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Penny Halliday  

Vice Chair  

NHS Dumfries and 

Galloway  

Foreword  

When the Board agreed to undertake a comprehensive recruitment of 

volunteers the decision was made that the Person Centred Care 

Committee would be the most appropriate area of governance and 

support to take this very worthwhile innovation forward.  The staff and 

committee members have worked hard and shown total 

commitment and dedication to ensure that NHS Dumfries and Galloway 

would be in a position to have an imaginative and professional volunteer 

service operational to coincide with the opening of our new DGRI.  

Seeing the volunteers in the new hospital for the first time was a 

wonderful sight as they stood out in their uniforms, always with a warm 

smile and a kind look, providing a safe welcome to all visitors who 

entered the impressive new building.  

We would learn later on the difference the Welcome Volunteers made at 

that time when people were feeling a wee bit nervous using this new hospital, they had 

been so accustomed to the old DGRI and regarded it with affection and familiarity. The 

volunteer programme has strengthened since then, which is evident from the Volunteering 

Report, this progress would not have been possible without the support of staff that are an 

integral part of the entire service and offer their time and experience to include volunteers 

as valued members of their teams.  The success of NHS Dumfries and Galloway 

volunteering is a result of amazing team work based on our core values as we hold our 

volunteers in such high regard and thank them for all they do.  We will continue to extend 

this volunteering opportunity to the more remote areas of our region post Covid. 

Volunteering adds value to our service, the feedback from families, patients, staff and 

volunteers illustrates how volunteering enhances patient experience, reduces isolation and 

loneliness, creates opportunities, builds skills and experience, builds resilience and much 

more.  During Lockdown volunteers across the country provided much needed services in 

their communities, the value of volunteering was never more important and as we extend 

volunteering into our Community Hospitals we should also take time to consider what we 

have learned and how we can support our Community Health and Care services with 

volunteering. 

A huge thank you to all our Volunteers, including our Indirect Volunteers, and Staff for all 

your dedication and hard work. 
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In acknowledging the work of our Volunteers and presenting the report for 

the Volunteer Programme for 2019/21, one cannot help to have at the front 

of your mind the tremendous response of the Public to the recent 

challenge faced in addressing the Coronavirus Pandemic, and in particular 

the tremendous desire to volunteer to help the NHS and local 

communities.  

As I am sure all the readers of this report will recognise – the pandemic 

became a major feature of our life. The ‘new normal’ is now becoming 

shorthand for how we discuss the consequences of this pandemic on the 

public, society, on services and on our programmes of work – including 

our volunteer programme.   We will no doubt be appraised of this in more 

detail in next year’s annual report but let us just reflect on what this has 

taught us about the relationship between the NHS/Social services and our public and how 

this translates into the enormous level of support we receive from our volunteers – for 

whom we remain exceedingly grateful. 

Despite the obvious challenges 2019/21 was a period for further consolidation of the 

volunteer programme into the way the Board offers its services and the Board is 

increasingly aware of the development of this programme to support our community and 

primary care services. The volunteers in our hospital sites continued to provide much 

needed support, advice and guidance to people – who are often at their most vulnerable. 

Their help is so valued by all those that receive it. 

We have always been aware that those that volunteer often do so towards the latter end of 

career. It was also stark from very early on that the pandemic has an unfortunately focused 

impact on older people and those with pre-existing conditions. Hence the volunteer 

programme was particularly challenged by this new threat. It is a lesson we need to take 

seriously as we move forward – as much as our volunteers strive to help the NHS – we 

need to be mindful that we owe a duty to them too and we need to ensure the ‘new normal’ 

includes ways of working that protects them whilst capturing their undoubted enthusiasm. 

The Board will continue to support the growth of the volunteer programme and ensure it 

grows into a service that touches more of the places where we provide care and support. 

We know that the tremendous good will in the public to the NHS is something that we can 

draw upon and we will endeavour to capitalise on this wealth of experience and good will to 

grow the volunteer service. 

But we will also be forever mindful that such a service is also vulnerable to the issue that 

face society and we must ensure we provide support to the volunteers to balance the 

support they provide to us and to our patients and public. 

We close in offering our continued thanks to the volunteers and to the staff who support and 

train them. The Board and our staff value your contribution to the relationship we have with 

the public and our patients value the helping hand you provide. 

Nick Morris      

Chair                

NHS Dumfries  

and Galloway  
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Introduction 

 

Vision Statement: 

“NHS Dumfries and Galloway values our volunteers. Volunteering enhances the services 

we provide, has benefits for our patients, the individuals who volunteer and helps build 

stronger communities. We know that our volunteers give their time for many reasons. Some 

are former patients wishing to give something back; some are former staff with expertise 

they want to share, for others it may be the first step into a career in health and social care. 

We want to make sure that volunteers are treated in a fair and consistent way and receive a 

high quality level of support. 
 

Volunteers should be encouraged to express their views and should be treated as partners 

in the planning and delivery of NHS Dumfries and Galloway services. The Board is 

committed to continue to improve our volunteering processes and support the NHS 

Scotland Strategy on Volunteering.” 

NHS Dumfries and Galloway’s Volunteering Programme continues to recruit, train and 

create new volunteering roles across Dumfries and Galloway.  In the 2018/19 Annual 

Report the priorities identified for the year ahead were to: 

 Roll out the volunteering programme into Community Hospitals throughout the region 

 Implement the Clear Pathway Guidance in partnership with Third Sector Dumfries & 

Galloway.   

 Agree key performance indicators/ outcomes for the next financial year.   

 Work with the IT Department to develop an Electronic Sign in facility for all volunteers 

that would enhance the existing systems and structures already in place. 

 Ensure volunteers were representative of the population of Dumfries & Galloway 

demographics, with the need to focus on recruitment from SIMD areas in the region.   
 

This Report seeks to evidence the journey reached so far towards these priorities and 

aspirations.  It gives an overview of progression and development in NHS D&G 

Volunteering Programme over the last 24 months including consolidated statistics for this 

period.  The framework used is taken from the six dimensions of Health and Wellbeing: 

1. Person Centred 3.  Safe 5. Efficient 

2. Effective 4.  Timely 6. Equitable 

NHS Scotland defines volunteering as: 
 

“A person who gives freely & willingly of their time to help improve the health & wellbeing 

of patients, users, (and their families and carers) of the NHS in Scotland” 

Strategy for Volunteering in the NHS in Scotland CEL 10 (2008) 
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1.1 Joanne’s Story    
 
“I have been a DGRI ward volunteering since December 2017 and 

this has been such a rewarding experience for me personally.   I 

wanted to be a ward volunteer to gain an insight into the working 

environment in a hospital. Through this program I have been given 

many opportunities to further my career.  I completed a one week 

placement in the DGRI Pharmacy Department which is an area I am 

interested in. I was introduced to the Pharmacy team and work 

shadowed assistant technical officers as well as technicians. I was 

able to talk about the insight I gained at my interview with ‘Right 

Medicine Pharmacy’ where I subsequently gained employment.  

Throughout the program I felt well supported by the Volunteer Coordinator Margaret as well 

as other volunteers. 

What I enjoy most about volunteering is the joy you can bring to people especially in my 

ward (C4) as I worked with patients who may have dementia. Overall this has been a great 

experience and I would definitely recommend volunteering.” 

 

 
 

1.0   Person Centred 
 
Over the last two years the diversity of roles has expanded to encompass volunteers in 

community settings in both east and west of the region e.g. Midpark, Machars Cancer 

Drop-in Newton Stewart, and Community Hospitals.   There is an estimated 6,500 

directly engaged volunteers supporting the work of NHS Scotland, approx 200 of which 

are directly engaged within NHS Dumfries and Galloway. 

 

Professor Jason Leitch, National Clinical Director, Healthcare Quality and Improvement 

Directorate, The Scottish Government, confirms that, 

“Volunteers are very much part of the fabric of the NHS in Scotland 

and can make a real difference in patient experience.” 

The following stories from patients, families, volunteers, staff and the wider community 
highlight the value of Volunteering and the impact a person centred approach can have 
on the lives of individuals and communities. 
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 Letter from a Family - Critical Care Unit Volunteers   
 
The volunteers in Critical Care Unit are the first point of contact for 
family members entering the Critical Care Unit.  Their role is to provide 
help, direction, comfort and reassurance to family members in a calm 
environment.  They are amazing ambassadors for NHS Dumfries and 
Galloway as this letter demonstrates: 
 
“I would like to thank you for the incredible support you gave us during our darkest days at 
DGRI Critical Care Unit prior to   ---------- death. It was a truly awful time for us all and you 
appeared like a beacon of light to provide practical support, wisdom and light hearted 
conversation as well as a great cup of tea. 
 
Your role as a volunteer within the Critical Care Department is invaluable.  It is such an 
uncertain time for relatives – your life really is in total turmoil and to have someone so level 
and strong really is a calming force.  
 
We know the medical staff at both A&E and Critical Care did all they could and we are so 
grateful for their expertise.  
 
