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Executive statement 
This year has been another busy year for the Volunteer Programme, 
providing lots of opportunities for celebration.

Most notably, during the year Coastline submitted for re-accreditation of 
the Investing in Volunteers endorsement. This was a piece of work which 
was delivered with great praise from the advisor and the assessor. We are 
pleased to report that we have been successful in this process and have 
maintained our status.

Coastline and one of our volunteers were also recognised through the 
Volunteer Cornwall annual award as ‘highly recommended’ as Volunteer of 
the Year for Craig Robson and Coastline as Volunteer Host of the Year. 

Our Volunteer Programme is delivering more hours each year as we 
develop new volunteer role opportunities and volunteering across new 
areas of the organisation are explored.

Volunteers truly bring huge value to the lives of our customers and we are proud to be able to offer 
Volunteers the opportunity to work with us.

Louise Beard
Director of Housing, Assets and Communities

Background 
Coastline Housing Ltd encourages volunteering in all areas of the 
organisation. It recognises and appreciates the positive contribution 
volunteers make to the organisation and that volunteering gives the 
opportunity for individuals to achieve their own personal development 
goals. 

Established in 2013 and expanded in May 2014 to include the Partner 
Programme, the Volunteer Programme has grown from strength to 

strength. 

Following the accreditation by Investing in 
Volunteers, Coastline has worked heavily on 
embedding the policies and procedures to 
maintain a stable and healthy base of regular 
volunteers. 

Over the previous years, we have seen many 
volunteers gain experience and knowledge in their 

chosen roles which has enabled them to go on to paid employment.

Our 2017 Volunteer Statement shows the wide range of successes we have 
celebrated together and sets the strategic direction for the programme for 
the coming 12 months.

Volunteer Statement 

“We, as volunteers,  enjoy 
what we do. It enables us to 
empower you.”



Volunteer scheme aims
  To recruit dedicated and enthusiastic volunteers;

 To provide volunteers with appropriate support, guidance,       
      training and personal development opportunities;

 To provide a more effective value for money service for clients;

 To provide opportunities for the socially excluded to build  
      employability skills and work towards social inclusion; and

 To provide opportunities for people to give something positive  
      back to the community.

Our offer to volunteers 
Volunteers will:

  Be treated with respect by staff and clients; 

  Have equality of opportunity; 

  Be given a clear role description and for adaptations  
       to the role to be considered to meet their individual         
       needs, abilities and interests;  

  Be supported, by staff, on a day to day basis in the  
       tasks they undertake and provided with regular one  
       to one supervision; 

  Be reimbursed any travelling expenses incurred as a volunteer in accordance with policy;  

  Receive a full induction into their role and training appropriate to their role; 

  Receive appropriate acknowledgement for their contribution to the service; 

  Be kept up to date with any changes in the service; 

  Have their personal information treated with care and discretion.  
       Such information will be shared within the organisation only on a ‘need to know’ basis; 

  Have the right to decline any demands that they feel are unrealistic; beyond their role and that they do not         
       have the skills to carry out, without feeling guilty; and 

  Receive a reference on request.

The Value of volunteers
The value of volunteers is hard to quantify as the diverse range of 
skills, attributes and experiences each volunteer brings to their role 
and the organisation cannot be easily measured.

Whilst we truly recognise the value of volunteering is more than 
just the hours they contribute, we do monitor the number of hours 
volunteered each year and seek to equate this to a monetary value. 

That said, the value of volunteers is much better demonstrated by 
the comments made by colleagues and customers around them.

Staff quotes and internal statements

“Volunteers have embodied our vision of ‘Great Homes, Great Services and Great People’. Our 
volunteers have brought a wealth of experience, skills and knowledge that has enabled the 
Homeless Service to provide a more focused and quality service. Volunteers have developed 
client led workshops to empower our clients to utilise their strengths and develop their learning 
needs to promote independent living skills and community inclusion. Volunteers have supported 
the staff with administration skills to assist in a more streamlined and effective service. Without 
our volunteers we could not offer our clients a range of programmes that can assist in their 
development and also provide our staff with specialised support.”



Statements from clients

“Coastline provide a very valuable service and 
I believe that due to time constraints on Staff, 
the volunteers provide a service that is much 
needed.  Not only do many of the Volunteers 

have personal experiences which make it easier 
for them to relate to many of the needs of 

the clients, but they are non-judgemental and 
always prepared to listen and help if possible.  

Personally I feel that without the fine services of 
the volunteers Coastline could not provide the 

necessary service they do.” 

