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NHS VOLUNTEER RESPONDERS

Dear Melanie,
This week we reach an impressive milestone with half a million tasks now completed by NHS
Volunteer Responders. We’d like to say a huge thank you to every one of you who has
completed tasks, toggled on duty ready for service or who has spread the word about the
scheme.
Your volunteer support is invaluable. Each week we are receiving thousands of requests for
help from new and existing service users, and completing just one task a week makes a huge
difference to medically vulnerable people who really need your help. We urge you to stay ‘on
duty’ if you can.
We know that many Responders are returning to work, and we still have lots of people who
need your help. You can accept a task during the day and complete it after your workday has
finished, but please remember to mark the task as complete once you have provided help.
From this weekend you will receive alerts up to 6pm, giving you more opportunity to help.
Clients have been sent a letter and text message this week with information about how to get
in touch with us on 0808 196 3646 to increase or reduce their support through the scheme.
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We’ve also updated the posters which can be shared on social media or printed and put on
local notice boards.

Please share your feedback with us
We’d really appreciate feedback on your experience as a NHS Volunteer Responder. The
survey closes on the 20 July, so if you have not yet completed it please do so as your views
are very important to us. There will also be other ways to share your experiences with us
through focus groups, interviews and other surveys which we will share over the coming
weeks.

Complete the survey

Your questions answered
Where do I find the parking permit information?
If you are eligible for the parking permit then you will have been sent an email. If you no
longer have the email please contact us via our Facebook page inbox and we will share the
details with you.
Where can I find the free online training?
You can visit the NHS Volunteer Responders website for lots of training materials (just scroll
down to the bottom of the page).
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I’m a Check-in and Chat Responder and I’m not sure I am the right person for the
client. What should I do?
Please call the team on 0808 196 3382 who can arrange for the alert to be passed to the
next volunteer.

Important reminder
It is vital that once you have completed a task that you select the corresponding action within
the comms area of the GoodSAM app. If you are unable to complete a task, please ensure
that you pass to the next volunteer, or if you have already marked it as completed then call
the team on 0808 196 3382.

NHS Volunteer Responder recruitment
We are currently working through DBS applications for volunteers to undertake either Patient
Transport, Community Response Plus or both. We will ensure we update volunteers on their
progress but please bear with us as this may take up to two weeks.
If you have expressed interest in these roles and have been shortlisted to proceed, please
make sure you check your email inbox (including junk/spam) for an invitation to proceed with
an application for a DBS check.
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Rebecca Kennelly,
Director of Volunteering, Royal Voluntary Service

Resources
NHS Volunteer
Responders Website
Video - how to use the GoodSAM app

FAQ's - Your Questions
Answered
Royal Voluntary Service Website
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Dear Melanie,
NHS Volunteer Responders have now completed over 450,000 tasks to support people who
are vulnerable to COVID-19 in our communities. This number keeps rising, and with the
potential of local lockdowns we are urging you to stay toggled ‘on-duty’ if you can help. If you
live in Leicester, your help at this time is more important than ever.
The Minister for Health and Social Care has offered a message of thanks to you, which you
can read on our website.
As you may have seen in our online update last week, the safety and wellbeing of our
Responders and our clients is our top priority. We understand that some volunteers may
need extra support when dealing with particularly sensitive situations. If you need us, we are
here for you on 0808 196 3382. You’ll also find a variety of free online training sessions on
our website, including psychological first aid (PFA) training, understanding dementia
and supporting a client through a bereavement. We urge you to take a look. This
pandemic is challenging for many people and these training and support factsheets will help
you prepare for any difficult conversations that you may have.

Read our safeguarding guide
Our clients may be going through a particularly tough time at the moment. I’d like to thank
you for doing a brilliant job at reporting safeguarding concerns.
Please read our guide on safety and wellbeing which contains important information and
stories.
It’s vital that you get in touch with us on 0808 196 3382 if you have any concerns about your
client or for yourself. When you report an issue, the dedicated Wellbeing and Safeguarding
team will support you through it, although they may not be able to update you on the
outcomes of the safeguarding process. The team will then liaise with appropriate agencies
and services to ensure that the client has the support that they need.

We need your help
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We are looking for registered Responders to become Patient Transport and Community
Response Plus volunteers in certain areas. This role requires a DBS check, which if you are
selected, we will process at no charge to you. Do check your email inbox and junk folder to
see if you’ve received an email from us, or you can register your interest.