Please continue to volunteer if you can – you are a special person.”   
 
 

1.3 Young Volunteers Feedback:  Eleanor’s story   

Eleanor is a young volunteer who combined her school studies with volunteering for the last 

two years.  As a ward volunteer her goal was to gain experience in a hospital setting to 

assist in her career to become a Doctor.  Eleanor’s story demonstrates the life skills and 

experience volunteers can bring with them and develop in their role as volunteers. 

Eleanor’s story is about a patient with dementia who was not speaking with anyone.  When 

she entered the patients’ room she heard the patient hum an old tune, Eleanor recognised 

the song and began to sing, the patient joined in.  This simple action opened the door for 

conversation as the patient then began to speak, telling Eleanor she was in pain; the staff 

was called and were then able to communicate effectively with the patient. Eleanor felt she 

had made an impact in her volunteering role with this patient. 

Eleanor’s story demonstrates the power of communication.   

Eleanor has since been accepted at Aberdeen University to study Medicine.  She said her 
experience at NHS D&G is that not many Doctors or Consultants say hello to volunteers.  
Eleanor said,  
 

“When I become a Doctor I am going to say ‘Hello’ to everyone.” 
 
It takes time to change a culture but this story is a small start to                                                  

changing the culture in future Health Professionals. 
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1.5 Staff Good News Story:  Kirkcudbright Community Hospital 
Alzheimer Scotland Dementia Consultant provided feedback on the value of having 

Volunteer input to Kirkcudbright Community Hospital.  

“I have been involved with a lady who has been experiencing significant distress due to a 

mixed picture diagnosis of dementia.  Being able to increase the support this lady received 

by adding in some volunteer time was beneficial to her, her family and staff.  Having that 

extra input as an ‘add on’ to her care demonstrated our commitment to supporting her 

effectively and meeting her needs as an individual. 

Providing complete person centred care is often challenging in health care environments, 

this situation allowed us to enhance the person centred moments that this lady received, 

which in turn has a positive effect on wellbeing and in reducing distress.  Please pass on 

my gratitude to the Volunteer for her part in this”. 

1.6 Facebook Feedback  

Sharing below some of the feedback quotes received during Volunteers Week 2019: 

 This Team of People do a fantastic job  

 That’s what I would love to do when I retire!  

 Been in hospital twice in the last few weeks and have to say the two 
ladies that came round were very welcoming.  From a hand massage to 
just a general chat you made my stay a little less isolating.  

 They do an amazing job we should be very grateful.  Thank you.   

 What a lovely idea.   I was surprised to see my old music teacher xxxx one day when 
I was up.  Sadly he passed away recently.  This is a lovely way to remember all 
passed volunteers.  

 
1.7 Patient Experience 

 
As the Volunteering Programme looks to the future one identified gap in gathering 
information would be from patients.   Two volunteers took part in a good practice visit to 
Golden Jubilee to explore the potential for ‘Patient Experience Volunteers’ in NHS 
Dumfries and Galloway. 

Summary of Key Points: 

 Impact of a person centred approach on the lives of individuals and communities 

 Expanding roles of volunteers in community settings 

 Changing the culture in future Health Professionals 

 

1.4 Older Person’s Feedback:  
 

“Volunteering has opened up a life I didn’t know I had.” 

(89 year old volunteer!) 
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2.0 Effective 

 

Jeff Ace, Chief Executive of NHS Dumfries and Galloway presented the volunteers with 

Investing in Volunteers Award for recognising the impact and effectiveness in Volunteering 

throughout the region.  This took place during Volunteers Week celebrations at 

Easterbrook Hall, in June 2019 Dumfries.  Also in June the Volunteering Policy was 

refreshed and agreed at Area Partnership Forum. 

While efficiency examines how volunteers carry out their role, effectiveness looks at 

volunteers carrying out a role that is appropriate to the needs of NHSD&G, the wider 

community and those of the individual volunteer. 

 

Volunteers 

Week 

Celebrations 
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2.1 Katie’s Story  
 
Katie was recruited as a Ward Volunteer over two years ago in preparation                                                                       

for the opening of the new Dumfries & Galloway Royal Infirmary.  Katie’s                     story 

highlights the impact volunteering can have on a volunteer through learning                                     

new skills, knowledge and valuable experience.  This has opened up a new                                     

career path for Katie working with older people in the community. 

 “I got the job working with the lady I support after interviews with her daughter and then 

with the lady herself.  There were about six applicants for the job.  The lady’s daughter told 

me that the others had experience in paid employment as carers, which I did not.  However, 

she also told me that she was impressed by the fact that I had been a hospital volunteer 

and felt that this set me apart in that it demonstrated a greater degree of commitment to 

caring for others.  This, and the fact that I got on well with her mother when I met her, made 

her give me the job. 

I have done a lot of different activities with the lady, who has mixed dementia.  One of these 

has been to borrow some of the Let’s Talk packs from the Ewart Library.  I would not have 

known about these had I not attended a Dementia Activities Fair planning meeting, in my 

capacity as a hospital volunteer.  A member of staff from the Ewart Library was at the 

meeting and brought the food and drink bag and explained its use and benefits.  After I 

started working with the lady, I phoned the Ewart Library and arranged to look at and 

borrow some of the bags. 

 

 

 

Reminiscence bags from the Ewart Library 

 

 

 

 

The World War 2 bag was of particular interest to the lady, and the photographs triggered a 

lot of memories of times growing up during the war for her and she talked a lot about her 

family and how life was for her at that time.  The lovely thing was that this reminiscing 

definitely had a “flywheel” effect and she was a lot more talkative and had much better short 

term memory for some hours after we had looked at and talked about the photos.  The bags 

definitely had a beneficial effect.  
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2.2 Exit  

People who exited from volunteering during 2019/21: 

 A total of 46 people exited from volunteering between 1st April 2019 and 31st March 

2020, in comparison to 2018/2019 where 92 volunteers exited. 

 A total of 54 people exited between 1st April 2020 and 31st March 2021
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Number of people exiting by volunteering role 

 

 Most people who exited a volunteering role during 2019/20 were ward volunteers 

(72%). The table below shows the number of people who exited (by volunteering 

role) during 2019/21 

 

Volunteering role 2019/20 2020/21 

Ward Volunteer 33 29 

Welcome Desk / Welcome Guide 4 8 

Children’s Ward/Community Hospital Volunteer 2 3 

Breast Feeding Support/Maternity Link 2 1 

Macmillan Cancer Pathways & Palliative Care Public 
Involvement Volunteer (MiP) 

2 
 

7 

Food Satisfaction 1 1 

Spiritual Care 1 1 

Infection Control 1 4 

Total 46 54 

 

2019/2021: The two most common reasons for leaving a volunteering role was study 
commitments and employment 

 32 young people exited to start or prepare for College and University. 

 14 volunteers moved on to find employment, two joined Scottish Ambulance Service 
during CoVID and one started their own business. 

 9 exited in total from Macmillan Cancer Pathways group (MiP) as this was a short 
term working group. 

 10 NHS volunteers decided to retire in 2020 from their volunteering role due to the 
pandemic. 
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2.3 Progression  

Katie’s story is one example of volunteers moving onto a positive destination.  Another is 

Pat who received her SVQ units in volunteering last year and has now gained paid 

employment with NHS Dumfries and Galloway as a part-time Health Care support Worker.  

Pat continues to volunteer weekly in the Combined Assessment Unit.  

One young adult volunteer who gave a presentation at Person Centred Health & Care 

Committee has gone on to positive employment destination with a local Pharmacy.   This 

volunteer had hoped to gain successful employment with NHS but the barrier was not 

having enough experience in Pharmacy.  There is a need to explore progression routes for 

volunteers into suitable work placements and NHS employment.  

Three young volunteers commenced their studies in Medicine Aberdeen, Glasgow and 

Dundee Universities.  In addition to this one volunteer commenced his studies in 

Biomedical Science at Dundee University.   He has decided to stay on as a volunteer with 

NHS Dumfries and Galloway and will volunteer during holidays as a Ward Volunteer. 

 

 

 

 

 

 

 

  

 

 

 

 

Celebrating Volunteers Past, Present and Future 
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2.4 Statistical Analysis 

Current Volunteer Roles  19 March 2020 31 March 2021 

BFPS (Breast Feeding Peer Support) 17 0 

Cancer Information & Support 10 0 

Combined Assessment Unit  4 0 

Community Health Development Volunteers Nithsdale (24) A&E (2)  26 0 

Community Hospital Volunteer 9 0 

Falls Prevention 2 0 

Food Satisfaction (8) & Menu Delivery Sub Group (2) 10 0 

IDEAS Team 4 0 

Infection Control 8 0 

Machars Cancer Drop In 7 0 

MacMillan Cancer Pathways Public Involvement  8 0 

Maternity Link 4 0 

Other:  Pets as Therapy (2)  Gardener (2)   4 0 

Public Involvement Volunteer Steering Group 2 0 

Specialist Outpatient Oncology (2) Rheumatology (3)  5 0 

Spiritual Care – DGRI (8) Community Hospitals (3) 11 0 

Spiritual Care - Patient Listening 3 0 

Ward Paediatrics (3) & Family Entertainer (1)  4 0 

Ward Volunteer  50 0 

Ward Volunteer Care of Older People  11 0 

Ward Volunteers - Hand and Arm Massage 2 0 

Welcome Desk (MHTC) 23 0 

Welcome Guides 50 0 

Welcome Guides - Critical Care Unit 5 0 

Covid response volunteers 0 83 

Total Volunteering Opportunities  273 83 
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 Although NHS Dumfries and Galloway had 273 volunteering opportunities carried out by 

257 volunteers this reduced to only 18 active volunteers at the start of CoVID-19. 

