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1. INTRODUCTION INTO VOLUNTEERING 
 

1.1 What is volunteering 
 
Volunteering can be defined as human activity stemming from one’s good will to help the other – 
free of charge, selflessly, without expecting any kind of compensation and using one’s own strength, 
skills, knowledge and experience to reach the intended result or goal.  
  
Volunteering is an indispensable part of every society, through which citizens can contribute to the 
development and strengthening of the civil society and to the social and economic development of 
the state.  
 
According to the International Labour Organisation’s definition, voluntary work is unpaid, non-
mandatory work performed either through an organisation or directly for other people outside their 
households.  
 
Certain key elements appear in various definitions of voluntary work and volunteering in different 
countries and regions:  
 

1. Volunteering is an activity or a kind of work. Volunteering consists of certain performance 
(requiring spending one’s time and exercising one’s skills or providing services) and must be 
distinguished from donations of goods, cash or other assets.  

2. Volunteering is performed by people. Volunteers can act on their own, can form groups or 
act through associations or other kinds of organisations; however, the term “volunteer” 
always designates a human being.  

3. Volunteering is performed voluntarily. The individual must freely decide to perform the 
voluntary activity. If the individuals are forced to do the voluntary activity, they are no longer 
considered volunteers.  

4. Volunteering is performed without any claim for remuneration. There are situations when 
the volunteer receives no monetary reimbursement while in other cases volunteers are 
entitled to have their living expenses or other incurred expenses (e.g. for travel) reimbursed.  

5. Volunteering is performed outside the household of the volunteer or their close relatives and 
family. Voluntary work is performed to the benefit of the wider community, organisations 
representing the community’s interests, public institutions or for the public good.  

 
The International Labour Organisations includes the following in its definition of voluntary work:  

 formal volunteering, i.e. voluntary work performed through organisations or institutions; and  

 informal volunteering, i.e. when the volunteer performs the voluntary work directly, on an 
individual basis.  

 
 

1.2 Role of volunteering in organisations  
 
In organisation that use volunteers, the role volunteering plays in the life of the organisation differs:  
 

 The organisation’s operation is directly dependent on volunteering: employees perform only 
part of the company’s activities and the organisation’s goals are reached thanks to 
volunteers, without whom the activities through which the company presents itself to the 
public and fulfils its mission (ecological initiatives, organisation of events, campaigns, 
individual humanitarian interventions etc.) would not be possible.  
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 Volunteers take part in the organisation’s activities together with employees: they jointly 
contribute to meeting the organisation’s goals. Volunteers are needed to perform necessary 
activities and provide the necessary services. When volunteers are not available, the 
organisation must replace them with employees.  

 The organisation’s operation is not dependent on volunteers: volunteering is a 
supplementary activity that adds value to existing services by enriching, supplementing and 
extending them (freetime activities for the clients - administrative or manual assistance).  

 

1.3 Types of volunteering 
 
Different types of volunteering can be distinguished according to the following criteria:  

1.3.1 The way in which the volunteering is performed 

 
 Traditional volunteering: the volunteer works for the organisation, mostly in the 

organisation’s offices or with its clients on a one-time or repeated basis and for a certain 
period. 

 Internship volunteering – volunteers work in the organisations in certain positions with the 
organisation’s employees for a certain amount of time, either as interns (this mostly 
concerns students) or as advisors and experts (employees of other companies that gave 
consent to the employees’ involvement as volunteers) in their country or abroad. 

 Volunteering tourism (“volunturism”) – the volunteer combines helping the local community 
with travelling and getting to know the local population and their culture; this kind of 
volunteering takes place abroad and is usually more costly. 

 Online volunteering – volunteers work from their homes; this kind of work mostly entails 
proofreading, translations, graphic design, website administration, design, online counselling, 
and mentoring; as there are no online borders, volunteers can work without limitations all 
over the world. There is a subset of online volunteering: so-called micro-volunteering, for 
which short actions (taking only minutes) of the volunteer are typical, which, however, have 
a great impact on the target group.  

1.3.2 Time 
 

 One-time – concerns mostly the performance of activities related to the preparation and 
running of fundraising events (concerts, collections, annual meetings etc.); 

 Short-term – voluntary work performed repeatedly for the period from several weeks up to 
three months; 

 Long-term – voluntary work performed for more than three months.   

1.3.3 Other criteria  
 
Volunteering can be distinguished into further categories: 

- according to the area it focused on/to the focused area 
-  according to the historical development – European model or American 
- According to the way the volunteering is heading  

 
 
 
 



 
6 

1.4  Volunteer  
 
A volunteer is a person who, in her free time and without claiming any kind of financial 
compensation, devotes time, energy, knowledge and skills for the benefit of other people or society.1  
 
A volunteer is perceived as a helping person, on whom similar tasks can be placed as on a paid 
employee. Organisations must treat volunteers professionally – i.e. not only use their experience, 
skills, readiness to work and their time, but also arrange for the volunteers’ training, guidance in their 
work, support and evaluation. A volunteer who is misused or abused will leave the organisation and 
share his negative experience with others as soon as first problems or misunderstandings appear.  
 

1.5 Areas where volunteers are involved 
 
Most of the volunteers’ activities take place on the local or regional level, i.e. in places where they 
can be close to people: volunteers see peoples' needs, to which they can react. They can be useful 
and take part in something they find rewarding and meaningful and which benefits society.  
Such volunteering activities can be performed in a range of areas:  

 social and healthcare (visits of elderly homes, asylum homes, adult day-care centres, low-
threshold facilities, hospices, hospitals, etc.);   

 culture (protection and renovation of cultural heritage, organisation of cultural events etc.);  

 environment (focusing on local construction activities, environmental protection, ecology, 
sustainable way of living, etc.);  

 sporting events (organising competitions, charity races, training of youth - especially on the 
local level, services provided during the events); 

 free time (clubs, discussions, seminars, and educational activities aimed at both children and 
adults) 

 development cooperation (participating in the implementation of activities focused on 
improving the socio-economic situation of foreign communities, organising public education 
and awareness raising campaigns); 

 humanitarian aid (activities performed in large-scale emergencies, e.g. during floods, or 
small-scale emergencies such as fire, accidents or as part of neighbours’ helping each other) 

 

1.6 Motivation of volunteers  
 
The motivation to do unpaid work and dedicate one’s time to helping others can vary. It can be, 
amongst other things, the person’s own sense of fulfilment, acquiring or strengthening self-
confidence, the feeling of being useful, the feeling that others need help, knowing one’s own limits, 
having a meaningful way how to spend free time, an opportunity to realise one’s own ideas and 
thoughts, acquiring and expanding of experience and skills, increasing of qualification and of the 
chances of succeeding on the labour market, meeting interesting people, establishing new 
relationships and finding new friendships.  
 
A survey conducted in the US found six basic types of motivation which lead to the initial decision to 
become a volunteer (Gallup Poll on Giving and Volunteering. Independent Sector. 1990 In: Vineyard, 
1991): 
 

 help: I want to do something useful; 

                                                           
1
 Tošner, J. Sozanská, O.: Dobrovolníci a metodika práce s nimi v organizacích 
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 fun: I will enjoy it; 

 close persons: I will help a friend, people around me, my family;  

 use of services: I have used the same service as a client; 

 experience: I want to learn something and gain experience; 

 free time: I want to spend my free time meaningfully.  
 
If we understand the initial motivation of volunteers, we can set the strategies of approaching and 
attracting volunteers and offer services that volunteers are interested in. Focusing the activities in 
this way may preserve the volunteer’s initial motivation and develop it further. Moreover, the 
volunteer will accept the assigned work better, will find greater satisfaction in it and will be more 
likely to perform it for a longer period of time.  
 

1.7 Role of a volunteer 
 
For any role volunteers can have it is typical that it is in line with the definition and principles of 
volunteering, reflects the volunteer’s rights and, when compared to the identical paid position, 
brings the organisation a certain added value. This role must be viable – i.e. meet the needs of both 
the organisation and the volunteer. This role must be easily adjustable to the specific skills and 
capabilities of the volunteer.  
 
Some volunteers join the organisation with specific ideas about what kind of activities they would 
like to do. A flexible organisation should not have a big problem to react to those requirements and 
to adjust the role for the volunteer if possible. Volunteers thus also shape their role in the 
organisation.  
 
