VOLUNTEERS WITH LIVED EXPERIENCE:

An explorative evaluation and study of volunteering practices for Q@
people with lived experience in Wales.
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This report outlines the findings of a person-centred research project designed to track,
monitor, and evaluate the experiences of people with Lived Experience entering
volunteering.

The research was desighed to develop an understanding of volunteer perceptions,
experiences, support needs and potential barriers for people with lived experience of
adversity to gain meaningful opportunities.

Gaining insight first-hand by following a group of volunteers and learning from their
experiences, this study sought to inform a strategic approach to developing a strategy
and supporting material for recruiting, supporting, and developing volunteers with Lived
Experience across Wales.
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‘Social change-makers who
seek to use their lived
experience to inform the
work of social purpose
organisations, to drive and
lead social change, and/or

‘The experience(s)
of people on whom a
social issue, or

combination of issues,
has had a direct
impact.’ to drive their social impact

work.’

LIVED
EXPERIENCE

EXPERTS BY
EXPERIENCE
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“Everyone has lived, and everyone has life experiences.

These experiences make us unique, but they can also unite us. Whether consciously or subconsciously,
hidden or in full view, these very experiences can shape the destinies of social change-makers and indeed
our world.

We have long celebrated inspiring change-makers who have used their lived experiences to drive and lead
positive social change in society.

Consider the women'’s rights movement; the civil rights movement; Alcoholics Anonymous, the world’s
first safe house for women and children (Refuge), set up by a child survivor of domestic violence - and the

list goes on...”

- Balijit Sandhu (2017)
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Funded through the WCVA Strategic Volunteering Grant, St Giles Cymru partnered with
Third Sector, Private Sector and Public Sector partners to design a dual approach to
explore, understand and respond to the needs & opportunities for ‘Non-Traditional’

Volunteers.

The project grant appointed a Project Co-Ordinator with responsibility for operational
project delivery, co-ordination, and reporting; appointed a consultant and independent
evaluator to lead two research studies on Lived Experience Volunteering.
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THE FIRST ARM

Undertake a Pan Wales Study of the opportunities
available for people with lived experience across
organisations in Wales to identify current practice,
attitudes and perceptions, potential barriers, and
support arrangements for managing volunteers
with lived experience.

10/23 - P7

THE SECOND ARM

Desighed to complement the Pan Wales
organisational study by gaining insight directly
from up to 15 volunteers with lived experience
undertaking volunteer roles to capture their
experiences and learn from their journey.

IT IS THE SECOND ARM, THAT IS THE PRIMARY FOCUS OF THIS REPORT IN REPORTING THE RESEARCH FINDINGS
FROM THE PERSPECTIVE OF VOLUNTEERS WITH LIVED EXPERIENCE. THE OUTCOME AND FINDINGS OF THE PAN
WALES ORGANISATIONAL RESEARCH WILL BE REPORTED INDEPENDENTLY.

It is anticipated that the outcome of both studies will be used to co-produce a support package that will help
organisations to hetter include people with lived experience in their volunteering programmes across Wales.
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The study was designed as a trial to evaluate the experiences of up to 15 volunteers with
lived experience in different roles and organisations to identify existing best practices and
potential areas that could be enhanced based on their experiences.

To structure the trial, the “Investing in Volunteers Standards” for managing volunteers

were used as a guiding principle and framework to develop interest points and
measurements for assessing experiences.

Focusing on the person's experience, the following standards were instrumental in

designing interview and forum discussion topics through the areas featured on the next
three pages.
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QUALITY AREA 4:

Recruiting and welcoming volunteers It is easy for people to find out about
opportunities, explore whether they are right for them, and get involved.

4.1 People are clear about the opportunities available and the process to
become involved.

4.2 Recruitment processes and checks are timely, fair, consistent,
straightforward and appropriate.

4.3 Recruitment is a two-way process for volunteers to find out more and that
considers how individual and organisational needs can be met.

4.4 Volunteers are provided with any necessary information, introductions and

training for their role. a '
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QUALITY AREA 5:

Supporting volunteers Volunteers feel supported at all times, that they are a part of
the organisation and that their contribution makes a difference.

