skills 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your physical health and well-

being 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your mental health and well-

being 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your fitness levels 1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
 Your wish to seek/return to 

employment 

1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 

 Your wish to study 1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 

 

 

Social Capital – Relationships and networks between people and communities  

 
* Your range of friendships  1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* The number of contacts 

that you can call on 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your participation in social 

gatherings  
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your support and 

information networks 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your trust in voluntary 

organisations 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your trust in organisations  

in general 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* A feeling of being included 

and not alone 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your willingness to look 

out for other people 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Feeling that this is a safe 

place to live 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your sense of being part 

of this community 
1       2       3       4       5       6       7       8       9       10 



←---------------------------------→ 
* Your willingness to get 

involved in local activities 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your interest in doing 

more volunteering 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Opportunities to take part 

in local campaigns or 
community actions 

1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 

* Taking part in political 
activities 

1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Environmental awareness  

and action 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your interest in joining 

local groups, projects or 
clubs 

1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 

* Your sense of having a 
say in local matters 

1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 

 

 

You can also use a scale without numbers if you are working with anyone 

who would find this easier: 

 

 Your confidence in your own 

abilities; how positive is your 

opinion of yourself? 

�<- - - - � - - - ->☺ 

 

Thank you for completing this form! 

 

Related Resources in the Toolkit:  

• Some of these questions are also in the Volunteering England Impact Assessment 

Toolkit:  Core and Supplementary Questionnaire for Volunteers.  These are marked 

with an asterisk so that you can match them if using the Impact Assessment toolkit.    

• You can use these questions in any format that works: a survey online, completing a 

database in your office, individual completion or working 1-1 with a co-ordinator or 

other volunteer.  Responses will be different depending on your method; see the 

Asking Difficult Questions information sheet. 

 

Related Tools: 

• Questions to ask at the Volunteer Review 

• Questions to ask when a Volunteer Leaves 

• Asking Difficult Questions 

 



 

Questions to ask at the Volunteer Review 

 

All volunteers, including trustees, should consider why they are volunteering with an 

organisation and what they wish to get from the experience.  Recording this information at 

the start – baseline data, and then in reviews or when a volunteer leaves will lead towards 

evidence of the impact of your volunteering programme. 

 

This toolkit explains many other ways to evaluate the impact of your volunteers; volunteer 

review and satisfaction forms are just one method.  The key is to take the questions that 

will work best for a all the volunteers and situations in your group day-to-day, not just in-

depth for a few. 

 

Questions for Everyone 

 

As a basis for the review, you can go back to the responses your volunteer had to the two 

initial questions from the start form.  Use the five categories of impact to inspire responses 

and jog people’s memories.   

 

All volunteers are asked these questions at the start of their volunteering, as part of 

reviews, and when they break or stop volunteering. This form can be completed as part of 

a conversation with a member of the team. 

 

What skills and experience did you hope to bring to your volunteering?  Do you think you’ve 

used those?  Have you made use of other skills you weren’t expecting? Please give specific 

examples.   

Sharing knowledge with others 

 
 

Supporting others' personal development, 

skills and well being 
 

Economic impacts 

 
 

Others' Social networks, participation in 

community 
 

Cultural understanding 

 
 

Anything else? 

 
 

 

 

What did you hope to get from being here: experience, coaching or training?  Has this happened?  

Have you got anything else you weren’t expecting? 

Training, Employability 

 

 

Personal, Skills, Well-being 

 

 

Economic impacts: eg. More financially  



aware 

 

Social networks, participation in community 

 

 

Understanding of other cultures, 

opportunities to share your culture 

 

 

Anything else? 

 

 

 

You can also use the review to find out volunteers’ satisfaction overall with the 

organisation and co-ordination of volunteers. 

 

Please rate how you feel about the following aspects of the volunteer programme: 

 

 
Extremely 

Dissatisfied 
Dissatisfied Neither Satisfied 

Extremely 

satisfied 

Overall satisfaction with your 

volunteering opportunity 
     

Overall satisfaction with the 

programme's accessibility 
     

Information provided about the 

volunteering opportunity 
     

Level of communication 

 
     

Quality of communication 

 
     

The registration process 

 
     

Length of time between registration 

and training 
     

Induction/training 

 
     

Support during the volunteering 

opportunity 
     

Opportunities for peer contact 

 
     

Information about progression 

 
     

 
 

Does your volunteering here feel significant? 
 
 
 
 
 
How do you describe us to your friends and family? 



 
 
 
 

If it is appropriate… 

 

You can then ask questions about people’s current levels, enabling you to see and record 

progress. Remember – only ask the questions you have chosen for specific progress you 

want to check.   

 

The following questions help to see volunteers’ current levels of Human and Social 

Capital. 

 

Human – Skills development, Personal Development, General Health and Well Being 

 

On a scale of 1-10, please rate how you feel about the following at the moment. 

 
* Your confidence in your own 

abilities; how positive is your 
opinion of yourself? 

