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CSSC Sports and Leisure has relied on volunteers to deliver local sporting and leisure activities 
and offers since its inception in 1921. Throughout the last 100 years, volunteers have been:

• Constant: with us from the very beginning, enabling us to offer the very best to our 
members.

• Integral: expanding our local and regional offer, integral to delivering a diverse range of 
sporting and leisure activities. Volunteers support CSSC to meet the needs of its members 
and ensure that the offer remains relevant and close to home.

• The future:  the pathway to more engagement with our members and the recruitment of 
new members.

CSSC volunteers are predominantly engaged in a core range of roles; committee members, 
event and sports organisers, communication or social media officers or roles supporting 
others. Collectively, they help CSSC to create, develop and support our communities within the 
membership.

This Volunteer Improvement Plan analyses the current position of volunteering within the 
organisation and sets out the aims and objectives for the continuous improvement and 
development of volunteering at CSSC for the next five years. 

OVERVIEW
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Research and 
data from 

other volunteer 
organisations

CONSULTATION AND INSIGHT 

This Plan will use insight from a wide range of information sources and will call on the expertise 
of national organisations within the voluntary and sports sectors to help establish a path that is 
suitable, achievable, and sustainable for CSSC, whilst also incorporating and maintaining CSSC’s 
core purpose, vision and values.

We have looked backwards to bring the best practices along with us. We have looked forwards 
listening to what matters most from a wide range of voices, and we have looked outwards 
conducting research on industry trends within the volunteer and third sector.

WHAT
WE’VE DONE

Identification of 
volunteer best 

practice 

1:1 Staff 
Interviews

Volunteer 
drop-in calls

Volunteer 
Workshops

Volunteer 
Committee 

meetings

Volunteer Survey
Sport and 

Recreational 
Bodies 

Workshops

Members’ feedback

Volunteer Team 
Leaders workshop
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OUR FIVE 
PRIORITIES
Our vision is to make volunteering with CSSC an attractive, visible, accessible and engaging 
proposition for all. Driven by insight and motivated by tackling the key challenges ahead, we 
have identified five priorities.

These five priorities will turn our challenges into opportunities. Within each priority we detail our 
ambitions for what we will do, as well as outlining the actions to show how we will do it. 

Recruiting Volunteers

Retaining Volunteers 
& Moving on

Measuring the value and
impact of volunteers

Training Involving & Communicating 
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Volunteering will be integrated into marketing campaigns to ensure that opportunities are visible 
to those actively looking to volunteer as well as those who are not. Volunteers will be able to get 
involved and find roles that suit their availability, motivation and abilities and will receive a first-
class supportive service the moment they begin their volunteer journey.

First Class Support Service
A first-class support service will support any member who is looking to become a volunteer 
right from their first enquiry. Support includes timely responses, providing the member with 
the information they need to make an informed decision about the role they are interested in, 
listening and understanding their motivations and requirements, and ensuring that the role is a 
perfect fit.

Clear contact 
information.

Closing dates for 
applications and 

enquiries.

Volunteers receive 
acknowledgement 
of their enquiry and 
a response within 3 

working days.

Dedicated recruitment 
campaigns.

Adverts placed in more 
targeted sectors.

Integrated into routine 
comms.

Phone calls made 
to all those who 

enquire.

Find out more about 
the types of role 
the volunteer is 

interested in. 

Follow up with a 
summary email and 

next steps.

What they can bring 
or what they wish to 

deliver.

Establish the 
motivations for 
volunteering.

Understand skills 
and skill gaps.

Volunteer time and 
availability.

Mark up interest 
on Customer 
Relationship 

Management (CRM) 
system.

VTL matches to 
vacant role or 

provides volunteer 
with portfolio of 

options.

Alternatively 
volunteer could be 
added to bank of 

volunteers.

Volunteer receives 
clearly defined 

and outlined role 
description.

RECRUITING VOLUNTEERS 

ENQUIRY

ADVERTISING 
AND MARKETING

INITIAL
CONVERSATION

INFORMATION
GATHERING

ROLE
ALLOCATION
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Volunteer Roles
In line with the National Council of Voluntary Organisations (NCVO) data insights, CSSC will 
ensure that a variety of roles and opportunities are available so that those who would like to  
volunteer their time can do so in a role that fits around their motivations, interests, and lifestyle. 
Roles will be split into the following categories: 

The type of role will be advertised as part of the volunteer description so that volunteers can 
browse roles that are suitable for them. For those interested in micro and flexible volunteering 
roles, a ‘bank of volunteers’ will be held on the CRM system so that when volunteer time is needed 
for events or tasks, relevant volunteers can be contacted and invited to help with the opportunity 
available. 