5.1 Volunteers feel appropriately supported in their role and able to discuss all

aspects of their volunteering.

5.2 Volunteers and everyone in the organisation who comes into contact with
volunteers are clear about the scope of volunteer roles and what volunteers can
expect from the organisation.

5.3 Volunteers have the opportunity to discuss how they are doing.

5.4 Volunteers have opportunities to express their views and ideas and to be involved
in relevant decision-making.

5.5 Volunteers feel there is good communication between themselves and the
organisation.

5.6 There are systems for volunteers to have a positive and managed exit.
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QUALITY AREA 6:

Valuing and developing volunteers Volunteers are valued, and there are
opportunities for volunteers to develop and grow through their experience.

6.1 Volunteers feel their contribution is meaningful and rewarding.

6.2 Volunteers feel valued by and a part of the organisation.

6.3 The experiences, attributes and competencies that volunteers bring are
recognised, and they have opportunities to develop them.

6.4 Volunteers have the opportunity to connect with and learn from other
volunteers where appropriate.

6.5 Volunteers’ future aspirations are supported where appropriate.

Full standard available at: https://investinginvolunteers.co.uk/download-the-standard/
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https://investinginvolunteers.co.uk/download-the-standard/

Core areas of interest, as a result of the Quality Areas on the previous pages, were focused
on gaining insight around:
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Using pre-established partnerships and networks, 15 individuals with lived experience were
identifled to undertake volunteering opportunities across Wales with different
organisations including representatives of the public, private and third sector.

15 Volunteers were initially engaged in the project but over the project cycle this reduced to
11 due to personal circumstances of the participants.

To ensure the validity of data and information gathered the names of the individuals
volunteering and the organisations they volunteered in will remain confidential and no

identifying information will be included in this report. ‘

11 VOLUNTEERS

COMPLETED
THE STUDY
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To collect findings and qualitative data to inform insight, the volunteers were monitored for up to
6 months.

Data on their experiences were collected via a number of collection methods including:

é

THE VOLUNTEERS
WERE MONITORED
FORUPTO
6 MONTHS

In addition, desk research was also undertaken to identify practices across Wales for managing
volunteers.
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It is important to note that the contents and analysis within this report are based solely on
the experience and views of the participants, and no specific evaluation of the effectiveness
of practices has been undertaken on any of the organisations where the participants

volunteered.

This was purposefully built into the design to enable insight to be gained into what worked
well for volunteers specifically with lived experience to identify what support they as a non-
traditional volunteer group would need.

It is anticipated the perceptions of this group will be used to design best practice guidance
to enable organisations to widen participation amongst this group and design future
inclusive practices.

® St Giles is a registered charity No. 801355
St G lI es CYMRU Head office: 64-68 Camberwell Church St., London, SE5 8JB

Cardiff office: First Floor / Unit 8, Coopers Yard, Curran Road, Cardiff,
CF10 5NB

Troi gorffennol yn ddyfodol
www.stgilestrust.org.uk © St Giles 2023

Turning a past into a future




10/23 - P16

N

-

*DUE TO PERSONAL CIRCUMSTANCES " 2020 30-39 40-49 50+

27.3%

SAMPLE SIZE AGES

® St Giles is a registered charity No. 801355
St G lI es CYMRU Head office: 64-68 Camberwell Church St., London, SE5 8JB

Cardiff office: First Floor / Unit 8, Coopers Yard, Curran Road, Cardiff,

Troi gorffennol yn ddyfodol CF10 5NB
Turning a past into a future www.stgilestrust.org.uk © St Giles 2023




10/23 - P17

South West
9.1%

o

»

Male
54.5%

N

South East
9.1%
Female
45.5%
South
54.5%
North
. . -
South West South East North South

SEX GEOGRAPHICAL AREA (WALES)

(=]

Female Male

® St Giles is a registered charity No. 801355
St G lI es CYMRU Head office: 64-68 Camberwell Church St., London, SE5 8JB
Cardiff office: First Floor / Unit 8, Coopers Yard, Curran Road, Cardiff,

Troi gorffennol yn ddyfodol CF10 5NB
Turning a past into a future www.stgilestrust.org.uk © St Giles 2023