The specific description of activities and responsibilities of different roles is listed in the job 
description (Chapter 2.4.2).  

1.8 Rights and obligations of volunteers 
 
Rights and obligations of volunteers are based on the relevant legal regulations, on the activities the 
volunteer is expected to perform and on the moral obligations the organisation has towards the 
volunteer and vice-versa. Where a contract is concluded with the volunteer, the rights and 
obligations are set out in such contract.  

1.8.1 Volunteer’s fundamental rights  
 

 Healthy and safe environment; 

 Information about the mission and the area of activity of the organisation where the 
volunteer is to work;  

 Information about the job description and the conditions for performing the work;  

 Training according to the type of work; 

 Performance of  work only with which the volunteer agrees and which meets his or her 
expectations;  

 Guidance from a volunteers’ coordinator or another authorised person; 

 Supervision and evaluation;  

 Withdraw from performing work which the volunteer does not find fulfilling or which is 
abusive;  

 Reimbursement of the agreed costs (insurance, travel costs and other demonstrable 
expenses). 
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1.8.2 Basic obligations of volunteers  
 

 Abide by the organisation’s principles and procedures;  

 Perform tasks within the job description with due care;  

 Be precise, reliable and responsible;  

 Maintain confidentiality;  

 Take part in the trainings required by the organisation;  

 Report any injury or impending danger at the workplace;  

 Ask for support and help when needed;  

 Support teamwork.  
 

1.9 Legal framework  
 

 
The General Assembly of the UN declared 2001 the International Year of Volunteers. Prior to this 
year, only a few countries had legislation and programmes in place which addressed volunteering in 
a complex manner. States that lack unified legislation on volunteering or that have unfavourable laws 
in place prevent volunteering, do not support it, or do not make it possible to use social and 
economic advantages related to voluntary work. Problems then also occur with labour law and tax 
law, liability for damage, social benefits, protection and security. The absence of programmes 
focused on the support and development of volunteering also means that an opportunity to enhance 
the country’s economic and social development will be missed.  
 
By the end of 2001, 125 national committees had been established, which started implementing a 
volunteering policy and advocating the adoption of laws which would regulate this area. 10 years 
later, more than 70 laws or policies addressing volunteering had been adopted all over the world as 
an indispensable part of national development. Each government emphasises its own needs and 
interests, and there is therefore not a universal solution or a set of areas important or common for 
all countries. In countries where volunteering does not have any tradition, the policies can focus 
rather on raising awareness about the necessity, value and purpose of volunteering. For instance, in 
countries with a developed social network, volunteering laws focus rather on clarifying the difference 
between paid employees and unpaid volunteers and on removing legal obstacles in the existing 
labour law that hamper the performance of voluntary work. In developing countries and in countries 
with a weaker economy, these laws focus rather on the support of volunteering in order to reach 
specific development laws.  
 
The national legislation is supposed to define volunteering and related terms and distinguish it clearly 
from employment. Rather than regulate, a legal act on volunteering should provide a framework for 
the performance and various ways of organising voluntary activities, remove obstacles and support 
the social development of volunteering. Certain states only regulate formal volunteering through 
such legislation, i.e. the work performed via organisations and institutions, and they do not feel any 
need to cover the areas of informal volunteering. Other countries, especially those where the non-
governmental sector is less developed, adopt legislation regulating both formal and informal 
volunteering.  
   
 

1.10 Caritas and volunteering 
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Caritas is a professional organisation which, when it provides its social and health services to clients, 
abides not only by the relevant legislation but also by the code of conduct of Caritas CR. Its workers 
must meet certain qualification criteria and must have an employment contract.  
Therefore, volunteers can, in terms of the social and health services provided by Caritas, perform 
only activities which are supplementary to such services and are not necessarily required. This does 
not mean that such supplementary activities are not useful, on the contrary. The role of volunteers in 
homes for the elderly, day centres or hospices is irreplaceable: they can spend time with clients in 
Caritas’ facilities talking to them, playing games, singing, going for a walk with them etc.  

1.10.1 Emergencies  
 
An emergency consists of negative effects of forces and events caused by human activity or of 
natural origin; however, an emergency can also be an accident which puts lives, health, property, or 
the environment at risk and requires rescue and remedy work. Generally, emergency can be defined 
as a sudden event with serious effects which disrupt the stability of a system, possibly jeopardizing 
this system’s safety or its very existence.  

1.10.2 Volunteers and emergencies  
 
Volunteers are one of the human resources widely used by non-profit organisations when dealing 
with the aftermath of emergencies. Volunteers can also act on their own and without being 
organised where the emergency occurs. The experience of organisations helping people in 
emergencies shows that these organisations need and use volunteers who:  
 

 are ready and have time to get involved in the activities required by the organisation,  

 respect the organisation’s coordinating role and perform tasks assigned by the coordinator, 

 perceive the severity of the situation and are capable to work in a team  
 
The involvement of volunteers may have the following advantages: flexibility, being already equipped 
(work clothes, work tools, vehicles etc.), experience and knowledge.  
 

1.10.3 Caritas and emergencies from the perspective of human resources  
 
In case of an emergency, Caritas pays great attention to how to secure the provision of humanitarian 
aid to the affected persons in terms of human resources. There are charities which, thanks to the 
structure of their staff, are able to do most of the work using their own staff who are temporarily 
released from their normal work duties. There are also charities that combine the use of their own 
staff with volunteers and, finally, there are charities entirely dependent on volunteers in providing 
aid. 
 
The extent of the emergency is definitely a factor which influences how and to what degree 
volunteers will be used: in the case of a small-sale emergency (a house catches fire, burst pipes etc.), 
the situation will be dealt with by a Caritas worker authorised for dealing with emergencies, who will 
survey the social aspects of the emergency and will provide, upon the fire brigade or the mayor’s 
request, material assistance including lending of cleaning and drying equipment and other necessary 
help. In case of a large-scale emergency (such as flood), use of volunteers is possible, given the 
nature of the emergency, where it is likely that many people will take part in cleaning-up after the 
disaster, which will probably take several weeks or months. The extent of required aid is usually 
enormous, be it in the acute or the follow-up stage, including both material assistance and financial 
contributions. Volunteers can be used not only to help the affected persons, but also to help in the 
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organisation of the assistance (various organisation and administrative tasks, communication, 
logistics). 
 
 
For instance, Caritas Czech Republic designed and follows an emergency response plan.2 The 
preparatory phase is crucial in this plan, which also includes the selection and preparation of workers 
and volunteers of Caritas for the emergency. As this preparatory phase is demanding in terms of time 
and money, Caritas prefers volunteers and workers who it already knows, has experience with, and 
who are interested in working for Caritas to fill the key positions. These employees and long-term 
volunteers are trained in the preparatory phase, so that they can assume responsibility for providing 
Caritas’s services to affected persons and also work with volunteers who contact Caritas in the first 
hours and days after the emergency. Caritas calls these volunteers “ad hoc” volunteers. 
 
Caritas' concept document called “Sustainable Disaster Relief – Aid Beyond the Crisis” is another 
example. The document sets out a practical approach as it tries to apply a well-prepared concept 
basis for aid from the viewpoint of Caritas Germany. In the first part, the document focuses on the 
basic principles of dealing with the aftermath of natural disasters, the second part of the document 
introduces the stages and areas of aid including humanitarian aid and the third includes general 
principles and procedures of cooperation and partnership.  
 
A document entitled “Caritas Internationalis Toolkit Manual - How to use the Caritas Internationalis 
Toolkit for Emergency Response” provides, together with “CI Emergency Guidelines”, support to 
Caritas and members of the Caritas Internationalis (CI) network in emergencies and in emergency 
preparedness. The document contains a set of tools focused on disaster preparedness and reaction: 
the organisation’s preparedness, surveying of needs, status reports, proposal templates, reporting, 
evaluation and audit. It sets out steps that need to be taken in preparing for and dealing with 
emergencies. CI, however, expects that management mechanisms are functional in the given Caritas 
organisation and that this organisation has experience with planning, implementation, monitoring 
and evaluation of programmes.  
 

  

                                                           
2
 Caritas CR handbook for emergencies 
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2. Caritas’ preparation for volunteering 
 
If volunteering is to be successful and beneficial for the organisation, it is necessary that it gets 
support from the organisation’s management. It is essential to recognise that volunteering entails 
costs and requires that staff, time and space are allocated for the management of volunteers. Staff 
must also be ready for the activities of volunteers, as they are expected to accept them as their 
colleagues and support them in their roles within the organisations.  
 