 During 20/21 83 volunteers were engaged as Covid Response volunteers with 8 

volunteering virtually from home. 

2.5 Training & Development of Volunteers   

 To continue to develop the volunteers’ skills and confidence training courses are 

provided in 1350 training hours undertaken by NHS direct volunteers. During CoVID 

144 of these hours were e-learning 

 There were 20 new enquires regarding volunteering in rural communities.  This 

supports our priority on the need to focus on recruitment from SIMD areas in the 

region.  

2020/21: 

 During the pandemic Fast-track Induction training was introduced included the new 

NHS Scotland Volunteer e-learning units for all new volunteers.     

 62 new volunteers were recruited as Covid Response Volunteers. 

  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
2019/20 Recruitment Events & Training 
 
A conscious decision was made to hold smaller Recruitment Events in, Dumfries, Upper 
Nithsdale, Newton Stewart and the Galloway Community Hospital attracting 51 new 
enquiries, 20 in relation to rural communities. 
 

257                

direct NHS  

Volunteers  

 

920        

Volunteer 

Training hours 

2019-2020 2020-2021 

430      

Volunteer 

Training hours 

83                

direct NHS  

Volunteers  
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Due to capacity of the corporate team a hold was placed on any active recruitment of 
volunteers until the Autumn of 2019.  However, 21 new volunteers attended the NHS 
Volunteer Mandatory Corporate Induction Training in June 2019 with 18 attending the 
Dementia section on the programme to facilitate those who independently had expressed 
an interest in volunteering.   A further 70 volunteers were recruited in November 2019 and 
February 2020.  A collaborative approach to delivering this training is used involving NHS 
staff from Infection Control, Organisation Development & Learning, Dementia Specialist and 
Volunteer Co-ordinator. 

 

 

 

 

 

 

 

 

 

Wheelchair Assistance Training took place in July and September 19  with a total of 14 

volunteers in attendance.   This is providing additional volunteer support to out-patients and 

visitors in need of wheelchair assistance at Mountainhall Treatment Centre and DGRI. 

Twenty-nine current volunteers took part in Dealing with Conflict training in August 2019.   

The need for this training was highlighted by the volunteers and Volunteer Co-ordinator as 

Welcome Guides were being confronted with frustrated and angry members of the public 

due to the restrictions in car parking at DGRI.   

The purpose of the training was to give volunteers: 

 a basic awareness of how to manage conflict in their volunteering role 

 an understanding of how to manage challenging behaviour by identifying the causes 

of conflict and recognise warning signs   

 a greater knowledge of how to use a positive approach to manage conflict  
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Quotes/suggestions from the volunteers survey following the Dealing with Conflict Training : 

 “Very well presented, interesting and informative. Gave me confidence in performing 
tasks” 

 “Opened my eyes to potential risks therefore more aware and hopefully prepared” 

 “Content concise and to the point. Good lecturer, enjoyable” 
 
Ongoing Training 
 
Extensive specialist training is required to be undertaken by volunteers who cover a 

specialist role.  These include: 

 Spiritual Care  

 MacMillan Cancer Information & Support 

 Breastfeeding Peer Support 

 Pets as Therapy 
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2.6 Skills Development Scotland Training (SDS) 

Three volunteers who were unemployed or looking for a different career 

took part in SDS Open Day to find out more about opportunities.   This 

resulted in one to one appointments with SDS presenting an opportunity 

for partnership working. A small cohort of volunteers developed a four 

week Career Pathways Workshop. This will build the knowledge, experience and 

confidence of volunteers who are seeking employment.   It was important to involve the 

volunteers in the planning of this workshop so that it is tailored to suit the needs of the 

individuals and groups, covering the following, Self, Strength, Horizons and Networks: 

1. Self – Understanding your personality, interests and values is key to making the right 
career decisions. 

2. Strength – Know how to use your talents, skills and personal qualities. 
3. Horizons – Explore the world of work, training and learning. 
4. Networks – Identify who can help you and how in your career journey. 
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2.7 Simulated Patients – ScotGEM 

Three volunteers took part in scenarios as Simulated 
Patients with the 12 new students who have joined the 
ScotGEM Rural Doctors programme.  The aim is to give 
the students a chance to learn how to speak to patients, focusing on how they ask 
questions and give information.  Working with the volunteers will give them a safe 
environment where they can build up their confidence and skills in communicating with 
patients.  Allowing them to practice in this environment means they are better equipped 
when going out into the hospital or general practice to speak to patients in real life.  
Volunteers will receive a character script and will be able to give feedback to the students 
about how they made them feel and what they could do to improve.  

 

 

 

 

 
 
 

 
 
 
 
 
 
 
 

  

Summary of Key Points: 

 Volunteers given recognition of national Investing in Volunteers Award by 
NHS Dumfries & Galloway Chief Executive  

 Positive employment and educational destinations for volunteers with the 
need to explore future progression routes into suitable work placements 
and NHS employment  

 Implementation of training identified by volunteers and staff i.e Dealing 
with Conflict, Wheelchair Assistance and Skills Development 
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3.1 Direct NHS Volunteers 

Direct NHS Volunteers are recruited, trained and supported by NHS staff.  

The Volunteer Steering Group has put in place robust processes to ensure the duty of care 

for all direct volunteers, including references, Standard Disclosure or PVG for protecting 

vulnerable groups, Occupational Health Questionnaire, Emergency Contact details and 

Mandatory Corporate Induction Training.    Shadowing with experienced volunteers, 

ongoing training and peer support are all in place.  Since publication of the 2018/19 Annual 

Report these processes now ensure that the Duty Managers have access to the Volunteer 

Information System should a volunteer become ill during evenings or weekends 

 
3.2 Indirect Volunteers 
 
Indirect Volunteers are recruited, trained and supported by third sector organisations. 

Volunteering may take place on NHS premises, in the community or in people’s homes.  A 

subset of indirect volunteers exists, which includes volunteers who are involved in the 

delivery of contracts assigned to third sector organisations.  The safety processes for 

Indirect Volunteers are covered by The Clear Pathway Guidance which has been adopted 

by NHS Dumfries and Galloway Board in 2018. 

 

3.3 Clear Pathway Guidance 

This guidance was produced by Voluntary Health Scotland 
(VHS), the national intermediary and network for voluntary health 
organisations in Scotland. VHS indicate that the two most 
important actions that an NHS Board can take are to develop 
formal agreements with third sector organisations deploying 
volunteers in NHS settings, and to provide and maintain a clear 
point of contact within the Board at a senior level for third sector 
partners. 
 
The guidance addresses the need to ensure that such 
volunteering is:  

 Safe – through good governance  

 Effective – by building strong relationships with third 
sector organisations  

 Person-centred – by defining inclusive roles that add value to the NHS  

3.0 Safe 

The safety of patients, volunteers and staff is a priority for NHS Dumfries and Galloway.   
Throughout the region NHSD&G recognises that volunteers can be engaged in one of 
the following ways, direct and indirect as discussed below. 
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A variety of indirect volunteer roles exist in NHS Dumfries and Galloway settings. For 

example  

 League of Friends 

 Blood Bikes 

 Royal Voluntary Service Drivers 

 Stranraer Cancer Drop In 

 Order of St. Johns 

 Dumfries & Galloway Hard of Hearing Group 
 
Some progress has been made in providing comprehensive coverage of all Third Sector 
Groups, the Volunteering Steering Group and Third Sector Dumfries & Galloway are aware 
of.  There remains a challenge to ensure a consistency of approach for all new and current 
Third Sector Groups providing a service to NHS Dumfries and Galloway.   

 

 

 

 

 

 

 

 

 

 

 

Summary of Key Points: 

 Robust processes are in place for Direct Volunteers  

 Enhanced information systems in place for out of hours Duty Manager  

 The need for consistency of approach at a Strategic Level across the 
region regarding Clear Pathway Guidance and Indirect Volunteers  
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4.1  Volunteer Journey – Recruitment Timescales  

 

The timescales for recruiting and training volunteers in 2018/19 was around 12-16 weeks.  