St Giles vy

Troi gorffennol yn ddyfodol
Turning a past into a future

10/23 - P18

Other

Criminal Justice
25%

Domestic Violence
15%

Substance / Addiction
25%
Mental Health
15%

LIVED EXPERIENCE BY TYPE
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Public
27.3%

Third
63.6%

Private
9.1%

Public Private Third

VOLUNTEERING SECTOR PLACEMENTS
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After 6 months, our volunteers were:

VOLUNTEERING

IN FULL-TIME EMPLOYMENT

IN PART-TIME EMPLOYMENT
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As aforementioned, these findings are based on the Overall, the participants' experiences were predominately
personal experiences of 11 participants with lived positive with 92% reporting that the experience of
experience undertaking a range of volunteer roles. Roles volunteering had benefited them personally and positively
undertaken included: impacted their wellbeing.

Similarly, the same participants also reported that their
rationale for volunteering and declaring their lived
experience stemmed from a personal desire to positively
use some of the biggest challenges they have faced in
overcoming adversity to support or motivate members in
their communities facing similar challenges.

This was an overwhelming theme in which participants felt
that their lived experience could be used to benefit existing
service users or those experiencing adversity.

Participants viewed their lived experience as benefiting
their organisations due to their ability to each bring a
different perspective, empathy based on experience and a
real understanding of what the clients are going through
and the pressures they are facing.
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Those who reported a less positive experience Interestingly, a quarter of participants have gone on to
identified that the main reason was not feeling far secure employment as a result of their involvement,
enough along in their journey from service user to and acknowledged it was thanks to their volunteering
support provider. experience and the opportunities that they had which
had supported their career development.
Further to this, these individuals also felt that too truly ‘
provide a positive impact in their local community and
use their lived experience to support people as 92% SAID
volunteers or peers, they needed more time to reflect VOLUNTEERING HAD
on their experiences and be in an appropriate mindset A POSITIVE IMPACT
to support others. ON THEIR WELL-BEING
OVER 25% OF VOLUNTEERS
HAVE GONE ONTO SECURE
Another driving factor amongst 60% of participants S e G s e
. . IT WAS THANKS TO THEIR
was a shared perception that volunteering would VOLUNTEERING EXPERIENCE
provide a pathway and opportunity to gain meaningful 60% SHARED A
work-related experience and access to opportunities to PERCEPTION THAT
VOLUNTEERING COULD LEAD

continue their journey and enable progression towards 70 A MEANINGEFU
stable and rewarding employment. WORK RELATED EXPERIENCE
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However, participants also reported a range of challenges they faced which may pose barriers to the wider
community, acknowledging that the below had created some barriers to their ability to engage In
volunteering including:

e Convictions and past offences affecting their confidence.

e Perceived negative stereotypes and attitudes towards lived experience.

s Je
e Knowing where to look for accepting meaningful opportunities. 2\ [\
N\

e DBS checks:-
o Historically, it was felt that they had been a block for some participants when applying for
opportunities, and in their experience, the DBS was used as a requirement of acceptance rather
than a tool that could be used positively to manage potential risk.

* Financial impacts - being able to balance the cost of living with travel costs to access volunteering.
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Volunteers attributed their experience of volunteering with having a positive impact on
their well-being, self-esteem, and sense of purpose.

An influencing factor being a positive distraction to the life they once had and now
recognition of the positive changes they had made.

A guote from one of the volunteers stated... ‘

| have enjoyed being able
@ to use my story and
resilience as a
motivator for others.
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“Volunteering ”Helped me gain
helped me to ” employment as | had
keep busy.” .
practical examples of work
that could be used in
interviews for paid work.”

“Getting involved, |
gained experience

i i ] and completed
opportunity to give back to family “I have en joye d bein ga ble to training.”

“Volunteering gave me the

who have supported me.” it
use my story and resilience as a

motivator for others.”
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92% of participants also felt that the organisation had
been receptive to their lived experience and their
alternative; perception, knowledge and experiences that
they brought to the role, particularly when interacting
with clients in crisis or facing challenges and adversity.