It is necessary to prepare well for working with volunteers even before the volunteers are accepted, 
if such work is to be professional and well-managed. This is especially true for emergencies, where 
there is only minimum time and space for preparation, as is it is necessary to react immediately and 
quickly to the needs of the affected persons.  
 
 

2.1 Volunteering in strategic documents  
 
The mission of Caritas is to help the other person in need in the name of Christ’s charitable love. To 
fulfil this mission, each organisation, Caritas notwithstanding, develop strategic documents, which 
helps the organisation to maintain the right direction over a certain period.  
 
Strategic plan – a strategic document covering several years, which estimates the future 
development, describes strategies and focuses on personnel, financial and educational issues.  

 Volunteering contributes to the realisation of the organisation’s vision, especially to 
providing human resources – volunteers in emergencies – needed for some of the planned 
activities. 

 If the organisation does not rely solely on volunteers (see chapter 1.2), the topic of 
volunteering will be only a part of the overall plan or will be included in several chapters.  

 
Concept for emergencies – is a medium-term strategic document mainly aimed at establishing a 
system within the organisation’s structure which will ensure the necessary, timely, effective and 
professional response of Caritas to the emergency.   

 In relation to emergencies, a concept includes a plan of systematic steps leading to engaging 
volunteers in the preparation for an emergency and for the aid provided during and after the 
emergency. The plan also includes deadlines for the individual steps.  

 
Annex no. 1 – The concept of local Caritas in Uherský Brod 
 
Organisation’s internal guidelines – a binding document that stipulates rules, conditions, duties, 
responsibilities and rights in relation to certain work activities or areas. The purpose of the guidelines 
is to apply the relevant legal regulations in the specific conditions of the organisation or the 
organisational unit. These guidelines are an actively used tool facilitating the orientation in 
operational activities and all relevant staff must abide by these guidelines.  

 In relation to volunteering, the guideline defines the basic terms and organisational 
structures of the volunteering programme within the organisation and stipulates the 
administrative and organisational matters regarding volunteering.  

 
Annex no. 2 – The internal guidelines of local Caritas in Uherský Brod 
 

2.2 Volunteers’ coordinator  
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If an organisation decides to accept volunteers, it must, in the first place, create the post of a 
volunteers’ coordinator and appoint the person to be responsible for volunteering within the 
organisation. Depending on the degree of involvement or on the number of volunteers, either a 
special position is created or a staff member is selected, who will devote part of his work time to the 
coordination of volunteers. His job description is adjusted accordingly.  
 
In certain organisations, the organisation’s volunteer performs the role of the coordinator, mostly 
where volunteering plays a supplementary role and the number of volunteers is low.  
 
Given the key position and the degree of responsibility volunteers have in Caritas, it is reasonable to 
always assign this role to the organisation’s employee.  
 
Coordinator of volunteers is a:  

 person in charge of the organisation’s volunteering programme; 

 person responsible for selection and training of volunteers, for planning and organising their 
activities, for guiding, supervising and motivating volunteers, and for evaluating and 
appraising their work; 

 contact person mediating between volunteers, staff and beneficiaries.  

2.2.1 Job description and qualification criteria  
 
Job description 

 Cooperation regarding the organisation’s strategic plans;  

 Communication with the organisation’s managers regarding the need of voluntary work;  

 Recruiting and selection of volunteers;  

 Introduction of volunteers into the organisations, acquainting them with key documents; 

 Organising trainings for volunteers; 

 Planning, managing, coordinating, motivating and supervising volunteers and their activities; 

 Ensuring supervision, evaluation, and appreciation of volunteers;  

 Ensuring safety, insurance and other norms relating to volunteering; 

 Evaluation of volunteers’ activities;  

 Administration of volunteers’ activities;  

 Cooperation in funding of volunteers’ activities;  

 Cooperation with other NGOs, institutions and other stakeholders in volunteering;  

 Cooperation with the PR department;  

 Creation of information materials;  

 Obligations under relevant legislation in the case of an accredited programme.  
 
Qualification criteria 

 Strong communication skills, flexibility, independence;  

 Ability to plan, organise, manage people and to cooperate; 

 Ability to manage risks and solve problems; 

 Proactive approach; 

 Computer skills; 

 Basic knowledge of law and economy; 

 Language skills; 

 Driver’s licence. 
 
Persons with mental illness or behavioural disorders cannot work as coordinators.  
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2.2.2 Necessary material, equipment and facilities  
 
For the effective and professional management and coordination of volunteers in an emergency, it is 
good to have the space and equipment available that is needed to perform the given activity. We 
would probably not find such a lack of preparation in organisations directed by Caritas; however, 
when a coordinator of volunteers does not have the sufficient equipment available to him or her, his 
or her effectiveness and ability to act in a flexible manner is limited. It is also far from ideal when the 
coordinator sits with other colleagues in a small room during the emergency, who he disturbs in their 
work and vice-versa.  
 

Work space   

 Space designated for work, meetings, operational meetings, negotiations and visits;  

 Equipped with office supplies and communication and presentation technology.  
 

Equipment (means) of the coordinator  

 Clothes with Caritas logo (shirts, polo shirts, vest, jacket – depending on the season); 

 Employee identification card;  

 Business cards where the position “volunteers’ coordinator” is indicated;  

 Mobile / satellite phone with data connection and quality camera;  

 Personal computer – ideally a laptop with data connection;  

 Organisational chart of Caritas for emergencies with contact information;  

 Guide / handbook for emergencies;  

 Guide / handbook for working with volunteers;  

 Office equipment.  
 

2.3 Volunteer’s code  
 
Each organisation is expected to have a code of conduct for volunteers in place, which clearly sets 
the standard of conduct not only in emergencies.  
 
The code of conduct presents a framework which helps the volunteers, when faced with an ethical 
issue, to make the right decision. At the same time, it creates an obligation for volunteers to assume 
responsibility for their own actions.  
 
The code covers the following areas:  
 
Personal responsibility 

 be reliable; 

 accept the obligations and responsibilities of a volunteer;  

 accept the role of a volunteer in a way that is in line with the volunteer’s interest, skills and 
available time;  

 accept this role with an open mind and readiness to learn;  

 accept feedback from persons in charge of volunteers to improve one’s work;  

 avoid conflicts of interest;  

 do not accept any kind of reward for voluntary work;  

 solve ethical issues with the person in charge of volunteers.  
 
Respect 

 treat everybody with dignity and respect, do not judge anybody;  
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 avoid swearing, blasphemy and generally behaviour that is harmful to one’s self as well as to 
others; 

 refrain from taking photographs or making audio or video recordings without the prior 
consent of the person being recorded;  

 do not disclose any facts which are considered confidential and which the volunteer will 
learn about during the work, whether these concern the organisation, employees, other 
volunteers or beneficiaries of aid, i.e. the affected persons;  

 do not lecture others and do not force anybody to adopt one's own political, cultural or 
religious views;  

 use the  entrusted equipment, tools and aids in a way which is appropriate to the 
performance of the assigned tasks, take care of such equipment and tools and refrain from 
using them from private purposes.  

 
Safety 

 do not use, possess or be under the influence of alcohol or drugs when working for the 
organisation and in before such performance; 

 refrain from illegal activities of any kind;  

 wear a visible ID badge and the required and suitable clothes which must not contain any 
offensive slogan or sign;  

 observe the safety rules, take part in work safety trainings, use protective equipment, report 
to the person in charge about all accidents, injuries and hazardous situations;  

 report to the person in charge about suspicious situations or about abuse of any kind.  
 
In preparing the code of conduct for volunteers, organisations can use the above areas as the basis of 
this code; however, the list is not exhaustive and it is possible to add other roles to reflect the 
specific needs in the given location.   
 
Annex no. 3 – Volunteers’ code of conduct of Archdiocesan Caritas Olomouc 
 

2.4 Areas of help, work positions and equipment of volunteers  
 
Each Caritas organisation has a different approach to emergencies – some of them get actively 
involved in helping the affected population while others are ready to help only after receiving an 
external request, e.g. from states’ emergency teams.  
 