During 2019 to early 2020 this reduced quite considerably to around 6-8 weeks.  However, 

with the onset of CoVID-19 the volunteer journey and timescales have reduced dramatically 

to a maximum of two weeks from enquiry through to placement.    This is due to the new 

measures that have been put in nationally to support all NHS Boards in Scotland to fast-

track volunteers and support social distancing.  The new measures put in place include: 

 Telephone interviews with all potential new volunteers 

 Disclosure Scotland electronic application process with a turnaround in two days 

 NHS Scotland new Volunteering e-learning modules completed at home 

1. NHSScotland values 

2. Communication and confidentiality 

3. Equality and diversity 

4. Adult and child protection 

5. Fire safety 

6. Infection control (including COVID-19) 

7. Health, safety and wellbeing 

8. Support and supervision (inc raising concerns and whistle blowing) 

 

 Fast-track Induction session with no more than 8 new volunteers in a large meeting 

space, including a face to face session on CoVID-19 with Senior Infection Prevention 

and Control Nurse. 

 

 

 

 

 

  

4.0 Timely 

 

This section will evidence that the necessary corporate procedures for good governance 

are being carried out in a timely fashion. The evidence presented will cover; 

 Volunteer Journey - Recruitment timescales 

 Key performance indicators (Development Outcomes) 

 Volunteer Information System (VIS) 

 Volunteer feedback – ‘The Right Time’ 
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4.2 Key Performance Indicators (KPI’s) Workshop   

 

A workshop was facilitated by Healthcare 

Improvement Scotland Programme Manager 

(Volunteering) to discuss and recommend how 

the impact of volunteering should be measured in 

NHS Dumfries and Galloway, identifying the key 

performance indicators for the programme.  

Twelve participants including staff and volunteers 

had the opportunity to shape the evaluation of 

volunteering.  The session involved an 

exploration of what was already in place, terminology on measuring progress and a series 

of exercises designed to draw out key areas to focus on. The session made reference to 

Volunteering for All – our national outcomes framework for volunteering. 

National outcomes: 

1. Volunteering and participation is valued, supported and enabled from the earliest 

possible age and throughout life. 

2. Volunteering in all its forms is integrated and recognised in our lives through national 

and local policy. 

3. There is an environment and culture which celebrates volunteers and volunteering 

and all of its benefits. 

4. The places and spaces where we volunteer are developed, supported and 

sustained. 

5. There are diverse, quality and inclusive opportunities for everyone to get involved 

and stay involved. 

 

The group commented, 

“Care should be taken to ensure that the Person Centred Health & Care Committee 

(PCHCC) and Volunteer Steering Group (VSG) are assured of what is in place rather than 

creating an additional reporting burden on the Volunteer Coordinator with little return on 

effort”.   

In addition to this after some discussion the group recommended that the term 

‘Development Outcomes’ would be a more suitable term to use for measuring the impact of 

volunteering or the success of a volunteering programme instead of ‘Key Performance 

Indicators’.   Early in 2020 the VSG presented proposed outcomes and indicators to 

PCHCC outlining a more cohesive approach that will support both the PCHCC and VSG to 

carry out the governance and related roles.  It was agreed at Person Centred to implement 

a new evaluation framework for its volunteering programme based on the outcome of the 

workshop. This will be progressed in 2021-22.  

 

https://www.gov.scot/publications/volunteering-national-framework/
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4.3 Volunteering Information System (VIS) 

A key component of the Volunteering in NHSScotland Programme is the Volunteering 

Information System. The System has been designed for, and with the involvement of, 

NHS Boards, to support them to manage their volunteering programmes and report on 

activity. This provides: 

 compliance with all data protection, information governance and data security policy 

and legislation, 

 a reduction in the administrative burden on staff who manage and support 

volunteers, 

 an improvement in the accuracy and efficiency of reporting on volunteer 

engagement, and 

 an accurate picture of volunteer engagement locally and nationally. 

The System is currently being deployed across NHSScotland with 14 NHS Boards using it 

at present. 

What the system does 

The System allows each NHS Board to track the volunteer journey from point of initial 

contact through to their engagement in a volunteer role. This helps to ensure that the 

recruitment process is followed and provides Boards with a rich set of data on the path from 

that first contact through to the beginning of the volunteer 'placement'. 

Data is stored securely with strict access policies in place. Each NHS Board signs an 

agreement which outlines the responsibilities of all parties. 

The system also provides a number of reports, allowing Boards to identify trends and take 

proactive steps to improve their management processes and support a positive 

volunteering experience. 

VIS has been instrumental in raising the standard of excellence in Volunteering in NHS 

Dumfries & Galloway.  It is providing timely data and evidence for NHS Dumfries and 

Galloway Health Board and Health Care Governance Committee. 

 

 

 

 

 

 

 

http://scottishhealthcouncil.org/patient__public_participation/volunteering_in_nhsscotland/volunteering_in_nhs_scotland.aspx
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4.4 Young Persons Feedback – The Right Time   

“I am Loujane, I am 17 years of age and have been volunteering for 

the last year in Ward B3. Volunteering has come at the right time for 

me as I want to study Medicine and have applied to Aberdeen for 

2020.  During our support and supervision session and peer support 

I chose the following picture cards to express how I feel about being 

a volunteer”. 

Included – “I feel very included within my ward; the nurses are always 

directing me towards patients who would like to talk and I feel very useful in a sense. The 

nurses and Healthcare Support Workers are very friendly and welcoming every week I 

volunteer, and it makes me feel very included”. 

Fortunate – “I am fortunate to be given the role of a volunteer, because the experience that 

I have gained as a volunteer has helped to give me a greater insight into the interpersonal 

skills required by members of a multidisciplinary team when communicating with patients. 

These experiences were also very helpful to me as I was able to mention my personal 

growth here as a volunteer in my interview for medicine at Aberdeen University”. 

Respected – I feel respected by both members of staff on my ward and the patients that I 

help when I am volunteering. I have always been treated with kindness and respect, and it 

makes me feel like an important and integral part of the community that help patients to get 

better”. 

Loujane (Volunteer B3) 

 

 

 

 

  

Summary of Key Points: 

 Volunteer journey timescales: have significantly shortened with the 
implementation of new electronic systems and procedures introduced 
due to the COVID-19 outbreak  
 

 KPI’s/Development Outcomes:  Introduction of a standardised 
measurement tool to demonstrate that volunteering within NHS Dumfries 
& Galloway is achieving the high standards expected.  

 

 VIS: Enhanced knowledge and skills of the Volunteer Information System 

increasing efficiency in NHS D&G Volunteering Programme. 
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5.1 Value of Volunteering to NHS Dumfries & Galloway    

Social Return on Investment  

During 2019-2020 approximately of 21,795 volunteer/training                                                    

hours were given by NHS Dumfries and Galloway direct volunteers.  In addition to this 

during the pandemic 2020/2021 an amazing 12,446 volunteer/training hours were donated.  

The average cost benefit to NHS Dumfries & Galloway was: 

 2019-2020    2020/2021     

Cost Benefit before Expenditure  £190,052 108,525 

Less:  Expenditure 19,932 10,782 

SROI (Social Return on Investment) 170,120 97,743 
*the national minimum wage of £8.72 was used in these calculations 

The expenditure incurred during the period 2019/2020 was £19,932, this included travel 
expenses for 62 volunteers, childcare costs, uniforms, ID badges, and Disclosure Scotland 
costs for 77 newly recruited volunteers. During 2020/21 this expenditure was reduced to 
£10,782 due to fewer volunteers, less travel, and the welcome fee waiver from Disclosure 
Scotland re PVG’s etc.   Therefore, the value of volunteering to NHS Dumfries & Galloway 
in the Social Return on Investment (SROI) was: 

 

 

  

 

 

 

5.0 Efficient 

 

Efficient examines how the Volunteering Programme is carrying out an efficient service for 

NHS Dumfries and Galloway and providing value for money.  This is demonstrated by: 

 

 The social return on investment 

 Head, Heart, Bag & Bin – evaluation tool 

 Sustainable and Modernisation (SAM) Workshop 

 Midpark 

 Feedback from a family and a volunteer 

SROI                                  
(Social Return on Investment) 

2019/2020: £170,120 

2020/2021: £97,743 

 

  

£170,120 

Volunteer 

Hours 

2019/20:  21,795 

2020/21  12,446 
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5.2 Head, Heart, Bag & Bin   

Scottish Health Council Dumfries and Galloway (SHC) have continued to work in 

partnership with NHS D&G Volunteer Co-ordinator to facilitate Peer Support Group 

meetings for all direct NHS volunteers.  This has ensured that all volunteers have a voice, 

share experiences, have an opportunity to network and influence service improvement in 

Dumfries & Galloway. The SHC have been instrumental in gathering this data that is 

helping to improve efficiency of the organisation.     In 2019  - 2020 a variety of creative 

methods were used to engage with volunteers from emotional touch-point cards to  the 

head, heart, bag and bin it exercise.  Some quotes below reflect the volunteer responses to 

the questions asked using this exercise with Welcome Guides and Ward volunteers. 