Whilst the majority of volunteers reported that had they
had overall positively gained from the experience, their
individual experiences did differ significantly in relation
to:

Overall comparisons of individual experiences in
relation to the above areas derived that, experiences
differed greatly depending on the volunteer
infrastructure, role undertaken and the arrangements
in place for managing and supporting them.

Participants that reported the most value experienced
a higher level of satisfaction in organisations that had
a very clear formal strategy and infrastructure for
managing and including and supporting volunteers,
that was embedded throughout the organisation.

é

92% of participants also
felt that the organisation
had been receptive to

their lived experience
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The following section explores the experiences of Overall, feedback from participants identified
volunteers with lived experience against 3 core varied practices Iin relation to recruitment,
areas of interest in more detail as ‘non-traditional’ induction and onboarding including;

volunteers.
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All volunteers stated that in looking for volunteering opportunities, it was important to them to find opportunities that met both
their desire to support people experiencing similar challenges and life events they had overcome and also something that would be a
rewarding opportunity to develop experience and learn new skills.

Survey responses to the ‘ease of finding meaningful opportunities’ highlighted that only 40% of participants knew where to look for
relevant volunteering opportunities. The majority of participants had found opportunities through either being a past service user of
the organisation or being referred to the organisation by somebody else (organisation and/or family or friend).

A few were aware of opportunities by seeing them promoted on social media, but as identified in the forums, no participants were
aware of services such as Volunteering Wales.

Once vacancies and recruitment opportunities had been identified 75% of participants felt that the recruitment process was easy to
follow with most completing formal application forms and attending interviews. In a minority of cases participants did not complete
a formal application but instead completed a brief expression of interest and attended an informal chat. This was mainly the case
where the participant was known to the organisation previously as a past service user.

6

75% OF PARTICIPANTS FELT
THE RECRUITMENT
PROCESS WAS EASY TO

NO PARTICIPANTS
WERE AWARE OF
VOLUNTEERING

40% OF THE PARTICIPANTS
SAID THEY KNEW WHERE

FOLLOW
ONCE VACANCIES AND
OPPORTUNITIES
HAD BEEN IDENTIFIED

TO LOOK FOR RELEVANT
VOLUNTEERING
OPPORTUNITIES

WALES
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POINTS RAISED INCLUDE:

“Most participants found it
challenging to complete online

“A minority of participants felt applications due to not owning
insecure about presenting suitable equipment and not
themselves and worried about having much experience with
having appropriate clothing, IT software and packages.”
knowing how to behave and
using professional language.”

“Most participants felt increasingly
apprehensive about attending an
interview due to periods of economic
inactivity and lack of professional work
experience.”
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POINTS RAISED INCLUDE:

“Not having any photo ID can sometimes make
volunteering difficult, as individuals have to
obtain new photo IDs to pass vetting checks.

Some organisations did provide financial
support to obtain ID, but delays in funding,
waiting for approval and then sending off
applications for ID meant there was a

significant time lapse between being successful
in obtaining a role and starting volunteering.
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Following conditional acceptance, all participants reported that a DBS check was required; in all but one case, participants
reported that this process took a long time. In most cases, participants felt that the organisations were good at keeping them
updated with progress, but most could not start engaging in the induction and volunteering activity until the DBS had been
returned.

Most reported that it was clearly explained to them at the interview that this would take time to complete. In a minority of
cases, participants felt that communication with the organisation during this process was not as clear, and more clarity
around the timescale to start onboarding would have been beneficial.

Whilst most participants had to wait for the DBS to be returned before any formal engagement took place, one participant
reported that while they waited for the DBS to be returned, the organisation started essential mandatory training. This was
identified as a key strength by the participants as they felt they could make good use of the time learning about the role, the
organisation and building relationships before starting the role-related learning. ‘

It was well paced and structured, and |
was able to build a rapport with the
team where I felt comfortable to
declare about previous convictions and
experiences, and they were able to get
to know me better rather than just
wait to see what was on paper.
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Similarly, to the varied recruitment practices, A particular strength identified by participants

comparisons of participant feedback on was having a dedicated volunteer coordinator

induction practices were also varied. responsible for onboarding and inducting new
volunteers and then a separate

Again, it was highlighted that the most positive mentor/supervisor for the role related activity.

experiences were where participants recalled a

structured induction procedure that ‘

incorporated a mix of essential training on
policies, working practices and procedures and
clearly defined role expectations.

