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About This Toolkit
Background
This toolkit is designed to support voluntary 
organisations in Scotland to make their 
volunteering programmes more inclusive.

This toolkit is the result of a project in 2022-23 supported by 
the Scottish Government as part of Scotland’s Volunteering 
Action Plan. Further information on the research that informed 
this toolkit is available for download in a full project report.

Conducted across 2022-23, the project aimed to investigate 
the accessibility and inclusivity of volunteering in Scotland, 
and how barriers to volunteering could be removed. 

The toolkit has been designed in response to data generated 
by a survey of Make Your Mark members (52 respondents 
from a variety of large, medium and small volunteer-involving 
organisations across Scotland) and 4 focus groups composed 
of volunteers and people interested in volunteering.

The survey focused on attitudes and approaches to different 
aspects of diversity and inclusion in volunteering, especially 
how positive change can be measured. 

The focus groups gathered the views of a diverse range of 
participants which highlighted barriers and opportunities for 
migrant, asylum-seeking, refugee, and BAME communities, 
disabled people and people in formal education. Collectively, 
the groups also highlighted barriers for LGBTQ+ volunteers, 
older volunteers and issues related to social class 1. 

1.  For definitions of key terms, please see the glossary at the 
end of this toolkit.

Drawing on this data, and the existing experience of the Make 
Your Mark membership in the form of case studies, the toolkit 
offers practical steps to enhancing inclusion and diversity in 
the volunteering sector in Scotland. 
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How to use this toolkit
This toolkit includes information and guidance on inclusive 
volunteering, as well as a series of reflective exercises and 
challenge-framed questions. 

It is recommended that all readers begin with reviewing and 
completing the reflective exercises within sections 1 and 2 to 
establish an understanding of the current voluntary sector in 
Scotland and barriers to volunteering. Readers should then 
complete section 3, which will help them reflect on inclusion 
individually and within their own organisation.

Readers can then proceed through the rest of the sections 
chronologically, or have the option to choose which 
topics within sections 4 through 6 are applicable to their 
organisation’s volunteering challenges and priorities. 
This flexible approach to the toolkit recognises that each 
organisation will be at different stages towards building an 
inclusive volunteering programme and have different staffing, 
structures and budgets for volunteering.

It is then recommended that all readers end with reviewing 
section 7, and incorporating their learnings from the toolkit 
into an inclusive volunteering plan for their organisation.

Within each section of the toolkit, further reading and case 
studies are provided for those interested in specific topics.

An appendix with a glossary and template equalities 
monitoring form can be referenced at the end of this 
document.

This is a  
reflective exercise

These exercises and 
questions are designed 
to be undertaken by 
small groups (3-5 people) 
combining staff at 
volunteer organisations  
(or volunteer coordinators) 
and volunteers. 

Subject to capacity, 
they can also be used by 
individuals to reflect on 
their own practices and 
challenge their thinking.

Illustration Credit: Saffron Russell
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COVID-19 and the cost of living crisis are two recent examples 
of forces that have had a negative impact on third sector 
finances, but which have also underlined the importance 
of the third sector, especially volunteering, in ensuring the 
sustainability of public life and services across communities 
(Scottish Third Sector Tracker, 2023).

The Scottish Government’s Scottish Household Survey (2021) 
found that:

 > 27% of adults took part in formal volunteering over the 
past 12 months.

 > There is evidence that informal volunteering significantly 
rose during Covid-19, from 22% of adults in 2019 to 30% of 
adults in 2021.

 > People living in the 20% least deprived areas of Scotland 
are more likely to volunteer than from the 20% most 
deprived areas (33% versus 21%).

 > Disabled adults were less likely to volunteer than non-
disabled adults (23% versus 29%).

1.  
Volunteering in Scotland: 
Where Are We Now?
Volunteering is a central part of civic life and 
is most commonly motivated by a desire to 
make a social contribution or to participate in 
networks that can enhance a sense of belonging 
and purpose. This section of the toolkit reviews 
current data on inclusive volunteering in Scotland.
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This toolkit is designed to help volunteer 
organisations think about how to distribute 
the value, opportunities and benefits of 
volunteering across the whole of Scottish 
society.

Volunteer Scotland’s Report on Volunteering 
Trends in Scotland (2022) has shown that in 
Scotland you are more likely to volunteer if 
you are:

 > Female. 
 > Aged 35-44. 
 > Living in the least deprived areas of 

Scotland. 
 > Employed or are in education. 
 > Earning more than £40,000 a year. 
 > Living in a rural area. 
 > White. 
 > Identifying as Christian.

Inclusive volunteering  
in Scotland

Does this data surprise you or not?  
Discuss your responses. 

Have there been changes to who 
volunteers and why over the past 3-5 years 
in your organisation? If so, why do you 
think this has happened?  

Do you think everyone in society should 
have equal opportunities to volunteer or is it 
better suited for particular groups of people? 
Discuss why.

What’s the data or information about 
volunteering that you’d like to know 
but don’t have (e.g. average hours of 
volunteering or number of disabled 
volunteers)? 

Photo Credit: Glasgow Women’s Library
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What is Equality, 
Diversity and Inclusion?
Equality, Diversity and Inclusion (EDI) has 
provided a framework for many organisations 
to address cultures of inequalities. One 
frequent criticism of EDI policies is that they 
can encourage a culture of ‘box ticking’ where 
there are token changes without challenging 
underpinning norms in an organisation.

In this toolkit, we define:

 > Diversity as attributes which reflect the 
make-up of society (e.g. race, ethnicity, 
class, gender, sexuality, disability, faith, etc). 

 > Inclusion as a values-driven practice to 
create a diverse, open and welcoming 
environment which is evidenced through 
concrete commitments and action. 

The Equality, Inclusion and Human Rights 
Directorate at the Scottish Government 
identifies priority areas for inclusion work, 
which covers, and goes beyond, protected 
characteristics.

Photo Credit: Julie Howden

Case Study: 
Creating an Equality,  
Diversity and Inclusion Policy
Glasgow Women’s Library has developed 
an Equality, Diversity and Inclusion Policy 
to ensure that in carrying out its activities, 
the organisation will have due regard to 
promoting equality of opportunity, diversity 
and inclusion across the organisation, 
promoting good relations between people 
of diverse backgrounds and eliminating 
unlawful discrimination.
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Why is inclusion a 
particular issue for the 
voluntary sector?
Volunteering is a key way to develop new 
social networks and skills which can help 
with employment. The value of volunteering 
is most likely to have a transformational 
social and economic impact on individuals 
and communities which experience 
marginalisation. However, these individuals 
and communities are also more likely to 
experience:

 > Financial barriers to participating 
in volunteering (from childcare to 
requirements for paid work). 

 > Information barriers to learning about 
volunteering (from language to regular 
venues for advertising opportunities). 

 > Social and cultural barriers to 
volunteering (from a lack of diversity 
amongst existing staff and volunteers to 
imposter syndrome). 

 > Access barriers to participating in 
volunteering (from access to screen 
readers to a willingness to support 
disabled volunteers). 

Key reasons inclusion initiatives fail or have 
limited success include:

 > Narrow and limited applications of 
diversity initiatives which lack ambition 
and do not effect long-term change (e.g. 
isolated recruitment of volunteers who 
count as ‘diverse’ without any dedicated 
support for the individuals). 

 > A resistance to acknowledging inequalities 
in organisational culture  
(e.g. tackling entrenched inequalities 
relating to gender, disability or race).  

 > A lack of resources, skills or knowledge 
(e.g. organisations expressing a lack of 
confidence to address equality issues). 

A commitment to inclusive volunteering 
involves taking meaningful action to create 
equal and diverse access to the personal, 
social and economic benefits of volunteering. 
This toolkit has links to a range of resources 
and expertise in the sector; you are not alone!  
Make Your Mark also continues to offer 
dedicated support, especially in fostering 
smaller communities of practice. 

It’s important to recognise that there are a 
range of organisations working on developing 
inclusive volunteering opportunities. 
Challenges include:

 > Financial resources and capacity to deliver 
inclusion-focused initiatives, especially for 
smaller organisations. 

 > Worries about ‘language’ or terminology and 
‘getting things wrong’ with inclusion work. 

 > Not knowing where to start, or how to 
know inclusion initiatives are working. 

Inclusion in the  
voluntary sector

What are the most important values in your 
organisation?  

Are you surprised by any of the categories 
on the Equality, Inclusion and Human 
Rights Directorate’s list of priority areas for 
inclusion? 

How do you promote a culture of inclusion? 
What works best in practice? What do you 
think needs more work? 