Head Heart Bag Bin 

 

Head:  What have you learned about your role as a volunteer?  

 That a smile can work wonders 

 To be aware how anxious and vulnerable some people feel coming into hospital. 

 Able to use my limited sign language to help a gentleman who was deaf get to where 
needed and to communicate with nurse 

 

 
Heart:  Something you have felt or experienced as a volunteer?  
 

 The number of people who look upon the volunteer as someone they can chat to as 
a friend.  

 Felt really appreciated by staff in the ward for helping the patients. 

 New friendships made.  

 I enjoy volunteering immensely. It has brought a new dimension into my life - and 
new friends.  

 How lonely some people are and just need to talk. 

 Exceptional gratitude of some people for the assistance you provide. 

 
Bag:  What can you take away from your role?  
 

 The satisfaction on relieving patient anxiety. 

 Feeling of having helped someone for nothing back. 

 The people who need a wheelchair to visit a patient are so glad we are there. 

 Trying to make patient/visitor experience better. 

 Feel proud and part of a team. 
 
Bin:  Any experiences as a volunteer that could go into the bin? (e.g. anything you 
don’t find so good? 

 

 Not everyone is grateful, just accept it. 

 Complaints about having to use the kiosk to register. 

 The odd difficult/ungrateful person. 
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Young People’s Peer Support  
 
 
Feedback from our young volunteers 
during Peer Support session with 
Scottish Health Council staff and 
Volunteer Co-ordinator: 
 

 Delighted – ever since I contacted the 
Infection Control Manager and 
Volunteer Co-ordinator and wondering 
if dogs could go into hospital, I’m still 
delighted 

 Welcomed – going onto the wards by staff, they are getting to know us 

 Supported – I feel supported and reassured 

 Accepted – can chat about anything to people, because of the dog, I feel accepted. 
 
 
 
5.3 Pets as Therapy  
 

Pets as Therapy is a national charity founded in 1983. It is unique                                                                 

in that it provides therapeutic visits to hospitals, hospices, 

nursing and care homes, special needs schools and a 

variety of other venues by volunteers with their own friendly, 

temperament tested and vaccinated dogs and cats. 

NHS Dumfries & Galloway have two Pets As Therapy 

volunteers with their friendly dogs, Molly & Kes who give 

weekly visits to patients and staff in Mid Park and DGRI.  A 

recruitment campaign took place to enable Pets as Therapy 

to recruit more volunteers and their dogs so that the service 

we provide can be extended to Community Hospitals and 

other wards. 

Staff feedback to volunteers: 
 

 Midpark Hospital staff have said that they couldn’t believe 
the difference in patients since Pets as Therapy have started visiting 

 In CAU – met with 4 patients with the dog, this made a massive difference ‘you have 
made my day’   

 ‘It’s a wonderful thing that you are doing’ 
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5.4 Sustainability and Modernisation Workshop 

(SAM) 

 

An exciting workshop was hosted by the Deputy Chief 

Operating Officer and her team by giving a presentation 

to volunteers on the SAM project and highlighting the 

existing pressures on the system and the need for change.   SAM will be taken forward in 

collaboration with staff, volunteers and through time the public in harnessing their ideas and 

implementing these where possible. 

The SAM team were able to engage with the ten NHS direct volunteers that attended to 
hear their ideas and views about sustainability and modernisation of their NHS.  Some 
ideas were: 

 Creation of a drop-off / short stay at the Emergency Department 

 How to reduce the number of patients missing appointments 

 Reviewing signage at Mountainhall  

 Space around DGRI where difficult discussions could take place to provide 
confidentiality for patients and their families 

 
The Deputy Chief Operating Officer was enthusiastic about the ideas generated by the 

volunteers and agreed to meet up again at a later date to look at the progress.  One 

volunteer has volunteered to get involved with the SAM Team in their work around the 

Home Team model. 

5.5 Midpark 

Two current volunteers from Ward C4 at DGRI were involved in a pilot project at Midpark 

within the Glencairn Ward, where they were working predominantly with patients with 

dementia.   One of the volunteers who had recently been involved with the IDEAS teams 

additional training around dementia met with staff at Midpark to scope out the role and 

activities for this focussed piece of work.  This is an area that we continue to grow through 

recruiting suitable volunteers and developing the opportunities to engage with patients.   

This is one example of the difference volunteers have made during the pilot project:   the 

volunteers chose to have their lunch at the dining table along with the patients to role model 

eating together and conversation as part of everyday life. 

The observations of staff and volunteers were: 
 

 some patients who were previously resistant to eating meals if encouraged by staff 
were now eating their lunch and chatting quite naturally with the volunteers.  
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Summary of Key Points: 

 Value for money the social 
return on investment 
volunteering provides to NHS 
Dumfries & Galloway 

 Importance of supporting 
volunteers through ‘Peer 
Support’ and capturing the 
positive impact volunteers have 
on the patient experience. 

 Enhancement of the total 
hospital experience by capturing 
the observations of volunteers 
who have a different 
perspective due to their non-
medical relationship with the 
public 

 The positive culture change of 
the growing acceptance of 
volunteers being part of the 
team.  

 

5.6 Good News Story   

“Just to let you know how honoured I was, as a Ward Volunteer on Ward D9, to be asked 
recently by a Senior nurse on the Ward to give her written feedback for her annual 
assessment portfolio. I was delighted to do this for an excellent member of the Ward staff 
who I see regularly. 
 
The nurse, I felt, embraced with enthusiasm welcoming the assistance volunteers can give on 
the ward. I feel very much part of the ward team and mentioned that in my review. The fact 
that nurses trust and respect the training we have, means that our inclusion is readily 
accepted. 
 
We see, at close hand, the professionalism of the nursing staff and their thorough and caring 
knowledge of their patients. In my feedback I commented on the very helpful "heads up" 
given to me by this nurse as to which patients would benefit from a visit, often giving me a 
little background information to make it a positive experience for the patient. 
 I find being a volunteer most rewarding and a highlight of my week. The nurse was very 
appreciative of my input. I feel it showed her confidence in the role of volunteers that she 
invited my submission”.                                                Lorna (Volunteer D9) 
 

 

5.7 Good News Story - Family Feedback 

Critical Care Unit 

“My sister was taken to the Critical Care ward 
in DGRI on December 27th and was there 
until January 2nd. While she was there she 
received care that was second to none given 
by extremely busy but caring doctors and 
nurses. 

My wife and I spent upwards of eight hours 
every day between the ward and the 
relative's room. On two of the days 
volunteers, one male and one female, were 
present and the difference that they made 
was so great. Their presence made it so 
much better for us as we didn't have to buzz 
to get into the ward as they were there when 
we wanted in to check that it was alright to do 
so. Even that was superseded by the fact 
that the nurses were able to look after the 
patients without having to answer the buzzer 
and check if we could go in. 

I cannot praise either the hospital or the 
volunteers in Critical Care enough. 

Please pass on my thanks to all concerned. 

 With grateful thanks.” 
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6.1  Age ranges of volunteers 

 

 

 2020/2021:  29% of volunteers (33) are young people under the age of 25  

 2019/2020:  13% of volunteers (41) are young people under the age of 25  

 

Young people are volunteering to improve their skills, knowledge and experience in a 

hospital setting.  For many their purpose is preparation for applications to college 

and university. Many of these young people are pursuing careers in medicine or the 

nursing profession. 

 

 

6.0 Equitable 

 

NHS Dumfries and Galloway covers a large and diverse geographical area.  This 

section evidences the contribution volunteers have made to ensuring patients 

regardless of location have access to advancements in services offered by NHS 

Dumfries and Galloway.  It also highlights the equality of opportunities that exist 

for volunteering regardless of location, ability, race, age or gender and gives 

evidence of new and existing volunteering projects. 
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 In 2020/21:  61% of volunteers were over the age of 55 which was similar to 2019/20 

at 68%. Many individuals want to use their life experience to give something back to 

the NHS and to add structure into their lives during retirement. 

 

 

6.2 Patients & Young Volunteers Benefiting 

“I am thankful for the opportunity to be able to volunteer at the hospital and interact with 

patients. Likewise I feel a lot of the patients are very thankful to have volunteers there to 

talk to them.  So far I have enjoyed my volunteering experience. I enjoy being able to talk to 

new people and help them by having a conversation with them. This opportunity has helped 

improve my confidence and communication skills.   I have also enjoyed working with a 

friend as it has made the experience less intimidating.”  
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6.3 Disability 

 

 In 2020/21:  9% of volunteers (10 people) identified themselves as having a disability 

and are carrying out a variety of roles within D&G.  

 

 In 2019/20:  11% of volunteers (35 people) identified themselves as having a 

disability and are carrying out a variety of roles within D&G. The most common 

disability mentioned was a physical disability. 

 

 

 

 

 

 

 

 

 4% of volunteers (13 people) in 2019/20 were identified as giving care or assisting 

someone with a disability.   In 2020/21 no-one was identified as a carer. 
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6.4 Ethnicity 

 

 In 2020/21, 9% of volunteers (10) identified themselves through the Equality & 

Monitoring questionnaire as coming from Black & Minority Ethnic backgrounds or 

other ethnic backgrounds.    