For succession planning, we will be pro active in recruiting volunteers to enable a smooth 
handover when a volunteer moves on. 

TRADITIONAL

ROLE EXAMPLESTIME COMMITMENT

ROLE-SHARE

MICRO

FLEXIBLE

SHORT TERM

Ongoing time commitment for a 
time period of one year +. Usually, 

this role would be elected or 
appointed.  

Where a larger role is shared 
between two or more individuals 

across longer time frames.

Small, task-based roles that will 
require a volunteer to complete a 
task to deliver their role. Short time 

frames. 

Ongoing roles that a volunteer can 
dip in and out of in short bursts 
without detriment to the role.

A role that requires a high level of 
commitment but for a short amount 

of time. 

Committee Members 
Area Officers  

Regional Officers 
Board Members 

Area Officers 
Committee Members  

Event organisers
Regional Officers

Event steward 
Photography 

Research 
Administration 

Workplace Engagement 
Social Media Officer 

Membership Development 
Champion  

Sports Liaison Officer 
Ad hoc helper 

Event Organisers  
Games Team Leaders 
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Diversity and Inclusion
CSSC recognises the need to develop a more robust Diversity and Inclusion strategy to 
encompass staff, members and volunteers. Over the next five years CSSC will develop volunteer 
roles that are attractive and accessible to all, so that no matter their background, any individual 
can become a CSSC volunteer. 

By engaging volunteers from different backgrounds and abilities, CSSC will benefit from better 
insight for strategic planning, a wider range of perspectives, skills and experiences and a more 
diverse offering. 

With an aging population, CSSC must also be mindful of the current average age of volunteers 
and adopt a broad and inclusive outreach with roles and opportunities to attract a younger 
demographic to volunteer so that the volunteer programme can continue to flourish. 

Following the planned CSSC Audit on EDI, specific actions will be determined and we will create 
an inclusive climate to promote equality and better reflect the communities within which CSSC 
sits:

CIVIL SERVICE

ETHNIC 
MINORITIES

Sex

Disability

Average Age

NCVO

Demographic Breakdown

CSSC 
VOLUNTEERS 

CURRENT

CSSC 
VOLUNTEERS 

TARGET

14.3%

54.2% Female

13.6

45

3.3%

37% Female

NK

51-60

10%

67% Female

23%

15%

50% M/F

10%

35-4525% over 55 
6% under 25
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Traditional long 
term roles

A range of roles that are 
inclusive and accessible 

to all no matter 
background or time 

constraints

A wide reaching marketing 
campaign encompassing 
branding and advertising 

to showcase CSSC 
volunteering

A bank of volunteers who 
are trained, supported 
and ready to volunteer 

on an ad hoc basis

A positive and engaging 
volunteer culture that 

attracts others to be part 
of the volunteer family

Recruitment advertising refresh to extend 
the reach of our volunteer adverts to 

platforms including LinkedIn, The Sport 
and Recreation Alliance and Third Sector 

web sites

Volunteer Expo to attend and promote 
CSSC volunteering through exhibiting at 
the UK’s largest volunteering networking 

event

A first class support 
service including 

education, training 
and qualifications to 

support those looking to 
volunteer

A diverse volunteer 
community that reflects 
the wider communities 

within which CSSC 
belongs

Strong brand 
identity

Limited advertising 
and marketing

Large representative of 
white male volunteers

Simplistic recruitment 
process

Not reflective of the CSSC 
wider community

W H E R E  W E  A R E

W H E R E  W E  W A N T  T O  B E

RECRUITMENT
SUMMARY

In 2023 and 2024 we will be focussing on improving the recruitment process for all roles by 
widening our promotion of roles across different platforms and refreshing our marketing 

material to attract a wider and more diverse set of applicants. This will include developing 
micro-volunteering, new methods of recruiting, increasing opportunities for job-sharing, 

and more flexibility to allow volunteers to support CSSC around their other day to day 
commitments

W H A T  W E  W I L L  D O
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How We’ll Do It

2023

2024 
onwards

• Increase our volunteer numbers by 100 per annum. With associated 
increase in range of activities offered and increase in younger volunteers.

• Following our volunteer Audit, we will target a younger and more diverse 
volunteer by approaching new sectors in recruitment.

• Introduce volunteer recruitment improvements, by using a fresh approach, 
wider reach, and new methods so we receive a greater number of 
applications. 

• Improve the recruitment process by introducing video case studies and 
modernising our approach to recruitment. 

• Focus on regional officers vacancies so all are in place by December 2023.