What are the challenges and opportunities 
for doing diversity and inclusion work in 
smaller versus larger organisations? Is 
it easier to change a culture in a smaller 
organisation or a big one? 
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2.  
Understanding Barriers to 
Volunteering
Potential volunteers may face various barriers 
that could dissuade or prevent them from 
volunteering. This section of the toolkit identifies 
possible barriers to volunteering, including 
economic, social, cultural and physical barriers.

Travel Expenses
Some volunteer roles are 
in-person rather than online. 
Some volunteers will have to 
access transport, which can 
be prohibitively expensive. 

Reflective exercise:  
What practical support 
can your organisation 
provide to support 
volunteers with transport 
costs? If this is limited, 
how could it be fairly 
allocated? If it’s not 
available, are there other 
flexible opportunities for 
volunteering? 

Equipment costs
Some roles require equipment 
(computers, wifi, uniforms, 
tools) to be undertaken. 

Reflective exercise:  
Is there a way of 
supporting access to 
equipment through 
pooling resources with 
other organisations or 
having an equipment 
bank? How could this 
information be made 
available to potential 
volunteers? 

Time
All volunteer roles require 
people to give their time, but 
some people may need to 
work long hours to make ends 
meet, have childcare or other 
responsibilities, and thus have 
a lack of free time.

Reflective exercise:  
What is the future 
potential for flexible 
volunteering 
opportunities? 

Economic barriers  
to participation
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Childcare costs
Some volunteers may have 
childcare responsibilities, and need 
to pay for childcare cover whilst 
they volunteer. 

Reflective exercise:  
What practical support can 
your organisation provide 
to support volunteers with 
childcare costs? If this is 
limited, how could it be fairly 
allocated? If it’s not available, 
are there other flexible 
opportunities for volunteering? 
Is it possible to learn from best 
practice in the past or from 
other organisations? 

Disclosure costs
Some roles require disclosure 
checks, which cost money and 
may discourage people with 
convictions or experiences of 
being unhoused from applying 
to volunteer.

Reflective exercise: 
Can you use Volunteer 
Scotland’s free disclosure 
services? If not, is there 
an annual budget to 
support disclosure costs? 
How could this be fairly 
allocated to potential 
volunteers? 

Food & drink
Some people who volunteer 
may be giving up time that 
they’d otherwise use to earn 
money to pay for food and 
other needs.

Reflective exercise:  
Are there forms of 
material support (e.g. 
community and team 
building meals) that 
could be developed at 
your organisation? 

Benefits &  
Rights to Work

Some people who receive 
UK State benefits or who are 
seeking asylum may not be 
aware that volunteering will 
not affect their benefits or 
status, and may be nervous 
about volunteering.

Reflective exercise:  
Do you have the 
knowledge and skills 
in your organisation to 
offer basic information or 
signposting to support 
anyone in this position? 
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Social & cultural  
barriers to belonging

Although volunteer programmes may encourage everyone to apply, 
attitudes, assumptions and previous experiences may prevent people 
from getting involved. Each sector of volunteering has some common 
assumptions about what a typical volunteer looks like.

For example: There is a perception that museum volunteers are 
typically white and middle-class, and that many have degrees or 
qualifications. Some potential volunteers may think that it would be 
difficult for someone without qualifications or a good knowledge of 
history to volunteer in a museum.

Reflective exercise: To what extent do you think this perception 
of museum volunteers is true? Who is considered the ‘typical 
volunteer’ within your sector or organisation? 

Examining barriers
Potential volunteers may face these social 
and cultural barriers to volunteering with 
your organisation:

Experiences of structural discrimination: 
Experiences of racism, for example, can reduce 
faith in the willingness of white-led or white 
dominated organisations to support and value 
diversity. 

Lack of confidence: Everyone has useful and 
valuable skills and experiences, but some 
people may have had negative experiences 
where they were made to feel undervalued 
or unqualified in society. This is commonly 
experienced by marginalised groups (e.g. 
because of their disability or race). 

Ideas about what ‘volunteering’ means: Many 
communities have informal types of voluntary 
work (e.g. religious service or ‘helping 
neighbours out’). This is very common in 
working-class, migrant, disabled and LGBTQ+ 
communities. 

Reflective exercise: Is there anything 
volunteer organisations can learn from 
these informal volunteering models and 
vice versa?

Attitudes and assumptions amongst staff in 
volunteer organisations: The lack of diversity 
within volunteer organisations can lead to 
gaps in knowledge and lived experience, 
resulting in stereotypes and discriminatory 
views going unchallenged.

Reflective exercise: If you have tried to 
diversify the profile of volunteers in your 
organisation, has it worked? If you haven’t 
tried an inclusion and diversity initiative, 
are there 1-2 things your organisation 
could do differently to help remove 
barriers to participation? 
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Physical barriers  
to access
The site or building that people volunteer at 
can be a barrier to volunteering. 

 > Exterior elements: Physical barriers can 
prohibit people from entering your site, 
and may include things like parking areas, 
kerbs, paving, steps and doors.

 > Interior elements: Physical barriers can 
also prohibit people from moving around 
your site, having their basic needs met 
or engaging with the volunteer role. This 
includes things like stairways, doors, 
toilets and washing facilities, lighting 
and ventilation, lifts and escalators, floor 
coverings and signs.

Reflective exercise: What elements of 
your site could you alter to increase 
accessibility? If you don’t have the budget 
to change all inaccessible elements, how 
do you prioritise what to change first? If 
you can’t alter certain elements of your 
site because of planning or structural 
restrictions, can you offer adapted 
roles that can be completed online or 
elsewhere?

Photo Credit: Helen Pugh
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3.  
Reflection on Inclusion in 
Volunteering Organisations

Reflecting on your own 
experiences
Everyone has different backgrounds, identities and needs that 
shape our position in and understanding of the world. It can be 
helpful to think through your experiences and how they impact 
you. There are several self-guided tools that can help:

 > The Privilege Walk helps people to become aware of the 
various privileges they might possess. 

 > The Intersectionality Wheel helps people to visualise how 
various privileges interact and compound. 

Power and privilege are two interconnected terms. They have 
become useful ways to conceptualise the everyday hurdles 
some people face when navigating daily life. 

For more guidance on terms related to equality, diversity and 
inclusion, please see the glossary at the end of this toolkit.

Privilege walk

What are the different 
kinds of power and 
privilege in your group or 
organisation? 

Are they the same? 
Different? 

Can you discuss how they 
shape your experience and 
viewpoints? 

Each individual and organisation will be at 
different stages in developing awareness about 
equality, diversity and inclusion. This section 
of the toolkit will help you reflect on your own 
experiences and your organisation’s practices to 
identify areas for growth.
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Expanding 
intersectionality

What other forms of power 
can you think of that 
impact members of your 
community?

“Intersectionality is a lens through which you can 
see where power comes and collides, where it 
locks and intersects. It is the acknowledgement 
that everyone has their own unique experiences 
of discrimination and privilege.”

Kimberlé Crenshaw

The Intersectionality Wheel is reproduced from designs by Sylvia Duckworth.
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1. Groundwork
Does your organisation have 
the necessary skills and 
knowledge to implement 
NCVO’s recommendations 
for equality, diversity and 
inclusion? 

Does your organisation 
collect data about the current 
diversity of volunteers?

2. Induction
Do your induction processes 
contain information that 
signposts support for diverse 
communities of volunteers?  

3. Listening
Do volunteers feel that 
their views and voices are 
equally valued? Is there a 
culture where volunteers can 
report problems and have 
confidence in concerns being 
addressed?

Where is your organisation in the 
inclusion journey?

4. Supporting
Are a range of mechanisms 
in place to acknowledge 
different volunteers need 
different kinds of support?
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6. Acting
Is a clear inclusive 
volunteering plan in place to 
address any issues relating 
to wellbeing, safety and/or 
discrimination? Have they 
been tested or used? Have 
they been proven to work 
well?

5. Reflection
Is there space to critically 
think with volunteers 
about what could be done 
differently or better?

8. Evaluation
Do you combine qualitative 
and quantitative mechanisms 
to evaluate success?  

7. Learning
Can you document and record 
areas of best practice and 
learning to share with other 
voluntary organisations?

Inclusive volunteering  
at your organisation

Based on your answers to this exercise, 
how would you rate where your 
organisation is in its inclusion journey 
from 1-10 (where 1 is not started and 10 
is highly developed)? 

What areas do you need to work on?
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4.  
Governance and Policies
The work of inclusion can too easily focus on 
siloing diversity into a problem for one part or 
department of the organisation, such as outreach, 
education or community engagement. Having 
expertise in inclusive governance and policies 
can be an important step forward in bolder, 
all-organisational approaches to equality and 
representing the society we live in. This section of 
the toolkit gives advice for inclusive governance 
policies and practices.

Leadership
The Charities Inclusive Governance Report (2022) found that:

“The UK’s largest 500 charities’ senior leadership teams 
and boards remain unrepresentative of the people they 
serve and employ.”

