Volunteer handbook
Make a difference

This handbook provides you with the core information you need to
carry out your volunteer role with Sustrans and refers to essential
guidance documents, where you will find further information.
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Welcome
Thank you for choosing to
give your time and energy to
support Sustrans as we work
together to make it easier for
people to walk and cycle. We
want to see a society where
the way we travel creates
healthier places and happier
lives for everyone, and your
dedication as a volunteer is
invaluable to us achieving this
vision together.
Acting locally, you will be part of a
bigger picture – one that is changing
people’s lives and creating better, greener
spaces for everyone. By engaging and
involving people in your activities you will be
helping us to put community involvement
at the heart of our achievements. Our
volunteers amplify our messages and reach
even more people, and help us to show the
impact of our work across the UK.
Getting things done is embedded in
Sustrans’ success and remains at the centre
of how we work. We are doers and we
collaborate together to find solutions.
Our volunteers bring with them skills,
ideas and above all enthusiasm to really
make a difference. With your support we
can create safe and accessible places,
and enable more people to experience the
joys of getting outdoors and being more
physically active.
Whether you empower someone new or
returning to cycling to get back on their bike,
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encourage a neighbour or colleague to
improve their health and fitness through
joining a regular lunchtime walk, spruce
up your local National Cycle Network for
more people to enjoy, promote our work
at local events, or directly support us with
a project or in one of our offices – you will
be making the difference.
I hope your experience with Sustrans as
a volunteer is rewarding and enjoyable.
I really look forward to working with you
and hope to meet you at a Sustrans
volunteer event in future.
Thank you.
Katie Aartse-Tuyn
Head of Volunteering
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The important role of our volunteers

What we do
Together, we make it easier for
people to walk and cycle.
Getting about in an active, sustainable way
helps us to feel more connected to each
other and our environment. It helps us to
be more physically active, improves our
wellbeing and leads to cleaner, fresher air.
At Sustrans, we want to see a society
where the way we travel creates healthier
places and happier lives for everyone. We
want public spaces to be planned fairly, so
that they are less congested, less polluted,
walkable and cycling-friendly.
Your effort and commitment as one of
more than 3,500 volunteers is making this
happen. Thank you.

Every year, millions of people use the
National Cycle Network for walking, cycling
and exploring the outdoors. This is only
possible because volunteers help us to
maintain and develop 16,575 miles of
routes, stretching across the length and
breadth of the UK. We are the custodians
of this Network, and with your help we’ll
continue to work towards our shared
vision of a UK-wide network of safe and
accessible traffic-free paths for everyone.
From encouraging people in your workplace
to be more active, protecting wildlife along
our greenways, empowering your local
community to walk and cycle, to inspiring
the next generation to explore the outdoors
– you really are making a big difference to
the people and places around you.
Perhaps most importantly, we accomplish
so much more when local people – our
volunteers – meaningfully shape what we
deliver in the places they live and work.
The dedication of people like you makes it
possible for us to achieve change. I am very
grateful to you for giving your time and skills
to us. Together, we are making walking and
cycling an easy, everyday choice for many
more people.
We deliver work in various towns and cities
across the UK. Visit the Sustrans website at
www.sustrans.org.uk to keep up-to-date
with what we are doing.
Thank you for volunteering with Sustrans.
Xavier Brice
Chief Executive
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“It helped me
progress in my career “New friends,
and find full-time improved personal
employment.”
wellbeing, good
memories.”

“Volunteering for
Sustrans as a photographer
means that I get to practice
something I love and
promote a cause I’m
passionate about.”

“By giving my time
to Sustrans I benefit
too. It makes me feel
good as I can give something
back and I’ve also learnt new
skills like ride leading.”
Volunteers carry out a wide
variety of roles across all areas
of our work.
Many Sustrans volunteers give their time to
maintaining the National Cycle Network.
They help with basic route maintenance,
ensure signs are easy to follow and report
problems. They clear overgrown vegetation
and litter to create a welcoming
environment. They also monitor wildlife
along our greenway routes, look after
hundreds of artworks and keep an ear to the
ground for opportunities to develop and
improve routes local to them.
To help people change the way they travel,
volunteers influence behaviour by promoting
what Sustrans does. They also give people
travel advice, information and the
confidence to choose healthier, cleaner
journeys. Our volunteers also promote
walking and cycling in their workplaces,
communities, schools, colleges and

universities. They hold information stalls at
events and organise local rides and walks
to get people active and using their local
cycling and walking routes.
Many volunteers organise fundraising events
that enable us to reach more people.
Whether it’s a collection box on a stall, a
sponsored ride or a travel talk, we make
every penny count.
Volunteers also donate specialist skills, from
bridge engineers and landscape gardeners
to photographers and proof readers.
If you want to read more about the different
roles our volunteers carry out, visit www.
sustrans.org.uk/volunteer/our-volunteers.
However you volunteer, you make a
difference.