“Gerald is an absolute star!! We all love 
him and he is so efficient and really come 
out of his shell. He has really positive input 
at team meetings, he has been training our 
IF placement on IT and is a real asset.”

“The volunteers at Miners Court provide the customers with added support and 
socialisation. Having volunteers enables more activities to be carried out which 
in turn improves customers lifestyles, and wellbeing. Volunteers take time to 
listen and talk to customers, taking interest in them and their situations. This 
is an invaluable service for elderly or disabled customers. The volunteers are a 
valued part of the service and both customers and staff appreciate their help 
and involvement in providing an excellent service. The volunteer programme is a 
fantastic way to help people improve their skills and confidence whilst utilising their 
caring and compassionate nature.”

“Their help is invaluable to 
the clients who know them 
very well and have good 
relationships with them.”

“The service here would really struggle 
in the day centre without the volunteers.  
Their help and contribution is invaluable 
and they can assist us in ways that would 
otherwise take staff away from certain 
confidential jobs.”

“I could not 
have managed 
without the input 
from Gerald. 
He’s an asset to 
our team. Don’t 
believe I need 
to say any more 
than that.”

“They all have a positive 
attitude and talk to me 
rather than at me. On 

numerous occasions I have 
had the pleasure of Zena’s 

indispensable help, especially 
when it comes to making 

telephone calls.” 



Statements from Volunteers

“To me volunteering 
means opportunity, it 
gives you the opportunity 
to discover a new 
occupation and an 
opportunity to better 
yourself.” 

“Kev, great for communication, 
wicked fun personality that changes 

your mood from negative to positive.  
He knows the service well and if he 
doesn’t he will pass you on to the 

right contact ASAP.  Always checking 
on me to make sure I’m on the right 
track.  Reminds me about post and 

appointments.” 

“Volunteers at the Day Centre 
are very professional in all 
aspects of work.  Pleasant, 
caring, understanding.  All 

willing to listen to your 
problems.  Full marks.” 

“Zena, always smiling and welcoming.  
If she can’t deal with the situation 
there and then she will get it done 

asap.  I had a problem with the 
Council and she addressed it straight 

away by saying “if they don’t ring 
you today then come and see me 

in the morning” She always makes 
conversation and always takes an 

interest, to make sure I’m OK.”  

“Volunteering is a way in which 
I can make a meaningful impact 
on a person’s day”

“To me volunteering is 
belonging, finding some where 
accepting to be.”

“The reason I volunteer is to 
give back to Coastline Homeless 
Service for all the help they have 
given to me over the years plus 
it helps with my confidence and 
anxiety.”



12 Months of Success

The total number of hours volunteers contributed between January 
2017 to December 2017 totals 3,833.5 hours. This equates to an 
estimated value of about £34,126 for the year.

Five volunteers of our volunteers have either gained employment or 
gone back into education.

During 2017, Coastline recruited nine new volunteers with twenty-
eight volunteers in total donating their time over the year.

Three new roles were created for volunteers including Lead 
Volunteer, Tenancy Management Volunteer and Client Development 
Volunteer.

In November 2017, Coastline’s Partner Volunteer Craig Robson was delighted to be presented with a Highly 
Commended award for his dedication to his voluntary role at Coastline Homeless Service. The Cornwall Celebrates 
Volunteering Awards are held each year at the Atlantic Hotel in Newquay to celebrate and recognise volunteers 
within Cornwall.  The Lord Lieutenant of Cornwall, Col Edward Bolitho OBE presented the awards alongside BBC 
Radio Cornwall’s Daphne Skinnard. 

CATH Awards
In order to recognise the valuable contribution made by volunteers to Coastline, we included two new categories 
in the Coastline Customers At The Heart (CATH) Awards.

The new category of ‘Volunteer of the Year’, saw a number of inspiring and prize-worthy nominations. The winner, 
Gerald, pipped other nominees to the post with his contribution to the Tenancy Management Team.

Gerald was highlighted for being “hard-working”, “punctual” and continually going the extra mile. 

The other new category of ‘Partner Volunteer of the Year’, provided the opportunity to celebrate the contribution 
made from volunteers who have been supported by the Homeless Support Service. This year, Patrick claimed the 
prize for his incredible contribution towards the development of a client developed calendar and his inspirational 
art sessions.

Another Volunteer, Sandra, scooped the Winner of the Best Community Garden for her commitment to developing 
the garden project in the Homeless Support Service Day Centre.