Join the NHS birthday commemorations this weekend
We hope that you will join us this weekend to mark the birthday of the NHS and say a big
“thank you” to everyone who is helping us through these difficult times, from carers and
helpers, to friends and family.
On the evening of Saturday 4 July, there will be a moment of remembrance and reflection for
those we have lost during the pandemic. Led by the Together Coalition, we’re asking people
to place a light in their window or on their doorstep to remember those no longer with us.
National landmarks will also be lit up as part of a collective memorial.
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On Sunday 5 July, the day the NHS was founded, communities will be coming together at
5pm to applaud everyone who has helped us through the pandemic and to recognise the vital
community connections that continue to support us all. After the applause, we hope people
will enjoy a drink or a cup of tea with family, friends and neighbours and reflect on the bonds
that have sustained us in recent months and will continue to do so. So, please join us to say
thank you, together and for everyone.
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Volunteer survey - your experience
We would like to understand your experience of the NHS Volunteer Responders programme,
which was designed and scaled up in record time to support an unprecedented national
crisis. The level of public interested and participation in this programme has been truly
extraordinary. We would very much welcome your feedback. The survey will remain open
until 20 July.

Complete the survey

Your questions answered
How are clients being informed of how to increase or reduce/cancel their support from
NHS Volunteer Responders?
All new clients referred to the programme receive a welcome letter containing essential
information about the programme including our phone number. We will be posting a reminder
letter to clients in the coming weeks. If the client doesn’t seem to be aware of this letter
please do tell us so we can send them another copy.
I’ve applied for an additional volunteering role and received an email from an address I
do not know, is it a scam?
For those Responders who have recently registered interest in becoming a Patient Transport
volunteer, please be aware that you may receive an email from our external agency to begin
your DBS check - this will be sent by noreply@applicant.hr-platofrm.co.uk.
The client has tried to give me a gift of money for time, what should I do?
You can always suggest that the client make a donation to a charity of their choice, including
the Royal Voluntary Service Covid-19 Emergency appeal.
Why do clients hear from multiple responders in one day?
We are seeing a number of responders reporting that they are calling clients who have
already heard from a responder earlier that day. This may be due to volunteers not accepting
or rejecting tasks correctly through the GoodSAM app. To help simplify and clarify this
process, we are sharing with you this flow chart to use when you’re accepting or
rejecting tasks.
How should I use the app for a future alert?
If you receive an alert for a future date, you can make a note of the details (following the
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guidance below), add to your calendar, select “Contacted – provided help” and complete the
request on the date required.
If you are unable to undertake the task on the required date, it is essential that you contact
the team on 0808 196 3646 to make them aware of this.
Can I screenshot or make a note of the client’s details so I can call them later?
We appreciate that at times you may need to make a note of client’s details in case the client
details or alert are no longer available via the GoodSAM app. We ask that you do not
screenshot the details as this may transfer to a storage area like the “cloud”. If you do need
to make a note of the details please do this by either using the notes facility in your phone or
alternatively noting on a piece of paper. Please make sure that this information is
deleted/destroyed/disposed of securely as soon as possible.
I’ve recently undertaken my first alert, how do I claim my expenses?
Please keep a note of your mileage for your expense claims. All Responders who are eligible
to claim expenses should have received an email from us with details of how to claim. If you
have not received yours and it has been more than a week since you completed your alert
please contact us via our Facebook or Twitter inboxes. Please note it may take a week to
receive your email.

Rebecca Kennelly,
Director of Volunteering, Royal Voluntary Service

Resources
NHS Volunteer
Responders Website
Video - how to use the GoodSAM app

FAQ's - Your Questions
Answered
Royal Voluntary Service Website
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Online Survey

Please tell us about your experience (10-12 minutes)
We want to better understand your experience of the NHS Volunteer Responders programme. We very
much welcome your feedback and thank you for your time.
* 1. Before we begin the survey, we need to ask for your permission to collect, store and analyse the data that
you provide. We will do so in a way that ensures the confidentiality of what you tell us and that complies with
the relevant EU General Data Protection Regulation (GDPR) and other data protection laws. Please review
the statements below and tick the boxes to confirm that you agree.
I confirm that I have opted into this survey and am aware that the data I provide will be used by Royal Voluntary Service and its
partners (e.g. NHS England & NHS Improvement, academic/research partners) to understand the NHS Volunteer Responders
programme and for media/promotion purposes.
I understand that my participation is voluntary and that I am free to withdraw at any time and that all information I give is strictly
confidential and anonymised (e.g. not identifiable).

PART ONE: GENERAL VOLUNTEERING
We would like to ask you some questions about previous volunteering and your current volunteering activity.