 

 Whereas, in 2019/20 7% of volunteers (23) identified themselves as coming from 

Black & Minority Ethnic backgrounds or other ethnic backgrounds. This includes 

Chinese, Filipino, Greek, Indian, Pakistani, Persian, Polish, Romanian, Sri Lankan 

and Syrian backgrounds. 

 

 

 

 

 

 

 

 

 

 

 

  

Scotland 
2011 

Census 

Dumfries & 
Galloway 

2011 
Census 

Volunteers 
NHS D&G 

2019/2020 
 

Volunteers 
NHS D&G 

2020/2021 

All people 5,295,403 151,324 113 318 

 White - Scottish 84.0% 80.3% 72.6% 67.6% 

 White - Other British 7.9% 16.2% 15.0% 21.7% 

White - Other 4.2% 2.3% 3.5% 2.8% 

 Asian, Asian Scottish or Asian 
British 

2.7% 0.7% 1.8% 2.8% 

 Other ethnic groups 1.3% 0.5% 7.1% 4.4% 
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6.5 Religion or belief 

 

 

 2020/2021:   59% of volunteers (67) identify as being Christian. 31% (35) identify as 

having no religion or belief. 4% (5) identify as having another religion or belief. 

 

 
 

 2019/2020:   57% of volunteers (180) identify as being Christian. 33% (104) identify 

as having no religion or belief. 6% (18) identify as having another religion or belief. 

 

 

 

 

 

2019/20   

2020/21

1 
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6.6 Scottish Index of Multiple Deprivation (SIMD) 

Dumfries & Galloway has 201 datazones, of which:  

2019/2020:  22 (11%) are in quintile 1, the 20% most deprived category nationally. 

2020/2021:  19 (9%) are in quintile 1, the 20% most deprived category nationally. 

For each datazone, information about the population that live there is used to give an 

indication of different types of disadvantage the people in that area are experiencing. These 

are brought together in 7 domains: 

 Employment, Income, Crime, Housing, Health, Education and Access. 

NHS Dumfries & Galloway currently have:  

2019/2020:  18 volunteers (6%) from our total direct volunteers (307) who fall into quintile 1 

(the 20% most deprived category nationally).This was an increase of 13 from the previous 

year where there were only 5 volunteers from the most deprived quintile. 

2020/2021:  4 volunteers (4%) from our volunteers who were active in 2020/21 (99 with 

recorded postcode) and who fall into quintile 1 (the 20% most deprived category nationally).  

This evidence addresses the need identified in the summary of key points from 2018/2019 

Annual Report as we specifically targeted recruitment on SIMD areas in the region for 

2019/2020.    Due to CoVID-19numbers reduced considerably from quintile 1. 

 

 

 

 

 

 

 

 

 

 

 

Number of volunteers by SIMD quintile 

2019/2020 
2020/2021 
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6.7 Spiritual Care                                     

In 2019/20 four volunteers                                                                                                

worked as part of the spiritual care and                                                                                                    

wellbeing team within DGRI and the                                                                                                  

Galloway Community Hospital supporting 

patients and relatives, whilst 3 worked 

within local GP surgeries providing 

Community Chaplaincy Listening.                                                                                   

Spiritual care is always person-centred and 

supports people as they deal with issues of 

loss and transitions in their lives; 

particularly those which impact on their sense of meaning and purpose in life, whatever 

their situation, life stance or beliefs. The approach taken is to listen and gently seek, as 

appropriate, to help people (re) connect with their strengths or assets which promote 

wellbeing. Managed and supported by the spiritual care and wellbeing lead, spiritual 

volunteers regularly take part in training, reflective practice and supervision – ongoing 

learning together and as individuals from the their experience of caring. Part of the team’s 

work together in the past months has been to make explicit the values (in the moodle 

above) which underpin our relationships with each other and with those we work with and 

learn from.    

During CoVid one of the spiritual care volunteers returned to employment to support NHS 

Dumfries and Galloway with their Spiritual Care Service.                                                                          

6.8 Rural Communities   

One of our priorities was to roll out the volunteering programme in Community Hospitals 

throughout the region.  This happened through a variety of recruitment events in Kirkconnel, 

Sanquhar, Castle Douglas, Newton Stewart and Stranraer.  In rural communities seventeen 

new volunteers were recruited, seven for the new Machars Cancer Information Drop-In 

Centre based in Newton Stewart and ten for Community Hospitals.  This has brought 5 

volunteers to the east and to the west of the region: 1 Thornhill*, 2 Lochmaben, 2 Annan,1 

Castle Douglas*,  2 Newton Stewart and 2 for The Galloway.  *(will commence after CoVID-

19) 

The role of the volunteer in our Community Hospitals is:  

 to provide support to inpatients many of whom are older people, some have 

dementia.   

By providing interaction, meaningful occupation, company and companionship, volunteers 

help reduce any feelings of confusion, isolation and loneliness.   The ward volunteers 

volunteer in a busy environment and help enhance the patients’ experience whilst in 

hospital. 
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6.9 Direct NHS Volunteering Projects  

The following 7 projects demonstrate the diversity and creativity that volunteering provides 

through our new and current amazing direct NHS volunteers and the staff that support 

them.   

a) Community Health Development Volunteers  
b) MacMillan Cancer Information Centre 
c) Machars Cancer Drop In  
d) Macmillan Cancer Pathways and Palliative Care Improvement Project 
e) Breastfeeding Peer Support 
f) ‘Near Me’ 
g) Infection Control Public Involvement Group   

 

a) Community Health Development Volunteers  

In 2019-20 Nithsdale Building Healthy Communities became NHS direct volunteers with 
the transfer of 26 volunteers in March 2020. Their role is as Nithsdale Community Health 
Development Volunteers (Nithsdale CHDV).   

There are two strands to this role 

 CHDV Activity Leader/Facilitators 

 CHDV Active Citizens. 

The role of Activity Leader/Facilitators provides targeted support to young people and 
vulnerable adults who may have long term conditions or dementia, providing assistance, 
advice or guidance, sharing skills, knowledge and experience in a variety of 
activities/initiatives in their own community.   

The role also supports people to engage and participate in activities and initiatives, improve 
health and well-being outcomes and tackles isolation and low self esteem.   Some of the 
activities include Tai Chi, Crafts including arts and sewing as well as food sharing.   

“It does not feel like volunteering as I love the activity so much” 
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The role of Active Citizens is to influence delivery of Health and Social Care and other 
services and policies.  Maintaining a Community Development Approach this role 
empowers local people and communities to influence positive change.  It promotes  
 

 social inclusion 

 equalities 

 social justice 

 partnership 

 participation 

 self determination 

 Empowerment 
 
Finally, this role also improves the health and well-being outcome and tackles isolation and 
low self esteem. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

“Be all you can be… become an active citizen.” 

“It’s great even on days when I don’t feel good, I am motivated to get up and get out of the 
house as I have made a commitment to people and enjoy being with the group. I can forget 
my illness for a while” 

In addition to this two volunteers from Annandale and Eskdale (A&E) Health Improvement 
Team also transferred over to become NHS direct volunteers and have taken on the role of 
Activity Leader/Facilitators. 

 The Nithsdale CHDV are supported by the  Nithsdale Community Health 
Development Practitioners 

 A&E CHV are supported by Annandale and Eskdale Health Improvement Team. 
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b) Macmillan Cancer Information & Support Centre (CISC)   

The number of volunteers on placement in the Macmillan CISC since April 

2019 has remained relatively stable.  One completed training in March 2020 

bringing the current number to twelve. These volunteers stood down in 

CoVid 

Volunteers continue to have a significant role in the day to day smooth running of the 

centre. Examples of this became particularly evident throughout the latter half of 2019 when 

the Centre was preparing for its assessment 

towards the Macmillan Quality Environment 

Award. The volunteers assisted in many 

ways to ensure that this was achieved, 

helping with surveys and service user 

questionnaires were just two areas in which 

they contributed. Their impact on the 

functioning of the Centre was recognised 

by the assessors who commented that 

volunteers are:  

‘extremely passionate about the services 

they offer and the support they are able to provide. This makes the centre feel 

welcoming on arrival and helps put users at ease’. 

The various skills and strengths of each volunteer in the Macmillan CISC are recognised 

and used to complement the services provided. An example of this includes those 

volunteers who have in-depth knowledge of different computer programmes and who use 

some of these skills to benefit the day to day functioning of the Centre. 

In order to ensure that volunteers are kept informed, quarterly team meetings and quizzes 

are held. The volunteers have benefited at their meetings over the year from short 

presentations from other health and social care professionals including ones from a 

Community Macmillan Nurse and a Reiki practitioner. Volunteers continue to report verbally 

that they enjoy offering their time in the Centre. This was evident during  a reflective peer 

group session which was took place  in January 2020. Their comments included: 

‘Communication is brilliant within the team...   It’s a joy to be part of.’ 