• Develop new roles that we enable new volunteers to join CSSC.

• Introduce one initial contact form for potential  volunteers.

• In alignment with the planned ED & I audit and strategic planning in CSSC, 
we will measure our current ED & I data and give recommendations on 
how to improve our provision and track our actions and impact.

• Reach out to other organisations like Universities and Prince’s Trust to 
provide new volunteer opportunities.

• Attend the Volunteer Expo to promote CSSC volunteering through exhibiting 
at the UK’s largest volunteering networking event.

• Increase CSSC volunteer profile by supporting the CS charity week and the 
Big Help Out.

• Continue to recruit 100 new volunteers per annum. 

• Increase the number of case studies on volunteers and build a 
comprehensive portfolio of all our volunteer roles.

• Continue to build a network of organisations in which we can advertise 
and recruit new volunteers. 

• Grow our number of volunteers, so we have a pool of volunteers able to 
assist on our and other organisations’ events. 

• Continue to extend the reach of CSSC profile in the third sector.
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We will provide to all volunteers, who choose to give their time to CSSC, quality training and 
support, in order to carry out their volunteer role, represent CSSC to the highest level and to 
develop and enhance their own skills and CVs. 

Welcome and Induction
Recruiting a volunteer is only the beginning of the volunteer journey. From here, it is essential that 
the volunteer receives a relevant induction to set them off on the right path with the right skills 
and equipment to fulfil their role.

Establish induction 
pathway based on 

volunteer role.

Face to face 
meeting with VTL 
or main point of 

contact.

Introduction to 
volunteer peers 
and other staff 

with close working 
relationships. 

Introduction to 
policies and key 

information for the 
role.

Handbooks available 
depending on 

pathway. 

Handbook provides 
all basic information 
a volunteer will need. 

Charter confirms 
the volunteer 

expectations and 
commitments. 

Workbook element 
to keep records and 

make notes.

Discuss key skills 
required for the role. 

Identify skills and 
experience volunteer 

has already. 

Identify skills and 
knowledge that can 
be developed as a 

result of carrying out 
the role or through 
volunteer training 

package.

Understand volunteer 
motivations and 
establish training 

pathway to achieve 
this.

On completion 
of induction the 
volunteer will be 

given access to a 
training portal.

Training portal will 
contain mandatory 
training for the role 
the volunteer will be 

carrying out.

Training will also 
include optional 

training to further 
skills.

TRAINING

INDUCTION HANDBOOK SKILL GAPS ACCESS TO 
TRAINING
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Learning and Development
CSSC volunteers will be able to access role specific training through a Learning Management 
System. Training will be designed to be relevant and engaging and will be built based on blended 
learning principles. This will reflect that not every individual learns in the same way, and that 
training and learning should be available to all, no matter how they prefer to approach it, what 
equipment they have and how much time they are able to dedicate.

To make certain that training is relevant to CSSC volunteering, a significant proportion of volunteer 
training will be developed in-house by departments with expertise in areas such as Customer 
Service, Social Media, Sales, Communications and Finance. However, CSSC also recognises that 
a key motivator for volunteering is to develop skills and enhance CVs and there is a need to 
provide a secondary level of training. Therefore, CSSC will work with chosen partners to provide 
additional accredited and certificated training that will be made available for those looking to 
develop their skills whilst volunteering.

Volunteers will have access to a full digital 
suite containing both in  house and partner 

developed  modules relevant to their role and 
additional skill building. 

Experienced volunteers will be given the 
opportunity to  become a volunteer mentor to 
support new volunteers  coming into certain 

roles and  volunteers will have the option to book 
one to one training  with relevant departments 

and partners. 

Workshops, Conferences 
and Training events will 
be made  available to 

volunteers who prefer to 
learn together or where 
there is a need to train 
a significant number of 
volunteers at one time. 

Guidance documents, 
handbooks and policies 

will be issued as part 
of induction and will be 

available to all through the 
knowledge base so that 
volunteers can refer to 

documentation at any time. 

VOLUNTEER 
TRAINING

Online Learning

In
di

vi
du

al Sm
all G

roup

Collaborative
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Limited Training

Bespoke Learning 
Management System

Partnerships with external 
training providers

Role Specific Training 
Suite for every role

Blended 
learning

Volunteer 
mentoring 

programme

Additional learning 
for CV and skill 
development

In 2023 and 2024 we will upgrade our email and administrative platforms to enable 
us to communicate effectively and deliver a new online training platform. This will be 

supplemented by formalising mentoring opportunities using our experienced volunteers,      
in house training materials and offering accreditation through certain courses.