Cornwall Celebrates Volunteering Awards

There was also a “Host of the Year” category for the organisation that has demonstrated excellence in the way it 
looks after its volunteers. Coastline was honoured with a Highly Commended award for this category.



You said... we did...

“Promote the Volunteer Scheme 
more within Coastline and the local 
Community!”

 } Increased positive PR through social media and 
newspaper articles.

 }We delivered a presentation on the Volunteer Scheme at 
Staff Briefings. 

 } Promoted the scheme amongst staff and local community 
through Volunteers’ Week.

“Ensure Volunteers are recognised and acknowledged by 
Coastline and included in company events”

“Increase opportunities to progress to 
employment within Coastline!”

 }Opportunities available for volunteers to shadow other 
areas of the Coastline Group.

 }Working with National Careers service for future delivery of 
employability skills training.

 }Clarification from HR that all volunteers, including Partner 
Volunteers, can apply for internal Coastline vacancies.

 } Piloted a ‘Lead Volunteer’ role to create supervisory role 
based experience

 }Coastline actively nominates volunteers for external as well as 
internal awards.

 }Organisation of events to celebrate and recognise volunteers 
within the Company, for example Volunteer Week Celebrations 
and Hours Certificates, Volunteer Christmas Meal and Team 
Building Events such as bowling. 

 }Coastline is committed to the growth and expansion of the 
volunteer scheme and a formal volunteer budget is in place. 

 }Re-applied to maintain the Investing in Volunteers accreditation

“Build relationship with Inspiring Future Process”

The volunteer scheme is promoted at regular points 
throughout the Inspiring Futures placement. This 
process will continue to be strengthened over the 
coming year.

“Clarify the expectations of volunteers”

This year we have reviewed and updated policies and 
procedures in line with the Investing in Volunteer standards, to 
ensure there is clear guidance on the expectation of volunteers 
so there is consistency across all areas of volunteering. 

Annual Volunteer Review
Each year the Volunteers are invited to complete a satisfaction questionnaire and then to take part in the 
Annual Volunteer Review. This event gives an opportunity for the Volunteer Programme to be evaluated for 
their effectiveness and to identify strengths and developments.

In 2016, we identified a number of actions to make the project even better!

We are happy to report we completed 78% of all actions identified within the 12 month timescale.



Case studies

Kevin Smith
Kevin originally started at Coastline’s Homeless Service on an 8 week Inspiring Futures placement, 
a programme which Coastline runs in conjunction with the Job Centre to give people a chance to 
experience a working environment. During his time on placement, Kevin spent several weeks shadowing 
staff in different parts of the service including our day centre, supported accommodation, crisis 
accommodation and family unit. Kevin really enjoyed his time with the Homeless Service and didn’t want 
this experience to finish. Kevin therefore expressed an interest in volunteering and successfully obtained 
an Engagement Volunteer role in December 2016. 

In his role Kevin has shown a real skill in engaging clients within the service. Kevin is very pro-active 
with people and is always thinking of new and different activities to put on for clients. Kevin has helped 
us run music groups and has looked at ways of getting music recorded so we can get a group together 
of clients and make a band. 

Kevin is also keen at gardening and has encouraged clients in our supported houses to engage in 
making the gardens look tended and to give them skills in growing plants and herbs. Some of these 
clients had difficulties engaging and getting involved in activities that would be run at our day centre 
or other facilities. This gave them the opportunity to be involved in an activity external to the day centre 
and gave clients a sense of achievement.  

Kevin has recently been successful in obtaining the Day Centre Support Worker role at the Homeless 
service. Kevin has stated that his time volunteering and meeting the clients has helped him reach his 
goal of returning to employment.  

Craig Robson
Craig first accessed Coastline Homeless 
Service in November 2015, after finding 
himself homeless following a relationship 
breakdown. Through the support of the 
service, Craig became settled in Coastline’s 
supported accommodation and started to 
access activities delivered through the service. 
It was through his involvement in the regular 
cooking sessions delivered at the day centre 
that he discovered his passion for creating 
fine food at an achievable cost. It was at 
this point that Craig decided he wanted to 
join Coastline’s Partner Programme, where 
he could regularly volunteer taking more of 
a lead in the delivery and execution of the 
cooking sessions. 

Through small steps Craig went from 
assisting with the delivery of the sessions, to 
planning and running each session himself. 
Craig has also gone on to cater Coastline 
events such as the client Christmas party 
and Volunteer Week. In regards to Craig’s 
personal development, leading the group 
was a big step for him and he has discovered 
things about himself that he didn’t realise. 
Craig didn’t use to think of himself as a 
people person but now runs group sessions 
confidently and finds enjoyment from 
sharing his passion with others. Craig has 
taken on more and more responsibility 
during his partner role with catering larger 
events, working and co-ordinating a team of 
volunteers.

