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Introduction
The Norfolk & Norwich University Hospitals
NHS Foundation Trust (NNUH) provides
care and treatment to a local population of
around 1 million people. Everything we do
aims to ensure that our patients, their
families and carers are provided with safe
and effective care, and receive a positive
experience.
We are proud to have a vibrant volunteer
community supporting a broad spectrum of
areas within the hospital, and who provide
an immeasurable contribution to the quality
of care received by our patients and their
families as well as the working life of our
staff.
Our volunteers provide help on a regular
basis across eight sites: Norfolk & Norwich
University Hospital, Cromer Hospital,
Norwich Community Hospital, Rouen Road,
Microbiology, the Health Records Library,
Bowthorpe Health Centre and Adelaide
Street.
People volunteer for many different
reasons. They may be retired with time on
their hands, some are parents at home with
a few spare hours to fit around their
children, and some may be wishing to gain
the confidence to return to work after a
break. Students volunteer to gain valuable
experience before embarking on medical
studies or other hospital-related careers,
and people with learning difficulties or
physical and mental disabilities find
volunteering a rewarding way to participate
in the work place while feeling valued for
the work they do. We also benefit from the
support of volunteers from many external
voluntary, community and social enterprise
(VCSE) organisations who are able to
provide more specialised help.
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Our vision

NNUH vision
To provide every patient with the care we want for those we love the most

Patient engagement and experience vision
The strategic aspiration for patient engagement and experience is to be
an outstanding organisation with exceptional patient and carer experience
where people feel listened to and action is taken

Volunteering vision
To make NNUH one of the best organisations in which to volunteer and to
ensure we provide the safest, highest quality, compassionate support for
our patients and their families

How will this be achieved?
 Plan volunteer support in line with the patient engagement and
experience strategy
 Develop a diverse team of trained volunteers to support staff, patients
and their families
 Drive an outstanding care experience through innovative volunteer
roles and opportunities
 Improve the quality of life, and physical and mental health for those
who volunteer
Work with the regional sustainability and transformation partnership (STP)
and national partners to develop and maximise the contribution and
impact that the VCSE sector and volunteering can have on services,
communities and individuals.
2

03
Current picture

600 volunteers

3000 hours

We have over 600 volunteers (across eight sites)
providing around 3,000 hours of help throughout the
Trust every week, plus 25 external voluntary/charitable
organisations affiliated to the organisation.

Current volunteer areas include:
 Wards (general housekeeping and
patient companions)
 Clinics (patients escorts, errand running,
refreshments)
 Administration (filing, photocopying, pack
making etc.)
 Reception
(way-finding,
car
park
validation)
 Meet and greet (way-finding, patient
escorting, wheelchair pushing)
 Bleep buddies (general ‘ad hoc’ duties
for staff support)
 Mealtime assistance (feeding patients
following specialist training)
 Move to improve (gentle armchair or
bedside movements to music)
 Ward activities team (bingo, dominoes,
horse racing, painting, crafts etc.)
 Patient experience (iPad surveys,
telephone surveys, card surveys)
 Dementia
support
(reminiscence,
memory box, musical mirrors)
 Therapeutic care (gentle relaxation
massage following specialist training)
 Specialist
roles
(NCFC
football
highlights, music therapy etc.)
 Woodland wellbeing walk (land clearing
around the perimeter of the site)
 End of life (Butterfly patient companions)
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 Community based ‘Settle in Service’
(meeting patients at home on the day of
discharge)
 Medical school (registration and student
support, patient role play, refreshments)
 Hospital arts (display, administration,
cataloguing, artists)
 Cromer Hospital (patient experience and
Renal Unit)
 Rouen Road (meet and greet, reception
and administration)
 Norwich Community Hospital (meet and
greet, administration)
 External voluntary, community and social
enterprise groups (St John’s Ambulance,
Age UK, Royal Voluntary Services,
NNAB, Hospital Radio etc.)
 Chapel (patient visiting)
 Pets as therapy (dogs visiting wards)
 Community cardio gym (patient support)
 Health records library (administration)
 Volunteer driving scheme
The flexible nature of volunteering enables
many volunteers to take on more than one
role. This offers them a more varied
volunteer experience and maximises their
potential to make a positive impact.

We have an active patients’ panel as part of
our patient experience and engagement
network. This group is made up of nine
members who have had experience of our
services in the following ways:
 As a patient
 As a retired health service employee
 As a carer of someone using our service
 As a family member of someone using
our service
The patients’ panel supports us in the
following ways:
 Carrying out surveys, audits and
inspections
 Interviewing staff
 Sharing patients stories
 Proof reading documents/posters
 Membership of committees and working
groups
We are also supported by a team of
hospital governors who represent the
interests of our members and wider public
when it comes to having a say about the
development and delivery of services.
Governors give their time freely to ensure
that the public and our staff have a voice
and hold the Trust to account.