Only 13% of charity boards had gender parity, and 29% of 
boards were all-white. For boards of organisations on the 
Financial Times Stock Exchange (FTSE) 100 Index, which are 
companies with the highest market capitalisation, only 4% had 
all-white boards.

Getting On Board’s Practical Guide to Diversifying Boards 
takes you through the steps of how to approach the subject of 
changing your board composition with your existing trustees 
and chair.

Inclusive  
governance

Are the most senior/
influential leadership 
teams in the organisation 
diverse? 

Is there a commitment 
to diversity amongst 
the senior/influential 
leadership teams? If so, 
how is this demonstrated 
in action? Please think of 
2-3 examples and how 
they work in practice. 
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Policies for volunteers
While many organisations have policies that help protect 
and support employees, they do not always have policies to 
protect and support volunteers. 

Reflective exercise: Review NCVO’s resources on equality, 
diversity and inclusion. Can your organisation implement 
these policies and guidance? If you already have these in 
place, do you think they are working well?
 
Consider the use of the following policies and processes 
for volunteers: 

 > Equal opportunities statement: NCVO has developed a 
template equal opportunities statement for voluntary 
organisations in the UK. 

 > Volunteer agreement: Volunteer Scotland has 
developed a template volunteer agreement, which 
makes it clear what the volunteer can expect from the 
organisation and what, in turn, the organisation expects 
from the volunteer. 

 > Volunteer policy: Volunteer Scotland has developed 
a template volunteer policy, which outlines clearly to 
all staff, volunteers and audiences why volunteering is 
needed. 

 > Grievance / complaint process: Volunteer Scotland 
provides guidance on managing challenging situations 
with volunteers. 

 > Feedback and evaluation processes: Volunteer 
Scotland provides guidance on measuring the impact of 
volunteering.

Inclusive  
volunteering policies

Is your organisation confident it could support diverse 
volunteers through these policies? 

Example: A volunteer experiences a racist incident involving 
another volunteer. They have raised an informal grievance 
with their organisational contact, but do not want to make 
it official as they are afraid of what might happen next and 
feel traumatised by the incident. 

What would your organisation do in this instance? 
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Centring the voices and  
experiences of volunteers in Scotland
Centring a diverse volunteer 
voice in the development of 
volunteer policies, procedures and 
opportunities is key to ensuring 
that your volunteer programme is 
accessible, inclusive, relevant and 
fulfilling for everyone.

Surveys
You could partner with a community group to 
survey their members about their perceptions 
and experiences of your organisation and 
volunteer programme.

You could ask:

 > Have you heard of our organisation? If so, 
where/how?

 > Have you visited our site or participated in 
our events? Why or why not?

 > Did you know you could volunteer with 
us?

 > Have you considered volunteering with us 
before? Why or why not?

 > What would you want to get out of 
volunteering with us?

 > How could we make our organisation and 
volunteer roles more accessible, relevant 
or interesting to you?

5.  
Inclusive Volunteering 
Steps to Positive Action
Volunteer organisers can take a variety of steps to develop 
meaningful and accessible volunteering opportunities for 
everyone. This section of the toolkit gives an overview of how 
to remove barriers to volunteering. The final topic of this section 
is an inclusive volunteering checklist that you can use to assess 
what facilities and services you can offer to be more inclusive.
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Focus groups
Another method you could use to better 
understand marginalised people’s perceptions 
and experiences of your organisation and 
volunteer programme is to host focus groups.

Our top tips for organising focus groups are:

Partner with organisations that engage with 
marginalised audiences. These organisations 
are best placed to understand their audiences’ 
needs, help you organise an accessible space 
and advertise the session to participants.

Ensure that you have everyone’s informed 
consent. Adapt NCVO’s template consent 
form to draft a basic consent form outlining 
the purpose of the focus group.

Frame the approach as an open discussion. 
Some focus group participants may be worried 

about offending a representative from your 
organisation. Be clear that the session is an 
open discussion, every experience is valid 
and there are no wrong answers. You could 
also consider hiring an external facilitator or 
partnering with a local equality council to 
help facilitate the sessions.

Establish caretaking practices and procedures. 
Some participants may talk about distressing 
instances of racism, sexism, homophobia, 
ableism and/or classism that they experienced 
whilst trying to visit a site or participate in 
a volunteer opportunity. Prepare a list of 
organisations and resources that participants 
can access for additional support should 
they need it. You should also make it clear 
to participants that they can take a break or 
leave at any time, and do not have to answer 
any questions they don’t want to.

Photo Credit: Archaeology Scotland
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Recruiting volunteers
There are several examples of inclusive 
recruitment best practice that the volunteer 
sector can draw on, such as:

 > The Minority Ethnic Recruitment Toolkit.
 > Volunteer Scotland Templates for 

Inclusion. 

The following information provides 
suggestions based on feedback from focus 
groups with potential volunteers from diverse 
backgrounds.

Case study:  
Sharing volunteer stories

Make Your Mark shares blogs and videos 
of heritage volunteers detailing their 
experiences of volunteering and why they 
love to volunteer.

Sharing volunteer stories
Having your current volunteers share their 
stories can encourage people to try out 
volunteering by giving more information 
about roles and the benefits of volunteering. 
Content created by volunteers, also 
called user-generated content, is 10 times 
more trusted than content produced by 
organisations themselves, so it’s a powerful 
marketing tool.

You could share blog posts or videos with your 
volunteers talking about:

1. Their role and the tasks they undertake. 
2. Why they were interested in volunteering. 
3. Their favourite volunteering experience. 
4. How volunteering has impacted their 

life. 

Illustration Credit: Saffron Russell
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Taster sessions
Taster sessions are informal ways for people to 
learn more about an organisation or volunteer 
role ahead of applying. They can help to 
alleviate any questions or concerns that 
people may have about volunteering.

During the session, it can be helpful to 
introduce the day by covering:

 > What your organisation does. 
 > The benefits of volunteering. 
 > What volunteer roles are available. 
 > Any questions that volunteers may have. 

People could then choose the role most 
interesting to them and break into groups to 
complete a small task associated with the 
role. After 20 minutes, groups could switch 
roles so people can try out a few different 
types of tasks and see what they like.

Shadowing opportunities, like taster sessions, 
can help potential volunteers get a sense of 
your organisation and volunteer roles, as well 
as alleviate any anxieties about volunteering. 

Multiple ways to apply
Providing multiple ways to apply to your 
volunteer opportunities allows people to 
choose the communication channel accessible 
or most comfortable to them. 

Multiple ways to apply could include:

 > Emailing a short paragraph about 
themselves and why they’re interested  
in the role. 

 > Creating a short video about themselves 
and why they’re interested in the role. 

 > Arranging a call with the volunteer 
organiser to have an informal chat about 
their interest in the role. 

 > Attending a taster session before applying. 

Case study:  
Inclusively recruiting volunteers

In 2019 and 2020, Historic Environment 
Scotland reviewed their recruitment 
processes to make them more inclusive 
and easy to engage with. In this case study 
on inclusively recruiting volunteers, read 
about how they stopped asking for written 
applications, offered taster sessions, 
stopped asking for references and more.

Photo Credit: Helen Pugh
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Advertising opportunities
Advertising opportunities is a key issue. Developing a proactive 
plan combining social media (especially targeted at community 
groups), community radio stations and hubs and events within 
community settings is a positive step towards reaching ‘out’ to 
volunteers. 

Working in partnership with community organisations is 
another beneficial vehicle for building trust, especially in 
resolving issues which may arise later. In your introductory 
communication to potential partners, you should specify:

1. What your organisation does. 
2. What volunteer roles you offer. 
3. Why you want to involve a more diverse range of 

volunteers. 
4. What your volunteer programme can offer their 

members/audiences. 
5. What the other organisation could do to support your 

volunteer programme. This might entail:
5 a. Promoting your volunteer opportunities to their 

members / audiences. 
5 b. Distributing a survey about your volunteer programme 

to their members / audiences. 
5 c. Organising a focus group about your volunteer 

programme with their members / audiences. 
5 d. Organising an info session with their members, where 

you can meet them in a space comfortable to them and 
give information about your organisation and volunteer 
programmes. 

5 e. Their members / audiences visiting your venue and 
providing feedback on accessibility and inclusion

5 f. Their members / audiences providing feedback on 
policies or role descriptions. 

5 g. Their members / audiences participating in volunteer 
taster sessions to introduce them to volunteering with 
you and/or to give you feedback on how to be more 
accessible or inclusive. 

 
Working with community collectives can help to connect 
volunteering organisations to other socially-driven care 
groups. Thistles and Dandelions have created a toolkit to help 
organisations partner with community groups.