1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 

* Your sense of making a useful 
contribution to the community 

1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your awareness of the effects of 

your actions on others 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your sense of motivation 1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your willingness to try new 

things 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
 Feeling comfortable speaking 

and working with others 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
 Your sense of stability 

 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your ability to communicate with 

other people 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your social and communication 

skills 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your ability to work as part of a 

team 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your ability to make decisions 1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your ability to lead or encourage 

others 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
 Your ability to follow instructions 1       2       3       4       5       6       7       8       9       10 



←---------------------------------→ 
 How well you manage to keep to 

a regular timetable  
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
 Your knowledge of [areas the 

organisation works in] 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Literacy and numeracy skills 1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Technical skills, such as office 

work or I.T. skills 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your physical health and well-

being 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your mental health and well-

being 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your fitness levels 1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
 Your wish to seek/return to 

employment 

1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 

 Your wish to study 1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 

Have there been any changes  in the above since you started volunteering?  Can you 

think of any reasons for this? 

 

 

 

Social Capital – Relationships and networks between people and communities  

 
* Your range of friendships  1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* The number of contacts 

that you can call on 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your participation in social 

gatherings  
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your support and 

information networks 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your trust in voluntary 

organisations 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your trust in organisations  

in general 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* A feeling of being included 

and not alone 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 



* Your willingness to look 
out for other people 

1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Feeling that this is a safe 

place to live 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your sense of being part 

of this community 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your willingness to get 

involved in local activities 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your interest in doing 

more volunteering 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Opportunities to take part 

in local campaigns or 
community actions 

1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 

* Taking part in political 
activities 

1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Environmental awareness  

and action 
1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 
* Your interest in joining 

local groups, projects or 
clubs 

1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 

* Your sense of having a 
say in local matters 

1       2       3       4       5       6       7       8       9       10 

←---------------------------------→ 

Have there been any changes in the above since you started volunteering?  Can you think 

of any reasons for this? 

 

 

 

You can also use a scale without numbers if you are working with anyone who would find 

this easier: 

 

 Your confidence in your own 

abilities; how positive is your 

opinion of yourself? 

�<- - - - � - - - ->☺ 

 

More Information 

You will probably want to ask other questions about general operations, training 

requirements and other support; these are less appropriate for monitoring impact so are 

not included here. 

 

Related Tools: 

• Questions to ask when a Volunteer Starts 

• Questions to ask when a Volunteer Leaves 

• Asking Difficult Questions 



 

Questions to ask when a Volunteer Leaves 

 

All volunteers, including trustees, should consider why they are volunteering with an 

organisation and what they wish to get from the experience.  Recording this information at 

the start – baseline data, and then in reviews or when a volunteer leaves will lead towards 

evidence of the impact of your volunteering programme. 

 

When a volunteer stops volunteering, even if temporarily, it is a good opportunity to 

review their experience.  If you have been monitoring progress through specific review 

questions you will want to ask them again – see the volunteer start and review questions 

templates. 

 

Introductory Paragraph: 

 

All volunteers are asked these questions at the start of their volunteering, as part of 

reviews, and when they break or stop volunteering. This form can be completed as part of 

a conversation with a member of the team. 

 

What skills and experience did you hope to bring to your volunteering?  Do you think you’ve 

used those?  Have you made use of other skills you weren’t expecting? Please give specific 

examples.   

Sharing knowledge with others 

 

 

Supporting others' personal development, 

skills and well being 
 

Economic impacts 

 
 

Others' Social networks, participation in 

community 
 

Cultural understanding 

 
 

Anything else? 

 

 

 

 

What did you hope to get from being here: experience, coaching or training?  Has this happened?  

Have you got anything else you weren’t expecting? 

Training, Employability 

 
 

Personal, Skills, Well-being 

 

 

Economic impacts: eg. More financially 

aware 

 

 

Social networks, participation in community 

 

 

Understanding of other cultures,  



Volunteer Details Record

ID Name Contact Number Email Address Postcode
Contact 
Date

Interested in what 
role? How Heard?

More Information:

•This record can reflect questions you ask on your application form, when people first enquire by telephone, and questions you ask at 

volunteer induction.

•These are personal details and must be kept confidential.  Data Protection includes:

oExplaining to volunteers why you are collecting information about them and what you will do with that information;

oGetting consent from volunteers to hold their personal details;

oStoring personal data securely and sharing information with others only as needed or appropriate and

oStoring data only as long as necessary.

Related Resources in the Toolkit: 

•Using Spreadsheets as a Volunteer Co-ordinator

•Creating an Online Survey

•Forming the Right Question

To delete this text box, click on the edge of it and hit delete.  If you are viewing this as a pdf please go to www.glv.org.uk for the 

spreadsheet.