It is similar with the provided aid – the offer of an individual Caritas organisation may not contain all 
kinds of aid but only those the organisation is able to provide in terms of available professional 
capacities, sufficient quality and necessary resources.  
 
This means that the use of volunteers, their role and number may and even must be different for 
each Caritas organisation 
 

2.4.1 Areas of aid  
 
The volunteers’ coordinator will therefore choose those offered types of aid and work positions from 
the following list for his or her Caritas, in which it is possible to involve volunteers. The areas and the 
work positions defined in this way will help the coordinator create the roles which the volunteers will 
be able to perform in emergencies.   
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 basic counselling and social surveys (identification of needs, getting an overview of the 
situation, provision of information); 

 material aid (liquids, food, hygienic supplies, clothes, drying and cleaning equipment, setting 
up of a collection); 

 physical aid (helping to reduce damage caused by natural disasters);  

 spiritual aid;  

 psychological first aid, crisis intervention; 

 financial aid (direct financial aid, payment for service and material, setting up of a collection);  

 providing food and shelter; 

 setting up evacuation centres; 

 health and nursing service; 

 providing transportation (transporting people and material); 

 mediation of follow-up services and professional help; 

 other kind of help 
 
During the preparations, other kinds of aid may be added which Caritas is able to provide and which 
is not included in the above list.  
 

2.4.2 Work positions 
 
Caritas organisations must be able to secure sufficient human resources to provide the offered kinds 
of aid. Caritas partially uses its own staff (for management, coordination and specialised activities), 
partially volunteers. Wherever possible, these persons should be selected in advance to know what is 
expected from them in emergencies.  
 
The list of work positions in relation to the above list of offered help (the volunteers’ coordinator will 
choose, after an agreement with the emergency coordinator, the positions Caritas will fill by 
volunteers instead of its own staff members):  
 

 basic counselling and social surveys:  
o social worker, worker in social services, expert, trained worker  

 material aid:  
o worker/warehouse operator (receipt, putting in stock, dispatch), logistician/driver 

(transportation), administrative worker (keeping of records), buyer 

 physical aid (helping to reduce damage caused by natural disasters) 
o worker (moving, vacating, cleaning) 

 spiritual aid: 
o priest, pastoral assistant, other clergymen  

 psychological first aid (PFA), crisis intervention  
o intervention worker, trained worker 

 financial aid: 
o economist, accountant, worker responsible for the handover of the funds, financial 

committee worker (usually a committee of three persons deciding about the award 
of the funds to the affected person) 

 providing food and shelter: 
o head chef/cook, buyer, driver, manager/worker of an accommodation facility   

 operating evacuation centres: 
o social worker, PFA worker, manager of the centre, medical worker  

 health and nursing service: 
o workers of Caritas’ nursing and care service (CNC)  
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 transportation of people and material: 
o driver, loading and unloading assistant  

 mediation of follow-up services and professional help:  
o experts providing the offered services 

 other kind of help - 
o Please state the required staff  

 
A director or another authorised person will determine who will be responsible for management, 
coordination and cooperation in emergencies and who will be responsible for economic matters and 
working with the public. The volunteers’ coordinator, in cooperation with other authorised persons, 
will create a list of work positions to be filled by volunteers (mostly administrative positions – 
assistant, phone operator, person in charge of making written records etc., but also experts – 
photographer, graphic designer, financial and project assistant etc.). 
 
For each of the chosen positions, the coordinator will determine, at least roughly, the number of 
volunteers required.  
 
As in the case of offered aid, the list of work positions is not final and depends on local conditions 
and possibilities of the individual Caritas organisation. To make orientation in different work 
positions easier, we recommend creating a chart similar to the one shown below.  
For each position, name and surname of the person can be added together with a telephone 
number, or this information can be recorded separately. Volunteers will be marked with capital “V”.  
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2.4.3 Provision of necessary material   
 
The volunteers’ coordinator is tasked with providing volunteers with equipment necessary for their 
work. The below list of material includes the equipment related to the individual positions, and it 
goes without saying that the content of this list may differ depending on the local conditions. In such 
case, the coordinator will adjust the list accordingly. 
 

Equipment (means) common for all workers providing any of the offered aid: 

 clothes with Caritas logo (t-shirt, polo shirt, vest, jacket – depending on the season); 

 employee’s identification card;  

 mobile / stationary phone; 

 organisational chart of Caritas for emergencies including contact information;   

 office supplies.  
 

Shared equipment (means) necessary for the provision of certain types of offered aid:  

 camera;  

 vehicles; 

 desktop PCs, notebooks; 

 documents (contracts, forms, information); 

 field backpack  
o backpack 35l-50l   
o raincoat 
o caritas t-shirt 
o sleeping bag 
o space blanket 
o headlamp or torchlight 
o first aid kit 
o disinfection gel for hands  
o latex gloves 
o 1l bottle  
o tape measure 
o pocket knife 
o string 
o duct tape 
o scissors 
o folder for A4 documents with a snap closure   
o hard A4 pad with a clip 
o A 5 notebook 
o Post-it notes block 
o pen, pencil 
o name badge 

 
 

The recommended equipment needed for provision of the below types of aid: 
 
basic counselling and social surveys: 

 equipment (means) common to all workers  

 the map of the affected area and assigned location;  

 folder with Caritas logo; 

 social survey questionnaire;  

 camera; 
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 hygienic, medical and disinfection package;  

 food and drink package; 

 field backpack (in the case of field visit that takes several days); 

 basic counselling brochure (with room for the name of the current contact person to 
be added); 

 information material for the affected (leaflets, guides and other information material 

 contact information for the affected);  

 information for those who could not be located in the expected place– “Call us”. 
 

material aid: 

 equipment (means) common to all workers  

 warehouse (premises); 

 collection and dispatching point; 

 material (food, beverages, clothes, furniture, tools etc.) ; 

 cleaning and drying technology; 

 warehouse sheets, databases; 

 documents (related to announcing and organising of collections, lending protocol, 
donation agreement, handover protocol etc.) ; 

 vehicles.  
 

physical aid (helping to reduce damage caused by natural disasters)  

 equipment (means) common to all workers + the following: 

 map of the affected area and the assigned location; 

 work clothes; 

 personal protective equipment; 

 tools; 

 hygienic, medical, and disinfection package;  

 food and drink package; 

 field backpack (in the case of field visit that takes several days); 

 transportation package; 

 documents for the affected (guides and information related to e.g. drying); 

 contact information for the affected.  
  

spiritual aid  

 equipment (means) common to all workers  

 hygienic, medical and disinfection package 

 food and drink package  

 field backpack (in the case of field visit that takes several days) 

 transportation package 

 documents for the affected (publications) 

 contact information for the affected  
 

psychological first aid (PFA), crisis intervention (CI)  

 equipment (means) common to all workers  

 hygienic, medical and disinfection package; 

 food and drink package;  

 field backpack (in case of field visit that takes several days); 

 transportation package; 

 contact information for the affected.  
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financial aid  

 equipment (means) common to all workers 

 permission to carry out a collection in accordance with the local law; 

 collection account, collection documents, cashboxes; 

 collection points (list); 

 funds (own or of other parties); 

 documents (related to the announcement and conducting of a collection, donation 
agreement, handover protocols, receipts and expenditure cash slips etc.); 

 vehicles. 
 
provision of food and shelter 

 equipment (means) common to all workers  

 list of accommodation facilities with contact information; 

 list of dining facilities with contact information; 

 equipment needed for accommodation (mattresses, blankets, pillows, bed linen 
etc.); 

 dining equipment (plastic dishes – plates, cutlery, cups, tea and coffee urns, napkins, 
disposable gloves etc.); 

 vehicles. 
   

setting up of evacuation centres 

 equipment (means) common to all workers + the following:  

 hygienic, medical and disinfection package;  

 field backpack (in the case of field visit that takes several days); 

 material required by the entity that established the evacuation centre. 
 

health and nursing service 

 equipment (means) common to all workers + the following:  

 material required by the local standards of healthcare and nursing service. 
 

transportation of persons and material  

 equipment (means) common to all workers + the following:  

 personal protective equipment; 

 navigation; 

 personal car;  

 lorry; 

 specially adjusted car.  
 mediation of follow-up services and professional help  

 equipment (means) common to all workers + the following:  

 list of contracted experts and their contact information  
other aid ………………………………………. 

 equipment (means) common to all workers + the following:  

 list the necessary material provided ……………………………………… 
 

For the sake of obtaining a clear overview, we recommend preparing a summary table listing the 
types of aid which Caritas is able and ready to provide, with a description of the offer and the 
capacities, means and the number of persons needed to provide the offered aid and the person in 
charge of each part of the offer.  
The number of volunteers will be stated in the human resources column, if the offered services are 
provided entirely by volunteers or by volunteers in cooperation with other persons.   
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Besides the person responsible for the emergency relief (emergency coordinator), a volunteers’ 
coordinator should also be included in the table.  
Listing the phone number of the persons in charge will speed up communication; however, this 
information can be recorded and maintained separately.  
 