‘We all have a voice and are heard.’ 
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c) Machars Cancer Drop In 

From April to November 2019, the CISC Manager was involved in the 

development of the Machars Cancer Drop in Centre in Newton Stewart. All 

7 of the NHS volunteers providing this service received training from the 

CISC manager. They each spent a day in the Dumfries Macmillan CISC, 

undergoing 1:1 education sessions and also group work where the subject of 

‘communicating effectively’ was addressed. Together with the Stranraer Cancer Drop in 

Centre Manager, significant training input and support was offered to these volunteers to 

allow the launch of the service in November 2019. The hope is that this service will further 

provide support to those with a cancer diagnosis, and their families, right across the region. 

 

 

 

 

 

 

 

 

 

 

 

Quotes from service users include: 

‘I found your volunteer on duty very kind and caring towards us, even though we were not 

patients. She kept making us teas and coffees, it was simply lovely to see that in action.’     

(2 relatives) 

‘It was so welcoming...The lady (volunteer) at the desk was so welcoming.’                                                                                                  

(patient) 
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d) Macmillan Cancer Pathways and Palliative Care  
Improvement Project (MiP) 

 
Public Engagement Group (PEG) 
 
Macmillan Cancer Pathways and Palliative Care Improvement 
Project is a 23 month project which commenced on 1 August 
2018.  A partnership between Dumfries and Galloway Health 
and Social Care Partnership and Macmillan Cancer Support 
explored cancer and palliative care, end of life and bereavement 
needs for people from across Dumfries and Galloway. 
 
Early in the project people from throughout the region with experience of cancer and/or 

palliative care themselves or as a Carer were invited to apply to join the Public Engagement 

Group (PEG).   The group’s purpose has been to ensure that the expertise and experience 

of people who use services or have an interest in shaping services in Dumfries and 

Galloway were included in the project. Following an application process members of the 

public were appointed from each area of Dumfries and Galloway to ensure equitable 

representation.  As volunteers members of the group undertook NHS Volunteer training.  

 

The PEG has provided invaluable insights which have informed the design of engagement 

and consultation communications and events.   

Members of the group have also been involved in the application and decision making 

process regarding the Macmillan Improvement Grant linked to the project.   

Members of the PEG have shared the following quotes on what the group has meant to 

them: 

 

  “I have been very happy to have had this opportunity to help to inform and influence 
NHS services, by sharing experiences from actual cancer treatment received”. 

 “This group has been of interest because it deals with something we have all had or 
been involved in”. 

 “Being listened to, we have been listened to in this group and kept informed all the way 
along.  So many groups don’t listen and don’t keep you well informed.  Yes there have 
been some changes along the way but if you give up easily you don’t get anywhere.  
This group has taken on board what we say and not all groups do”. 
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e) Breastfeeding Peer Support  

Dumfries and Galloway Breastfeeding Peer Support (BFPS) Project 

gives parents the chance to find out about breastfeeding from staff and 

volunteers and runs regular support groups across the region supported by volunteers.  The 

BFPS volunteers are on hand at local Breastfeeding Support Groups and are a welcoming 

face, providing support, encouragement and information to build confidence in mothers 

choosing to breastfeed for as long as they wish. 

All BFPS volunteers are provided with training in aspects of breastfeeding along with the 

essential Volunteering NHS Corporate Mandatory Induction Training. 

At the beginning of March 2020 BFPS had seventeen volunteers throughout the region but 

by mid-March due to CoVID-19the group meetings were stopped.  The volunteers have 

been providing support through the NHS D&G Breastfeeding webpage on a rota basis. 

Going forward the coordinators have discussed with IT the potential of running virtual 

groups.   Meanwhile, Staff continue to run online Breastfeeding education, virtual one to 

one support, phone /text support and update training for volunteers working along with 

Quality Improvement Team to allow NHS Dumfries and Galloway to give the best service 

possible with our team of volunteers. 

Comment from a mum - Nikki Aitken 

“I have been coming to the support group for nearly 4 years and I can honestly say I 

wouldn’t have continued on my journey for so long without this support.   I have always 

been made to feel extremely welcome by the peer support volunteers.  They make you feel 

relaxed and calm when it feels like the world outside is against you and you are struggling.   

Having them to talk to, give help and advice helps make your breastfeeding experience 

much more “normal” when it feels like everyone else is making you doubt yourself.” 

Comment from a volunteer – Lia De Oliveira 

“Being a volunteer with the breastfeeding support has been wonderful.   I’ve enjoyed every 

aspect from training to the groups and I particularly feel being in this position to help 

mothers, even if it is just by listening to them is a privilege.   I’ve seen how much of a 

difference we can make to a mother’s day or perspective and that is a wonderful feeling.” 

f) Near Me Pilot 

‘Near Me’ is a new project within NHS Dumfries & Galloway that will support people to 

attend their hospital appointments using video rather than travelling through to DGRI.  Six 

video enabled patient consulting rooms are available in the local communities (Gardenhill 

Castle Douglas, Lockerbie Medical Practice, Newton Stewart Health Centre, Sanquhar 

Medical Practice and Stranraer x2) for people who are unable to access a video 

appointment from home (e.g. don’t have a device, internet connection or the confidence to 
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do it themselves) so that they can still benefit from reduced travel time for their 

appointments.   

The role of an NHS Near Me Community Volunteer will be to provide targeted support 

based in localities: 

 Meet and greet out-patients in waiting area 

 Support people to attend their appointments by video 

 Guide out-patients to video room 

 Enter information into computer and connect person to ‘virtual reception’ team at DGRI 

 When consultation is finished, support the individual to complete feedback on their 
experience via tablet device provided 

 
 
g) Infection Control Public Involvement Group    

The Infection Control Public Involvement Group of volunteers 
along with the Infection Control Team staff ensures cleanliness 
and help prevention of infection with NHS Dumfries & Galloway. 
These volunteers participate in audits of hospital cleanliness 
and hand hygiene, give opinions to proposed change to 
practice, help to raise the profile of Infection prevention and 
control across Dumfries & Galloway and liaise with staff in the 

ward as necessary, to ensure staff and 
patients are aware of their visit.  
 
In 2019-2020 the Infection Control Public Involvement Group 
attended agricultural shows and assisted in Infection Prevention and 
Antibiotic Awareness weeks.  This volunteer group also act as a link 
to other groups in the wider community for example the Rotary and 
Rural and Community Councils.  This link is opening doors for the 
Infection Control Team Manager to be invited to speak about 
infection prevention and control through the volunteers.   

 

 

 

 

 

 

 

 

 

Summary of Key Points: 

 Improving the patient experience across the region by assisting with 
implementation of new technology 

 The positive impact of volunteers willingly sharing their knowledge, skills and 
experience for the benefit of NHS Dumfries & Galloway 

 The increase in diversity of volunteers compared to 2018/2019 

 The increase in services provided by NHS Dumfries & Galloway with Third Sector 
groups becoming NHS direct volunteers.  
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7.0 Progress against Priorities  

The table below highlights the progress achieved towards the priorities identified in 2018/19 

Annual Report: 

 

Priorities Identified 2018/19 Progress in 2019/20  

Roll out the volunteering programme in 

Community Hospitals throughout the 

region 

Fifteen new volunteers have been recruited 

for rural communities and Community 

hospitals.                                                         

Equitable: 6.8 

Implement the Clear Pathway 

Guidance in partnership with Third 

Sector Dumfries & Galloway.   

The Clear Pathways Guidance has been 
implemented (Safe:  3.3) and rolled out to 
the Third Sector with Community Health 
Development Volunteers becoming Direct 
NHS volunteers in February 2020.                                   
Equitable: 6.9 

Agree key performance indicators/ 

Outcomes for the next financial year.   

Proposed outcomes and indicators have 

been presented to PCHCC.                              

Timely: 4.2 

Work with IT Department to ensure we 

have an Electronic Sign in facility for all 

volunteers that would enhance the 

existing systems and structures 

already in place. 

This working is ongoing due to competing 

priority projects and COVID-19. 

Ongoing  

Ensure volunteers were representative 

of the population of Dumfries & 

Galloway demographics, with the need 

to focus on recruitment from SIMD 

areas in the region.   

Through focused recruitment in the SIMD 

areas there has been an increase of 13 

new volunteers from the position last year 

where there were only 5 volunteers from 

the most deprived in the National quintile 1.                         

Equitable: 6.6 

 

Further progress in 2020/21 was limited by CoVid 
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8.0 Summary of Key Points 

1. Person Centred: 

 Impact of a person centred approach on the lives of individuals and communities 

 Expanding roles of volunteers in community settings 

 Changing the culture in future Health Professionals 

2. Effective: 

 Volunteers given recognition of national Investing in Volunteers Award by NHS 
Dumfries & Galloway Chief Executive 

 Positive employment and educational destinations for volunteers with the need to 
explore future progression routes into suitable work placements and NHS 
employment. 