If you’re keen to connect with a relevant partner organisation 
or group, but not sure where to start, Make Your Mark manages 
a database of organisations in Scotland who work with and 
represent excluded groups.

Case Study:  
Partnering with  
local groups
To diversify their volunteer 
programme, the National 
Galleries of Scotland 
reached out to local 
charities and community 
groups that worked with 
excluded audiences. 

In this case study on 
partnering with local 
groups to increase 
diversity, read about 
how they approached 
groups and adapted their 
opportunities to be more 
inclusive.
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Asking about volunteers’ needs
Having an open and ongoing conversation 
about volunteers’ needs is key to making 
volunteering more accessible. It’s important 
to avoid making assumptions and speak to 
each person individually about their needs, 
as every person has different abilities and has 
had different experiences.

To foster a culture of open conversation 
around needs, you could:

 > Provide detailed accessibility information 
on all volunteer role descriptions. 

 > Ask volunteers at the application stage 
if they have any access needs that you 
should be aware of. 

 > Organise monthly or quarterly catch ups 
with volunteers to check in and revisit 
how you can better support them. 

Offering adaptations
Once you’ve had a conversation with 
a volunteer about their needs and 
circumstances, have a think about how you 
could change up your practices to support 
their volunteering. You could:

Reconsider what skills or experiences 
are actually necessary. Some volunteer 
role descriptions include things like being 
personable and friendly, which can exclude 
people who are looking to volunteer 
to build their confidence. You may also 
consider whether volunteers really need any 
prerequisites to complete your roles, or if 
they can be trained and supported to do their 
tasks.

Offer a buddy system or group or family 
volunteer opportunities. If a person is worried, 
unsure or anxious about volunteering, you 
could offer to initially pair them up with 
an experienced volunteer who can support 
them. You could also offer group or family 
volunteering opportunities so that people can 
try out a new activity amongst the security of 
friends and family members. The buddy system 
can also be a great approach for supporting 
people who are volunteering to improve their 
English language skills.

Offer shorter shift times. Some people may 
not be able to stand for long periods of time, 
or may be living with conditions that cause 
fatigue. Think about if you could break up 
longer shifts into shorter periods, or adapt 
roles so volunteers can complete them whilst 
seated.

Case study: Enabling everyone  
to take action for nature

NatureScot supports people from a range 
of backgrounds to participate in the 
Scottish Invasive Species Initiative. 

In this case study on enabling everyone 
to take action for nature, read about how 
they don’t require volunteers to have prior 
experience, provide free training and offer 
a range of flexible ways for people to get 
involved.

Especially since COVID-19 and the cost of living crisis, flexible opportunities 
are a requirement for many people who can’t afford transport or childcare 
costs involved in volunteering, or have barriers related to health and/or 
disability. Ongoing innovation in sourcing flexible opportunities will allow 
more people to consistently engage with the benefits of volunteering. 

Flexible opportunities
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Communication
The way organisations communicate - the words and images used, tone of 
voice, format of designs and channels chosen - affects whether they exclude 
or include a person or a group.

Design
How communications are designed can increase the accessibility 
of your information. In order to maximise the number of people 
who can understand your graphic design, consider the following:

Left align your text. In some languages, like 
English and Scots, sighted readers are used 
to reading from left to right, and from top to 
bottom. Left aligned text is therefore typically 
the easiest to read because it best follows 
these expected conventions. 

Right aligned, centred, and justified text is 
harder to read because sighted readers have 
to work harder to find the start of each line, 
and have to process unexpected spacing in-
between words.

Write in sentence case. Writing full words 
in capital letters is harder to read, so capital 
letters should only be used for proper nouns 
and words at the beginning of sentences. If you 
would like to highlight or emphasise words, use 
bold or increase the size of the font.

Use sans serif fonts. Sans serif fonts (fonts 
without decorative lines or curls added to them) 
are generally easier to read than serif fonts. 

Accessible fonts do not have mirrored 
lettering, meaning ‘d’ is not the mirror image of 
‘b’. Accessible fonts should also have distinct 
characters for uppercase i, lowercase L and the 
number 1. 

If your organisation’s brand guidelines include 
the use of a serif font, use a sans serif font for 
alternative versions of communications.

Roboto (Regular) 12/14pt
Atkinson Hyperlegible 12/14pt
Open Sans (Regular) 12/14pt

Free Sans Serif Examples

Sans Serif Serif

All fonts available on Google Fonts.

Left align, Unjustified

Centred Justified

Right align

This is an example of sentence case.
This Is An Example Of Initial Case.
ThIs is an example of small caps.
THIS IS AN EXAMPLE OF ALL CAPS.
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Use 12-point font size at a minimum.  
A point is the smallest unit of measurement in 
a font, and averages 0.358mm. Therefore, using 
12pt should ensure text will be large enough to 
be comfortably read, regardless of font choice.

Use bold, avoid italics. Italicised fonts contain 
exaggerated shapes which can make them 
harder to read. Underlining text to emphasise 
it can be similarly disorientating. Slanted 
oblique fonts are often conflated with italics; 
while they’re less confusing, regular fonts are 
preferred. Also consider that overuse of bold 
can make a piece of text harder to read, rather 
than highlight key information. 

Replace italics with quotation marks.  
Italics are a popular way to indicate the 
title of something or to signal a quote, but 
italicised text changes the weighting of the 
font and makes text harder to read.

High contrast. Documents with a high level 
of colour contrast between background and 
foreground colours are easier to read. You can 
check the strength of your colour contrast 
with WebAIM’s Colour Contrast Checker.

Use images intentionally. Because not 
everyone will be able to access the image in 
the same way, images should not be the sole 
way of communicating information. Images 
should illustrate key messages, not introduce 
new points. Images and graphics should 
portray a diverse range of people.

Atten New (Regular) 12/14pt 
This square is 12pt tall, or 4.23mm

This is text is 24/26 pt
This text is 18/20 pt
This is an example of 12/14pt
This is an example of 10/12pt
This is an example of 8/10pt

This is an example 
of text where bold is 
used sparingly.

As noted in this 
“Guide to Accessible 
Text”, quotation 
marks are preferable.

As noted in this 
Guide to Accessible 
Text, italicised text 
isn’t preferable.

This is an example 
of text where bold is 
used too much.

WCAG level AAA guidelines recommend a 
contrast ratio of at least:

 > 7:1 for normal text (e.g. body)
 > 4.5:1 for large text (e.g. headings)
 > 3:1 for graphics

Contrast levels aren’t everything! Consider 
other forms of legibility, like glaring colours.

10.71:1 8.48:1 1.6:1 1.39:1 1.26:1

Add alt text to images. When using digital 
media, be sure to add alt text and describe 
the image. This will make it accessible to 
people who use screen reader technology. 
Many platforms now auto-generate alt text 
for images, but it is important to double check 
that these descriptions are accurate.
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Language and 
terminology 
Using inclusive language increases the number 
of people you can communicate with. Below, 
we’ve outlined some general best practices of 
inclusive language. 

For more specific guidance on terms relating 
to race, sex and gender, sexuality, class and 
disability, please see the glossary. 

Use simple sentence structures. This means 
that sentences are concise and ideas are 
broken up into short paragraphs.

Use the active voice, meaning that a sentence 
has a subject that acts upon its verb.  
For example, “I attended the Make Your Mark 
event” (active) rather than “The Make Your 
Mark event was attended by me” (passive).

Address readers directly by using ‘we’ 
and ‘you’. This language is approachable 
and encourages audiences to engage 
with you. Inclusive communications view 
communication as a partnership in which all 
people are equal, with equal amounts to give, 
share and learn from each other.

Avoid jargon, such as organisational acronyms 
and sector-specific words like ‘heritage.’  
The Heritage Blueprint Report (Young 
Scot and National Trust for Scotland, 2017) 
found that while 34% of young people were 
interested in ‘history’, only 16% had an interest 
in ‘heritage’. You may consider replacing 
‘heritage’ with ‘history’, ‘culture,’ ‘buildings,’ 
‘places,’ ‘collections’, ‘stories’ and other words 
as appropriate.

Materials in different 
languages
Many potential volunteers might not have 
English as a first language or might not be 
confident in their English language skills. To 
encourage people from these communities 
to apply, you could have a few key phrases or 
materials translated into different languages.

Deciding what languages to offer materials 
in can be tricky, as demographic data often 
groups many ethnicities with different cultures 
and languages together. To help you map the 
languages spoken by people in your area, you 
could:

 > Check what countries or languages are 
represented by university societies. 

 > Liaise with libraries, councils and council-
run facilities. 

 > Search for local Facebook groups for 
different nationalities and languages. 

 > Research local restaurants or shops that 
offer international food. 