Volunteer Hours Log

Name Role Project/What doing Start Date January February March April May June July

More Information:

•You can use this spreadsheet online and encourage all volunteers to complete

•You could also use an existing calendar or signing-in book to log hours, and pull together information monthly or quarterly

Related Resources in the Toolkit: 

•Using Spreadsheets as a Volunteer Co-ordinator

•Creating an Online Survey

•Calculating the Economic Value of your Volunteers

To delete this text box, click on the edge of it and hit delete.  If you are viewing this as a pdf please go to www.glv.org.uk for the spreadsheet.



  

 

Pulling Together Qualitative Information 

 

Once your organisation has set up a process to monitor and collect information about your 

volunteering programme, you will want to make sure that the whole organisation can 

benefit from that information and use it most effectively. The information that is captured 

both internally and externally should be seen as a valuable resource for the organisation; it 

can unlock the secrets to success and sustainability for the organisation. Analysis is the key 

to unlocking those secrets: and consequently to helping the organisation understand its 

strengths, challenges and the impact that it is making toward its vision and mission.   

 

This information sheet explains how to analyse qualitative information relating to your 

volunteer programme such as everyday feedback, interviews and open-ended questions.   

 

Data analysis simply refers to a process of interpreting the information and evidence you 

have collected to determine what it tells you. Organisations can draw conclusions from the 

information they collect and identify possible courses of action or recommendations 

related to volunteering. 

 

Preparation 

You will need to prepare the data first: checking and ‘cleaning’ what you’ve gathered so 

that it can be more easily viewed and interpreted. This sometimes includes entering data 

into a spreadsheet or software programme. 

 

 Caution:  When collecting information about individuals, it is important to abide 

by Data Protection laws and best practice. Additionally, much of the information 

you gather should be anonymised for the purpose of analysis. 

 

Get to know the data fully and look for any obvious trends, correlations or recurrent 

themes or issues. Read through all the information you have, then go back through a 

second time to categorise or look for patterns. At this point you will need to have 

everything in one place: write out all your notes, or pull together all the documentation 

that you have gathered. 

 

Analysis 

The actual analysis can be done: 

• By hand  

• Through a computer programme designed for this purpose such as SPSS (IBM 

analysing software) 

• With a spreadsheet such as Microsoft Excel 

 

Qualitative data, especially if there is a small amount, can be viewed on paper by printing 

out the responses and ‘coding’ them by themes or categories. You can then create a matrix 

or table to track these.  This toolkit uses a matrix in the introduction to explain the 



  

categories often used to describe volunteer impacts – you can use this, or create your own.  

Qualitative data also lends itself to using the quotes or wording directly from respondents, 

so it is helpful to have an audio or video record if possible. 

 

Creating Categories and Finding Patterns 

There are a variety of different ways to analyse qualitative information but to keep it 

simple, let’s think of it in two ways; 

 

• You could have a clear idea in mind at the outset for what you want to evaluate or 

research. This will require you to create a coding framework that fits within the 

confines of your initial questions. For example, you may have decided that your 

organisation would like to evaluate the soft skills that volunteers are gaining in their 

time at the organisation. So you might then develop a coding framework that 

includes the specific skills gained, how long it took to gain them, what type of 

support was also received, who they were working with, etc.  

 

• You could decide to tale an ‘emergent’ approach and look at what respondents tell 

you. For example, you may want to report back on monitoring and evaluation forms 

form volunteer training and look at what the strengths and weaknesses are, letting 

the categories emerge in the responses. 

 

 Caution:  Analysing information and the subsequent organisational discussions can 

sometimes trigger unexpected management issues internally. The process may be 

a catalyst for staff or volunteers to talk about related problems or conflicts they 

are experiencing or have experienced in the past.  

 

Involve the whole organisation 

• Discuss, debate and decide how your organisation will use data and what it will 

collect. This dialogue should take place at all levels of the organisation and include 

the governing body, staff and volunteers. 

• Communicate decisions regarding the use of information to all levels of the 

organisation, including staff, volunteers and the governing body. 

 

More Information: 

• Small-Scale Evaluation by Colin Robinson, Sage Publications, 2004. 

• Research and Evaluation for Busy Practitioners: a time saving guide by Helen Kara, 

Policy Press, 2012. 

 

Related Resources in the Toolkit:  

• Analysing your Information 

• Using your Analysis: Questions to ask yourself and your Organisation 

• Analysis Case Study 

 



Researching your Area: Using External Information 
 

 

Think about what, who and how you may want to compare your volunteer programme with 

national, regional or local information. If you do want to compare information (for example 

about age of volunteers), you will need to use the same questions or age bands for the two 

sets of information.  

 

Depending on your organisation, your ‘area’ will differ.  You may wish to look solely 

geographically, or consider other communities based on characteristics, interest or equality 

strands.  