70% said they received a
structured induction with
core training built in before
they started learning the

Overall, 70% of participants stated that they role expectations.

received a structured induction with core
training built in before they started learning
the role expectations.
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BENEFITS OF HAVING A DEDICATED VOLUNTEER COORDINATOR:

“I learned at a good pace, the
induction plan being spread
out meant that it wasn't

] t
workplace skills tha overwhelming, and I had time

would be requir ed to learn before doing any
when working face to shadowing.”

face with clients.”

“I learnt key

“l was able to get to
know other volunteers
“I received regular updates from also doing the training

the coordinator on future training “Having a dedicated person to go to and learn from my
opportunities. was really helpful as role mentors peers-
also had other responsibilities.”
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BENEFITS OF HAVING A DEDICATED VOLUNTEER COORDINATOR:

“The volunteer coordinator
also supported me with
learning additional skills
such as developing IT skills,
showing me features on word

that made it easier for me
with my dyslexia.”

“I felt like the organisation
really invested in developing
volunteers as they had
really useful guides and
training materials.”
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In contrast to the above, some participants had a
different experience and felt that more structure
would have been beneficial. In these instances,
participants recalled a less formal approach
encompassing a brief 1-2 day induction with the
person who would also be their mentor/supervisor
and then sporadic group training that was a mix of
volunteers and paid staff.

While some felt being included with paid staff was a
positive and felt the organisation was being inclusive
in their commitment to volunteers, most reported
that tailored training specifically for volunteers would
have been better. Further analysis of this area
identified that where this had been the case,
participants sometimes felt excluded as it was often
highlighted that “it would be different for volunteers”.

Feedback from volunteers reporting that they didn't
receive a structured induction highlighted that they:

e Sometimes had to travel a fair distance to attend
training.

e Training took place after a considerable
engagement period that would have been more
beneficial earlier in their journey.

e Mentors were sometimes unclear on the
procedures for volunteers or what training they
needed to complete.

e Training felt rushed as mentor/supervisor also had
a caseload of clients to manage.

e More generic workplace skills support would have
been useful as they struggled with IT.

e They received mixed instructions from different
departments, and it was difficult to know who to
ask for clarity.

10/23 - P35
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In exploring participant motivations for
seeking volunteering opportunities, it was
identified that three core motivations drove
these:

e To support community members facing
the same challenges and adversity they
had faced.

e Challenge stereotypes.

e As a pathway to gain meaningful
experience in the work environment to
progress into employment.

10/23 - P36

As a result, all participants sought out
volunteer positions that would enable them
to gain experience in the support sector
with the aspirations of working in a client-
facing role.

Most participants highlighted that whilst
the role was clearly explained to them, they
anticipated a higher level of client
engagement and assumed that this would
take place in a shorter period.
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On reflection, most reported they understood why this
was not possible but reported the following as having a
negative impact on their experience;

10/23 - P37

A minority of participants felt that this often impacted
the motivations for volunteering and that whilst they
were still committed to their journey, they felt the

organisation should have explained potential
e Significant limitations on how much they could do limitations and restrictions more upfront.
(e.g unable to access client databases, supervised
activity.) Whilst most stated that they understood constraints
that organisations may face, the consensus was that, in
practice, the reality didn’t always match the ambitions

of what they thought they would be doing.

e Number of days they could volunteer (most wanted
to do more.)

Some participants highlighted that a contributing
factor was their lack of work experience, and an
idealistic view significantly influenced by their passion
to work with peers and their personal ambition to
make positive life changes and undertake what they
deemed a rewarding activity.

e Amount of mandatory training.

e Tasks were not always preplanned and dependent
on what was happening on the day.

e Relevance of tasks outside what they thought they
would be doing (e.g. office support, stock rotation.)
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Despite the previous, most participants
felt that they were able to discuss their
concerns with the organisations and that
their mentor was understanding and
responsive to their concerns.

