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STRATEGIC OBJECTIVE(S):

Quality of Care √ Volunteering strengthens quality of care. 

People √ Our workforce is enhanced by the skills and experience of volunteers. 

Modern Healthcare √  

Digital √ Making use of volunteer iPads and ward phones to assist patients with 
WhatsApp, Facetime and telephone calls. 

Collaborate √ Collaborating with regional partners is key to this service. 

EXECUTIVE 
SUMMARY

This Annual Report provides a summary of the key developments and 
achievements in relation to the Volunteers’ service. 
Activity

During 2020/21 the service was temporarily increased by 32 people to support 
the pandemic effort from December 2020 – April 2021. 

Particular achievements
 Successful advertising campaign in local magazines and social media 
 Introduction of new roles in response to the pandemic.  
 Award of Winter Volunteering programme grant of £20k. 
 Successfully bringing families together while visiting restrictions were in 

place by helping them make telephone and video calls. 

Partnership working

The Trust continues to participate in partnership with Royal Holloway University 
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of London, which gives students an opportunity to volunteer at the Trust and 
Voluntary Support North Surrey.  This provides the Trust with an additional 
resource for maintaining external grounds, although this was on hold during the 
pandemic.  

We continue to support the Emerge Project in the Emergency Department and 
have assisted in the screening and applications of three new volunteers. We 
have also supported the screening and application of two new sports co-
ordinators attached to the ASPH Fundraising Team.  

Future aims – Policy refresh and continue to recruit volunteers to the Trust. 
Continue local networking. 

RECOMMENDATION: To Receive for Assurance 

SPECIFIC ISSUES CHECKLIST:

Quality and safety  Yes 

Patient impact Yes 

Employee Yes 

Other stakeholder Yes 

Equality & diversity Yes 

Finance Winter Volunteering Programme £20k grant awarded. 

Legal - 

Link to Board 
Assurance Framework 
Principle Risks 

1.1 and1.2 

AUTHOR NAME/ROLE Joanne Rockett, Volunteers’ Co-ordinator 

PRESENTED BY Andrea Lewis, Chief Nurse 

DATE 20 May 2021 

BOARD ACTION To Receive for Assurance 
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1.0 Background and Governance 

Ashford and St Peter’s Hospitals Foundation Trust is proud of its volunteers who work in a 
wide range of areas to support improved experience for patients and their families/carers.  
The Volunteers’ Service provides a framework to support volunteers with their roles, such 
as corporate assistance from the Volunteers’ Co-ordinator and a dedicated line manager 
based within the volunteer’s operational service.   

The Trust’s Volunteers’ Service is run by the Volunteers’ Coordinator, who is supported by 
the Head of Patient Experience and Involvement. 

Quality and governance of the Volunteers’ Service is monitored quarterly by the Patient 
Experience Monitoring Group (PEMG) and its operational work is governed by local Trust 
policy.  The Trust’s Use of Volunteers policy is due to be refreshed as part of the 
improvement work in Section 2.0 below. 

2.0 Strategic Working in Line with the National Agenda

An estimated three million people volunteer in the Health and Care Sectors in England1.  
Volunteering is core to how the NHS works with communities and is an integral part of the 
NHS Long Term Plan launched in January 2019.  Chapter 4 of the Long Term Plan2 sets 
out how NHS staff will get the backing they need and includes a section on volunteering. 

The Long Term Plan includes an ambitious goal to encourage NHS organisations to give 
greater access for younger volunteers through programmes such as #iWill. 

The Trust does not currently have either a Volunteers’ Strategy or an Annual Work plan 
and these need to be developed and implemented in 2021/22.  National guidance from the 
NHS Long Term Plan will inform this work along with the sources below. 

As part of continually improving the Volunteers’ Service, it will be benchmarked following a 
gap analysis against sector best practice with reference to the following national guidance 
where applicable: 

 Adherence to the Investing in Volunteers UK quality standard for best practice in 
volunteer management3. 

 Refreshing our pre-existing work in response to the 2015 Lampard Enquiry.  