 

 

Use your Borough’s information 

 

This is an example from Barking and Dagenham Council’s website:  
 

About the borough:  

• Resident population estimate, mid 2004 = 164,572 (Office of National Statistics)  

• Percentage of the resident population who were aged under 16, mid 2004 = 23.3%  

• Percentage of the resident population aged 60 or over, mid 2004 = 17.2%  

 

http://www.barking-dagenham.gov.uk/CouncilandDemocracy/Information 

 

 

Look at National Statistics of your area.   

 

Census information and other surveys cover the Health, Religion, Age, Economic 

status/Income for boroughs, wards and postcode areas among others.  The office of National 

Statistics has also published a review of equality data, and has focused information on most 

of the equality strands.  Most recent census information is from 2011. 

 

You can also download Excel spreadsheets of the data sets from ONS, which allows you to use 

the data for comparison to your data. Just make sure you tell people where the data came 

from. 

 

http://www.ons.gov.uk/ons/interactive/index.html 
http://www.statistics.gov.uk 

 



 

Use information about other types of voluntary organisations in your area 

 

Clues to the kinds of people local to your organisation will be in the kinds of support 

organisations that already exist.  The local CVS and Volunteer Centre will be able to provide 

this information and there may be a searchable database. One of the best sources of 

information about the voluntary sector is the NCVO UK Civil Society Almanac which is 

updated annually and free to NCVO members. 

www.ncvo-vol.org.uk/almanac 

 

 

 

Use research from other specialist organisations that know their field 

 

• Organisations that work with specific groups will have more knowledge to share about 

where people are based and current trends.   

• You can find other reports with similar findings to those you are looking for, for 

example: 

o NHS Reports from your local area;  

o Other research about the benefits of volunteering.  For example:  City and Guilds 

Roots to Work: Developing Employability through Community Food Growing 

http://www.skillsdevelopment.org/research_projects/urban_agriculture.aspx 

o The Institute of Volunteering Research Evidence Bank is home to all of IVR's 

publicly available research. It is an easy-to-use searchable database and currently 

contains over 200 entries.  http://www.ivr.org.uk/ivr-evidence-bank  

• The Voluntary Sector Studies Network is free to join online and anyone can post a 

question to find out what information is out there or how to conduct practical 

research.  www.vssn.org.uk  

 

 

Related Resources in the Toolkit:  

• Equalities Monitoring Form  

• Analysing your Information: Questions to ask Yourself 

 



Using Spreadsheets to Co-ordinate and Evaluate Volunteers 

 

Many of the resources in this toolkit are worksheets.  A worksheet is part of a 

spreadsheet program, the most common one being Microsoft Excel.  A similar – open 

source and therefore free – program is Calc, within Libreoffice.   

 

http://office.microsoft.com/en-gb/excel/ 

http://www.libreoffice.org/download/ 

 

This information sheet explains how to use a Microsoft Excel worksheet, within a 

spreadsheet, to record and monitor what goes on in your volunteer programme.  

Information you record will be easier to access and share with others if you know the 

basics. 

 

What is a spreadsheet? 

 

A spreadsheet is a grid that 

organizes data into columns and 

rows. Spreadsheets make it easy 

to display information, and 

people can insert formulas to 

work with the data. 

 

 

 

 

What you can do with your spreadsheet 

 

 

You can: 

 

How? 

Use a column of email addresses to 

email volunteers 

 

• Store each email address in its own 

cell, within a column 

• Highlight all emails you wish to use 

• Copy and paste into the ‘TO’ or ‘Bcc’ 

field of your email to send. 

‘Freeze’ the top row – or side columns – 

of your worksheet so that you can still 

see your headings when you scroll down 

• Highlight the column to the right of 

the one you want to freeze 

• Window > Freeze pane 

• To undo: Window > Unfreeze pane  

Hide Columns, so that you can 

concentrate on just one set of 

information 

• Highlight the column you want to 

hide  



• Window > Hide 

 

Put your responses in a particular order, 

or only see one type of response 

To filter  A-z or to see only one type of 

response for each question:   

• Data > Filter > Auto Filter. 

• (Or in Excel 2010:  Data tab > sort 

and filter > filter)  

 

Create a new worksheet within a 

spreadsheet 

• Insert > worksheet 

Name your worksheets Double click on the tab at the bottom of 

your worksheet – it will say ‘Sheet1 or Sheet 

2 etc.  When you click it will highlight and 

you can type over. 

Change column width – individual, and 

more than one  (same with rows) 

 

• Highlight the column or columns you 

want to change 

• Hover over the line at the edge of 

column headings 

• Click and drag to the right width 

Print your whole spreadsheet so that it 

fits on one page 

 

• Print Options > Setup > Print to 1 

page wide by 1 page tall 

To create a drop down list so you don’t 

have to keep entering the same one or 

two choices of response every time 

First create a ‘range’ of cells with your list of 

words.  

• Highlight cells with your word list 

• Click in the ‘Name Box’ on lefthand 

side of screen, above cell A1 

• Type a name for your list.  

Remember it! 

