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1 In Touch 

In Touch was an innovative Cultural Heritage volunteering programme delivered by 
Manchester Museum and Imperial War Museum North (IWM North) in partnership with 
Trafford College and Salford City College and funded by the Heritage Lottery Fund (HLF).  

Both museums had existing, well-established volunteer programmes but developed In 
Touch as a way to diversify their volunteer workforce and to engage more deeply with local 
communities. The specific aims of the programme were to: 

• Engage people who are socially, culturally and economically excluded 

• Diversify the museum volunteer workforce 

• Offer accredited training opportunities 

• Help individuals develop transferable skills towards future employability, education 
or voluntary work 

• Increase the availability of collections by direct access 

• Establish a national blueprint for museum volunteer training and community 
involvement, which could be rolled out regionally and nationally to the heritage 
sector.  

Over three years, between 2007 and 2009, 164 people completed the In Touch programme, 
from a total of 203 participants, an impressive completion rate of 81%.   
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Wide and deep evaluation 

A range of interlocking quantitative, qualitative and ethnographic methods were used to 
evaluate the programme.  79% (129 volunteers) of those who completed the programme 
undertook baseline and outcome surveys, creative workshops, depth interviews and 
participant observation.  The partner museums and colleges provided comprehensive 
internal audit data, took part in partnership evaluation workshops, and undertook surveys 
with non-In Touch volunteers and museum staff.  Interviews were also undertaken with 
cross-sector agencies who directed participants to the In Touch programme and with 
organisations in the cultural sector to explore the wider applicability of the In Touch model. 
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2 The volunteering landscape 

Volunteering is undertaken by significant numbers of people.  Recent government 
sponsored research1 suggested that around 20m people volunteer in any one year,  around 
40% of the adult population.  However, this seemingly extensive participation represents a 
very wide definition of volunteering, including charitable giving and trusteeships, as well as 
the more traditionally perceived image of a volunteer as a person who gives time on a 
regular basis, usually for philanthropic, participation or advocacy reasons. A 2007 survey 
for the Cabinet Office,2 identified that people mostly volunteer for altruistic or selfless 
reasons such as to improve things or help others (53%), because the cause was important 
(41%) or because people had spare time (41%). However, the survey also identified a rise 
in more self-serving motivations such as meeting new people, making new friends (30%) 
or learning new skills (19%). 

 

 

 

 

 

 

 

Government recognises the impact of volunteering for both individuals and society in terms 
of social inclusion, lifelong learning, social cohesion and citizenship3 and it is for these 
reasons that volunteering has been a key government policy since the Public Spending 
Review in 2002 set targets for increased voluntary activity.  However, the socio-
demographic profile of volunteers overall is relatively narrow with volunteers twice as likely 
to come from higher managerial and professional social grades and more than twice as 
likely to have higher educational qualifications than non-volunteers.4 On the basis of this 
the government prioritised volunteering activity among those at risk of social exclusion.   

                                                        
1 Rochester, C. (2006) Making sense of volunteering: a literature review, The Commission on the Future of 
Volunteering, Volunteering England 
2 Low, N., Butt, S., Ellis Paine, A. and Davis Smith, J. (2007) Helping out: a national survey of volunteering and 
charitable giving, National Centre for Social Research & Institute for Volunteering Research, For the Office of the 
Third Sector in the Cabinet Office 
3 Ockenden, N., (Ed), (2007), Volunteering Works: Volunteering and Social Policy, Institute for Volunteering 
Research and Volunteering England 
4 ibid 
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In the heritage and museums sector, volunteers are a hugely important resource, with an 
estimated 92% of museums employing volunteers5. Museums are understandably keen to 
develop volunteering as it offers a meaningful way of engaging with local communities and 
provides additional people resources, which means that museums can provide greater 
personal interaction for visitors. However, as with volunteering generally the profile of 
museum volunteers overall is relatively narrow with 97% of volunteers being white6 and 
well-educated members of higher socio-economic groups.7  Research into motivations for 
volunteering in the museums sector8 suggests that people volunteer primarily to support a 
particular organisation.  Again however there is an identified trend towards more self-
interested motives such as volunteering as a form of personal development or as a route to 
gain skills and experience, albeit with an eye on a career in the museums sector rather 
than increasing their employability more generally9. 