From a staff prospective, Craig can hold the attention of any clients attending the sessions, keeps clients 
focused on the sessions, adapts to clients’ abilities and is very passionate in his delivery. Thanks to Craig, 
clients have had the opportunity to build the skills and knowledge that fine dining can be achieved on a low 
budget and promoted clients’ involvement in catering for Coastline events.



Case studies

Gerald Pitt
Gerald joined the Volunteer Programme in the role of Administration Volunteer within the Tenancy 
Management Team. Gerald was the first formal volunteer within Housing Services and has certainly set 
the bar high!

Gerald started out volunteering for two days a week and quickly enquired about increasing his 
volunteering and now volunteers five days a week.

Gerald is highlighted for his organisation, eye for detail, keenness to learn and was nominated by the 
team for Volunteer of the Year.

Gerald has quickly become an integral member of the team and has shared his knowledge and skills 
within the team, mentoring others with IT and is always happy to help.

Andrew
Andrew first came to Miners Court 
in Summer 2016 as part of his work 
placement/experience course at Truro 
College. He used his placement at Miners 
Court to set and achieve targets set by him, 
his tutor and the manager of the scheme. 
During Andrew’s work placement he 
spent time in the Day Centre and kitchen, 
helping to support staff and customers and 
assisting in the food and drink preparations. 

Andrew has a personal passion for 
photography and attended resident 
activities and parties to capture pictures 
and memories for the customers. He then 
displayed his pictures in folders in the 
reception area for everyone to view as well 
as creating a memory board to go in the 
Day Centre to remind customers of the 
experience they had. 

Andrew passed his college course with 
flying colours but didn’t want to leave 
Miners Court when his course finished. 
Andrew therefore became a valued 
volunteer within the scheme and has been 
with us on a Monday, Tuesday and Friday 
ever since, occasionally working a Thursday 
as well. He still continues to volunteer in 
the Day Centre as well as the kitchen and 
has taken a keen interest in calling Bingo 
and encouraging conversations within the 
lounge. 

Andrew has completed training with 
Coastline Housing and is keen to complete 
his Food Hygiene to allow him to assist further in the areas he enjoys. 

Andrew’s personal skills have improved massively and he is a well-respected member of the team. His 
confidence has grown and he is able to communicate well with a wide variety of customers, using their 
individual needs to tailor his communication with them.



The next 12 months
Following the compilation of information gathered through volunteer satisfaction surveys, exit interview responses 
and the annual Volunteer Consultation, we have highlighted the following points for development for the 
Volunteer Programme;

Training opportunities for volunteers
To increase the number and breadth of opportunities for 
volunteers to complete training, qualifications and skill 
development.

Increase communication opportunities 
for all volunteers

Launch the Volunteer page on Coastnet and keep 
regularly updated with new information and 
opportunities

Investigate including all volunteers access to 
Coastnet or a suitable alternative

To increase the opportunities for all volunteers 
to meet on a regular basis across the company 
in order to share communication and provide 
feedback.

Update the Coastline website to include a 
comprehensive and informative section on 
Volunteering.

Involvement in the new build 
Ensure there are clear and regular 
opportunities for volunteers to feedback 
on the design and delivery of services 
within the new building.

Develop a contingency plan for managing 
volunteer absence 

Develop a quality assurance process to ensure the 
IIV standards are applied consistently across the 
company

Exit interview follow up – look 
at different delivery media – 
telephone, email, text…

Investigate a range of different media to 
undertake the exit interview process for 
volunteers who are leaving their role in order 
to increase feedback channels.

New roles across Coastline Housing – including 
additional of task checklist to role profiles

Develop a SMART recruitment plan for the next 12 months in 
consultation with key stakeholders.

Deliver against the recruitment plan, taking regular opportunities 
to review progress and amend the plan according to the changing 
needs of the service.

Work with Team Managers and Volunteers to expand Volunteer 
Role Profiles to include a ‘task checklist’.

Evaluate the Lead Volunteer pilot
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For more information on Coastline, please follow us on Twitter or like our page on Facebook

Coastline House, 4 Barncoose Gateway Park, Redruth, Cornwall, TR15 3RQ

 01209 200200

 www.coastlinehousing.co.uk

  search for Coastline Housing

  @Coastlinehouse