Data > validation > Allow: LIST 

In SOURCE box, type =, and then the name 

of your list.  For example ‘=categories’ 

 

The internet and numerous training courses have plenty more information to make your 

spreadsheet life easier. 

 

 

Caution: 

Always enter a ‘number’ column when entering individuals; this will avoid 

confusion over duplicate names and mean you have a unique confidential 

identifier. 



If you have asked people to pick from a list, enter the same value each time.  E.g. 1-2 

years, not one-two years.  This will make it easier to filter and count. 

 

 

 

Using Spreadsheets Online 

 

You can create documents – like spreadsheets – online, and get others to add to them. 

You will need a Google account – but people you share documents with won’t, making it 

easier to collaborate with other staff or volunteers.  This is good for rotas and open 

information – if you want to keep information more private, you can also create a form 

for input into your spreadsheet. 

https://drive.google.com/start 

 

A more secure way of collecting information, with a much more robust set of analysis 

tools attached, is an online survey program.  More information about this is in the 

separate information sheet “Creating an Online Survey” 

 

 

 

Related Resources in the Toolkit:  

• Creating an Online Survey 

• Pulling Together Qualitative Information 

• All Spreadsheet Templates 

 

Consider:  

 

Occasions in your organisation when a spreadsheet on your computer would be 

useful.   

(Hint: It’s more secure, and has better functionality.) 

 

Occasions in your organisation when an online spreadsheet would be useful.  

(Hint:  It’s less functional but you can create a form and many people can be part of 

making it.) 

 



Qualitative Monitoring Summary Sheet
1) Why did you start volunteering with XXXX?  What did you 

hope to get from it?

ID Email Address First Name Last Name 2a) Training, Employability
Having been a customer there, I enjoyed the chatty 

interchanges, which make shopping more fun, so I thought the 

other side of the counter would be enjoyable too.  

Conversations there increased my awareness that a real local 

food growing and supplying community needs lots of different 

levels of involvement, some of it voluntary, so decided to 

chance to meet new people and have fun
To be involved in local things that I am interested in (i.e., good 

fresh food, alternative ways of consuming, being connected 

with the streets and people around me, being outside!) as I 

was newly moved to walthamstow. Hoped to find out about 

things like this going on, meet people, have access to events 

of interest, grow into a community. Later, a result is - eating 

more good food and thinking more about that!

More knowledge about varieties 

of fruit and veg; sales; marketing, 

making and selling products

To get some experience of selling to the public and to help out

Having volunteered with the Box Scheme, I wanted to have 

experience of actually interacting with the customers.

I think working on the stall has 

enhanced my 'people skills' and 

would make me more employable 

when applying for a job.

2) What have you got as a result of your volunteering with XXX?  

Could be positive or negative, but please try and pop specific examples into the relevant box.  

More Information:

•This example shows a summary of a Volunteer Review.  Some questions are similar to the “Questions to ask at the 

Volunteer Review” template.

•The categories in questions 2 and 3 correspond with the categories we can use to describe impact, explained in the 

toolkit introduction.

•You can, if you like, use only question numbers at the top of columns – this makes it easier to input as you have a 

narrower spreadsheet, but harder to keep track of which question is which.

Related Resources in the Toolkit: 

•Using Spreadsheets to Co-ordinate and Evaluate Volunteering

•Pulling Together Qualitative Data

To delete this text box, click on the edge of it and hit delete.  If you are viewing this as a pdf please go to 

www.glv.org.uk for the spreadsheet.



Quantitative Monitoring Summary Sheet

ID Ethnicity Ethnicity Other Age Disability Gender
Assigned at 
Birth? Religion Sexuality

More Information:

•This record reflects the questions asked in the Equalities Monitoring Form template but the format could be used for most closed-

question answers.

•These are personal details and must be kept confidential.  Data Protection includes:

oExplaining to volunteers why you are collecting information about them and what you will do with that information;

oGetting consent from volunteers to hold their personal details;

oStoring personal data securely and sharing information with others only as needed or appropriate and

oStoring data only as long as necessary.

For more information about monitoring equalitiy information please visit 

http://www.equalityhumanrights.com/advice-and-guidance/

Related Resources in the Toolkit: 

•Using Spreadsheets as a Volunteer Co-ordinator

•Equalities Monitoring Form

To delete this text box, click on the edge of it and hit delete.  If you are viewing this as a pdf please go to www.glv.org.uk for the 

spreadsheet.



Calculating the Economic Costs  

and Benefits of your Volunteer Programme 

 

A way to measure the financial benefit of volunteers’ work is to put a price on each hour.  

This can be problematic, but ultimately useful to know: 

 

 

The costs and benefits of volunteering are useful to work out for yourselves as an 

organisation, even if you don’t share the information publicly.  The Volunteer Investment 

and Value Audit (VIVA) was developed by the Institute of Volunteering Research in 1996 

and has been used by many and varied organisations.  It is a measurement tool that 

assesses the ‘outputs’ of volunteer programmes (the value of volunteers’ time) in relation 

to the ‘inputs’ (the resources used to support the volunteers).  It has been used for 

developing more effective management information on volunteers, strategic planning and 

development of volunteer programmes, and increased recognition, recruitment and 

retention of volunteers. 