 Implementation of training identified by volunteers and staff i.e. Dealing with 
Conflict and Wheelchair Assistance 

3. Safe: 

 Robust processes are in place for Direct Volunteers 

 Enhanced information systems in place for out of hours Duty Managers 

 The need for consistency of approach at a Strategic Level across the region 

regarding Clear Pathway Guidance. 

4. Timely: 

 Volunteer Journey timescales have significantly reduced with the implementation 
of new electronic systems and procedures introduced due to CoVID-19. 

 Introduction of standardised measurement tool (KPI’s/Development Outcomes) to 
demonstrate that volunteering within NHS Dumfries and Galloway is achieving 
the high standards expected. 

 Enhanced knowledge and skills of using the Volunteer Information System (ViS) 
which has been timely in increasing efficiency and effectiveness of the 
Volunteering Programme 

 

5. Efficient: 

 Value for money the social return on investment volunteering provides to NHS 
Dumfries and Galloway. 

 Importance of supporting volunteers through ‘Peer Support’ and capturing the 
positive impact volunteers have on the patient experience. 

 Enhancement of the total hospital experience by capturing the observations of 

volunteers who have a different perspective due to their non-medical relationship 

with the public. 

 The positive culture change of the growing acceptance of volunteers being part of 

the team. 

6. Equitable: 

 Improving the patient experience across the region by assisting with 
implementation of new technology. 

 The positive impact of volunteers willingly sharing their knowledge, skills and 
experience for the benefit of NHS Dumfries and Galloway. 

 The increase in diversity of volunteers compared to 2018-2019 

 The increase in services provided by NHS Dumfries and Galloway with Third 
Sector groups becoming NHS direct volunteers. 
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9.0 Volunteering during CoVID-19 

At the start of the pandemic the NHS volunteer numbers dropped from 239 to a staggering 
18.  However, a further 62 new volunteers were recruited and trained which was quite 
remarkable considering most other Boards in Scotland had stood down their volunteers.  A 
CoVID Response volunteer role descriptor was created, enabling volunteers to be flexible 
across NHS Dumfries and Galloway supporting staff, patients and families as needs were 
identified.  New e-learning units were created nationally for all new volunteers as part of fast 
track induction training which included face to face Infection Control training as mandatory.  
The wearing of masks, social distancing and hand-hygiene have become part of the normal 
routine for all volunteers.     
 
During CoVID-19 NHS D&G had 33 young people under the age 25 actively volunteering, 
two of these young people Aidan & Anna gained their Saltire Award for over 400 
volunteering hours.   
 
The following pages of good news stories, snap-shots and thank you letters show the heart 
of our dedicated volunteers in the giving of their time, skills, creativity and patience by 
making a difference during this exceedingly difficult time.   
 

 Volunteers delivered over 5000 bags of love to patients from their loved ones, as 
hospital visiting was suspended.    

 Five volunteers, Alan, Aleksandra, Angela, Val and Salar carried out shopping for 
patients at Midpark Hospital, purchasing over 145 bags of favourite items and treats 
from Morrison’s for enjoyment by the patients, which released staff to nursing care for 
the patients.   

 Salar who came to Scotland from Syria had the opportunity to share his story on Good 
Morning Scotland whilst Sam and Milly changed the atmosphere in the Atrium with their 
musical skills.   

 2020 being the year for Celebrating 20 years of volunteering for four of our volunteers.  
Unfortunately, their invitation to the Royal Garden Party was postponed until after 
CoVID-19. 

 Two volunteers make a difference through Falls Prevention 
 
Although numbers were fewer the energy, enthusiasm and new engagement opportunities 
from all volunteers was very humbling.  A ‘Picnic in the Park’ was organised each day 
during ‘Volunteers Week’ to say ‘thank you’ to all our volunteers.  A quiz and special 
news update ‘Keeping you in the Loop’ was circulated too for those who were 
volunteering from home, sewing scrubs, knitting baby hats, taking part in virtual planning 
meetings, caring for loved ones and staying safe themselves.   
 
Finally, Maureen’s story shares two of the new engagement projects that started over the 
last year; these were Virtual Visiting and Meaningful Activities with Dementia Patients.  The 
final project is shared through a summary of the Flu Vaccination Case Study written by 
Healthcare Improvement Scotland for Scottish Government. 
 
As at 31st March 2021 the good news is that CoVID vaccines have now been administered 
to all active volunteers in line the with the NHS policy for front line staff.   This has brought 
reassurance to volunteers and patients.  
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SNAP-SHOT Falls Prevention  
Staff and volunteers across the partnership are championing Scotland’s approach at a local 
level acknowledging the new challenges they have been facing, and will continue to face, in 
the light of the CoVID-19 pandemic. Here are some examples: 

Volunteers 
During CoVID-19 one of our direct NHS volunteers provided volunteering support 4 
mornings each week (150 volunteer hours) to patients in ward C4 through the Falls 
Prevention Programme.  A snapshot was taken during April – June 2020 showing that over 
200 engagement opportunities took place.  As there were no visitors during the height of 
lockdown some of the activities the volunteer engaged in with the patients to help reduce 
falls were: 

 Chatting with patients everyday 

 Calling for a nurse to help patient to toilet 

 Providing another blanket for the patient, wrapping a blanket around the patient as 
he was cold sitting in his chair. 

 Reading the newspaper 

 Opening the orange juice and getting a tumbler 

 Putting on the television as no remote control! 

 Put some alcohol gel on towels so the patient could clean his hands before eating 
his lunch 

 Found their polygrip for their dentures 

 Got their hearing aids out of the bag the family brought in 

 Picked up the Guardian and found their dressing gown which had gone to stores 

 Having a good conversations that distracted patients until the nurse: 
o  came to wash them 
o To tell them they were going home 

 
 

 Snap-shot - Falls Prevention  
1st April – 30th June 2020 

  
Number Of 
Patients Male Female 

Volunteering 
Hours 

April 63 36 27 45 hours 

May 78 23 55 51 hours 

June 95 26 69 54 hours 

Total 236 85 151 150 hours 

 
 
It often is the little things that matter most; that contribute to ‘safe staff safe patients’ and the 
overall experience of care.  Whilst reducing falls volunteers are contributing to safe and 
effective person centred care, allowing staff the time to assist other patients. 
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10.0 What’s Next 2021/2022 

The Volunteering priorities for 2021/2022 will be to: 

 Implement Development Outcomes agreed from the KPI workshop 

 Evaluate lessons learned from CoVID-19 

 Continue to work with IT Department to ensure we have an Electronic Sign in facility for 

all volunteers that will enhance the existing systems and structures already in place. 

 Prepare for the renewal of Investing in Volunteers Award. 

 

11.0 Closing Remarks and Thank You 

As I read through this annual report, I can’t help but be struck by the 

volunteer stories and the impact that volunteers have on individuals 

within our care as well as the positive impact for the volunteers 

themselves. Seeing how some volunteers’ experience has made a 

difference to their life choices and opportunities is really heartening. 

Achievement of the Investing in Volunteers Award in June 19 is testament 

to the ongoing work in Dumfries and Galloway and the breadth of 

volunteering roles shows real commitment to so many different areas of care  

There is much to celebrate in the work of and with our volunteers this year and I have 

enjoyed this report as a reminder of the achievements of volunteers, both as individuals and 

as a group that supports the NHS 

I can’t finish without mentioning the CoVID pandemic, which hit just at the end of the 

financial year and has changed the landscape so much for many volunteers and will 

continue to have an impact as we move forward through the year. It will inevitably change 

some of the volunteering opportunities and also give us the scope to look at how 

volunteering progresses in the future 

I would like to thank all the volunteers for their commitment and energy and Volunteer Co-

ordinator Margaret McGroggan for supporting them throughout the year. 

There are also a few others to mention: 

 Andrew Deas Principal Information Analyst, Local Intelligence Support Team (LIST), 
Public Health Scotland has produced all the statistics and graphs for this Report. 
 

 NHS Dumfries and Galloway Volunteer Steering Group members and staff in 
particular volunteers Irene Henry, Bill Rogerson and David Moyes who assisted with 
the text and proof reading.  Jennifer Irving who collated the volunteering hours.   
Arlene Melbourne Workforce Directorate for processing Disclosures for all 
volunteers. 
 

Alice Wilson  

Executive Nurse 

Director 
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 Staff from local office of Scottish Health Council (now ‘Healthcare Improvement 
Scotland – Community Engagement’), for the past two years SHC have been 
supporting with Volunteer Peer Support and the data included in this report. 
 

 NHS Patient Services staff team. 
 
 
Last but not least the NHS Board would like to thank the Dumfries and Galloway Health 
Board Endowment Fund for generously supporting the Volunteering Programme financially 
and committing to this over a three year period. 
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At the start of CoVID-19, Jason Levy one of our NHS Dumfries and Galloway Volunteers 

gave this poem that he written to the staff and children in our Children’s Ward at DGRI. 