Volunteers give over

1 00000

hours per year to Sustrans
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Your partnership with Sustrans

When you joined as a volunteer
you signed up to our volunteer
partnership agreement. This
outlines what you can expect
from us and what we expect
from you.

Our commitment
to

you

What you can expect from Sustrans:
• A clear induction to Sustrans and
your volunteer role.
• Appropriate guidance, training
and resources to carry out your
activities effectively and to keep
yourself and others safe.
• Support from regional and national
Sustrans staff.
• The opportunity to connect with
other local volunteers.

to

us

Sustrans expects you to:
• support and promote Sustrans’
aims and values appropriately
carry
• reliably, responsibly and safely
role
r
ntee
out your agreed volu
ance,
• read and follow Sustrans’ guid
policies and procedures
• attend relevant training and
meetings
• reply to communications from
rs
Sustrans staff and other voluntee

• Regular communication to keep
you informed.

• volunteer as part of a team, with
other Sustrans volunteers, staff
and partners

• To be reimbursed for agreed
expenses.

• have a friendly, flexible and
supportive attitude

• Public liability insurance to cover
your Sustrans volunteer activities.

are
• ensure your volunteer activities
site
recorded on our volunteer web

• To be treated fairly and with
respect.

n
• treat anyone you encounter whe
and
ess
fairn
with
ring
voluntee
respect

• Confidentiality of volunteer records,
as agreed on application.
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Your commitment

• To follow our problem solving
procedure appropriately, should any
problems arise.

• ensure all volunteer related
information and contact details
remain confidential, and are
only shared externally with prior
agreement.

There may be a time when you wish to end
your volunteer role, for example if you have
a change in personal circumstances. If this
is the case, please let your staff supervisor
know as soon as possible.
Sustrans may end your volunteer role if you
do not adhere to the volunteer partnership
agreement.
If you have any questions about the
volunteer partnership agreement please
speak to your staff supervisor.
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Support for volunteers

Communications
You’ll receive our volunteer magazine
the movement which goes out to all our
volunteers twice a year. It’s packed full
of updates, information and inspirational
volunteer activities from across the UK.
It’s your magazine so please send in
stories and photos. Send contributions to
volunteers-uk@sustrans.org.uk.

Useful contacts
Most volunteers are
organised into local
volunteer groups, with
one volunteer acting as
the group co-ordinator.
The group co-ordinator
will be your first port of
call for local guidance
on your role and
information about the group’s plan that is
agreed with local Sustrans staff. They will
also tell you about local group activities and
meetings where you can link in with other
volunteers in your area and make plans. It is
highly recommended that you attend.
In the absence of a group co-ordinator, or if
you are volunteering for a specific project,
your Sustrans staff supervisor will discuss
your task plan with you so that you are clear
about how you are helping.
Each region and nation has a staff volunteer
co-ordinator who supports all of the
volunteers across that area. They are the
staff supervisor for volunteer groups and
they provide a range of support including
attending local meetings and providing
training.
Your key local contacts are provided in
your volunteer welcome pack. You can
contact them if you have any questions and
should let them know about any change of
circumstances.
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Induction
All volunteers will receive an induction.
Your induction will give you an overview of
the information you need to effectively and
safely carry out your volunteer tasks. It will
be arranged by your staff supervisor.
As part of your induction you will receive a
welcome pack, an introduction to Sustrans
and guidance on your specific activities.
There may also be an introduction to your
local volunteer group and the opportunity
to take part in further training related to the
tasks you will be carrying out.
If you are in any way unclear about your role,
please contact your staff supervisor who will
be happy to support and guide you.

VolunteerNet
The Sustrans volunteer website,
VolunteerNet, is the place to go for news,
views and stuff you can use.

You’ll also receive local and national updates
in between issues of the movement.