Case Study: Supporting 
multilingual volunteers

For Doors Open Days 2019, the Scottish Civic 
Trust engaged volunteers to deliver Polish 
and Farsi tours of Glasgow City Chambers. 

In this case study on supporting 
multilingual volunteers, read about how 
they partnered with Scottish Refugee 
Council, Refugee Survival Trust, Sikorski 
Society and Glendale Women’s Cafe to 
recruit refugee and migrant volunteers.
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Alternative formats
In addition to offering materials in different 
languages, offering other alternative formats 
can make your volunteer programme more 
accessible for people with learning, hearing or 
visual disabilities.

You could create:

Easy read versions, which break down complex 
information into shorter text and support 
the meaning of the text with the use of 
simple images or icons. Easy read versions are 
accessible to people with a learning disability 
and can also be accessible to those whose 
first language is not English or who have a 
lower reading level. 

Large print versions, which are generally 16 to 
18 point font size.

Braille versions. There are around 12,000 
Braille users in the UK, and a few English 
Braille codes currently in use. If you choose to 
create Braille materials for audiences, you can 
post these materials for free via the Royal Mail 
under the Articles for the Blind scheme. 

Video versions. Short videos (under 2 
minutes) which can easily be shared across 
social media may help to reach new groups 
and communities. Where possible, having 
the video in 2-3 major languages spoken in 
Scotland will help to increase reach. Ensure 
to caption videos to increase accessibility, 
and double check that any auto-generated 
captions are accurate.

Audio versions. Community radio stations 
continue to be a vital source of connection for 
many groups. Consider short ads or features 
on local community radio stations. 

British Sign Language (BSL) versions. 1 in 6 
of the UK population experience deafness. 
Engaging with organisations such as Contact 
Scotland BSL will help to ensure your 
organisation is confident in supporting a 
broader range of volunteers.

Case Study: Engaging  
with non-screen users

To address the digital divide and engage with 
people who experience barriers in accessing 
and using screen technology, the National 
Galleries of Scotland offers a variety of non-
screen-based engagement options. 

In this case study on engaging with non-
screen users, read about how they use 
teleconferencing, postcards, letters and more.

Photo Credit:  
Historic Environment Scotland
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Supporting volunteers
Once volunteers are recruited, it is essential that volunteer 
organisers take steps to support them and ensure that they 
have a positive experience.

Volunteer organisers should consider:

Creating a clear induction process. This should include a 
volunteer agreement and an introduction to policies  
(see section 4).

Identifying a clear point of contact and communication. This 
will ensure that volunteers know who they can contact with 
questions and concerns.

Organising regular check-ins. This will provide volunteers with 
opportunities to discuss the experience and how it could grow 
and/or be improved.

Hosting annual surveys, exit surveys and focus groups. This 
will capture honest reflections and responses from volunteers 
about their experiences.

Providing information on skills development and employment 
support. This will ensure that volunteering is mutually 
beneficial for the organisation and volunteer, and may include  
developing training pathways and shadowing opportunities, 
offering feedback on CVs, hosting mock interviews and 
providing references.

Thanking volunteers and recognising their efforts. This will 
ensure that volunteers feel valued for their contributions. 
Volunteer Scotland provides guidance on recognising and 
valuing your volunteers.

Case study: Supporting  
volunteer development

The National Mining Museum, National Museums Scotland, 
Historic Environment Scotland and The David Livingstone 
Birthplace all take different approaches to volunteer 
development. 

In this case study on supporting volunteer development, 
read about how they empower volunteers to make tasks 
their own, highlight to volunteers how they can support 
them and create basic development plans.
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Budget 1: Travel costs
Bus Return or all day bus ticket, up to £6.

Car or van 45p / mile. 1

Motorcycle 24p / mile. 1

Bicycle 20p / mile. 1 

Passengers 5p / passenger / mile for carrying fellow 
volunteers in a car or van. 1

Taxi approximately £50 / return trip.

1 As per rates from HMRC.

Budget 2: Childcare costs

Organise a mobile 
crèche

Get a quote from Flexible Childcare Services 
Scotland.

Support volunteers 
to access early years 
and childcare support

The Scottish Government offers a range 
of support for early years and childcare. 
Helping volunteers access this support 
could be an in-kind contribution from staff.

Develop family 
volunteering 
opportunities

In-kind contribution from staff.

Budget 3: Disclosure costs
Disclosures for 
volunteers working 
with children or 
protected adults

Volunteer Scotland provides  
free disclosure checks for voluntary 
organisations.

Budgeting for inclusion
Many people face economic barriers to volunteering, including 
travel expenses, childcare costs, food costs and a lack of free 
time. At a minimum, volunteer-involving organisations should 
pay travel costs for volunteers.

When applying for funding, volunteer organisers should budget 
for these factors to enable more people to volunteer. Below 
is a sample budget for costs associated with an inclusive 
volunteer programme. Volunteer Scotland has also produced 
additional guidance on supporting volunteers during the cost 
of living crisis.
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Budget 4: Food costs
5+ hours  
volunteering / day

£5. 1

10+ hours  
volunteering / day

£10. 1

1 As per rates from HMRC.

Budget 5: Thanking volunteers for their time
Review volunteers’ 
CVs & host practice 
interviews

In-kind contribution from staff.

Organise shadowing 
experiences

In-kind contribution from staff.

Annual thank you 
event

£15 - £30 / volunteer. Volunteer organisers 
could organise catering and celebrate with 
volunteers on-site or partner with another 
organisation to organise a volunteer day out.

Budget 6: Communication costs
British Sign Language 
Interpreters

£90/hour, £130/half day, £250/full day 
(Nubsli, 2023).

Language 
Interpreters

£35/hour.

Illustration Credit: Saffron Russell
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Inclusion checklist
Please use this checklist to understand the barriers to 
inclusion in your organisation. This can be used to develop an 
inclusive volunteering plan (see Section 7). 

Which of the below practices and facilities can your 
organisation offer to volunteers?

1. Economic
   Travel expenses can be paid up-front. 
   Travel expenses can be reimbursed. 
   Childcare can be provided. 
   Equipment costs are covered. 
   Disclosure is required, but the cost is 

covered and previous convictions do not 
necessarily disqualify applicants. 

   Volunteer expenses will not compromise 
UK state benefits. 

   Volunteers are thanked for their time via 
social events. 

   Volunteers can be reimbursed for £5 of 
food costs per 5 hours of volunteering. 

2. Social and Cultural
   Venue staff have undergone equality, 

diversity and inclusion training. 
   Volunteers of all skill sets and 

backgrounds are encouraged to apply to 
share their unique expertise, and previous 
experience or a degree is not required. 

   Volunteer taster sessions are available. 
   Opportunities to shadow an  

existing volunteer to learn about the 
role are available. 

   There are multiple ways to apply: 
application form, phone call, voice note, 
video, etc. 

   Volunteer managers are happy to chat 
with volunteers about their needs and 
adapt roles to suit them. 

   Volunteer recruitment materials 
represent a diverse range of people. 

   Volunteer recruitment materials are 
available in a range of languages. 

   Organisation has an equality, diversity 
and inclusion strategy and is committed 
to welcoming people of all backgrounds, 
experiences, identities, abilities and needs. 

3a. Physical:  
Entering and Accessing  
Venues and Sites

   Nearby accessible public transport. 
   Disabled parking on-site. 
   Free parking nearby. 
   Bike rack on-site. 
   Wheelchair accessible ramps,  

toilets and lifts. 
   Seating available throughout
   Access rider can be included with 

submission. 

3b. Physical:  
Engaging at Venues and Sites

   Hearing loop. 
   Gender neutral toilets. 
   Gender neutral baby changing facilities. 
   Provides free period products. 
   Available quiet spaces. 
   Drinking water refill stations. 
   Service dogs fitted with a suitable 

harness or on a lead are allowed in the 
venue. 

   Water available for service dogs. 
   Offers interpretation in languages 

besides English. 
   BSL interpretation can be provided
   Visual and sensory guide is available 

with information about what to expect 
at the venue. 

   Large print and Braille options available. 
   Magnifying glasses are available for use. 
   Volunteers can specify if they’d like to 

come in at quieter times. 
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If you want more detailed feedback on the 
accessibility of your volunteer programme, 
you can partner with a local organisation 
that engages with marginalised people 
to arrange an accessibility audit with 
their members. This may consist of their 
members visiting your venue, reviewing 
policies or role descriptions and/or 
participating in a volunteer taster session 
and giving you feedback on how to be more 
accessible or inclusive. 

Consider contacting potential partner 
organisations for quotes and developing a 
budget for this type of expert work. 

