Working with Volunteers – Managing Volunteers Effectively (Dealing with Difficult Situations)
Osterley, Study Base

Thursday 18th August 2011 9.30 – 3.30
Facilitators – Mike Elliott, Carol Carbine
	09.15
	Tea / Coffee
	

	09.30
Carol
	Introductions & objectives for the session – (note: supporting your volunteers to succeed / managing volunteers effectively)
· Welcome & Intros for new people

· House Keeping 

· Reflections on last time

· Objectives (in draft below)

	

	10.00

Mike
	Understanding yourself and others


	

	10.15
Carol / Mike


	What do we mean by ‘difficult situations’?
· In pairs write down examples of situations you have had to deal with that you found challenging

· Feed back to larger group

· Facilitators to categorise on flip chart as either
1. Performance management
2. Interpersonal problems

3. Multilayered/complex issues
	Flip Chart
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	10.45
Carol / Mike
	Giving Good Feedback
· Choose an example from the flip [or, if not enough, give out case studies] where the volunteer needs to be given feedback.  

· In your group of 3, take on the roles of volunteer, volunteer manager and observer. 

· ‘Volunteer manager’ can choose particular attributes or responses for their ‘volunteer’, if they want to.   Practice what you need to say.  

· ‘Volunteer’ can respond as they think fit.  

· ‘Observer’ to note what went well and what could be improved 
	

	11.30
	Coffee Break
	

	11.45
Carol
	Problem Solving (Assertiveness)
· Walk through 4 behaviours & discuss

· In groups of groups practise, identify default style experiment with other styles

· Feedback
	Handouts
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	12.30
	Lunch
	

	13.15
Carol
	Who is responsible?
Using 4 case studies (Cynthia, Garden Guide, Tom, Michael) discuss in groups
· Who is responsible for dealing with the problem & why

· If not you, what is your role

· What are the practicalities

· When & how should this be done

· What might the consequences of your chosen action be

· What are the consequences of taking no action
 


	Groups & feed back


	13.45
Mike
	Supporting your Volunteers to succeed guidance
Mike to walk through flow chart, process, complaints procedure

	

	14.00
Mike
	Group Clinic (into to Action Learning) – inc coffee
Explain process split in to two groups

· 5 mins to set up

· 25 mins to work

· 5 mins to reflect


	Group Clinic Handout

	14.45
Carol
	What Next?

· Discussion - reasons for doing differently, how, evidence, learning for next time, do differently in future, options
	Handouts
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	15.15
Mike
	Action Plan

· Reflect

· Review

· share
	


Objectives for the session

Have explored the importance of and methods of giving ongoing support and supervision

Know how to manage situations in which volunteers are not meeting expectations

Be able to identify those situations out of which problems commonly arise and forestall them

Know how to manage conflict effectively

Know how to ask a volunteer to leave

Understand the need for clarity about roles and responsibilities in dealing with difficult situations

Have identified a variety of tools to support the management of a difficult situation

Have increased their confidence in dealing with difficult situations with volunteers

Understand the official processes for managing difficult situations
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