There is a range of activity handbooks,
guidance notes, templates and forms to
support you, whatever your volunteer
role. Whether you need a form to order
equipment and signs or guidance on
talking to the media, you’re likely to find
the resources you need on VolunteerNet.
If you aren’t online, all these resources are
available from your staff supervisor on
request.
You can also join the VolunteerNet forum;
it’s the place to share ideas, experience
and inspiration with other volunteers.
VolunteerNet is only accessible to
Sustrans volunteers and staff. Your
login details will have been emailed
to you and you can log in at
www.sustransvolunteers.org.uk.
Immediately after logging in, you will
see a selection of video guides
to help you find your way around.
If you haven’t yet provided us with
an email address but want to log
in, email us at volunteers-uk@
sustrans.org.uk.

Training and even
ts
A variety of traini
ng sessions are on
offer
for volunteers. As
k your staff supe
rv
iso
r
about the training
available in your
loc
al
area.
Training is also de
livered at volunte
er
days. Volunteer da
ys are events that
help keep you up
to date with Sust
rans,
give you the confi
dence and resour
ces
to carry out your
role and provide
the
opportunity to m
eet other volunte
ers and
staff. They are liv
ely and sociable
and it is
strongly recomm
ended that you at
tend.
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Keeping yourself and others safe
We take the safety of our
volunteers and those who are
involved in our activities very
seriously.
As a Sustrans volunteer, you must carry out
your tasks in line with Sustrans’ guidance
to ensure you and the public are kept safe.
By doing so, you will not only be protecting
yourself and others, but you will also be
assisting Sustrans in meeting its legal health
and safety and safeguarding responsibilities.

Health and safety
You should not undertake any task that
will put yourself or others at risk. Further
information is outlined in the relevant
volunteer activity handbook. Every
volunteer has a responsibility to familiarise
themselves with Sustrans’ safety guidance
and to follow it.
When volunteering alone, take precautions.
For example, tell a friend where you are
going, when you are going to be back and
take a mobile phone. Further guidance and
tips are available from your staff supervisor
or in the lone working guidance note on
VolunteerNet.
Sustrans holds public liability insurance
cover and the certificate is available on
VolunteerNet. Volunteers acting on behalf of
Sustrans must follow our safety guidance to
be protected from insurance claims against
them. We do not provide personal accident
insurance cover.
If you would like further information, please
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take a look at Sustrans’ Health and Safety
policy on VolunteerNet.
Organising an activity on behalf of
Sustrans
When planning an activity on behalf of
Sustrans, such as a workday, stall, ride or
walk, there are generic risk assessment
and plans to help you plan and carry
out your activity safely. These are handy
documents that take you through the
stages of preparation, planning, promoting
and running the activity. All are available
alongside guidance and example copies on
VolunteerNet or from your staff supervisor.
The risk assessment and plan should be
submitted to your staff supervisor at least
two weeks before the event. For events of
over 50 participants or with unusual features
(e.g. a bonfire or bouncy castle), please
submit the risk assessment and plan a
month before the event as we need to notify
our insurers. Your staff supervisor will review
your risk assessment and plan before giving
you authority to go ahead with your event
and may be able to offer further support.

Safeguarding
y
Sustrans recognises its responsibilit
ple
peo
to safeguard children, young
and vulnerable adults and promote
their welfare, by a commitment to
working and volunteering practices
which protect them.
e.
Safeguarding is relevant to everyon
of
rity
majo
We do not expect the
volunteers to have contact with
le
children, young people and vulnerab
,
ever
How
.
role
r
thei
of
adults as part
it is important that all volunteers are
g
familiar with Sustrans safeguardin
w
kno
policies and procedures and
what to do if they are alerted to a
ying
safeguarding concern whilst carr
.
ities
out volunteer activ

It is essential that you familiarise
yourself with the safeguarding
responsibilities and code of conduct
outlined in the safeguarding
guidance note for volunteers.
All volunteers will be given access
to this as part of their induction.
Safeguarding training appropriate for
your role is also available. Speak to
your staff supervisor if you have any
questions.
If you have witnessed, been told
about or suspect that abuse may
have occurred, this should be
reported immediately. If someone
discloses abuse to you and you do
not think the allegation is valid then it
must still be reported.
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Keeping yourself and others safe

Incident reporting
All volunteers should be familiar with
Sustrans’ incident reporting guidance
note. This outlines what to report, when
to report and the procedure that should
be followed. It applies to health and safety
incidents, safeguarding concerns, significant
near misses and emergency situations that
may occur when you are carrying out your
volunteer tasks.
You should report incidents immediately
to your staff supervisor or directly to the
Volunteer Engagement Team (at volunteers-

Recording your activities

uk@sustrans.org.uk or on 0117 915 0110).
A trained member of staff with then take the
necessary action.
In the case of an emergency where an
individual is at risk, call the emergency
services first. If an emergency situation
occurs outside of office hours then you
should call the out of hours emergency
number: 0844 8 480 226.

nolly
Photo: Gavan Con

A copy of the incident reporting guidance
note was included in your welcome
pack and can also be downloaded from
VolunteerNet.