Volunteering in action
Mags, a retired nurse, arrives at the hospital at
9:30am for her volunteer shift on Loddon Ward.
Mags has always worked in healthcare and loves
being able to use her knowledge to improve the
experience of patients.
When she arrives, Mags gives the Ward Clerk,
who had been having a stressful morning, a hug
and boosts her mood. Mags then spends a
couple of hours with patients, wiping down their
side-tables and generally having a chat.
At lunchtime Mags serves several patients’
meals, easing the pressure on staff. She is also
able to sit patiently to help one patient, who is
living with dementia, to eat their meal.
When her shift ends Mags goes for a coffee with
another volunteer who is struggling with their
mental health and who loves their weekly chat.
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Governance
Volunteers are recruited in line with NHS
Employment standards which include:
 Verification of identity check
 Right to work in the UK check
 Employment history and reference check
 Disclosure & Barring check (enhanced
with barring lists if regulated activity)
 Occupational Health check
We regularly check that our volunteers
reflect the diversity of our local community
and that roles accommodate those with
learning disabilities, physical and mental
health conditions, wheelchair users, ethnicity,
gender and age ranges from 16 to 95.
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Training
All volunteers receive a bespoke volunteer
level induction which includes:

Trust Vision
& Values

Volunteer
Boundaries

Information
Governance
Uniform
Policy &
Dress Code

Moving &
Handling

Health &
Safety

Reporting
Accidents &
Incidents

Infection
Control
Security

Safeguarding
Children
Safeguarding
Adults

5

Management
& Reporting

Volunteer
Support

Volunteers also complete additional training
which has been developed to ensure they
are well equipped to deliver a safe service
within their individual roles which includes:
 Mealtime support (feeding)
 Wheelchair pushing
 Lone working
 Safety in the home (other residents,
pets, electrical, hygiene, fire)
 Driving assessment
 Conflict resolution
 Communication skills (listening and
responding)
 Environmental risk assessments (falls
risks, cables, steps)
 Basic first aid and CPR
 Boundaries (personal care, medical
advice etc.)
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Hours
Volunteers should not be required to carry
out duties so essential to patient safety or
service delivery that without them, the
service would be severely disrupted and
patient safety impacted. On average, each
volunteer contributes approximately four
hours a week in their chosen role, but many
have multiple roles.
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Funding and
resource
The Trust employs a Voluntary Services
Manager who is responsible for leading the
provision of voluntary services throughout
the Trust, identifying and implementing
strategic development and service change,
and ensuring there is a robust performance
management framework and governance in
place. She leads a team of one
Administrator
and
six
Volunteer
Coordinators who are responsible for
specific projects as follows:
 Recruitment Administrator (funded by
NNUH)
 General Volunteer Coordinator (funded
by NNUH)
 Communities Volunteer Coordinator
(funded by NNUH)
 End of Life Volunteer Coordinator
(funded by NNUH)
 Older Peoples Medicine Volunteer
Coordinator (externally funded)
 Volunteer Driver Coordinator (funded by
Norfolk & Norwich Hospitals Charity)
 Settle in Service Volunteer Coordinator
(externally funded by Helpforce)
There is a set budget for expenses and all
volunteers are entitled to claim travel
expenses to and from their home to their
place of volunteering.
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Recognition
All volunteers are invited to ‘thank you’ events. These take the form of summer afternoon tea
parties and Christmas parties. There is also a Volunteer Award and Volunteer Team Award at our
annual staff awards celebration and volunteers are included in the Trust PRIDE awards. National
Volunteers’ Week is held in June and is celebrated with promotional displays across the
community and within the hospital to highlight the benefits of volunteering with NNUH.
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Feedback

“
“
“
“
“
“

I have a lot of time on my hands now I have retired so it’s nice to be able to do something
useful with it and know that I am making a difference

.”
.”
.”
.”
.”
.”

I am aspiring to a career as a midwife and volunteering has given me so much experience
to add to my university applications
I love chatting to patients, reading to them or just holding their hand if they are lonely at
visiting time
My son could not collect me until 7:00pm so I was given a volunteer driver to take me
home in the morning. He was so funny, he made me laugh all the way home!
I can’t thank the Butterfly volunteer enough for sitting with my Mum while I went for a
shower, it was so comforting to know she was there to hold her hand at the end of her life

I have been in hospital for 9 weeks now and would feel very low if it wasn’t for Andy the
volunteer playing chess with me and reading to me... he’s been an absolute life saver!
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Moving forward
Where do we want to be?
Our vision is to encourage an ethos that
supports health and wellbeing. Our mission
is to provide opportunities for volunteers
which support their own wellbeing while
enhancing that of our patients and staff.
We see our volunteers as a vital part of
helping us to achieve our vision as well as
our five goals:

1
2

To increase the number of
volunteers in key services where
volunteers are able to enhance
patient experience.