Skill gaps and 
development 

established during 
induction

Induction forms part 
of training

Role specific help and support

Guidance documents available 
through knowledge base 

W H E R E  W E  A R E

W H E R E  W E  W A N T  T O  B E

W H A T  W E  W I L L  D O

TRAINING
SUMMARY
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How We’ll Do It

2023

2024 
onwards

• Review the existing volunteer training provided and gain feedback on 
requirements. 

• Review current volunteer website and knowledge base by April 2023.

• Implement a new volunteer training and qualification package for current 
and future volunteers.

• Set up a training platform, with initial modules for different volunteer roles 
by July 2023.

• Identify and introduce accreditation awards on completion of volunteer 
training modules using internal and external providers.

• Recording volunteer training requirements and achievements.

• We will upgrade the IT support given to volunteer via volunteer emails and 
file storage.  

• Increase the volunteer training and qualification package with 50% of 
existing volunteers to have completed mandatory training by end of 2024.

• Review training completed. 

• Increase the number of mentors available to support new volunteers.
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CSSC will have a community of volunteers who feel well connected to CSSC staff and each other. 
They will have regular opportunities to share ideas and provide feedback on new initiatives, 
programmes, and policies.

Welcome and Induction
Feedback from the most recent volunteer survey showed that volunteers felt distanced from 
Head Office.  Since then, the Volunteer Delivery Team have developed new ways to communicate 
and consult with volunteers. Over the next five years, these strategies will continue to develop 
to establish a balance between communicating and consulting, so that volunteers remain 
informed, engaged, and included. 

• Volunteer Committee: Each Region has a Regional representative on the Volunteer 
Committee who will be responsible for liaising with volunteers at a local level and reporting 
on feedback, ideas and concerns that local volunteers have. 

• Monthly Newsletters: Volunteers will receive a monthly bulletin via email informing them 
of updates, changes and important information. These will also be saved on the volunteer 
knowledge base, so volunteers can access these at any time. 

• Consultation groups: New initiatives and projects will require consultation and feedback.  
Depending on the nature of the project, consultation groups will be set up for volunteers 
to share views and provide this feedback. 

• Conferences and Workshops: Where wider discussions and consultation is needed, 
conferences and workshops will be held to allow volunteers to participate. A series of 
Open Forums will also continue to be available on an annual basis for volunteers to come 
along to discuss topics of their choice. 

• Surveys: Where feedback from all volunteers is needed, this will be done through the 
use of surveys. Surveys will have set questions, a deadline and a clear time frame for 
feedback, so volunteers know when to expect survey results and feedback. 

• Feedback: Volunteers will always receive the outcome of any feedback or consultation 
they take part in. Feedback will be clear in thanking the volunteer for their feedback, what 
the decision was and why the decision was made in this way. 

INVOLVING AND COMMUNICATING WITH VOLUNTEERS
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Partnerships
CSSC will improve scope for partners and eligible employers to engage with our members through 
the provision of volunteering opportunities. This area of development will take a holistic view of 
volunteering, understanding that volunteering is wider than CSSC and that the opportunities 
to make a difference extend further than the immediate organisation. With a bank of trained 
volunteers, it is anticipated that CSSC will be well equipped to provide volunteers to partner 
organisations, where needed, as part of a mutually beneficial partnership. By working with 
partners, CSSC will also be able to expand the types of volunteering roles available to members, 
demonstrating that volunteering can also be an exciting member offer or experience. 

CSSC PARTNER

Trained bank of volunteers ready to 
assist  with large scale  partner events

•
Experience and knowledge in training, 
supporting and rewarding volunteers

•
Large membership base to market 

and advertise volunteer opportunities 
whilst increasing awareness

Exciting variety of volunteer 
opportunities to promote volunteering 

as a member benefit 

•
Platform for CSSC to raise its profile 

within the Partner’s sector  

•
Expert advice to offer from 

professional volunteering councils and 
organisations
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Monthy communications 
to volunteers

In 2023  as new projects are developed we will set up consultation groups to ensure that 
volunteers and members’ views and feedback is listen too. We will start to identify partners 

that can promote CSSC volunteering.