 

You can use this information sheet to make a simple comparison of the costs, and the 

benefits of your volunteer programme and then move into the full VIVA.  For both, you will 

need to know: 

 

• The number of hours your volunteers work – an average per week, or month, or a 

total for a whole year. 

• A cost per hour to attribute to volunteers’ hours. This may be the London living 

wage for all, or you may wish to cost some work (pro bono legal work for example) 

at a higher rate. 

• You may also want to use the total number of hours your paid staff work to create a 

‘ratio’ of volunteer to staff hours. 

 

 

 

 

“The economic approach focuses purely on monetary value and may be damaging if it 

reinforces the notion that volunteering is all about saving money. It is therefore vital that 

indicators of cost-effectiveness are always considered within a full appreciation of why 

your organisation has volunteers and the many values and benefits which volunteering 

produces.”   Volunteer Investment and Value Audit (VIVA) 



 

Calculating the Outputs – Volunteers’ Time 

 

A B C D E F 

Total number 

of volunteers 

Average 

hours per 

week per 

volunteer 

Weeks 

worked per 

year 

A x B x C 

= Total 

volunteer 

hours 

Hourly 

wage rate 

(£) 

D x E = Total 

volunteer 

value (£) 

 

Calculating the Costs 

 
Look at each of theses headings in turn and calculate the money spent on each for your 

volunteer programme support.  Ask yourself:  would we have to spend this if we didn’t have 

volunteers? 

• Paid staff co-ordinating and supporting volunteers 

• Advertising roles: printing costs, time writing editorial for papers 

• Recruitment: phone calls, informal chats, interviews 

• Induction and training 

• Volunteers’ expenses: travel, lunch, equipment 

• Administration, support and recognition  

• Volunteer insurance 

 

This very simple comparison of ‘outputs’ and ‘costs’ will help you see how the benefits of 

your volunteering programme weigh up.  

 

 

Related Resources in the Toolkit 

• Volunteer Hours Log 

 

More Information 

The VIVA is part of the Volunteering Impact Assessment Toolkit available at 

www.volunteering.org.uk/viat 

 



Analysing your information:  

Questions to ask yourself and your organisation 

 

Overall, you should be looking to find out:  What does this information tell us about our 

volunteers, volunteer programme and community, and how might we change what we do 

as a result? 

 

Allow yourself some time, brainstorm and discuss what the information is telling you and 

how you might use it. These questions start with you the volunteer co-ordinator as primary 

‘researcher’ and then include a variety of stakeholders that might be involved.   

 

 Caution:  

It is important BEFORE you begin any research or data collection that you discuss 

with these same key stakeholders the questions you want to answer, or which 

areas your research will cover. 

 

Questions to ask yourself and colleagues: 

• What did we learn? 

• What could be changed as a result? 

• What recommendations have come out of the analysis? 

• What organisational lessons were learned in the process? 

• Did the analysis highlight any areas of the organisation that need additional 

development or support? 

• What are the appropriate next steps? 

 

Questions to ask your CEO: 

• In which areas do you feel we have exceeded expectations? Are there any that 

concern you? 

• Do the results bring to light any areas of work that could be developed into new 

projects that could get funding? 

• Which bits of information would be useful to add to funding reports, annual 

reports, board reports or funding proposals? 

 

Questions to ask your trustees or board: 

• In reviewing the analysis, which areas would be helpful to you in setting or 

rethinking the strategic direction of the organisation? 

• Do any of the results highlight the need for new areas of funding, new policies or 

budgetary changes? 

 

Questions to ask your volunteers: 

• Does the analysis ring true to your experience? If not, how would you describe the 

difference? 

• What changes (if any) do you feel need to be made in the organisation based on 

this analysis?  

 

Related Tools: 

• Using your Analysis 

• Assessing Impact: Next Steps 

• Case Study Four: Analysing Information 

 

 



Using your Analysis 

 

Using the information, trends and evidence gathered, the final part of your evaluation 

involves sharing what you’ve found out. Some things to remember: 

 

• Try to collect information that you can compare to local, regional and national data 

sets; for example the 2011 Census or the annual NCVO Voluntary Sector Almanac.   

• Make sure information makes its way into the internal planning process of your 

organisation in order to fully utilise and benefit from the respondents experiences.  

• Fit analysis and reporting of results into organisational planning frameworks and 

agendas, for example don’t wait until after the annual away day to summarise the 

results of the volunteer satisfaction survey. 

• Validate the data by talking to stakeholders and respondents about the information 

and getting feedback from them on their interpretation and how they feel it should 

be used. Where aspects of volunteer management are shown to be unsatisfactory it 

is important to find out why before making changes, and to get feedback from 

others to ensure positive impacts will be achieved with future actions. When good 

practice is highlighted it is equally important to highlight the reasons and share it 

with others. 