 

 

 

 

 

 

 

                                                        
5 Holmes, K. (2003) ‘Volunteers in the heritage sector: a neglected audience?’   International journal of heritage 
studies, Vol. 9. No. 4, pp. 342-355 
6 Howlett, S. (2002) ‘Volunteering in museums, libraries and archives’, Cultural trends Vol. 46, pp. 41-46 
7 Orr, N.  (2006) ‘Museum volunteering: heritage as ‘serious leisure’, International journal of heritage studies, 
Vol. 12. No. 2, pp. 194-210 
8 Howlett, S. (2002) ‘Volunteering in museums, libraries and archives’, Cultural trends Vol. 46, pp. 41-46 
9 Edwards, D.C. (2005), ‘It’s mostly about me: reasons why volunteers contribute their time to museums and art 
museums’, Tourism Review International, Vol 9, No. 1, pp.1-11 
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3 Activities and resources 

Within this broader volunteering context, it is clear that In Touch represents a particular 
model of volunteering focused on personal and skills development for a specific group of 
socially-excluded people who are significantly under-represented in the museum volunteer 
workforce.  This provided Manchester Museum and IWM North with a route to significantly 
broaden the profile of their volunteer workforce and to develop a more sustainable model 
of socially-inclusive volunteering. 

The core of In Touch was a 10 week Cultural Heritage course, during which each volunteer 
participated in 80 hours of taught sessions in literacy, learning skills, employment skills, 
museum understanding and skills and diversity awareness as well as undertaking visits to 
other museums and volunteering practice.  The programme was delivered in each museum 
by a Volunteer Co-ordinator, a Volunteer Assistant and a dedicated Skills for Life tutor with 
further input from staff throughout the museum. 

In total, In Touch ran 17 courses, with 203 volunteers recruited overall.  41 community 
organisations were involved.  The total cost of the programme was £715,419, equivalent to 
£3,726 per volunteer recruited. 
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4 Who volunteered and why? 

A diversified volunteer workforce 

In Touch was extremely successful in engaging individuals who were socially, economically 
or culturally excluded and as such it has diversified the volunteer workforce both at 
Manchester Museum and IWM North and in comparison to HLF’s profile of heritage 
volunteers generally10.   In comparison, the In Touch volunteers were significantly younger, 
more likely to be male, more likely to be of BME origin, less highly educated, unemployed 
rather than retired and more likely to be disabled or to experience poor mental and 
physical health. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

                                                        
10 BOP Consulting, (2009), Assessment of the Social Impact of Participation in HLF-funded projects, Heritage 
Lottery Fund. 
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Why did they volunteer? 

More than 90% all participants had multiple reasons for volunteering, encompassing: 

• Developing museum knowledge and skills 

• Personal development: increasing self-confidence 

• Social inclusion: doing something outside home and making new friends 

• Employability: learning skills to help in future jobs 

• Literacy: improving reading, writing, speaking and listening skills 

 

“I wanted to get out of the house because I was suffering 
from depression and anxiety. I wanted to build up my 

confidence in being with people and working as a team”  

In Touch Volunteer 
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5 Volunteer achievements 

In Touch provided volunteers with experience and qualifications, helped participants 
develop personally and socially and left them feeling more positive about their future. 

5.1 Learning and accreditation 

During the programme, volunteers achieved: 
81% course completion: 164 volunteers 
80 hours of learning and practice per volunteer 
93% achieved a literacy qualification 
79% achieved a Welcome Host qualification 
76% achieved a Welcome All qualification 
 
An impressive 82% of participants completed the ten-week course, undertaking an average 
of 80 hours learning and volunteer practice. For many, this commitment to a regular 
routine was in itself a major achievement.   