3

To establish a reputation for
excellence in volunteering and
explore partnership roles to ensure
we achieve a more diverse pool of
volunteers who reflect the diversity of
our local community.

4
5

To fully engage with the Norfolk and
Waveney STP to be able to inform
and influence positive strategic
change at a regional level.
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To support, train, engage and retain
our volunteers to develop them and
enhance both their quality of life and
the lives of our patients and their
families.

To support and work with the
National Association of Voluntary
Services Managers (NAVSM) to
promote best practice and influence
positive change at a national level.

Goal 1
To increase the number of
volunteers in key services
where volunteers are able
to enhance the patient
experience

We will achieve this by:
 Working closely with patient
experience and engagement
teams to identify and target
services where there is the
greatest need
 Scoping,
piloting
and
developing new volunteer roles
in line with the Trust strategy

We will measure success by:
 Increasing the number of
volunteers supporting patient
experience and engagement
 Seeking feedback from our
staff on the difference that
volunteers make to patients’
experience
 Using existing forms of
monitoring
patients’
experience such as surveys,
compliments and complaints
to assess the impact of
volunteering
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Goal 2
To support, train,
engage and retrain
our volunteers to
develop them and
enhance both their
quality of life and the
lives of our patients
and their families

We will achieve this by:
 Providing a range of high-quality, bespoke
training for volunteer roles
 Providing regular updates to volunteers on
the impact and added value that their
volunteering brings to the Trust
 Acting upon volunteer feedback to improve
the volunteer experience and satisfaction
 Advising and supporting staff to effectively
involve volunteers

We will measure success by:
 Surveying volunteers to gather feedback
about their roles and satisfaction
 Surveying
volunteers
to
gather
a
measurement of how volunteering has helped
to improve their wellbeing
 Surveying staff on the impact of volunteering
on their services

Goal 3
To establish a reputation
for
excellence
in
volunteering and explore
partnership roles across
the STP to ensure we
achieve a more diverse
pool of volunteers who
reflect the diversity of
our local community
We will achieve this by:
 Communicating the quality and impact of
volunteering at the patient experience
and engagement group (PEEG)
 Making it easy to access volunteering
opportunities across services
 Increasing the diversity of our volunteer
community through targeted recruitment
campaigns
 Exploring partnerships to grow the
volunteer offering in health and social
care across Norfolk

We will measure success by:
 Feedback from PEEG
 Volunteers reporting ease of
access and attractive opportunities
 Increase in diversity of our
volunteer team from hard to reach
groups
through
recruitment
monitoring
 Increase in the number of
volunteers
or
opportunities
developed
as
a
result
of
partnership working
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Goal 4
To fully engage with the
Norfolk and Waveney
STP to be able to inform
and influence positive
strategic change at a
regional level
The
NHS
Long
Term
Plan
demonstrates a commitment to double
the number of volunteers in the NHS, to
increase its impact, especially within
deprived communities, and to improve
access to volunteering opportunities for
young people and those with protected
characteristics

We will achieve this with an integrated
approach to volunteering in system
transformation, by:
 Applying for NHS funding to
develop oversight and enable a
focus on integrating volunteering
approaches across the STP
 Being involved in a dedicated
network to share learning
 Developing a shared understanding
of the potential for volunteering in
Norfolk & Waveney

There is potential to be considered for
additional funding to
support STP
volunteering projects. To access this
funding we will need to:
 Implement new approaches and measure
impact
 Share insight and understanding of the
potential for volunteering
 Demonstrate the benefits and return on
initial investment

Goal 5
To support and work with
NAVSM to promote best practice
and influence positive change at
a national level
NAVSM is a membership organisation that exists to
support and develop best practice in volunteer
management in the NHS and healthcare, and to
enhance the experience of patients, carers and staff.
The VSM at NNUH holds the position of Vice Chair on
the National Executive Committee and works at a
national level with partners such as NHS England,
NHS Improvement, Health Eductation England,
Volunteering Partnership Action Group, Institue of
Volunteering Research and Helpforce

We will achieve this by:
 Providing a forum for the sharing of best practice
and for education and training for members via
six NAVSM hubs and a national training seminar
 Monitoring, responding and communicating
current trends, national policy and guidance in
volunteer management
 Developing
and
maintaining
working
relationships with individuals, groups and
organisations who create and influence national
policy

We will measure success by:
 Feedback from national partners
 Feedback from NAVSM members
 Monitoring invitations for NAVSM to be
utilised in an advisory capacity
 Referencing in publications

Would you like more information
about our services?
Phone: 01603 286060, 8:30am-4:30pm, Monday to Friday
Email: volunteers@nnuh.nhs.uk
Web: www.nnuh.nhs.uk/departments/voluntary-services
Twitter: @nnuhvolunteers
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