 

Caution: 

The dialogue about how the organisation will use its data and what type of data 

it will collect should take place at all levels of the organisation and include the 

governing body, staff and volunteers.  

 

Organisations collect data and use it in almost as many ways 

as there are types of organisations. Some of the more 

common ways that organisations can use information are 

outlined below.  

 

Planning and Strategy: The information you collect about 

your volunteer programme should inform strategic and 

organisational planning. For example you can use it to target 

new groups of people for volunteer involvement such as the 

newly retired. This is most useful when an organisation has 

information that details where gaps exist, what needs are 

not being filled and has comparisons for how the 

organisation has achieved previous targets or goals. 

 

Internal and External Reporting: Every organisation is accountable to someone and most 

are required to report to others about its activities. Reporting to stakeholders might 

include governing body documents, notes for staff meetings, briefings for volunteers, 

newsletters to members, reports to funders, announcements on websites, Tweets or 

Facebook updates. 



 

Income Generation: Funders normally want 

evidence from organisations to show what their 

money has produced or what the need is for any 

proposed activities. Summaries of data can 

provide potential funders with hard evidence to 

support a proposal and be an excellent 

fundraising tool for writing tenders and applying 

for grants.  

 

Equality, Diversity and Representation: 

Collecting information about the diversity of the 

volunteer base can help to clarify who the organisation serves, where gaps exist and which 

communities are engaging in the programmes and services offered by the organisation. It 

serves as a statistical map and evidence base rather than someone’s ‘impression’ or best 

guess about who volunteers within the organisation and their impact.  

 

Volunteer Management: Volunteer coordinators and managers need information about 

and from their volunteers in order to understand recruitment and retention rates and to 

create a high quality volunteer programme. Without some of this basic information, 

volunteer coordinators will have difficulty in managing the quality of their programmes and 

in providing volunteers with the support and guidance that they need. 

 

Legal Obligations: Some information may be legally required to collect, such as equalities 

information for employee recruitment purposes. 

 

Quality Management: More and more organisations are expected to participate in some 

form of quality management or to show how they meet best practice standards. Collecting, 

analysing and reporting back on information gathered in a strategic way will fulfil some of 

these obligations, show accountability to stakeholders and also provide a transparent 

vehicle to share organisational learning and progress.  

 

Each of the above areas is potentially valuable for organisations because it can increase the 

information that an organisation holds in relation to its people, policies, procedures and 

services. This information is often the basis for planning and decision-making that drives 

organisations forward and sustains them. 

 

Related Tools: 

• Analysing your Information 

• Case Study Four: Analysing Information 



Using the Toolkit: Case Study One 

Volunteers’ Diversity 

 

A Children's Centre has a range of services, all well attended by a diverse range of 

people very local to the centre.  They are not so sure about the volunteers though, 

and want to know more before they think about changing their recruitment methods. 

 

First they ask a question: 

 

How do we make sure our volunteers reflect the diversity of the local community? 

���� 
Then they use a way of gathering data: 

 

They ask all current volunteers to complete an equalities 

monitoring form.  They do this by explaining why the form will help 

the organisation have a better service, and explaining that it is 

completely anonymous.  People take their forms away if they 

would like to get support completing the form, and are encouraged 

to bring back in an envelope.  All new volunteers are given a form 

as part of their induction. 

 

They also look at what the make-up of the local area is to use as a 

comparison. 

Toolkit resources used: 

 

Equalities Monitoring Form 

 

 

 

 

 

 

Researching your Area 

���� 

They summarise the data… 

The volunteer co-ordinator sets up a spreadsheet to record all 

information, and makes sure this spreadsheet is in a secure place 

on the computer. 

Quantitative Monitoring 

Summary Sheet 

���� 

They analyse the data… 

They find that they have very few volunteers with Black African 

ethnicity, despite the fact that many live locally, and no volunteers 

identify as Lesbian, Gay, Bisexual or Transgender. 

Analysing your Information - 

Questions to ask Yourself 

���� 

They use what they've found out. 

They change their publicity material and images in the centre to be 

more reflective of the people they want to encourage to be more 

part of what they do, and they target some publicity - to local 

African churches and to a pan-london volunteer brokerage service 

targeting LGBT volunteers. 

Using your Analysis 

 

 



Using the Toolkit: Case Study Two 

Recruitment 

 

A helpline spends a lot of time and money making and distributing fliers, but 

recruitment numbers are down and they'd like to find out the best ways of finding 

people to volunteer with their organisation. 

 

First they ask a question: 

 

How successful are our recruitment methods? 

���� 
Then they use a way of gathering data: 

 

They include the 'How did you hear about us' question on their 

volunteer induction questions.  They also include an 'entry route' 

question to see how people have found the different possible ways 

of getting in contact. 