Did you know…

We ask all our volunteers to
record the activities they carry
out on a simple online form.

Last year, Sustrans volunteers recorded
8,500 activities on behalf of Sustrans.
Logging your activities on the online
form means we are able to gather and
promote incredible stats such as these.

This form can be accessed on VolunteerNet.
Logging your activities is really important, as
it helps us to:
• improve the support we give you
• promote the amazing things you do
• report back to our funders
• seek new funding opportunities.
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We’ve made activity recording a quick and
easy process. Written guidance and a
short video explaining how to record your
activities are available on VolunteerNet.
Please remember to log all of your activities,
as soon as possible after you have
completed them.

13

Spread the word
Our volunteers are some of our
best advocates. Whatever role
you take on as a volunteer, you
will play a big part in helping
us promote our work to wider
audiences.
Using the media
You can use your local media to promote
your Sustrans volunteer events. Guidance
on using the media is available on
VolunteerNet or from your staff supervisor.
If you are asked by a journalist about a
project you are volunteering with, feel free
to talk to them about your experiences
and your contribution to Sustrans. If you
are unsure of anything, or if you receive
questions about Sustrans’ policy
or work that you are not involved
in, please speak to your staff
supervisor.

Using social media

Promoting our campaigns,
events and activities

You can also promote our work, your
volunteer events and activities through
your personal social media accounts. Don’t
forget to follow us on Twitter and Facebook
and tag us in your posts so we can see
them and share them.

Feel free to talk about Sustrans campaigns
when you are out and about and on
social media. To find out about our latest
campaigns, events and activities, make
sure that you regularly visit the website
www.sustrans.org.uk. You can also keep
up to date with the latest Sustrans news by
signing up to receive updates by e-mail.

Sharing your photos
Photographs are a key feature of promoting
our work.
Before we can use photos or videos in
publicity materials we must have permission
from the people we photograph or video.

We need to gain their written consent on a
model release form, which is available on
VolunteerNet or from your staff supervisor.
If you take photos or videos of young people
who are under 16 years old their guardian
must sign the release form, but if the person
is 16 years or older they may sign the form
themselves.

If you don’t have a social media account,
contact your volunteer co-ordinator with a
great photo and some information about
your activity and they can organise for it to
be shared from our regional and national
Sustrans social media accounts. This
way, your posts will reach a much wider
audience.

Communicating a
consistent message
Help us present ourselves to the
world in a strong and coherent
way by familiarising yourself
with the Sustrans brand,
including writing guidelines
and the social media policy.
You will find links to these on
VolunteerNet. Please make sure
that you follow this guidance
when promoting Sustrans and
our work in your area.
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Equality, diversity and inclusion

Data protection
At Sustrans, we are committed
to people’s privacy and to being
transparent about how we collect
and use personal data that
individuals trust us with.

If you are handling personal data as part
of your role your staff supervisor will talk
you through the relevant Sustrans data
protection principals and guidance. They
may also request that you sign a data
protection agreement form and ask you to
complete a short online course which tells
you everything you need to know about
data protection.

When to take action
We have 72 hours to report a personal data
breach to the authorities.

We believe that these are essential attributes
of any charity that seeks to promote
valuable and lasting change in our society.

No person who has contact with Sustrans
should receive less favourable treatment
on the grounds of their age, gender,
race, faith, marital status, gender identity,
sexual orientation, disability, pregnancy or
maternity status.

We welcome volunteers from diverse
backgrounds and work to ensure equal
opportunities for all. As a volunteer, you’re
also responsible for creating this culture of
inclusion within Sustrans.

If you would like to know more, please ask
your staff supervisor for a copy of Sustrans’
Equality, Diversity and Inclusion policy.

Our intention is to ensure that anyone

In the event of a suspected personal data
breach please notify our Data Protection
Manager immediately on dataprotection@
sustrans.org.uk or call 01179 150 320.