Regular communications 
via email and social 

media 

A continuation of 
Conferences, Workshops 

and Open Forums 

A strong volunteer 
community where 

volunteers can interact 
with CSSC and other 
volunteer colleagues

Specific consultation 
groups that are relevant 
and specific for the work 

being undertaken

Identified trusted 
partners with volunteer 
opportunities that CSSC 

can use to promote 
volunteering and CSSC 

volunteers

A strong Volunteer 
Committee with a 
Regional presence

Conferences and Open Forums available 
to volunteers annually 

Consultation on a 
limited basis

Little feedback after 
consultation

Limited survey information to establish 
how volunteers feel about CSSC

W H E R E  W E  A R E

W H A T  W E  W I L L  D O

W H E R E  W E  W A N T  T O  B E

INVOLVING &
COMMUNICATING
SUMMARY
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How We’ll Do It

2023

2024 
onwards

• We will consult with volunteers as new initiatives are introduced, we will use 
this insight to continue to develop volunteering within CSSC. 

• We will share this insight across the business, so volunteer views can be 
incorporated into new projects.

• Continue to build on our existing network of volunteer partners like the 
National Council for voluntary organisations, Sport and Recreational 
Alliance and the Association of Volunteer Managers.

• Continue to build on the success of the re structured Volunteer Committee 
under the blueprint trail by  consulting with the volunteers committee 
regional reps and listening to their feedback.

• Increase communication that highlights and showcases our ongoing 
events/activities to demonstrate our qualities, range and opportunities. 

• Implement new innovative ways to communicate our offering.

• We will identify and increase the number of partners that we work with to 
increase our volunteer profile. 

• Continue to consult with volunteers on new projects.

• Work closely with selected local areas to trial a series of support tools to 
improve their local volunteer offer. 
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CSSC will have an established pathway to support volunteers regularly throughout their volunteer 
journey, with a view to maintaining engagement, retaining, and supporting volunteers when they 
choose to move on. 

Once a member has become a volunteer for CSSC, the Volunteer Delivery Team will ensure 
that they remain engaged and continue to enjoy volunteering for the length of their journey, no 
matter how long or short that may be. It is also recognised though, that volunteers have other 
areas of responsibility in their lives and sometimes they are no longer able to commit the time 
and expertise to their roles. Where this is the case, the CSSC Volunteer Delivery Team will work 
with the volunteer to explore alternative options or planning the succession of that volunteer if it 
is necessary. 

Engaging Volunteers 
Once a volunteer has completed their induction and training they are then ready to begin their 
volunteer role. Whilst they will have received full training and support up to this point, it is essential 
that there continues to be regular key touch points with every volunteer during their journey to 
engage and retain them.

The VTL will regularly 
informally call, email 

and check in with 
volunteers. 

After a designated 
time period agreed 
with the volunteer 

the VTL or main 
point of contact will 
schedule a formal 

review meeting. 

Formal and informal 
reviews should take 

place regularly.

Improvement 
recommendations 

should be uploaded 
as a work flow to the 

CRM.

The Team 
responsible for the 
improvement will 

update the CRM with 
any response for VTL 
to monitor and track.

Ensure all volunteers 
understand what 

awards are available 
and how they can be 

attained. 

Increase the variety 
and number of 
awards to show 
more volunteers 

recognition.

Showcase those who 
achieve regional 
awards as well as 

National. 

Recognise all those 
who are standing 

down.

Retention first 
approach to 
succession.

Volunteers will have 
the opportunity to 
explore different 
options before 

making the final 
decision to step 

down. 

The succession 
process will ensure 

that there is a 
consistent approach 

to managing 
volunteers coming 
to the end of their 

terms. 

RETAINING VOLUNTEERS AND MOVING ON 

REVIEW IMPROVE AWARDS SUCCESSION
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CSSC currently has a variety of awards predominantly presented to volunteers on an annual 
basis. Awards are CSSC’s primary way of recognising the achievement and success of those 
that give their time freely to the organisation to deliver local events, offers, benefits and support 
to CSSC members. 

Although there are a number of awards that also recognise volunteer groups the following 
awards are available for individual volunteers, in addition to a number of regional awards:

We will introduce a number of individual Long Service Awards (lapel pins and certificate) to 
recognise the length of service of many of our volunteers.

CERTIFICATE OF 
RECOGNITION

VOLUNTEER OF 
THE YEAR

MERIT 
AWARD

FELLOWSHIP 
AWARD

AWARDS
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Working through conflict
CSSC endeavours to ensure that all volunteers have a positive, safe, and enjoyable volunteer 
journey when they give their time to the organisation. However, it is recognised that at times 
volunteers may not feel that they are enjoying their volunteer experience, due to issues such as 
unfulfilled volunteer motivations, conflict with peers, lack of communication or burn out. Over 
the next five years CSSC will develop a conflict management process to support volunteers who 
express concerns. In conjunction with this process, CSSC will use insight and feedback platforms 
such as Lean Lab to begin to gain insight into why conflict occurs and how the organisation can 
learn and develop from examples of conflict.