 Ensuring Trust Policies align with the NHS England guidance on Recruiting and 
Managing Volunteers in NHS Providers – a practical guide. 

This work has carried over from the 2018/19 report but was put on hold due a gap in 
appointing a new Volunteers Manager followed by the national pandemic. 

1 https://www.england.nhs.uk/participation/resources/volunteering-guidance/ 
2 https://www.longtermplan.nhs.uk/online-version/ 
3 https://iiv.investinginvolunteers.org.uk/about/iiv-mapping-guide 
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3.0 Local Networking and Student Volunteers

The Trust continues to participate in partnership with the Royal Holloway University of 
London, which historically gave students an opportunity to volunteer at the Trust and 
Voluntary Support North Surrey.  This supports the Trust with additional resource to 
maintain the grounds.   This work was put on hold due to the pandemic; however the Trust 
is now considering how to engage with students and schools, by offering work experience 
and re-introducing student volunteering. 

4.0 Changes and Key Achievements within the Volunteers’ Service  

The Trust was awarded a grant of £20k for ASPH volunteers for the winter volunteering 
project.  This supported a new role of ‘ward champion’ and various gardening projects. 

Most volunteers were stood down in March 2020 due to the COVID pandemic. 

The Volunteers’ Co-ordinator was appointed in the second half of 2020 and her first priority 
was recruiting new, volunteers who were assessed to be ‘low risk’ for COVID 19 to provide 
assistance during the pandemic.  Volunteers were recruited through a mixture of 
sponsored posts on Facebook and advertisements in local magazines.  This was 
successful and attracted more than 60 applicants, over 30 of whom started volunteering at 
the Trust.   

The Trust has issued all volunteers with new bright coloured polo shirts, to provide them 
with an appropriate uniform and make them easily identifiable. 

Volunteers have been successfully bringing families together while visiting restrictions 
were in place by helping them make telephone, Facetime and WhatsApp calls. 

A trial project is currently ongoing with volunteers assigned to Aspen Ward and Joan 
Booker Ward, which is proving very successful and will be rolled out in the Trust later this 
year. 

Volunteers will play a key role in booking visitor appointments, when restrictions are eased 
from 17 May 2021. 

5.0 Service Development  

During 2020/2021 the following programmes have continued to develop and benefit 
operational services and patients: 

 Communication Champions 
 A&E runners 
 Visitor Booking line 
 Dedicated ward assistants 
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6.0 Saying thanks to our volunteers

Volunteer of the Year 2021 

The Trust was delighted to name Alan Morriss as Volunteer of the Year in a low-key 
COVID safe presentation in the Patient Experience Office. 

Christmas Celebration Lunch 

Unfortunately, the annual Christmas lunch could not take place given the COVID-19 
situation and the restrictions in place at the time.  The Trust looks forward to welcoming 
volunteers to a celebration lunch in the future. 

Retention 

The Trust continues to be supported by a loyal group of volunteers and during 2020/2021 
some volunteers were inspired to apply for paid employment as either permanent or 
temporary staff, alongside their voluntary roles. 

The Trust is grateful for the support of the short-term volunteers who joined while they 
were either furloughed or out of work during the pandemic.  

7.0 Recommended improvement action areas for 2021/22 

Key recommended improvement areas are shown below.   

Future improvement areas for 2021/22 

Governance  
Strategy and 
Annual Plan 

To be formulated to incorporate national guidance, including gap analysis 
benchmarking exercise. 

Policy refresh In line with the above. 

Service expansion
Continue 
recruitment 

Ongoing priority area. 

8.0 Summary 

The Volunteers’ Service has had a mixed year that saw the majority of volunteers stood 
down in March 2020.  New, temporary volunteers were recruited and some of them have 
now left the Trust due to other commitments.  

All volunteers, upon completion of a risk assessment and their own willingness to return, 
were welcomed back into the Trust from April 2021.  

There are action areas for 2021/22 to strengthen our work in this national priority area. 