 

 
 
Annex no. 4 – List of aid, capacities and means of Caritas  
 

2.5 Funding of volunteering 
 
Volunteers are not paid for the work they do. However, it is necessary to obtain the funding 
necessary for the selection, training, and involvement of volunteers in helping the affected persons, 
either using the organisation’s own funds or funds of donors. Creating a framework budget for 
volunteering in emergencies seems to be the necessary first step to secure the funding within the 
organisation’s total budget. 
It is not possible to determine a fixed amount which would be allocated to volunteering, nor is it 
possible to create a fixed budget. Each organisation is going to use volunteers in accordance with its 
capacities and possibilities, and with different costs.  
 
The list of items which Caritas may include in its budget for volunteering:  

 

 salaries – volunteers’ coordinator, part time contracts within the economic departments, PR 
staff, assistants;  

 insurance, vaccination and travel costs; 

 operational expenses – renting, letting, fuel, electricity, telecommunication fees;  

 services – lawyer;  

 material equipment – office and communication technology; 

 work clothes and aids – t-shirts, shirts, jackets, raincoats, identification material; 

 visibility – information and promotion materials – leaflets, brochures, key holders, 
certificates. 

 
 

2.6 Administrative preparations 

2.6.1 Volunteer’s questionnaire  
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The first step in involving a volunteer in the organisation is to approach him or her properly and get 
the initial information from this person. Caritas has created a questionnaire suitable for this purpose, 
which, after having been filled by the volunteer, will provide the necessary data to perform further 
steps towards the involvement of the potential volunteer in emergencies.  
 
Generally, each questionnaire should contain:  

 

 Name, surname, title 

 Contact information 

 Education 

 Skills and experience 

 Prior voluntary activities 

 Motivation for working as a volunteer for Caritas 

 Completed trainings 

 Language skills 

 Possibility to drive different vehicles 

 Absence of criminal records 

 Health condition 

 Time availability for volunteering 

 References 
 
We will prepare the questionnaire both in printed form and online (web, OneDrive, Google form) 
 
Annex no. 5 – Questionnaire of a volunteer in emergencies 
 

2.6.2 Contract with the volunteer 
 
The contract with the volunteer should be concluded in accordance with the relevant laws in the 
country.  
 
The contract is an agreement between the organisation and the volunteer regarding the volunteer’s 
rights and obligations concerning the work to be performed – it clearly informs volunteers about 
what is expected from them and what they can expect from the organisation.  
 
Depending on the local conditions and laws, the contract may be executed either orally or in writing, 
and the form in which the contract is executed may depend on the expected period for which the 
voluntary work will be performed. For the case of emergencies, it is recommended to conclude the 
contract with the volunteer in writing.  
 
The contract with the volunteer should contain the following:  
 

 Identification of the parties to the contract; 

 Description of the activity to be performed by the volunteer; 

 The place of this activity; 

 Period for which the activity will be performed – at least generally (e.g. 3 hours twice a 
week);  

 Information that the volunteer is not entitled to any remuneration;  

 Information that the costs incurred in relation to the volunteer’s activity will or will not be 
reimbursed; 

 Confidentiality clause;  
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 Insurance clause;  

 Length of the contract (date of commencement, date of termination); 

 The possibility to terminate the contract either by agreement or by one of the parties . 

The contract may refer to other documents (job description, Volunteer’s Code of Conduct etc.). It is 
however necessary to consider the scope and the complexity of the contract given the extent of the 
voluntary work – a simple and comprehensible form of the contract is recommended to  help 
volunteers understand what is expected from them in what circumstances and what they can expect 
in return from the organisation. 

Annex no. 6 – Agreement on long-term voluntary services 
Annex no. 6a –  Declaration of no criminal records and other important circumstances  
Annex no. 6b – Declaration of confidentiality 
 

2.6.3 Volunteer’s job description 
 
A proper job description clarifies the role of the volunteer on the given work position, the volunteer’s 
responsibilities and appropriate support the volunteer is entitled to receive. It helps volunteers 
understand what is expected from them and what the organisation an offer to help them perform 
the given activity.  
 
It helps (not only in emergencies) when the organisation has a template in place which can be used in 
all departments or for all work volunteers’ position. Such templates also saves time that would 
otherwise be needed to create or adjust further volunteers’ roles within the organisation.  
 
The job description contains: 
 
Job title The volunteer should understand from the job title what role he or she 

will perform for the organisation 
 

Job description Description of the position with respect to goals which the organisation 
wants to achieve and to the benefits of the beneficiaries or the 
community 

Place of work The place where the volunteer will perform the work 

Responsibilities Key activities (in points) the organisation expects the volunteer to 
perform on the given position 

Qualification criteria Required knowledge, experience, qualification – list only the necessary 
preconditions for performing the described activities  

Person in charge Name of the employee of Caritas who will be responsible for the 
volunteer and who will provide the volunteer with support  

Working hours Number of required days/hours a week  

Length of the obligation Number of days/weeks/months, or a date when the involvement of the 
volunteer began  

Required trainings List of trainings the volunteer must complete for the given position  

Equipment and support Everything the volunteer will have at his or her disposal – tools and aids, 
workplace insurance, transportation, reimbursement of other costs etc.  

Date of job description revision dd-mm-rrrr 

Prepared by name, surname, signature 
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Approved by name, surname, signature 

 
Annex no. 7 – Job description of the assistant of the volunteers’ coordinator  
 
 

2.6.4 Volunteer’s file 
 
For each volunteer who signs a contract with Caritas on the performance of certain activities in 
emergencies, a coordinator or another authorised person will create a file in which they will fill the 
data from the questionnaire the volunteer completed after having shown an interest in volunteering. 
In the file, important moments in the activities performed for Caritas will be recorded, such as 
participation in trainings, supervision, the number of hours spent doing voluntary work and other 
information important for the organisation.  
 
The records may be maintained either in paper or electronically and they serve the volunteers’ 
coordinator or the person tasked with identification of suitable volunteers in accordance with 
selected criteria for involvement in emergency relief.  
If the country’s law regulates keeping records with personal data, Caritas will proceed in compliance 
with the provisions of relevant legal acts.  
 
Annex no. 8 – Electronic records of human resources for emergencies  

2.6.5 Evaluation questionnaire  
 
Coordinator may, during the preparations for an emergency, prepare another document, namely the 
evaluation questionnaire for volunteers, thanks to which Caritas will receive feedback from 
volunteers who performed work during an emergency. 
 
The questionnaire may contain the following questions: 

 Were you sufficiently acquainted with the organisation, the activity that was required from 
you and with the practical operational matters regarding the performance of the work? 

 Did you know who the volunteers’ coordinator was and who the person in charge assigned to 
you was? 

 Was sufficient support provided to you during the work? Did you have the opportunity to be 
supervised and have enough time to rest? 

 Did extraordinary circumstances emerge during your work? 

 Were you provided with all the necessary work and personal aids and necessary items? 

 Were you satisfied with how the preparations and the work were organised, with the role 
assigned to you and with yourself (were your expectations met)? 

 Would you consider working with the organisation again in the future? 

 Space for the respondent’s own comments, observations, suggestions of improvement, 
praise, criticism  

 
The aim of the evaluation questionnaire is to get feedback from the volunteer regarding how 
processes are set in the organisation and regarding the work in the field and performance of 
supporting activities. It is also aimed at helping the volunteer to identify strengths and weaknesses: 
both the organisation’s and his own. The evaluation questionnaire is one of the tools that may 
improve the quality of work and processes related to volunteering in emergencies.   
 