Volunteers to receive access 
to conflict management  

training to support them in 
working through conflict with 

peers and members.

If a volunteer can no longer 
fulfil their role for any reason, 
the VTL will work to identify a 
new role that is suitable for 

them.

Clear incident or conflict 
reporting process with quick 

time frames so volunteers 
can report concerns with  

confidence.

Clear understanding of who  
the Discipline and 

Complaints Committee are 
and what the remit of the 

committee is. 

Volunteers will receive 
further support from 

their VTL if they are 
unable to fulfil their role. 

Support may include 
additional training or 

involving other volunteers 
to fulfil tasks 
temporarily. Establish a complaints  

procedure which 
highlights time frames 
and possible outcomes 
whenever a complaint is 

received.

Working through 
conflict
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Moving on
Succession planning will continue to develop so that CSSC are pro actively seeking new volunteers 
and preparing ahead of the loss or end of a volunteer’s term. 

Where it is identified that the volunteer is no longer able or willing to continue in their role, CSSC 
will support the volunteer through a succession process. The succession process will explore a 
number of suitable alternatives with a view to encourage retention where possible, but also to 
ensure that volunteers feel valued and supported right until the end of their journey with CSSC. 

Moving to a flexible ad 
hoc support function, 

supporting legacy, 
becoming an honorary 

member

Allowing the volunteer 
to step back from their  
role using the volunteer 

bank to support

Moving to a flexible 
mentoring role for 

supporting new 
volunteers based on  

experience 

As volunteers move on 
they are thanked and 
recognised for their 

contributions

VTL to explore reasons 
for volunteer leaving

Advice and 
guidance 

role

Taking a 
break

Alumni 
mentoring

Recognition 
and reward

OUTGOING 
VOLUNTEER
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Volunteers stay for a long period of time with 
no clearly defined term of post

Clearly defined roles with 
clear time and length of 

commitment

In 2023 we will review and refresh the volunteer reward and recognition process in line with 
the direction and guidance from the SLC and VC. Volunteers will continue to be celebrated 
at the annual Awards Ceremony, and we’ll be aiming to achieve a 10% increase in quality 

nominations across all current awards

Process for working through 
and addressing conflict 

Regular touch points to 
engage with volunteers 

and evaluate their 
progress 

Range of options available to volunteers 
who no longer want to carry out their 

role or who come to the end of their term 
focussing predominantly on retention

Awards Ceremony to celebrate and 
showcase the achievements of our 

volunteers in a formal ceremony with 
VIPs and external guests

Long Service Award (lapel pin) to be introduce 
to mark the occasion when a volunteer has 

completed a number of years’ service, and a 
Volunteer Newcomer Award 

Continuing to reward and recognise 
with a range of awards that are 

attainable for all

Award event held 
annually 

No real process for identifying when volunteers 
are ready for a change or to step down 

Awards are largely based 
on time of service 

Guidance for conflict 
management but very little 

process to support this 

W H E R E  W E  A R E

W H E R E  W E  W A N T  T O  B E

W H A T  W E  W I L L  D O

RETAINING 
VOLUNTEERS & 
MOVING ON 
SUMMARY
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How We’ll Do It

2023

2024 
onwards

• Implement an improved volunteer rewards and recognition programme.

• Introduce a long service award to CSSC volunteers via a Lapel pin.

• Increase the rate and scope of recognition by increasing the number 
available and streamlining the current process.

• Celebrate our volunteers wider by having greater publicity and contacting 
their employer.

• Continue to increase the frequency that recognition is celebrated. 

• Explore external awards for our volunteers. 

• Introduce a term of office for volunteer roles with regular touch points on 
performance. 

• Build in a succession plan for all volunteer roles, so volunteers are able to 
move on and not feel compelled to remain. 

• Improve the guidance and support to volunteers regarding managing 
difficult situations with other volunteers or members.
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Volunteers are at the heart of CSSC, and within the next five years the Volunteer Delivery Team 
will endeavour to document the impact they make and the value they bring to the organisation. 

The economic, social, cultural and human value of volunteering will be assessed so that CSSC 
can demonstrate the value of volunteering to the individual and to those employers who benefit 
from having a volunteer in their team. 

Benefits of volunteering 
The benefits to be gained from volunteering for any organisation or cause are well documented. 
Not only does volunteering help individuals to meet new people, make new connections, gain 
new skills, and professionally develop, but studies have also shown that volunteering has a 
significantly positive impact on mental and physical wellbeing.  Research into the mental and 
physical benefits of volunteering has shown that those who volunteer have a lower early mortality 
rate, increased self confidence and happiness, and are more likely to be able to counteract the 
effects of stress, anger, and anxiety. 