Complaints and problem solving

For more information on how we store and
use your personal data whilst volunteering
with us, please see the volunteer section
of our data protection and privacy policy at
www.sustrans.org.uk/privacy
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who has contact with us in the course of
our work, (be it in person or through our
website, our publications or as a recipient
of any training or service that we provide)
receives fair and equal treatment.

A data breach is the accidental or unlawful
destruction, loss, alteration, unauthorised
disclosure of, or access to, personal data.

If it occurs out of hours then please call
the out of hours emergency number on
0844 848 0226.

any information
Personal data is
o
ing individual wh
liv
that relates to a
le,
ab
tifi
, or be iden
can be identified
is
ion. In practice th
at
m
or
from that inf
e,
m
na
’s
meone
is data such as so
of birth.
te
da
d
an
address

Sustrans is committed to reducing
inequality, valuing diversity,
enabling inclusion, and ensuring
all people are treated with dignity
and respect.

If you would like
to change your
preferences on ho
w you would like
us to
contact you in fu
ture or want to up
date
your contact deta
ils, please get in
touch
with your staff su
pervisor.

Volunteering for Sustrans
is a positive and rewarding
experience. However, occasionally
things can go wrong.

Problems may arise in a number of ways:

Sustrans has a procedure in place for when
issues arise to ensure that volunteers are
treated fairly and are not discriminated
against.

• Someone makes a complaint about a
volunteer.

• A volunteer may make a complaint about
another volunteer, a member of staff or
the organisation itself.

• There are concerns about a volunteer’s
contribution, attitude or conduct.

Whatever the scenario, all issues are taken
seriously. Sustrans aims to
solve problems informally
to know more
where possible, but a
If you would like
er problem solving
more formal procedure is
about the volunte
f
speak to your staf
also available.
procedure, please
central Volunteer
supervisor or the
by e-mailing
Engagement team
strans.org.uk or
su
volunteers-uk@
0110.
calling 0117 915
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Expenses
Sustrans does not want anyone
to be out of pocket as a result of
their volunteering.
You are able to claim back volunteer
expenses if agreed with your
staff supervisor in advance.
If you are travelling as part of your
role please do so as sustainably as
possible – by bike, public transport or car
share – and use the most cost effective
transport available. When travelling by
train, always try to pre-book or split
your tickets to minimise the cost.

All claims must be submitted within three
months. To submit a claim, you need to
provide your bank details using the volunteer
payment setup form. You only need to do
this once, or if your bank details change.
Please print the form and sign the paper
copy and then email or post it to your
staff supervisor. You also need to submit a
volunteer expense claim form, This can be
done by downloading the form, completing
it digitally and emailing it, with images of the
corresponding VAT receipts. Alternatively you
can complete a paper form and post it, along
with original VAT receipts (not photocopies).

Volunteer disco
unts

Photo: Duncan Hacon

Essential cycle use may be claimed at
20 pence per mile. Where car use is
unavoidable, you may claim 39 pence per
mile and your fuel VAT receipt must cover at

least the distance travelled. If you volunteer
for a whole day, you may claim the cost of
lunch up to a maximum of £5.00, subject
to approval from your staff supervisor.
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Expense claim forms should be
sent to your staff supervisor to be
authorised. Both forms are available
to download from VolunteerNet or
from your staff supervisor directly.

“Volunteering has given
me a genuine reason to get out
into the fresh air and use my
bicycle. I’ve also met some
wonderful people with a similar
outlook on life.”
“I love
volunteering and
helping others discover
the joy of cycling and
walking.”

The Sustrans shop
sells a comprehen
sive
selection of the ve
ry best cycle map
s
and guides. It als
o has a great rang
e
of clothing and ac
cessories. Visit
www.sustrans.o
rg.uk/shop to se
e
what our shop ha
s to offer.
As a Sustrans vo
lunteer you receive
a
discount at the sh
op. So whether yo
u
need a tour guid
e or some new lig
hts for
your bike, check
out the online sh
op first
to get a great de
al.
Sustrans volunte
ers also receive a
discount on Brom
pton bikes.
Please see the ‘V
olunteer discou
nts’
page on Voluntee
rNet (in the ‘New
volunteers’ section
) for details abou
t the
discounts availab
le and how to cla
im
them. Alternative
ly, contact us
at: volunteers-u
k@sustrans.org
.uk or
19
0117 915 0110.

You

are the

w
o
r
ld
’s
ultimate source
of renewable

energy.

www.sustrans.org.uk
Follow us on
Registered Charity No. 326550 (England and Wales) SCO39263 (Scotland)