Annex no. 9 – Volunteer’s evaluation questionnaire  
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3. MANAGING OF VOLUNTEERS  
 

3.1 Approaching and selecting volunteers  
 
It is ideal for the organisation, if it has enough time, to work with volunteers at each stage of the 
work. However, it is challenging to do so in emergencies. Nevertheless, the greatest solidarity and 
thus also the greatest interest on the part of volunteers is raised when an emergency occurs. At this 
point, the organisations who provide humanitarian aid are flooded with emails and phone calls with 
offers of help from private individuals, companies and institutions. Everybody wants to help now and 
everyone wants to be sent to field immediately to help the affected.  
 
After the experience with large-scale emergencies in the Czech Republic and Europe (floods in 1997, 
2002, and 2013) and with the involvement of Caritas in dealing with the aftermath of small-scale 
emergencies (fire, traffic accidents, local extreme weather etc.), the development of a system of 
emergency response started within the Caritas group. Employees and long-term co-operators of 
Caritas, who can be trained in the preparatory phase, are at the core of this Early Response System 
(ERS). Once the emergency occurs, many volunteers approach Caritas who want to help and who are 
then involved in the ERS to do a specific activity, mostly manual work in the field, in a material aid 
warehouse or within administration.  
 
The approaching and selecting of volunteers will be adjusted to the conditions of the given country; 
however, it should take place only when Caritas is ready to accept volunteers and knows what roles it 
wants to offer them! 
 

3.1.1 Long-term volunteers 
 
Caritas, whose director will decide about the involvement in ERS, will turn to staff and long-term 
volunteers with the offer to take part in the provision of aid to the persons affected in an emergency. 
The core of this system is thus based on human resources which Caritas knows well, has positive 
experience with, can rely on them and can approach them anytime witha request for help.  
 

3.1.1.1 Approaching 
 
The approaching is done within the given Caritas organisations (local, diocesan or national) by the 
volunteers’ coordinator in cooperation with the emergency coordinator, who is in charge of 
emergency-related matters.  
 
The following persons can be approached with the offer of cooperation in the preparatory stage:  

 current volunteers helping with the provision of our services (social, health); 

 volunteers from volunteers’ centres of Caritas; 

 students – interns in Caritas;  

 family members of employees (many already help and support Caritas); 

 priests, pastoral assistants;  

 experts whose services we are already using (IT experts, graphic designers, photographers, 
lawyers, psychologists etc.). 

 
 
A common way how to approach the person in these cases is a personal meeting with the aim to 
offer the person cooperation in an emergency and participation in the ERS of Caritas. During the 
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meeting, we can explain how Caritas works in emergencies, how it helps the affected persons and 
the roles we offer to volunteers.  

In the event the person who we are having the meeting with shows interest in the cooperation, we 
will find out whether the person is interested in one of the roles in the Caritas’ system and we will 
ask for the evaluation questionnaire (chapter 2.6.1) to be filled in. We will also ask for a CV.  
 

3.1.1.2 Selection 
 
The list of roles which we want to fill with volunteers and the job descriptions (chapter 2.4.2) will be 
very useful in the selection of suitable candidates.  
 
Initial selection  
 
Thanks to the questionnaires and CVs we will have received, we will be able to perform the initial 
selection of candidates for the role. If we need to clarify something, we can contact the candidate by 
phone or email asking for more information.  

We will invite suitable candidates for an interview. 

As for the remaining candidates, we will either offer them another position in our Caritas 
organisation or we will thank them for their interest and tell them that they were not chosen for the 
position.  

The initial selection helps save time of the Caritas worker responsible for interviews with candidates.  
 
Interview 
 
Interviews are an indispensable part of the whole volunteer selection process where it is possible and 
feasible. They is a way how to assign the right role to a suitable candidate. Whereas it is easy to 
conduct an individual interview when selecting volunteers in the preparatory stage, it is usually not 
realistic to do so in the acute phase of an emergency due to the lack of time.  
 
The Caritas worker who conducts the interview should first briefly inform the candidate about the 
organisation’s mission, its activity in emergencies and the role Caritas wants to fill with a volunteer, 
describe the role and provide other relevant information, including mentioning that moral integrity 
and that a clean criminal record is required. Candidates should speak about themselves, their 
motivation, skills, experience and expectations. 
 
Questions directly relating to emergencies are an essential and important part of the interview, i.e. 
the question whether the candidate is ready and able to: 

 take part in necessary training in the preparatory stage;  

 be called to help anytime during emergencies;  

 react to the call as quickly as possible ; 

 work longer shift and under stress. 
 

From the answers, the worker that conducts the interview should establish how much room and time 
the candidate can devote to volunteering on the offered position.  
 
The interview should be conducted in a suitable place where the candidates will not be disturbed. 
Both the interviewer and the candidate should arrive on time and be prepared, including having all 
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the relevant documents ready. The interview should not be conducted in haste – all participants 
should save enough time for the interview. The interviewer takes notes and keeps the interview 
going by asking open questions. The length of the interview should be appropriate: it should not be a 
three-hour marathon of closed questions resembling a cross-examination. It is necessary to avoid 
suggestive questions, unclear formulation and lack of respect towards the candidate. Once the 
interview has finished, both parties should know what and when the next step is going to be. 
 
The interview may, besides a personal meeting, have the form of a phone call or be able to be 
conducted online (e.g. Skype).  
 
In the process of selecting a suitable candidate, Caritas may ask that proof of a clear criminal record 
is delivered. This can be done either by presenting an extract from the criminal record or by a sworn 
declaration submitted by the candidate.  
 
Once Caritas has evaluated the interview, it will inform the candidates about the results. To those 
not selected, it will thank for their participation and interest. It will start the cooperation with the 
successful candidates.  
 

3.1.1.3 Legal arrangements 
 
After the completion of the selection process, Caritas will conclude a volunteering contract with the 
selected candidates (chapter 2.6.2) and other required documents (volunteer’s code of conduct, job 
description, consent with maintaining a file on the volunteer). 
 
By signing the mentioned documents, the volunteers attest that they have understood the rights and 
obligations they have and that they are aware of their task and the expected conduct in their role 
during emergencies.  
 

3.1.1.4 Introduction to the organisation 
 
The coordinator will introduce Caritas and its workers to each volunteer. If this is not possible due to 
operational reasons, the volunteer will be introduced to senior staff at least. In emergencies, when 
there is a lack of time, this part can be skipped; however, it is necessary to inform Caritas workers 
about the volunteers’ activities in a timely manner.  
 
General part 
 
The volunteer gets acquainted with the mission and the activities of Caritas, with its Code, structure, 
and relevant guidelines including occupational safety and health protection rules. Volunteers will also 
learn about the physical premises of Caritas where they will work and which they will use in 
accordance with relevant operational guidelines.  
 
Special part 
 
The coordinator will inform the volunteers about their role in emergencies, the place and time of 
their work (where possible, given the fact that emergencies cannot be predicted), and their 
administrative duties. The coordinator will also inform the volunteers about the possibility of 
supervision and will introduce them to the colleagues they are going to work with.  
 
Online introduction 
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In the case of online volunteering (chapter 1.3.1), the volunteers’ coordinator will provide the 
volunteers with necessary material to study online in their free time.  
  
 

3.1.1.5 Training 
 
It is important that Caritas provides volunteers with the necessary training (both theoretical and 
practical) needed for them to perform the tasks expected from their role in emergencies. Caritas can 
provide the volunteer with this kind of education either at the beginning of their cooperation or as 
part of the volunteer’s further development.  
 
To its workers and long-term volunteers, Caritas offers specialised trainings as part of preparations 
for emergencies. These training are intended to those who have a role assigned within Caritas and 
the training will help them to perform this role professionally:  

 

 Management and coordination in emergencies;  

 Social field work in emergencies ; 

 Psychological first aid in emergencies; 

 How to work with volunteers in emergencies.  
 
Caritas will record the trainings completed by volunteers in their files (chapter 2.6.4), which are 
intended to give an overview of the volunteer’s development, progress and cooperation.  
 
Volunteers are always entitled to basic training pertaining to the role they are about to perform.  
 

3.1.2 “Ad hoc” volunteers 
 
If Caritas does not have enough of its own workers or long-term volunteers to provide the offered 
and needed aid in emergencies, it must hire new, so-called “ad-hoc” volunteers.  
 