 

“I do suffer from insomnia. Before I came here I used to get 
up sometimes at 2 in the afternoon and I’m really proud of 

myself and my commitment and I’ve only missed two 
sessions”   

In Touch Volunteer 
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5.2 A transformative experience 

For most participants, In Touch was a transformative experience, helping them engage 
more deeply with museums, learn how to work as a volunteer, improve their self-
confidence and mental health, re-engage in society and increase understanding of diversity 
and develop their literacy and skills for future employment. 

The model below illustrates the proportion of participants who identified improvement in 
each area. That there is progression across the broad range of outcomes clearly 
demonstrates how effective the multi-dimensional nature of the programme was. 
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Museum volunteering and skills 

Given the absence of prior museum volunteering experience, it is unsurprising that the 
highest outcomes achieved were in participants’ understanding of how museums work 
(+80%) and learning how to work as a volunteer in a museum (+79%).   
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Self-confidence and a sense of achievement 

In Touch contributed strongly to the personal development of volunteers, significantly 
increasing their self-confidence (+61%) and self-esteem (+49%), which provided 
participants with a firmer footing for the development of inter-personal and employment 
skills.  By the end of the course, 62% of participants said that In Touch made them feel 
differently about themselves or their families and 81% felt positive about their lives. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

A route to mental health recovery 

55% of participants felt their mental health had improved as a result of participation in In 
Touch and their feedback suggests that it is the group dynamic and nurturing ethos of the 
programme that brings this about, providing a highly supported step on the route to 
recovery. 31% of participants also felt the programme contributed to improved physical 
health.  

“My anxiety is nowhere near to what it was. I still have it, it 
is still there, but I try and remind myself to breathe. You 

know I guess I feel more relaxed and so I am not 
experiencing anxiety as much”  

In Touch Volunteer 
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More social interaction and improved social skills 

In Touch provided a doorway to the outside world for many participants who were 
relatively socially isolated beforehand.  49% of participants said they socialised more often 
after In Touch and 44% felt their skills in mixing and socialising with others had improved. 

“I was a bit of a hermit for about a year and didn’t socialise 
at all, so I’ve grown more confident being around people 

whereas before I just felt really tense”  

In Touch Volunteer 

Greater understanding of diversity 

Many participants felt they were already aware of the issues facing people with different 
backgrounds or with disabilities.  However, mixing with people from different background 
and with disabilities, along with diversity awareness training, meant that there was still 
improved awareness of the issues faced by people with disabilities for 32% and of diversity 
for 23%.  

 

“I’ve learnt a lot about other cultures”  

In Touch Volunteer 

Increased citizenship 

In Touch encouraged participants to consider ‘active citizenship’11, in the sense of being an 
active community member and understanding their own individual rights and 
responsibilities. After the programme, 49% felt they were more involved in their 
community and 34% were more aware of their rights and responsibilities as a member of 
society.  

Literacy 

Progression and accreditation in Literacy was a key component of the course and 93% of 
participants gained a literacy qualification at Entry Level Three, Level 1 or Level 2.  The 
strong focus on practice in communication skills, resulted in the greatest perceived 
achievement when participants were asked to self-evaluate their literacy skills, with 45% 
feeling their speaking and listening skills had improved, followed by writing (+39%) and 
reading (+37%). 

                                                        
11 www.citizenshipfoundation.org.uk: What is citizenship? 
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Employability 

62% of participants felt they had increased skills or gained experience that would help 
them in future jobs.  Particularly strong were increased skills in dealing with members of 
the public (+63%) and team working (+41%). 

 

“If you feel confident in the way of expressing yourself, you 
have learnt everything and you hold some kind of authority 

even as a volunteer it will help you, if you wanted to 
transfer your skills when you came to an actual paid job. 
You are actually training yourself to go into an actual job 

and you will into that job more confidently and you should 
be successful in an interview”  

In Touch Volunteer 

5.3 Legacy 

The experience clearly encouraged participants to think about and take some responsibility 
for their own future. By the end of the course: 

Looking to the future 

46% of participants thought about their future more often 
68% were more likely to know about available education and training opportunities 
74% were more likely to talk with an advisor about CV’s, jobs or interviews. 