Photo Credit: David Livingstone Birthplace
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The Centre of Economics and Business 
Research’s recent research into the value of 
volunteering (2023) showed that volunteering 
makes a major contribution to the economy 
and can be considered a vital part of 
Scotland’s Inclusive Growth Strategy:

“The Scottish Government defines 
inclusive growth as ‘growth that combines 
increased prosperity with greater equity; 
that creates opportunities for all; and 
distributes the dividends of increased 
prosperity fairly” (Scottish Government, 
2015).”

Why inclusion is a social justice and economic issue

What does it mean to fairly distribute the 
dividends of volunteering opportunities in 
Scotland? The cost of living crisis has had an 
impact on volunteering through cuts to funding 
and giving, and constrained time or personal 
circumstances for individual volunteers.

Combined with an increase in the need for 
volunteers, this produces a complex challenge 
for the sector:

 > How can we ensure the benefits of being 
a volunteer are equally distributed in 
society when it relies on a high volume of 
unpaid labour? 

 > How do we support individuals, groups, 
and communities who have additional 
barriers to participating in volunteering?  

6.  
Benchmarking and 
Tracking the Benefits of 
Inclusive Volunteering
Inclusive volunteering has benefits for individuals, 
organisations and societies. This section of the toolkit outlines 
the social justice and economic case for inclusive volunteering, 
and why collecting data on your volunteer programme is a 
critical tool for change.

38 6. Benchmarking and Tracking the Benefits of Inclusive Volunteering

https://tfn.scot/news/astonishing-figures-reveal-volunteerings-worth-to-the-uk-economy
https://tfn.scot/news/astonishing-figures-reveal-volunteerings-worth-to-the-uk-economy
https://tfn.scot/news/astonishing-figures-reveal-volunteerings-worth-to-the-uk-economy
https://www.gov.scot/publications/inclusive-growth-look/pages/1/


What can volunteering offer 
individuals and society?

By volunteering, people can:

 > Meet people and develop new social 
networks. 

 > Develop skills and experience. 
 > Build their CV. 
 > Gain knowledge. 
 > Increase confidence and self-esteem. 
 > Improve wellbeing. 
 > Become more involved in their community 

and build a greater sense of belonging. 

Involving a wider range of volunteers enables 
volunteer organisations to:

 > Value and celebrate the skills and 
experiences of Scotland’s diverse society. 

 > Adhere to funding requirements for 
inclusion and diversity. 

 > Reflect the diversity of Scotland’s 
communities. 

 > Expand engagement with volunteering. 
 > Develop volunteer organisers’ skills 

around inclusive engagement. 

Although volunteering has many documented 
benefits, it has not previously been accessible 
to, and inclusive of, everyone, thereby limiting 
its positive impact. Involving a more diverse 
range of people in volunteering would:

 > Enable everyone to have the opportunity 
to experience the social, physical and 
health benefits of volunteering, thereby 
reducing exclusion.

 > Ensure that activities undertaken by 
voluntary organisations meet the needs of 
Scotland’s diverse communities.

Inclusive volunteering  
at your organisation

How does your organisation recruit, retain 
and value volunteers? Consider each in turn.

Is there anything about diversity and 
inclusion that is a barrier for your 
organisation (either skills, knowledge about 
terminology or experience of practice)? 

Is diversity and inclusion important to your 
volunteering organisation? If so, how does 
this work in practice?  

Are there any communities you feel 
are ‘missing’ from your volunteering 
organisation? Why do you think that is? 

Where would you place your organisation 
in its journey to be more diverse and 
inclusive: 

1. Early work?
2. Some initiatives are underway?
3. Well developed?

Are there other organisations who you 
think you could learn from or share your 
best practice with? 
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Data and benchmarking: 
why does it matter?
Collecting data from volunteers 
about their backgrounds is a 
powerful tool that can enable 
you to create effective inclusive 
volunteering plans.

Data can help identify trends and evidence, 
or contradict anecdotal knowledge you have 
about your organisation. Organisations should 
never assume anything about someone’s 
identity - collecting personal data from 
volunteers themselves ensures that you 
have an accurate picture of your volunteer 
programme. 

Basic data gathering on protected 
characteristics can help an organisation to 
benchmark where they are, and how they 
compare against other organisations. The 
same data can be used to identify goals for 
the future (e.g. creating a plan to engage more 
disabled volunteers and support their ongoing 
participation). This section outlines a range 
of data that can be tracked about volunteers, 
along with how that data can be sensitively 
stored and used.

While there is some data on volunteering 
demographics in Scotland (see section 1), 
there are gaps in the data picture. 

If all organisations gathered more basic data 
about volunteering, we could:

 > Inform a more detailed national picture 
about who volunteers and why. 

 > Evidence barriers to volunteering for 
marginalised and underrepresented groups. 

 > Demonstrate how the social, cultural and 
economic benefits of volunteering can be 
distributed across Scottish society. 

Combining qualitative (non-numeric 
information about emotions and perceptions) 
and quantitative (numeric information such as 
statistics) data can help to gather a range of 

Equalities monitoring
Equalities monitoring involves the collection 
of information, or data, about volunteers. 
Many organisations choose to monitor 
‘protected characteristics’ as identified in  
The Equality Act (2010):

 > Age
 > Disability
 > Gender reassignment
 > Marriage and civil partnership
 > Pregnancy and maternity
 > Race
 > Religion or belief
 > Sex
 > Sexual orientation

A template Equalities Monitoring form is 
available from Scottish Council for Voluntary 
Organisations (see appendix).

Collecting data about  
socio-economic backgrounds and  
social mobility
Although work on inclusion often focuses on 
protected characteristics, socio-economic 
background is a key underpinning condition 
for exclusion, discrimination and inequality.

For an insight into tackling socio-economic 
inequalities, please see the Social Mobility 
Commission’s Socio-economic Diversity and 
Inclusion toolkit, which is based on case 
studies from the creative industries.

evidence. Qualitative data can be particularly 
useful when you’re trying to understand the 
reason for more complex barriers (e.g. why 
people don’t feel included). Qualitative data 
is often best collected through surveys or 
focus groups (see section 5). Quantitative 
data is useful for creating concrete goals (e.g. 
we want to increase the number of disabled 
volunteers by 30% in three years).
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Volunteer equalities  
monitoring

What data do you collect and are you 
confident you are complying with data 
storage requirements?

How do you use data in organisational 
decision making and why? Does social 
inclusion feature as a category to analyse?

Data storage, ethics and 
accountability

When collecting, storing and analysing 
personal data about volunteers, it is important 
to comply with legal requirements to protect 
people’s privacy.

Not everyone will feel comfortable providing 
data about themselves. It’s important to 
explain the reasons why you are asking for the 
data, how you will keep it safe and how you 
will use it. Here is a template statement to 
use when collecting equalities data:

Equality and inclusion are at the heart of 
our work. We collect information about 
volunteers’ backgrounds and identities 
to help us ensure that our volunteer 
programme reflects the diversity of 
Scotland’s people.  

Supplying personal data to us is voluntary. 
The information you supply is confidential 
and anonymous. It will not be linked 
to your application and is used for 
monitoring and reporting purposes only. 

It is important to comply with the  
Data Protection Act (2018) when processing 
personal data about individuals. Under this 
law, you must ensure:

 > The data is used for a clear, specific 
purpose. 

 > You collect and use the minimum amount 
of data required to fulfil your purpose. 

 > The data is kept for no longer than is 
necessary. 

 > You provide clear instructions and a point 
of contact for people to get in touch if 
they want you to remove their data from 
your records. 

 > The data is stored securely. 

SCVO provides detailed guidance on 
data protection, and the Information 
Commissioner’s Office has a data protection 
self-assessment toolkit. If you are a large 
organisation and will be collecting a high 
volume of data, Volunteer Scotland provides 
guidance about responsible research and ethics.

Illustration Credit: Saffron Russell
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Quality standards
Working within your organisation to achieve a recognised 
quality standard provides a framework that can help you 
evaluate and improve your volunteer programme.

Volunteer Scotland’s Volunteer Charter is an initial standard 
for volunteer-involving organisations to sign up to. It sets 
out ten principles which help to underpin good relations 
within a volunteering environment. It is open to any group or 
organisation from any sector that involves volunteers.

Once your organisation signs up to the Volunteer Charter, you 
may consider working towards a further quality standard:

 > Volunteer Friendly Award is a Scotland quality standard 
for small to medium volunteer programmes, including 
small community and mutual aid groups. Requirements are 
set at an achievable level for each volunteer programme, 
covering five foundation quality standards and 18 key 
volunteer practices.

 > Investing in Volunteers (IiV) is a UK quality standard for 
medium to large volunteer programmes. It aims to improve 
the quality of the volunteering experience and ensure 
organisations acknowledge the contribution of volunteers. 
The IiV process includes an evaluation of your volunteer 
programme, with tailored support for how to develop a 
more inclusive approach.