3.1.2.1 Approaching 
 
Depending on the local conditions and available funds, Caritas may use one of the following ways of 
publishing the call for volunteers. In deciding how to publish the call, Caritas considers the number of 
volunteers it needs and the time for which it needs them. Several ways of publishing the call can of 
course be combined:  
 

 online – website of Caritas, volunteering sites, classified advertising sites, and social media 
o focused on internet users, mostly young people 
o very high success rate, quick response  

 local press, radio and TV broadcast  
o aimed at general public 
o very high success rate, quick response  

 schools 
o focused on students 
o very high success rate, quick response  

 regional groups and organisations – e.g. boy scouts 
o very high success rate, quick response  
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 companies and institutions 
o focused on employees within so-called corporate volunteering  

 notice boards, posters 
o aimed at general public 
o continuous response, fluctuating success  

 hiring at events: concerts, exhibitions, fairs  
o in the case of an ongoing emergency, participants at the events are approached 

directly and asked to provide voluntary help  

 personal contact 
o targeted approaching 
o relatively good success rate with a limited number of hired volunteers  

3.1.2.2 Selection, introduction into the organisation, legal arrangements and 
preparation 

 
For “ad hoc” volunteers, preparation that takes several days is not realistic as Caritas needs to 
respond to the emergency quickly and start providing aid as soon as possible. This is why the process 
of selection and acceptance of volunteers is quicker: in the information gathering stage, the 
volunteer is also introduced into the organisation. For this purpose, Caritas has the information for 
volunteers available in a comprehensive form (leaflet, brochure).  
 
First, the coordinator or another authorised person will find out the following about the volunteer: 
 

 what kind of activity the volunteer is ready and able to perform (the selection from the 
activities needed at the moment has priority); 

 when and for how long the volunteer is available; 

 what equipment the volunteer has at his or her disposal;  

 potential health and other limitations; 

 whether the volunteer is insured (health, accident, damage liability), vaccinated and has no 
criminal record;  

 other information important for performing the work (language skills, driving license, 
professional knowledge etc.); 

 name, surname, contact information and other information needed for a potential insurance 
contract.  

 
If the volunteer is selected, the coordinator or another authorised person will sign a contract with 
the volunteer as well as other necessary documents (chapter 3.1.1.3) and will introduce Caritas and 
the activity the volunteer is going to perform (chapter 3.1.1.4).  
 

3.2 Working with volunteers in emergencies 
 
In large-scale emergencies, it may be the case that the traditional management will not suffice to 
handle the situation and that certain processes and procedures of everyday working life may not be 
enough or may fail. In such event, Caritas will use crisis management, which will help it cope with the 
emergency. In such moments, it is vital that everybody – both employees and volunteers – know 
their tasks, know who is their direct superior and who they are responsible for (see chapter 2.4.2). 
Tasks must be clearly and comprehensibly defined, with clear deadlines, and it must be possible to 
check whether they have been completed. All transportation must run smoothly (which is the ideal 
case). Often, Caritas itself is in the centre of the emergency and its workers or relatives may be 
affected. In such moments of crisis, not only dedication but also a great deal of patience, 
understanding and selflessness is needed from both employees and volunteers.  
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Caritas Czech Republic follows in emergencies the approved procedures under the Early Response 
System of Caritas.  
 

3.2.1 Involvement 
 
Right after the decision of the Caritas director is issued and the provision of aid has commenced, 
several activities take place simultaneously in the acute phase. It is mainly the coordinator’s task to  
ensure the synergy of these activities and their provision by designated Caritas employees. Due to 
the interconnection of these activities and since they influence one another, it is not possible to 
exactly determine the order of the activities that must be performed – the order may differ and it 
might not be necessary to perform some activities, depending on the location and type of 
emergency. 
 

 Monitoring of the situation;      

 Ascertaining and specifying the immediate needs of the affected persons;  

 Satisfaction of the ascertained immediate needs of the affected persons;  

 Disbursement of funds; 

 Setting-up of a material collection;      

 Setting-up of a financial collection; 

 Setting up a telephone line / emergency line / line of spiritual help;  

 Requesting assistance of other Caritas organisations (local, diocesan, national); 

 Approaching donors – companies /municipalities /organisations and asking for cooperation; 

 Coordination; 

 Reporting; 

 Issuing of press releases / holding of press conferences; 

 Updating of the website and information for the affected; 

 Self-care. 
 
The emergency coordinator further plans the above activities in terms of individual steps and tasks 
and ensures their completion, which includes ensuring that human resources are allocated to them. 
This is the moment when volunteers trained in certain activities in the preparatory stage who are 
now available get involved (long-term volunteers) as well as the volunteers who start to 
spontaneously approach Caritas offering their help (“ad hoc” volunteers). 
 
The volunteers’ coordinator activates the trained volunteers and ensures that they get involved as 
requested, be it for office work (administration of offers, making lists of contacts, answering phone 
calls, providing information) or for field work (e.g. dispatching and receiving of material aid, 
distribution of humanitarian aid, conducting social surveys, making photographs for documentation 
purposes etc.) 
 
The coordinator makes sure that the volunteer is: 
 

 informed about the emergency, the current situation, and the involvement of Caritas;  

 informed about the role assigned to him or her including the job description (see chapters 
2.4.2 and 2.6.3); 

 informed about the place of work, including relevant maps in case of fieldwork;  

 informed about the working hours, breaks and satisfaction of personal needs;  

 informed about the name and contact information of the direct superior / person in charge; 

 informed about the rules of communication and information transfer ;  
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 informed about the cultural and ethnic specifics of people’s behaviour in the country / 
region;  

 acquainted with the persons in his or her team (applicable to head of Caritas teams); 

 equipped for the work (chapter 2.4.3);   

 clearly and unmistakably identified as a Caritas volunteer;  

 insured and vaccinated (applies mostly to field work). 
  
 
The volunteer shall always and as soon as possible inform the coordinator or another authorised 
person about:  
 

 coming and leaving;  

 the place where he or she currently is and the work being performed (in case of change); 

 about important events which may have an impact on the performance of the work (health 
condition, personal problems, injury, illness, stress, malfunctioning equipment, unsuitable 
work tools etc.); 

 the inability to perform the work because of unsuitable role assigned or due to a refusal.  
 
In teamwork (clean-up works, social surveys, visits of the affected persons etc.), the coordinator will 
make sure that always at least one team member is a Caritas employee or a long-term volunteer, 
who has experience with the performed kind of work – this person will be given the role of team 
leader.  
 
 
Basic needs of a volunteer and their satisfaction  
 

VOLUNTEER’S NEED SATISFACTION OF THE NEED 

Instructions from managers, coordination, up-to-
date information  

coordinator, information panel 

hunger, thirst food, drink 

hygiene, clothing 
water, personal hygienic items, toilet, shower, 
changing room   

rest, sleep quiet place, bed, blanket 

sharing of experience and problems defusing, debriefing, supervision – coordinator, expert 

first aid  first aid kit, doctor, psychologist  

 

3.2.2 Daily evaluation and planning 
 
Each day, the volunteers’ coordinator or another authorised person will conduct an evaluation of the 
volunteers’ activity together with the volunteers and will plan their activities for the following day. 
The coordinator will establish mainly:  
 

 whether the provided aid / performed work was sufficient; 

 whether enough material and (human) resources (i.e. volunteers) was available for the work;  

 whether it is necessary to continue with the aid / work; 

 how the cooperation with the affected persons / other NGOs / local government went;  

 whether any problems or situation that it was/is necessary to resolve occurred;  

 whether the volunteers are satisfied and how they are feeling; 
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 whether the volunteer’s condition (both health and mental) is good; 

 other relevant information from the field / volunteers’ suggestions . 
 
Volunteers are not only a source of information for the coordinator, they are also the coordinator’s 
partner in evaluating and planning further steps, which is motivating for them: their opinions and 
suggestions may help the coordinator react and the coordinator can take these into account and 
adjust the content and scope of work in the following period.  
The coordinator or another authorised person makes records about the work performed by the 
volunteer including the number of hours spent on the work. 
 
Annex no. 10 – Volunteer’s timesheet 

  

3.2.3 Support 
 
In emergencies, which require great commitment from all the parties involved, work can be 
exhausting and stressful. It is therefore necessary that Caritas supports the volunteer.  
 