Progression 

After the course: 
89% continued volunteering immediately after the course 
42% were still volunteering after 6 months 
20% were employed 
5% were in education 
6% were experiencing ill-health 
Progression of the remaining 20% was unknown. 

At least 20% of those who continued volunteering undertook a range of additional training, 
both accredited and non-accredited, including further literacy, numeracy, IT, first aid, 
equality and diversity and conservation training. 
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“I’m now a volunteer for a Community Pride project with 
Manchester University … I’ve said I wanted to study, I think I’m 
going to re-educate myself”  

In Touch Volunteer 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



In Touch Summary Report 

MORRIS HARGREAVES McINTYRE  February 2011 19 of 29 

 

6 Museum impact 

In Touch had a significant effect on Manchester Museum and IWM North, increasing 
awareness of diversity and volunteering, influencing practice in both these areas and 
broadening audiences. Through the programme, both museums have made a greater and 
more meaningful connection with local communities. 

Volunteer and audience diversification 

As illustrated earlier, In Touch volunteers were significantly more diverse than both the 
existing volunteer workforces at the museums and than heritage volunteers generally.    

  

“I think the main benefit has been in terms of increasing the 
diversity of the workforce in a very public / visible way and 
broadening the scope of the museum ‘voice’ for visitors” 

Head of Learning and Interpretation, Manchester Museum 
 

61% of In Touch volunteers visited the museums independently of their participation in the 
programme and 46% brought friends and family with them, generating an additional 730 
visits from friends and family.   

Changed perception of museums 

76% of volunteers changed they way they think about museums, coming to see them as 
more welcoming, fun, contemporary and socially engaged. 

 

“I had a preconceived idea of what museums were like too. 
It wasn’t like I was regular attender at museums but I 

always thought they were always places that were quiet and 
respectful…and just to come along here and to see that 

people were actually having fun. It wasn’t just about rigid 
learning”  

In Touch Volunteer 
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More strategic and holistic approach to volunteering 

Museum staff now have a greater appreciation of the role that volunteers can play within 
their organisations. Staff have come to recognise that there are a variety of motivations for 
volunteering, encompassing personal passions, a desire to put something back into the 
community to more self-interested motivations such as self-development or to increase 
employability.  This has resulted in the museums providing a wider range of volunteering 
opportunities, core funding of the Volunteer Co-ordinator post at Manchester Museum, 
increased budgets for volunteering programmes and more inclusive approach to 
recruitment of volunteers. 

Enhanced diversity awareness and practice   

The wider profile of volunteers on the In Touch programme raised staff awareness of the 
needs of specific groups.  This has resulted in increased skills in working with diverse 
users; new or enhanced action plans to address equality, diversity and disability and the 
introduction of a Diversity Bursary at Manchester Museum, which offers a disabled person 
a paid six-month training and work placement. 

 

“Gives more people access to museums as a resource and I 
think it helps us as museum professionals to listen more 

carefully to others opinions, outside the field and make us 
reflect on how we sometimes do our work and its 

relevance”  

Director, Manchester Museum 
 

Increasing the availability of collections by direct access 

Through In Touch, an additional 97 volunteers work in the two museums, an increase in the 
volunteer workforce of 59%.  Through these new volunteers and the skills they have 
developed in object handling, story telling and engaging with the public, the museums are 
able to provide increased opportunities for the audience to have direct access to collections. 
 

“Hundreds, if not thousands of members of the public have 
had physical contact with objects, which they would 

otherwise have not had. The volunteers have been positive 
advocates for the museum to the outside world”  

Curator of Palaeontology, Manchester Museum 
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Similarly, museum staff suggest that working with a more diverse group of volunteers 
through In Touch has influenced their approach to public engagement. 
 