 

 

Toolkit resources used: 

 

Questions to ask at the Start 

of Volunteering 

 

 

���� 

They summarise the data… 

 

They add the findings of that question to their 'Volunteer Records' 

spreadsheet they already have 

Volunteer Details Record 

 

 

���� 

They analyse the data… 

 

They find that all routes in to the organisation seem to be positive 

and helpful, but most people are finding out online or through 

conversations with friends.  They share this with the board. 

 

Analysing your Information - 

Questions to ask Yourself 

���� 

They use what they've found out. 

 

The board decide that the organisation will:  

•print far fewer fliers and posters 

•support staff to establish a 'bring a friend' campaign 

•create a skilled volunteer role to bring new ideas for online 

publicity 

Using your Analysis 

 



Using the Toolkit: Case Study Three 

Small Scale Qualitative Evaluation 

 

An informal group of residents have come together to set up a 'good neighbour 

project, aimed at mixing age groups on their estate.  They'd like to get a bit of funding 

to do something bigger but know they'll need evidence of the benefit of what they're 

doing. 

 

First they ask a question: 

 

How do our volunteers benefit from being with us? 

���� 
Then they use a way of gathering data: 

 

One of them sets up an onlilne spreadsheet to record everything 

that they can think of that they are able to do, or more confident 

doing, since they started the project.  The core group encourage 

the others to do it explaining that it will help all to understand the 

benefits and explain ourselves on CVs etc, and also that it might 

lead to a bit of funding. 

 

Toolkit resources used: 

 

Everyday Feedback Log 

 

 

���� 

They summarise the data… 

 

After a few weeks, one of the more IT-savvy volunteers pulls all the 

random comments and ideas together in some sort of order... 

Qualitative Monitorring 

Summary Sheet 

 

 

���� 

They analyse the data… 

 

They find that at least half of them have increased their skills from 

volunteering, and 80% feel more confident using services in their 

area and going to their neighbours for help. 

Analysing your Information - 

Questions to ask Yourself 

���� 

They use what they've found out. 

 

They put in a bid to a small fund to finance two more events that 

will support recruitment and help residents share skills with each 

other. 

Using your Analysis 

 



Using the Toolkit: Case Study Four 

Analysing Information 
 

 

This case study has been written to bring the ‘Analysing’ tools to life.  It takes you through the 

process of collecting training feedback, and then making sense of it, from the perspective of one 

organisation. 

 

Your organisation regularly delivers training sessions for volunteers and they complete evaluation 

forms at the end of each session with open-ended questions such as: “what did you find most 

useful or least useful about the training?” 

 

You deliver 12 sessions per year with an average of 15 volunteers at each session. That would be 180 

evaluations per year if you have 100% response rate. As you have limited capacity but are best 

placed to do the analysis, you decide that once a year you will gather all the evaluations in order to 

report back to senior leadership and the trustees about what has been most useful to volunteers 

and areas where you will be making changes.  You decide to do this during the time of year when the 

organisation looks at its strategic plan and when work plans are refreshed so that you can 

implement any agreed changes.  

 

You have dedicated three days for completing the analysis and writing up the results. You bring in a 

couple of the trainers and volunteers to share your initial thoughts about the analysis with and to 

brainstorm what the information might be telling you. You also have in your mind: 

• Targets that were set for volunteer training and any project or funder related outputs and 

outcomes that you agreed to deliver as part of the training.  

• The fact that your volunteers are being trained to deliver services directly to clients and that 

some of the volunteers who are very experienced have been ‘promoted’ to more senior 

level volunteer roles; you are not sure that the senior leadership team at the organisation 

fully appreciate the volunteer contribution to the organisation - how well skilled and trained 

the volunteers are and how much they add to the services delivered to clients.  

• You are also worried that your budget may be cut further and you may not be able to deliver 

the kind of in-depth training that you have been doing.  

 

You have minimal administrative support but each evaluation is given a unique code after each 

training session. A volunteer enters all the anonymous answers from the evaluations into a 

spreadsheet template so that you have all the data together and can sort it by date, training session 

or trainer. You decide that you will split up the initial information into what works well that you get 

positive comments about and what does not work so well.  You then look at the answers and start to 

categorise them, assigning some key words. Your categories include venue, refreshments, pace of 

the training, relevance of content and usefulness of content. You then code each response and look 

for patterns or themes that are being expressed. You get a big flipchart paper and write out what 

you think are the themes as well as any outliers that you feel are worth looking at. You share this 

with the two trainers and volunteers.  

 

You decide to produce a summary report of the findings with some direct quotes to illustrate the 

main points, and that you will share this with your line manager, the CEO and the trustees. You 

include some recommendations for the programme. One of the themes that you find in your results 

is that volunteers feel that the training content is too basic and generic for them and they want 

something more in-depth and advanced. You also realise that one of the trainers who does more 

interactive training gets much better ratings than the others. These two patterns will form the basis 

of your recommendations. 