3.2.3.1 Defusing 
 
Whenever work becomes too strenuous, be it in the office or in the field, the coordinator will make 
sure there is time and space for defusing, which is a private, spontaneous and relaxing interview, i.e. 
talking about the difficult situation just experienced, an opportunity to express immediate emotions 
and feelings, to get rid of the tension and to get an understanding and support. Defusing is done with 
somebody who the person knows and respects: with a colleague, friend, or a family member.  
 

3.2.3.2 Debriefing 
 
Debriefing, is a conversation-based group meeting, at which the situation is analysed. It is used for 
obtaining important information from the field about what happened during the performance of the 
work, which is then analysed, and debriefing participants reactions to it. From the psychological 
perspective, debriefing prevents the feelings of anxiety in volunteers and gives them space for 
sharing.It also helps solve the issues that emerged and prevents misunderstandings developing.  
 

3.2.3.3 Supervision 
 
Volunteers may ask for or take part in supervision, which should be an integral part of working with 
volunteers. Supervision is defined as professional observation, teaching, support, help and feedback 
taking place in a safe and friendly environment. Supervision provides an opportunity for reflexion, 
the aim of which is to develop the volunteers’ skills needed for working in emergencies, strengthen 
relationships in the work team and find solutions of problematic situations. During supervision, 
volunteers will not only get the necessary information, but also assurance and support for their work.  
 
Supervision also has the purpose of preventing the loss of volunteer’s motivation, and it provides a 
place, time and opportunity for the coordinator to address potential issues that may occur as a result 
of the contact between the volunteer and other workers, volunteers, and affected persons.  
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Supervision may be both individual and group-based. Minutes are taken from the supervision 
meeting, which serve mainly as feedback for the coordinator and the supervisor and to capture the 
potential problems identified by the supervision.  
 

3.3 Showing appreciation to volunteers  
 
Volunteers do not claim any remuneration for their work. This however does not mean that they do 
not deserve acknowledgement from Caritas, an organisation for which they work in emergencies. 
There are many ways how to show appreciation and the choice depends on the organisation’s 
possibilities, the coordinator’s creativity and on the focus of the volunteer:  
 

 thank you letter; 

 issuing of a certificate, recommendation; 

 wish of happy birthday; 

 congratulating anniversaries and holiday wishes throughout the year;  

 invitation to informal meetings of Caritas volunteers and employees;  

 free-of-charge participation at events organised by Caritas;  

 nomination for various volunteering prizes;  

 mentioning in the annual report; 

 presentation of volunteers and their work in media; 

 allowing for professional development; 

 allowing for taking part in decision-making; 

 assignment of a leading role in emergencies;  

 …. and many other ways.  
 

3.4 Evaluation 
 
For the development and increasing the quality of volunteering in emergencies, evaluation is 
necessary. The evaluation will assess how successful the volunteering programme was and what its 
weaknesses were. The evaluation will also incorporate suggestions and propose improvements. 
 
An evaluation can be carried out either by the organisation itself (internal evaluation) or by an 
independent expert (external evaluation). It depends on Caritas which of the two forms it will chose. 
Evaluation should contain:  

 Quantitative viewpoint (number of volunteers involved, number of hours / days of work, 
number of trainings and supervision, number of roles / filled positions, etc.) 

 Qualitative viewpoint (evaluation of the volunteers’ work by the affected persons, Caritas 
employees, local government etc.) 

 
A volunteer’s evaluation questionnaire (chapter 2.6.5) is also part of evaluation. 

4. AREAS OF RISK 
 
 
Each human activity bears a certain level of risk, volunteering notwithstanding. In its preparation for 
emergencies, Caritas will assess these risks and will try to find solutions how to eliminate or at least 
mitigate them. In an emergency, possible risks are assessed on an ongoing basis and are considered 
in planning the volunteers’ activities 
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4.1 Risk management 
 
Risk of work injury 
 
Caritas will ensure 

 That the volunteer uses protective equipment; 

 Use of appropriate and flawless tools;  

 Necessary vaccination, medical and accident insurance;  

 First aid.  
 
 
Risk of causing damage 
 
Caritas will insure  

 Insurance of liability for damage caused by the volunteer. 
 
 
Risk of fatigue, exhaustion, and stress 
 
Caritas will ensure  

 Sufficient rest; 

 Adjustment of working hours; 

 Support (supervision); 

 Splitting the role among several volunteers.  
 
Risk of improper behaviour and damage to the company’s reputation  
 
Caritas will ensure 

 Training upon introduction into the organisation; 

 Reminding of the volunteer’s code of conduct; 

 Working in a team with a Caritas employee; 

 Limiting or banning the volunteer from contacting media.  
 
 
Risk of harming or abusing the vulnerable  
 
Caritas will ensure 

 Background checks upon selection (interview, excerpt from criminal record); 

 Working in a team headed by the organisation’s employee. 
 
Risk of personal data abuse 
 
Caritas will ensure 

 Non-disclosure declaration; 

 Limited access to sensitive documents. 
 
Risk of the loss of the volunteer 
 
Caritas will ensure 
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 That an appropriate role is assigned to the volunteer ; 

 The volunteer is given appropriate tasks (i.e. neither too much nor too little work); 

 Creation of suitable conditions; 

 Provision of support and feedback; 

 Instead of criticism, help focused on correcting potential mistakes;  

 Appraisal and evaluation; 

 Respect. 
 

4.2 Reasons for the loss of volunteers  
 
 
1. No training or selection of volunteers 
 
Unless Caritas provides volunteers with training (including practical training) they are not going to 
know why and who they work for and what the organisation expects from them.  
 
If Caritas does not perform the selection of volunteers properly, it will prevent them from getting a 
role appropriate to their experience, skills and motivation. It is left to chance whether the selected 
volunteers will have the role which they will perform with joy and satisfaction.  
 
2. No flexibility in adjusting of roles  
 
When Caritas has firmly set requirements and demands too much, it may deter the volunteer. If 
Caritas insists on particular times, hours and days and is unable to conform to the volunteer’s 
possibilities, it will lose the volunteer.  
 
 
3. Insufficient or excessive requirements 
 
When a capable volunteer shows up, Caritas tends to use his or her skills fully and give the volunteer 
as much work as possible. That is not a good approach. The volunteer needs to go through 
development stages, during which the volunteer will identify with the organisations and gradually 
assume more and more responsibility. Should the volunteer find out that he or she is being abused, 
the volunteer will leave.  
 
If, on the other hand, Caritas uses the volunteer insufficiently, the volunteer will get bored and his or 
her motivation will begin to fade, and the volunteer will start to feel useless or undervalued. The 
volunteer will eventually leave Caritas also in this case.  
 
 
4. Lack of communication and appreciation 
 
A lack of communication with volunteers during their work for Caritas is a big mistake – everything is 
clear, tasks have been assigned, so why talk to each other? The volunteer devotes his or her time and 
skills to Caritas for free, so why show any appreciation? 
 
The truth is that without communication and appreciation, each volunteer will leave sooner or later.  
 

5. Unhealthy or unprofessional working environment 
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A Caritas organisation with internal problems is not likely to retain volunteers. Incapable 
management, lack of system, bad morale, unhealthy relationships at workplace – all this will have an 
impact on volunteers, who will start to look for a more professional organisation to join.  
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5. Conclusion 
 
 
Volunteers play an important role in the provision of the much-needed help to people affected in 
emergencies. Their willingness to help, determination, skills, experience and time devoted are a great 
asset for Caritas. Thanks to volunteers, Caritas can help more people, support them in difficult 
moments and positively influence their life after the emergency. 
 
This handbook is based on the experience of working with volunteers in emergencies in the Czech 
Republic and provides guidance on how to approach volunteers, how to prepare and lead them, and 
how to evaluate and appreciate their work. This handbook does not neglect the preparation done by 
Caritas either, which is a cornerstone of quality and professional approach to volunteers.  
 
As it is based on limited experience of one European region, it does not want to nor can it be simply 
copied. The handbook is supposed to serve for sharing, as an example and inspiration for other 
Caritas organisations’ own grasp of volunteering in their country, given the organisation’s 
possibilities and socio-economic and cultural conditions in the country. 
 
If this is the case, this handbook has served its purpose.  
 
I would like to thank all volunteers and employees of Caritas organisations who contributed with 
their experience and valuable suggestions to the creation of this handbook, which could be published 
thanks to the support of the project “European-Asian partnership for improving the ability to 
respond to humanitarian crises.” 
 
 
Martin Zamazal 
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