
With thanks to Lundbeck for their 
support in enabling ADI to deliver 

this masterclass 



Working with 
Volunteers

- a crisis response

July 2020, 
Alzheimer’s 

Disease 
International



Gwyneth 
Thomas

gwyneth.thomas@alzheimers.org.uk



What are we 
going to 
cover? 

• What is Volunteering 

• Why do we want volunteers

• Why do people volunteer

• The volunteering journey 

• Listening and learning from each other 

• Agree some actions to work on at home

• COVID-19 response and some specific 

observations from our experience   



WHAT IS 
VOLUNTEERING ?

What volunteering 
do you do???
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Definition used 
in the UK 

(and elsewhere ) 

“Any activity that involves spending time, 

unpaid, doing something that aims to 

benefit the environment or someone 

(individuals or groups) other than, or in 

addition to, close relatives” 



Some key 
questions

7

1. Is the role unpaid?

2. Does the role contribute to delivering a 
specific part of Alzheimer’s Society plan 
of work?

3. Does the role have specific 
responsibilities that need to be conducted 
regularly?

4. Are there expectations about how the 
person needs to behave as they can be 
seen to be representing Alzheimer’s 
society?

5. Does the role require some form of 
application or selection process?



Why 
volunteer?? 

Why would we want to involve volunteers?

Ask yourself – if our organisation had all the money in 

the world, would we still involve volunteers? 

Why?

COVID-19 – what impact has a pandemic had on our 

volunteers and volunteering?
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Some of my 
thoughts…. 

Added value = we can do more 

More resource capacity = more people 

with dementia reached

Ambassadors = more people to talk about 

brand

Unique and valued relationship = people 

affected by dementia know they are being 

helped by people who really care
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The 
Volunteering 
Journey 

• Planning

• Attraction & promotion

• Recruitment 

• Induction & training

• Support & Engagement

• Development

• Leaving
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So what's in it 
for the 
Volunteers?

Why do people volunteer?
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Some 
examples…

• To feel useful   

• To give something back                      

• To do their civic duty

• For religious reasons

• To explore a career

• To gain experience

• To make new friends

• Interested in the cause

• To develop skills
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During 
COVID-19

In the early days of the lockdown in the UK, Alzheimer’s Society 

received a wave of offers of volunteering resource from 

individuals, smaller local volunteering bureaus, corporate 

partners, and national organisations.

Why?

• Already volunteering, and want to continue

• Support for the cause

• Change in availability and time

• Awareness of impact on vulnerable members of society

• Unable to donate financially 

• Collaboration

• Part to play in making a difference

When there is a global 
pandemic affecting 
everyone, changing 
day to day lives, people 
are still volunteering.

How does motivation 
change under these 
challenging and 
unprecedented 
circumstances?
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The 
Volunteering 
Journey 

• Planning

• Attraction & promotion

• Recruitment 

• Induction & training

• Support & engagement

• Development

• Leaving
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Alzheimer’s 
Society 
COVID-19 
response 

- volunteering

• Unable to provide face to face services

• Financial impact

• Strong volunteer base – redirect into crisis response offer to 

people affected by dementia

• Companion Call role (alongside Welfare Calls)

• Existing volunteer allocated into role

• Corporate offer – “product”

• Working at pace – essential, and element in the success of 

the service and offer.
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Companion 
Calls

• New role created within 3 weeks (role description, learning, 

onboarding requirements)

• Over 10,000 calls made (June 25)

• Over 500 existing Society volunteers, and a further 500 from 

corporate partners

• Each volunteer supporting on average 5 service users

• Shared focus and objective

• Working at pace

• Collaboration across the organisation

• Connection to other responses

Successes 

Key learning
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Planning 

What is it you need?

What do you want them to do?

How many are required?

Where? 

Create a role description!

C-19

Really clear ask of the volunteer

Clarity on purpose of the role and how it relates to the response

Prioritise the processes e.g. role description
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Developing an 
attraction 
campaign

• Phrase ask in terms of losses

• Or make it a challenge

• Time asking when they have been ‘moved’

• Time ask when you are thanking others

C-19

How it relates to the crisis, the impact someone will make.
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Recruitment
It’s really important to match the 

right person to the right role

Ask questions but keep it informal

Set expectations: what do you 

need from them?

C-19

Internal recruitment from volunteers 

already engaged with the organisation 

and familiar with systems
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Keeping your 
volunteers…. 

• Induction/Induction workshops are vital

• Identify the training needs in advance – ensure it happens

• Support and supervise volunteers – but make it 

fun/social/flexible

• Recognise and celebrate volunteers 

• Allow volunteers to explore new roles

• Allow volunteers to take on greater responsibilities

• Try to offer out-of-pocket expenses for volunteers

C-19

Share impact with vols, ask for feedback, provide frequent 

engagement opportunities.
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Dealing with 
challenges…. 

• Allow volunteers to take time out or say ‘no’

• Ensure that inappropriate behaviours are challenged

• When things aren’t working well, find out why. 

C-19

Be responsive and comfortable to react quickly.

Keep purpose at heart of all resolutions.

Remain flexible, but focused!
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When it’s time 
to leave…. 

• Ask for feedback, what can you learn from 

their experience? 

• Allow volunteers to take time out or say ‘no’

• Allow people to leave with dignity, not with 

guilt
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Over to you ….

What does volunteering at your 

organisation look like?
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Your 
Priorities… 

1. What is working well?

2. What is not working well?

3. What would you like to achieve through 

volunteering?

4. What resources do you have?

5. What resources might you need?

6. 2 things you plan to do to get started
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