With an increasing focus on health and wellbeing particularly, the Volunteer Delivery Team will 
ensure that the benefits of volunteering are widely advertised to all those looking to and all those 
who do volunteer with the organisation. In addition to this, strategies will be implemented to 
maximise these benefits to their employer.

MEASURING THE VALUE AND IMPACT OF VOLUNTEERS
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Showcasing volunteer value
CSSC Volunteers deserve recognition, not just from CSSC Staff, but from members too. The 
CSSC Volunteer Delivery Team will put a showcase campaign together to ensure that members 
understand that those they interact with at a local level are volunteers giving their time, and they 
have opportunities to recognise, thank and nominate volunteers who have made a difference to 
their CSSC experience. 

Volunteer audit
It is acknowledged that without volunteers, CSSC would not be able to deliver its unique and 
engaging local offer throughout the UK. In order to demonstrate this, the Volunteer Delivery Team 
will create regular dashboard reports that quantify the value of volunteers. The dashboard will 
contain the following information with an aim to increase the figures year on year: 

• Number of hours completed by volunteers

• The equivalent staff cost

• Number of volunteer led events 

• Percentage of CSSC members who volunteer 

Social Media
All volunteers will be encouraged to take every opportunity to showcase their activities and 
highlight the range and benefits available by using social media platforms to ‘turn up the volume’.

AWARENESS 
CAMPAIGNING

Award 
nomination 
promotion

Volunteer 
stories

Volunteer 
week

Website

Videos

Generate promotional videos and posts to showcase the awards and make the 
nomination process easier for members to put forward volunteers. After events 

reminder about nominations should be in post event communications:  
‘Enjoy this event? This was run by a CSSC volunteer why not nominate them now?’ 

Have a ‘meet the volunteer’ 
section of the website to 

host spotlight stories. People 
will be able to interact with 
images and find out more 

about different roles.

Ensure that Volunteer Week continues to 
be celebrated every year with a campaign 

highlighting the benefits of volunteering, our 
volunteers, award winners and how to get 

involved.

Produce promotional volunteer videos at key 
events such as the Games, Area and Regional 

Events, Conferences and Workshops.

Gather case studies and 
stories of volunteers to 

create spotlight sessions to 
highlight volunteers across 
different roles to showcase 
through social media, email 

and web.
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Aware of the benefits of volunteering and 
occasional showcase some of these benefits 

In 2023 we will conduct a volunteer audit and survey to better understand our volunteers and 
demonstrate the value they contribute to CSSC

Regular value reporting to demonstrate 
number of hours carried out by volunteers, 
number of events and key volunteer data 

Very little statistical information to support 
the value that volunteers bring

Volunteer Survey and snapshot of volunteer value

Promote CSSC Awards to the membership 
and make the nomination process simple 

and straightfoward

Volunteer Week used to highlight the work 
volunteers do for CSSC

Embed volunteer news stories into 
communications across multiple channels 

to increase membership awareness

Little awareness amongst the membership 
of who volunteers are and what they do

Promote and maximise the benefits of 
volunteering and track to understand 

which benefits are most applicable to those 
who volunteer with CSSC through regular 
evaluation and discussion with existing 

volunteers

W H E R E  W E  A R E

W H A T  W E  W I L L  D O

W H E R E  W E  W A N T  T O  B E

MEASURING THE 
VALUE AND IMPACT 
OF VOLUNTEERS 
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How We’ll Do It

2023

2024 
onwards

• We will conduct a Volunteer Audit and Survey by sept 2023 to benchmark 
our current position, by obtaining a minimum of a 40% response rate.  
Introduce a long service award to CSSC volunteers via a lapel pin.

• We will then share the findings with volunteers via manageable dashboards. 

• Provide additional support and guidance to volunteers on the use of social 
media and brand awareness, so that an increasing number of volunteer 
events are published to members.

• Continue to survey members and obtain feedback on volunteer led events.

• Continue to work with the VC to identify and resolve current issues raised 
by volunteers, and introduce improvements during 2023.

• Conduct additional volunteer audit to chart progress.

• Build on our social media presence at a volunteer level.

• Introduce tools to record time spent volunteering. 

• We will work towards and obtain the Investing in Volunteering award.

• Highlight the benefits  of volunteering to members and employers.

• Be in a position to support other volunteer bodies.
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Volunteers have always been an important part of CSSC, remaining a constant and unchanging 
force for good in an ever-changing world.   