By achieving a quality standard, you’ll be part of a growing 
community of peers focused on quality volunteer practice.

Illustration Credit:  
Saffron Russell

42 6. Benchmarking and Tracking the Benefits of Inclusive Volunteering

https://www.volunteerscotland.net/volunteer-practice/quality-standards/volunteer-charter/
https://www.volunteerscotland.net/volunteer-practice/quality-standards/volunteer-friendly
https://www.volunteerscotland.net/volunteer-practice/quality-standards/investing-in-volunteers


7.  
Developing an Inclusive 
Volunteering Plan
An Inclusive Volunteering Plan should set out an evidence-based, 
current picture of involvement across an organisation of marginalised 
people; highlight priority areas for development in inclusion and 
set out plans and objectives for changes. This section of the toolkit 
supports you to develop your own Inclusive Volunteering Plan.

Planning for  
inclusive volunteering

How inclusive do you think your 
organisation is? On a scale of 1-10, how 
confident are you that the organisation has 
an inclusive approach to volunteering  
(1 least confident, 10 most confident)?

Do you have the policies and structures in 
place to support people? Do you have any 
policies centred on developing an inclusive 
approach? If so, do they have an inclusive 
volunteering plan? Based on this toolkit, 
will you make any changes? 

What can your organisation change in 
the short and medium term to improve 
inclusion? If you do not have policies 
centred on developing an inclusive 
approach to volunteering, design an 
inclusive volunteering plan based on:  
3 things you can change or implement now, 
and 3 things you would like to change or 
implement in the medium term. 

How can your organisation measure and 
benchmark inclusion more effectively? 
What kind of data do you need and how 
will you collect, store and analyse it for 
evidence-based decision making?  

Develop your own Inclusive 
Volunteering Plan

1. Assess: Based on the toolkit, what 
are your organisation’s priority areas 
for development in inclusion (e.g. 
recruitment)? Identify 2-3 priority areas.

2. Plan and consult: What are your 
plans for positive changes? How did 
you develop these plans? Have you 
consulted with volunteers and relevant 
stakeholders? How will you measure 
or track positive change? Will this be 
through qualitative or quantitative data? 

3. Pilot interventions: Test your plans in a 
time-limited exercise (e.g. 3 months). 

4. Evaluate: Did the interventions work? 
How has this been evidenced? 

5. Reflect: Capture the learning from the 
exercise (including what didn’t work) and 
revisit your priority areas. Has there been 
positive change for inclusion? 
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Glossary

Diversity

Accessibility

Exclusion

Inclusion

Equality

Equity

Diversity is the acknowledgement of and respect for 
differences within and between groups of people  
(Group for Education in Museums, 2018).

Accessibility is ensuring that people are not excluded from 
using something on the basis of experiencing a disability. 
Accessibility means that people can do what they need to do 
in a similar amount of time and effort as someone that does 
not have a disability. It means that people are empowered, can 
be independent and will not be frustrated by something that is 
poorly designed or implemented  
(UK Government, 2016).

Inclusion is the active process of working to break down the 
barriers that exclude people from accessing your services 
(Group for Education in Museums, 2018).

Exclusion means being shut out from any of the political, social, 
cultural or economic systems which determine the social 
integration of a person in society. People who are excluded from 
society and the privileges of being part of its systems are often 
referred to as ‘marginalised’ or ‘oppressed’ people  
(Group for Education in Museums, 2018).

Equality is an approach that ensures that every individual 
has an equal opportunity to make the most of their lives and 
talents. In other words, equality means ensuring that everyone 
has the same opportunities and receives the same support 
(Social Change UK, 2023).

Equity is about giving people what they need in order to 
make things fair. In other words, equity means giving more 
or different support to those who need it. The difference 
between equality and equity must be emphasised. Although 
both promote fairness, equality achieves this through treating 
everyone the same regardless of need, while equity achieves 
this through treating people differently depending on need 
(Social Change UK, 2023).

44

https://gem.org.uk/wp-content/uploads/2018/02/Guidance-notes-Creating-implementing-equality-diversity-inclusion-policies.pdf
https://accessibility.blog.gov.uk/2016/05/16/what-we-mean-when-we-talk-about-accessibility-2/
https://gem.org.uk/wp-content/uploads/2018/02/Guidance-notes-Creating-implementing-equality-diversity-inclusion-policies.pdf
https://gem.org.uk/wp-content/uploads/2018/02/Guidance-notes-Creating-implementing-equality-diversity-inclusion-policies.pdf
https://social-change.co.uk/blog/2019-03-29-equality-and-equity
https://social-change.co.uk/blog/2019-03-29-equality-and-equity


Sex at birth

Intersex

Gender Identity

Gender Expression

Sex and  
Gender

Infants are assigned a sex at birth, ‘male’ or ‘female’, based 
on the appearance of their external anatomy. However, the 
development of the human body is a complex process, and sex 
is not solely determined by anatomy, nor is it strictly binary. As 
many as 1.7% of people are born with an intersex trait  
(GLAAD, 2022).

Intersex refers to someone with one or more innate sex 
characteristics, including genitals, internal reproductive organs 
and chromosomes, that fall outside of traditional conceptions 
of male or female bodies  
(GLAAD, 2022).

A person’s knowledge of their own gender. Everyone has a 
gender identity. For most people their gender identity matches 
the sex they were assigned at birth. For trans people, their 
gender identity does not align with the sex they were assigned 
at birth. Many people have a gender identity of man or woman 
(or, for children, boy or girl). 

For other people, their gender identity does not fit neatly into 
one of those two binary genders. Gender identity is not visible 
to others. 

You cannot look at someone and “see” their gender identity  
(GLAAD, 2022).

External manifestations of gender, expressed through a 
person’s name, pronouns, clothing, haircut, voice and/or 
behaviour. Societies classify these external cues as masculine 
and feminine, although what is considered masculine or 
feminine changes over time and varies by culture  
(GLAAD, 2022).
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Trans

Cis

Nonbinary and/or 
Genderqueer

An adjective to describe people whose gender identity 
differs from the sex they were assigned at birth. People who 
are transgender may also use other terms, in addition to 
transgender, to describe their gender more specifically. Use 
the term(s) the person uses to describe their gender. It is 
important to note that being transgender is not dependent 
upon physical appearance or medical procedures. 

A person can call themself transgender the moment they 
realise that their gender identity is different than the sex they 
were assigned at birth  
(GLAAD, 2022).

An adjective used to describe people who are not transgender. 
A cisgender person is a person whose gender identity is aligned 
with the sex they were assigned at birth  
(GLAAD, 2022)

Nonbinary is an adjective used by people who experience their 
gender identity and/or gender expression as falling outside the 
binary gender categories of man and woman. Many nonbinary 
people also call themselves transgender and consider 
themselves part of the transgender community. Others do not. 

Nonbinary is an umbrella term that encompasses many 
different ways to understand one’s gender. Some nonbinary 
people may also use words like agender, bigender, demigender, 
pangender, etc. to describe the specific way in which they are 
nonbinary. Always ask people what words they use to describe 
themselves. 

Nonbinary is sometimes shortened to enby  
(GLAAD, 2022).
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Bisexual

Queer

LGBTQ

An adjective used to describe a person who has the potential 
to be physically, romantically and/or emotionally attracted 
to people of more than one gender, not necessarily at the 
same time, in the same way or to the same degree. The bi 
in bisexual refers to genders the same as and different from 
one’s own gender  
(GLAAD, 2022).

An adjective used by some people, particularly younger people, 
whose sexual orientation is not exclusively heterosexual (e.g. 
queer person, queer woman). Typically, for those who identify 
as queer, the terms lesbian, gay, and bisexual may be perceived 
to be too limiting and/or fraught. Once considered a pejorative 
term, queer has been reclaimed by some LGBTQ people to 
describe themselves. However, it is not a universally accepted 
term even within the LGBTQ community, so use caution when 
using it outside of describing the way someone self-identifies 
or in a direct quote  
(GLAAD, 2022).

Acronym for lesbian, gay, bisexual, transgender and queer. 
LGBT and LGBTQ+ are also used, with the + added in 
recognition of all non-straight, non-cisgender identities 
(GLAAD, 2022).

Gay

Lesbian

Sexuality

An adjective used to describe a person whose enduring 
physical, romantic and/or emotional attractions are to people 
of the same sex (e.g. gay man, gay people). Sometimes lesbian 
is the preferred term for women  
(GLAAD, 2022).

A woman whose enduring physical, romantic, and/or emotional 
attraction is to other women. Some lesbians may prefer to 
identify as gay  or as gay women  
(GLAAD, 2022).
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Working Class

Deprived Areas

Class is a series of intersecting factors determining perceived 
social and economic status.  
(Savage et al, 2013)

People from low socioeconomic backgrounds.  
Low socioeconomic backgrounds mean people who have a low 
amount of economic (how much money you have), social (who 
you know) and cultural (what you know) privilege.  
(Bourdieu, 1983). 