2. Have you ever volunteered before? (e.g. given unpaid help to a group, club or organisation?)
Yes, I have
No, I have not
Don’t know/can’t recall

* 3. Other than participation in the NHS Volunteer Responders (NHS VR) programme are you involved in other
voluntary activities as part of the Covid response? (such as activities that are coordinated by a group, such as
a charity or a neighbourhood group, sports group, faith groups, etc)
Yes, I am helping out with more than one other group
Yes, I am helping out with one other group
No, I am just helping out with NHS VR

4. What are these groups? (Tick all that apply)
A local informal neighbourhood group(s) which was/are organised by neighbours (e.g WhatApp groups? other)
Organised local/community groups (e.g. mutual aid groups, local voluntary groups, etc)
National charities – such as Marie Curie, Macmillan, Alzheimer’s Society, etc
Public sector (e.g. other NHS voluntary activities, police, fire, etc)
Sports group
Faith group
Other

PART TWO: YOUR EXPERIENCE OF NHS VOLUNTEER RESPONDERS
We would like to ask you some questions about your experience of the NHS Volunteer Responders programme. This will help us to
learn ‘what worked well’ and ‘what we need to improve on’.

5. What motivated you to join the NHS Volunteer Responders? (Tick all that apply)
I was responding to a national crisis
I was furloughed so I had some time
I wanted to support the NHS
I wanted to make a difference
I wanted to help my local community
I have an interest in pursuing a career in healthcare/NHS
I wanted to gain or use skills and experience
I enjoy helping other people
I wanted to meet people/make friends
Someone asked me to give help
It was connected with the needs of my family/friends
I thought it was expected of me
I enjoy telling my friends/family about my volunteer work
Other (please specify)

6. What volunteer role did you sign up for? (Please tick ALL that apply)
Community Response
Community Response PLUS
Check In and Chat
Check In and Chat Plus
NHS Patient Transport
NHS Transport

* 7. Thinking about the initial process of registration for NHS Volunteer Responders, to what extent do you
agree or disagree with each of the following statements?
Definitely agree
I expected the process of
getting registered to be
quicker
The process of getting
involved was easy &
straightforward

8. Have you been given a task yet?
Yes
No

Tend to agree

Tend to disagree

Definitely disagree

Don't know/can't
recall

9. If you have not yet been alerted/offered/allocated a task why?
I haven’t yet been given a task to do despite switching the app 'on-duty'
I was given a task but unable to accept (e.g. was busy at the time, task was outside my area, etc)
I haven't yet been given a task to do because I forgot to switch my app 'on-duty'
Other (please specify)

10. How many tasks have you completed to date?
1
2
3
4
5
6
7
8
9
10
more than 10

* 11. Thinking about your experience with NHS Volunteer Responders to date … To what extent do you agree
or disagree with each of the following statements?
Definitely agree
Things could be much
better organised
NHS VR is too
structured & formalised
There is too much
bureaucracy
NHS VR is flexible
around the time I give
I feel well supported by
NHS VR
I know how to raise an
issue (e.g. if I had a
concern about the
welfare of a client)

Tend to agree

Tend to disagree

Definitely disagree

Don’t know / can’t
recall

* 12. We would like to ask you some questions about the guidance given as part of this role. To what extent do
you agree or disagree with each of the following?
Definitely agree

Tend to agree

Tend to disagree

Definitely disagree

Don't know / can't
recall

The guidance given as
part of this role helped
me carry out the
activities/tasks
I have benefited from
gaining new skills and
knowledge through the
guidance

13. To what extent do you agree or disagree with each of the following statements about NHS VR?
Definitely agree

Tend to agree

Tend to disagree

Definitely
disagree

Don't know /
can't recall

Not applicable

I feel I am making a
difference
I enjoy it
It helps me feel less
isolated
It gives me new skills
and experience
It gives me more
confidence
It improves my
employment prospects
It improves my mental
health and wellbeing
It improves my physical
health
It brings me into contact
with people from
different backgrounds or
cultures
It gives me a sense of
purpose

14. Overall, how do you feel about the amount of communication you received from NHS Volunteer
Responders? Was it ...
Too much
The right amount
Too little
Don’t know/can’t recall

15. Overall, how satisfied or dissatisfied are/were you with your experience of being involved with the NHS
Volunteer Responders?
Very satisfied
Fairly satisfied
Neither satisfied or dissatisfied
Fairly dissatisfied
Very dissatisfied

* 16. Over the next 12 months (i.e. between now and June 2021), how likely or unlikely are you to continue help
the NHS Volunteer Responders?
Very likely
Fairly likely
Fairly unlikely
Very unlikely
Don’t know