“The presence of people who would not normally be 
associated with our sector has an influence.  It changes our 

way of thinking.  It makes us think about audience 
development.  It makes us think about disability differently. 
It makes us think about access issues in broader terms and 

that includes intellectual access to our content”  

Director, IWM North 

 
Financial benefits  

Delivery of the In Touch programme resulted in the following financial benefits during the 
course of the programme: 

£2000 estimated additional shop and café spend from 730 additional audience visits. 

£10,050 worth of staff-time from the 1003 hours of volunteering undertaken by In Touch 
volunteers during the course. In Touch volunteers have proved to be dependable and long-
staying which has reduced the number of paid staff required at outreach events. 
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7 Legacy 

Legacy: Manchester Museum 

The programme created a skilled and diverse volunteer workforce, which continues to play 
an active role in the delivery of important Museum services. It has opened up new ways of 
working, changed staff attitudes and created increased opportunities for existing and future 
volunteers. 

In Touch has played an integral role in increasing the availability of collections by direct 
access, which has had a lasting impact on staff, volunteers and visitor offer at The 
Manchester Museum.  Object handling at the Museum is an important service that has been 
provided by trained volunteers for a number of years. Through object handling volunteers 
engage members of the public with original objects and specimens from the Museum’s 
collection, telling stories about these objects and creating a dialogue with the visitor.   
Since the introduction of In Touch in 2007, object handling has become more embedded 
within the Museum, there is a higher frequency of sessions and new objects and handling 
tables have been introduced. Ultimately this has increased the opportunity for visitors of all 
ages and backgrounds to fully engage with a variety of subjects and handle part of the 
Museum’s collection, which provokes conversation and learning. 

 

It is a privilege to handle real objects from the Museum’s 
collection. It is amazing that I am touching something many 
thousands of years old. The volunteers are very passionate 

about this, which is brilliant.  

Visitor 2010 

 

During the 3 year programme, the number of object handling tables on Museum galleries 
has increased from 1 to 4 themed handling tables. These now include Money, 
Egyptology, Liv ing Worlds  and Live  Animals . This significant increase is a result of In 
Touch volunteers approaching curatorial staff and establishing new handling collections, a 
direct result of a closer working relationship with staff and volunteers. Strong training 
procedures have also been established as a result of curatorial and conservation staff being 
more engaged with volunteers and their needs.   
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In addition, new object-based outreach sessions have been developed, maximising the 
skills of volunteers and providing increased access to objects to a wider audience.  A 
comprehensive training programme for a Darwin Museum Comes To You  collection 
was delivered to both Museum staff and volunteers. In this role volunteers accompanied 
Museum staff on visits to venues across the city, providing Darwin-themed object handling 
sessions to community groups.  

At a strategic level object handling has become recognised as an excellent way of enriching 
the visitor experience. Increasingly, the Museum aims to incorporate object handling into 
temporary exhibitions and future gallery developments. In recent years there has been a 
successful Lindow Man handling collection and object handling was featured in Nature 
Discovery, a Charles Darwin themed exhibition aimed at our younger audience and their 
families. Volunteer led object handling is cited as a key activity in plans for new galleries in 
coming years.  

In Touch volunteers now undertake 6,044 hours of volunteering per year, equal to 3.3 full-
time staff and worth, at an equivalent interpreter salary rate, £48,228 annually to The 
Manchester Museum.  

Legacy: IWM North 

Since the completion of In Touch, the volunteer team at IWM North continues to provide 
excellent customer service to its visitors. The team of 65 provide on gallery handling, help 
orientate visitors to the spaces and offer guidance to individuals on ‘Your History’, our 
online research facility. The volunteers also use their skills and knowledge to mentor new 
recruits.  

Gallery handling tables were developed as a result of In Touch with the aim of increasing 
the availability of collections by direct access to the visitors. This facility continues to offer a 
unique experience for volunteers and visitors. Currently the handling table is staffed solely 
by volunteers and is taken out every day from 10.30am – 3pm. 
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In addition to the handling table volunteers are also responsible for ‘Your History’ our 
online research area which provides access to our online collections. Unlike The 
Manchester Museum, IWM North does not have a collection department on site; all of our 
archives are kept in London and Duxford.  