Note: in recent years, this has become a more complex term 
crossing cultural identity and economic status.

The Scottish Index of Multiple Deprivation (SIMD) is a relative 
measure of deprivation across 6,976 small areas (called data 
zones). If an area is identified as ‘deprived’, this can relate 
to people having a low income but it can also mean fewer 
resources or opportunities. SIMD looks at the extent to which 
an area is deprived across seven domains: income, employment, 
education, health, access to services, crime and housing.  
(Scottish Government, 2020).

Class
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Race

Xenophobia

BME / BAME

Prejudice

Racism

Race is a social construct (i.e. human-made invention) based 
on skin colour and facial features (shape of eyes, nose, lips, 
hair texture, etc.). Even if it isn’t biologically ‘real,’ its impact 
on people is very much a reality. Race is a system of social 
categorisation which advantages certain groups of people and 
disadvantages other groups of people  
(The Anti-Racist Educator, 2019).

Prejudice is often understood as an unfavourable or 
unreasonable opinion, feeling or attitude especially of a hostile 
nature, regarding an ethnic, racial, social or religious group  
(The Anti-Racist Educator, 2019).

Racism is different from racial prejudice, hatred or 
discrimination. Racism involves one group having the power to 
carry out systematic discrimination through the institutional 
policies and practices of the society and by shaping the 
cultural beliefs and values that support those racist policies 
and practices. However, racism is often simplified to 
discrimination against a person or group of people based on 
their race (Dismantling Racism Works, 2021).

Xenophobia is prejudice against people who are viewed 
as being ‘foreign’ or ‘from another country’. This often gets 
confused with racism: racism has more to do with skin colour 
and facial features while xenophobia has more to do with 
nationality, language/accent, culture and ethnicity  
(The Anti-Racist Educator, 2019).

BME stands for Black and Minority Ethnic and it includes 
people who might face discrimination on the basis of ethnicity, 
language, religion, tradition and cultural practices. BAME 
stands for Black, Asian and Minority Ethnic. The addition 
of the ‘A’ makes sense in the UK considering that people 
of Asian descent make up a big chunk of the total minority 
ethnic population. These terms tend to be used in British 
research and policy on race and diversity. While this term is 
politically correct and officially recognised, it is imperfect. 
The word ‘minority’ can be frustrating due to its connotations 
of weakness and powerlessness. In fact, some groups that 
constitute a ‘minority’ in certain regions and countries actually 
constitute a majority in other regions or around the world 
as a whole – on a global scale, people racialised as white are 
actually the minority population but they are granted the 
‘majority’ status in Scotland  
(The Anti-Racist Educator, 2019).  

49

https://www.theantiracisteducator.com/glossary
https://www.theantiracisteducator.com/glossary
https://www.dismantlingracism.org/racism-defined.html
https://www.theantiracisteducator.com/glossary
https://www.theantiracisteducator.com/glossary


Person of Colour The umbrella term ‘person of colour’ (POC) was first used 
in the USA, but it is increasingly used by activists in the 
UK. It essentially refers to anybody who is not white. Many 
believe it is more empowering than the terms ‘non-white’ and 
‘minority’ (in BME and BAME) because it does not revolve 
around whiteness. 

This term must not be confused with coloured – an out-dated 
word that many will find offensive today due to its historical 
use as a pejorative  
(The Anti-Racist Educator, 2019).

Social Model of 
Disability

Barriers

Person-centred 
Descriptions

Disability is used as an umbrella term – this is broadly 
accepted but some groups and individuals do not necessarily 
identify with the term and would not consider themselves to 
be disabled. The term disability covers a wide range of different 
conditions and impairments. There is a broad legal definition 
for disability in the UK in the Equality Act 2010: “A physical 
or mental impairment that has a ‘substantial’ and ‘long-term’ 
negative effect on your ability to do normal daily activities” 
(The English Federation of Disability Sport, 2018).

The social model of disability says disability is caused 
by barriers that arise because society is not designed to 
accommodate people who have impairments. It is these 
barriers that disable people who have impairments, and stop 
them from being included in society and participating on an 
equal basis. If these barriers are removed, a person may still 
have an impairment but would not experience disability. The 
social model of disability was developed by disabled people 
and it is supported by organisations led by disabled people. 
This is in comparison to the medical model of disability, which 
says that a person’s health condition or impairment causes 
the disability and that this requires medical intervention and 
treatment to cure the problem. 
(Inclusion Scotland, 2023).

The things that prevent disabled people from participating 
in everyday life. They include everything from inaccessible 
buildings, websites and people’s attitudes or assumptions  
(The English Federation of Disability Sport, 2018).

Communications should only mention characteristics like 
a person’s disability when relevant. When it is relevant to 
mention a person’s or group’s disability, the emphasis should 
be put on their humanity, rather than their characteristics.  
(The English Federation of Disability Sport, 2018).

Disability
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Appendix
Sample Equalities  
Monitoring Form
This template has been adapted from the Scottish Council for 
Voluntary Organisations (SCVO). 

Use of this model policy is entirely at your own risk. This policy 
should be adapted to suit your own organisational needs, and 
you should ensure it meets your own specific requirements. 
You should also check this policy is compliant with the law and 
your organisation’s governing document. 

This is a sample form that you can adapt or develop to meet 
your needs. Make sure you adapt this template to comply with 
the UK General Data Protection Regulation (UK GDPR). If you 
need help with this, go to www.ico.org.uk.
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[INSERT ORGANISATION NAME] wants to meet the aims and commitments set out in its 
equality policy. This includes not discriminating under the Equality Act 2010 and building an 
accurate picture of the make-up of the workforce in encouraging equality and diversity.

The organisation needs your help and co-operation to enable it to do this but filling in this form 
is voluntary. This information will be kept anonymous and confidential.

1. How would you describe your gender?
Please tick any that apply. 

   Man
   Woman

   Non-binary
   Prefer not to say

   If you prefer to use your own 
term, please specify here:

3. Are you married or in a civil partnership?
   Yes    No    Prefer not to say

4. What is your age?
   16 to 24
   25 to 29
   30 to 34
   35 to 39
   40 to 44

   40 to 49
   50 to 54
   55 to 59
   60 to 64
   65 to 74

   75 to 84
   85+
   Prefer not to say

2. Do you identify as transgender?
   Yes    No    Prefer not to say

5. What is your ethnicity?
Ethnic origin is not about nationality, place of birth or citizenship. It is about the group to which 
you perceive you belong. Please tick all appropriate boxes, or write in any other background.

   Prefer not to say

White
   English
   Welsh
   Scottish
   Northern Irish

   Irish
   British
   Gypsy or Irish Traveller
   Roma

   Any other White 
background, please write in:

 
Mixed/multiple ethnic groups

   Prefer not to disclose 
further. 

   Mixed background, please 
write in: 

 
Asian/Asian British

   Indian
   Pakistani 

   Bangladeshi
   Chinese 

   Any other Asian background, 
please write in:

Black/African/Caribbean/Black British
   African
   Caribbean
   Black British

   Any other Black/African/
Caribbean background, 
please write in:

Other ethnic group
   Arab    Any other ethnic 

background, please write in:



6. Do you consider yourself to have a disability or health condition?
   Yes
   No

   Prefer not to say

What is the effect or impact of your disability or health condition on your ability to give your 
best at work? Please write it in here: 
 

The information in this form is for monitoring purposes only. If you believe you need a 
“reasonable adjustment”, then please discuss this with your manager, or the manager running 
the recruitment process if you are a job applicant.

7. What is your sexual orientation?
   Heterosexual
   Gay
   Lesbian

   Bisexual
   Prefer not to say  

   Specify own term, please 
write in:

8. What is your religion or belief?
   No religion or belief
   Buddhist
   Christian
   Hindu

   Jewish
   Muslim
   Sikh
   Prefer not to say

   If other religion or belief, 
please specify here:

9. What is your current working pattern?
   Full-time
   Part-time

   Prefer not to say
   If other, please write in:

10. What is your flexible working arrangement?
   None
   Flexitime
   Staggered hours
   Term-time hours

   Annualised hours
   Job-share
   Flexible shifts
   Compressed hours

   Homeworking
   Prefer not to say
   If other, please write in:

11. Do you have caring responsibilities?
   None
   Primary carer of a child/

children (under 18)
   Primary carer of disabled 

child/children

   Primary carer of disabled 
child/children (18 and over)

   Primary carer of older 
person

   Secondary carer (another 
person carries out the main 
caring role)

END OF FORM



intentionally blank
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