* 17. Which THREE, if any, of the following are the main reasons you are likely to continue giving this help?
(Please select up to three options)
The cause – committed to helping the NHS
The difference I’m making
The skills/ experience that I’m gaining
The positive impact it has on my health and wellbeing
The people I give help to
The way it fits with my everyday life
The way the programme is organised
A sense of duty or obligation
The lack of people to take my place
Don’t know
Other (please specify)

* 18. Which THREE of the following are the main reasons you are unlikely to continue giving this help over the
next 12 months? (Please select up to three options.
I don’t feel like I am making a difference in the way I want to
I don’t feel like it matches my interests/ skills/ experience
I have less time because my circumstances are changing (e.g. home, work, study, moving away etc.)
I want to have more time for other things (e.g. hobbies etc.)
My health problems make it difficult
I feel I am not the right age
The cause isn’t relevant to me anymore – e.g. supporting the NHS
My family/ partner doesn’t want me to be involved anymore
It was a one-off activity or event
I feel I have done my bit (e.g. it's someone else’s turn to get involved etc.)
I am unhappy with the way it is managed/ organised
I feel my efforts weren't always appreciated
It causes me too much stress
I don’t get on with others in NHS Volunteer Responders
I feel I am no longer needed (e.g. crisis is over)
Don’t know / can’t recall
Other (please specify)

PART THREE: WELLBEING & COMMUNITY CONNECTEDNESS
We would like to ask you some questions related to your overall well-being and your sense of community during Covid-19.

19. The next two of questions ask about your wellbeing. These are standard questions typically used by the
Office of National Statistics to understand ‘national wellbeing’. We would be grateful if you can answer them
…
on a scale of 1 to 10, where '0' (lowest) and 10 is (highest)
0 'not at
all'

1

2

3

4

5

6

7

8

9

10
'completely'

Overall, how satisfied
are you with your life
nowadays?
Overall, to what extent
do you feel that the
things you do in your
life are worthwhile?

20. Do you think people are doing things to help others more, about the same, or less since the Coronavirus
(COVID-19) outbreak?
More
About the same
Less
Don’t know

21. How strongly do you feel you belong to your immediate neighbourhood? Please think of the area within a
few minutes walking distance from your home
Very strongly
Fairly strongly
Not very strongly
Not at all strongly

22. Do you feel more or less connected to your immediate neighbourhood and your neighbours since the
Coronavirus (COVID-19) outbreak?
More connected
About the same
Less connected
Don't know

PART FOUR: WHO STEPPED FORWARD
We would like to understand the characteristics of those who stepped forward to participate in the NHS Volunteer Responders
programme such as age, gender, region, health, ethnicity and religion. We would be grateful if you can answer these questions.

23. How old are you?
Under 16
16 to 24
25 to 34
35 to 44
45 to 54
55 to 64
65 to 74
75 to 84
85 or over
Prefer not to say

24. Please specify your gender?
Male
Female
Other
Prefer not to say

25. Which of the following best describes how you think of yourself?
Heterosexual or straight
Gay or lesbian
Bisexual
Other
I would prefer not to say

26. What is your ethnic group?

27. Do you have any long-term physical or mental health conditions, disabilities or illnesses? By long-term, we
mean anything lasting or expected to last for 12 months or more.
Yes
No
Don’t know / can’t say
I would prefer not to say

28. Have you been advised to shield or self-isolate during Covid-19 because of an underlying health condition
or other reason?
Yes
No
Don't know

29. Which of these best describes what you are doing at present?
Full-time paid work (30 hours or more each week)
Part-time paid work (under 30 hours each week)
Furloughed from work (e.g. due to COVID-19)
Full-time education at school, college or university
Unemployed
Permanently sick or disabled
Fully retired from work
Looking after the family or home
Doing something else

30. Which, if any, of the following best describes your religion?
No religion

Muslim

Buddhist

Sikh

Christian (including Church of England, Catholic, Protestant,
and other Christian denominations)

Other
I would prefer not to say

Hindu
Jewish

31. In which region do you live?
North East and Yorkshire
North West
Midlands
East of England
London
South East
South West

32. Would you be interested in hearing about other local volunteering opportunities offered by Royal Voluntary
Service and partners?
Yes - please ensure you fill in your details below
No
Unsure

33. If yes, please provide contact details below
Name
Email Address
Phone Number

Thank you for taking part and for all your help and support as a NHS volunteer responder!
The Team at Royal Voluntary Service