CSSC’s Volunteer Strategy for the next five years is centred around developing a first-class 
volunteer journey that supports CSSC members, right from the moment they choose to volunteer 
to the moment they finish their volunteer experience. 

SUMMARY

TIMELINE

2023 2024 2025 2026 2027

Long Service Awards
Training Accreditation

Online training
Update Recruitment process

Volunteer audit and 
dashboard development

Introduce New Awards 
More Training

More Recruitment
Mandatory Core training

Engage new volunteer roles

CSSC volunteers support to other 
organisations partnerships 

System to record volunteer 
activity
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Volunteer 
Strategy

Background

1

Impact

6

Recruit

2

Train

3

Involve and 
Communicate

4

Retain and 
Retire

5

Policy

Roles

Defined roles
•

Bite sized
• 

Traditional
•

Event based
•

Bank of Volunteers

Ambassadors
•

Volunteer ‘uniform’
•

Volunteer colours

Handbook
•

Pathways
•

Establishing volunteer skills

Internal & External content
•

Cascade training/mentoring
•

Bespoke role packs

Volunteers supporting 
volunteers

•
Creating networks

Staff awareness
•

Regular reviews with 
volunteers

Feedback process
•

Surveys
•

Regular comms
•

Workshops & conferences

Communicating good 
news

•
Photographs & stories 

published

Regular volunteer 
check in reviews

•
Dashboard 
reporting

Civil service
•

External advisors
•

Unique opportunities for 
members to volunteer

•
Working with WAs

•
Volunteering as part of 

partnerships

Volunteer week
•

Volunteer awards

Peer nominated awards
•

Short terms volunteering awards
•

Sporting & Leisure awards
•

Review existing awards

Understanding what 
they want out of 

volunteering

Procedure for leaving
•

New opportunities internally
•

Volunteer terms
New opportunities with 

partners
•

Disciplinary
Complaints Committee

Accessibility
•

Equal opportunities

Who are the Volunteer 
Committee?

•
Benefits of volunteering

•
Where does volunteering fit 

at CSSC
•

Cause & purpose
•

Volunteer culture

National Benchmarking
•

Key organisations
•

Wider reading

Aspirations
•

Vision
•

Values

Social media
• 

External & Internal sites
•

Sell as an experience

Branding Advertising
Diversity & 

Inclusion

Strategic 
Ambition

Setting the 
Scene

Introducing 
Volunteering

Welcome & 
Induction

Embedding 
Culture

Communities

Communities ConsultingRecognising

Partnerships

Motivating

Moving on Celebrating

Learning System
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DELIVERING SUCCESS

RECRUITMENT

TRAINING

INVOLVING AND COMMUNICATING

RETAINING VOLUNTEERS AND MOVING ON

MEASURING THE VALUE AND IMPACT OF VOLUNTEERS

The progress of the objectives in this plan will be reported to the Volunteer Committee against 
agreed measurements.

The internal Head Office teams will work closely across both the Sport and Volunteer Improvement 
plans, to ensure a consistent and collaborative approach across each priority area. In 2023, we 
have identified a number of success measures which are summarised below:

Through improving and refreshing our recruitment processes we will recruit 100 new volunteers 
by Dec 2023. This will deliver demonstrable increases in the number of younger and more diverse 
volunteers and the range of activities delivered by volunteers.

We will develop a suite of volunteer training packages, underpinned by a suitable platform, to 
provide both mandatory and optional training modules by the end of 2023.  This will be supported 
with identifying options for accreditation and qualifications.

We know it is important that volunteers and members are consulted on changes and 
developments that impact them. Throughout 2023 we will set up consultation groups to support 
change programmes and gather insight.  We will grow our network and relationships with other 
volunteering organisations to raise the profile of CSSC volunteering, the work of our volunteers 
and to share best practice and new opportunities. 

We will continue to evolve our main volunteer awards whilst also developing more opportunities 
for recognition throughout the year.  This wider recognition programme will be launched by June 
2023.  Based on feedback, we will be introducing a long service recognition award to celebrate 
key milestones in a volunteer’s journey. We will improve the support we offer to volunteers nearing 
the end of their time with CSSC, introducing a more formal succession planning process by the 
end of 2023, and using experienced volunteers as mentors to new starters. 

We will undertake a volunteer audit and survey in 2023 with a target to achieve a minimum 
response rate of 40%, to better understand our volunteers and their views. We will then publish 
the result via an easy to read dashboard. Through increased support to our volunteers to 
promote and deliver their activities, we will raise the profile of volunteers and the importance of 
volunteering in line with CSSC’s target to raise brand awareness to 20%. 