However, it was unanimously thought
that organisations could learn more

about managing volunteers with lived “It was unanimously
experience to ensure they could provide thought that
what volunteers sought and agree on organisations could learn
| d listi . duri more about managing
clear and realistic expectations during volunteers.”

the interview or induction.
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The majority of participants highlighted that they were more than satisfied with the support they
were provided with and recognised that organisations had demonstrated a good standard of
commitment to them.

Volunteers valued regular check-ins with mentors/supervisors and the personal support that may
have affected their development such as mental health, recognising the signs of when things became
challenging or potentially overwhelming.

The majority of participants received regular feedback on how they were doing, this included both
positive feedback and things individuals could improve on.

Where identified training and support were given freely, and most organisations were proactive in
providing additional support through mentoring.

2%
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Higher levels of satisfaction were evident —

amongst volunteers assigned to a volunteer co-
ordinator who took responsibility for not just
their role-related development but also
provided personal development support
through coaching and mentoring around areas
such as:

These volunteers stated that their confidence
and knowledge had improved significantly,
with 90% agreeing that they had received
useful and relevant training. é

“90% agreed they
received useful and

relevant training.”
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In a minority of cases, participants felt that more could be done to support personal development and that it was unclear
what support they could access to progress outside of volunteering.

Participants suggested that they would value more training and support around being in a workplace environment,
developing their literacy and numeracy skills and support with access to recognised qualifications.

Some participants had accessed Accredited Qualifications and valued this as the biggest gain from the experience.

Others suggested it felt like organisations assumed they would have some core workplace skills, but as a group with lived
experience, many of which had overcome challenging complex lives, they felt they required more support.

A further disparity across the group, which varied considerably, was the timing and method of training delivery in that;
- Some would have liked more training upfront
- Some would have preferred training to be more spread out and combined with ‘on the job’ training

- Others reported that they would have liked more personal development support throughout their journey rather than
access to standardised group training
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10/23 - P42

This report presents a picture of a targeted group of lived experience volunteers, their journeys and the impact of being
involved in productive, meaningful and valuable community activity through volunteering.

From this activity, we have learnt a lot from the experiences and perceptions of volunteers with lived experience of
adversity.

We have gained valuable insight into:

We have learnt much about existing best practices and potential enhancements to practices that could widen the
participation of non-traditional volunteers in volunteering in Wales.
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More importantly, it has provided an opportunity for Non-Traditional Volunteers with Lived
Experience to have their voices heard, highlighting:

¥

THE IMPORTANCE OF VOLUNTEERING OPPORTUNITIES FOR INDIVIDUALS WITH LIVED EXPERIENCE

THE IMPACT IT HAS HAD ON THEIR PERSONAL CIRCUMSTANCES

CONSIDERATIONS THAT CAN BE APPLIED TO WIDENING PARTICIPATION AND BEING MORE INCLUSIVE
IN APPROACH TO MANAGING VOLUNTEERS
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It is the ambition of St Giles Cymru to use the insight gained to continue to champion
volunteering opportunities for people with lived experience.

As a result of this activity, we have been able to engage participants in co-producing a best
practice guide and support framework for supporting and managing volunteers with lived
experience that will be used to further develop an inclusive infrastructure to providing
valuable and meaningful volunteering opportunities.
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1. Produce and share a best practice guide and quality framework for recruiting,
onboarding, and supporting volunteers with lived experience.

2. Continue to develop a network across Wales promoting the value of lived experience and
investing in volunteer standards.

3. Raise awareness of the benefits of lived experience to organisations across Wales.
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KIRSTY WILLIAMS - Project Lead (Volunteering Wales)
LUCY LEIGHTON - Skills, Employment and Training Team Leader (Wales)

JANE HAWKSHAW - QT Consultancy

PHOENIX AVERIES- Skills, Employment and Training Manager (Wales)
ANNE-MARIE ROGAN - Business Development Manager (Wales)
ANYA STRAFFORD - Comms, Design & Marketing Lead (Wales)

With thanks to: WCVA, THE WELSH GOVERNMENT, VOLUNTEERING WALES & QT CONSULTANCY.

Special thanks to: Our Volunteers; for their honesty, hard work and tenacity.
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