 

 

 

 

 

 
 

Volunteers on ‘Your History’ helping visitors with family history research, 2008 

‘Your History’ offers visitors a chance to browse through Imperial War Museum’s 
collections online.  They can also read about people and artefacts featured in the museum 
and children can play learning games. Visitors can also make enquiries to the collections 
team and book appointments to visit the archives in London. 

This role has been expanded and developed further over the last three years. Training days 
were organised for groups of In Touch volunteers to visit our London branch to meet the 
collections staff and see the storage and archives first hand. The experience for many of our 
volunteers helped them understand the importance of conservation. Most importantly the 
trip introduced them face to face to the collections team.  

Volunteers have found that family military history research is increasingly popular with 
visitors. In response to this archive staff from London came to IWM North to deliver family 
military history training sessions. Additionally Salford City College provided an eight week 
family history course specifically designed to help volunteers become genealogy advisors.  
Your History was developed as a pilot project and owing to its popularity and positive 
response from the public at IWM North a new resource called ‘Explore History’ has been 
established in London.  ‘Your History’ is manned daily from 11am – 3pm solely by 
volunteers. It has also generated many return visits because of the help and guidance 
visitors have received from our volunteers.  

“Extremely helpful and informative. Gave me information to 
find details on Father in World War 2.  Had no idea where to 

start so an invaluable service as far as I am concerned”  

Visitor 2010 
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“Derek was amazing, he helped me find my Grandad’s 
brother who died in the 2nd World War, also possible great 
Grandparent relative.  Printed the info out so can’t wait to 
get on to researching my family tree.  Derek was very, very 

helpful.  
Will come back.”  

Visitor 2010 

 ‘Your History’ volunteers have become extremely knowledgeable and effective in this role 
and now act as mentors to new recruits in the volunteer team.  All volunteers are trained to 
deliver artefact handling sessions for a number of items from the IWM collections. Both 
historic and modern, these items include baby, child and civilian gas masks; Second World 
War service clothing including a fire service helmet, police and Civic Defence tin hats, a 
Naval hat, a Mines Advisory Helmet; civilian clothing, including utility shoes and clothing 
ration books; personal documents including individual soldiers’ Service and Pay books, 
travel identity cards, pass forms; posters and photographic archive images and newspaper 
articles.  

 “The volunteers were very helpful – enjoyed learning about 
the gas masks.”  

Visitor comment, 29th September 2010 

“The best part was where they took out the World War 2 and 
World War 1 artefacts like hats and we could hold them and 

try them on.”  

Visitor comment, 29th September 2010 
 

In Touch volunteers now undertake 5,730 hours of volunteering per year, equal to 3 full-
time staff and worth, at an equivalent interpreter salary rate, £45,729 annually to IWM 
North. 

 

The future 

The Manchester Museum & IWM North would like to continue and build upon the success 
of In Touch and are currently in discussions with the HLF (Heritage Lottery Fund) to run a 
second phase of In Touch, Back in Touch: Volunteering for Wellbeing. 
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8 A blueprint for the museums and heritage sector? 

In Touch intended to provide a blueprint for volunteering in the museums and heritage 
sector and it has already begun to achieve this.  

The range of strong outcomes for volunteers illustrates the impact of In Touch on a range of 
agendas, including employability and worklessness, health and well-being, social 
inclusion, social cohesion and citizenship.  This means the programme has been of 
significant interest to a range of cross-sector agencies, particularly those focused on 
employability such as the Future Jobs Fund and Connexions.  For most of the agencies who 
directed participants to the programme, the key benefit of In Touch its multi-dimensional 
nature. They effectively saw the programme as a ‘one-stop-shop’, which helped 
participants’ personal and social development as much as their museum, literacy and 
employment skills.   

Proactive dissemination throughout the life of the programme has ensured that In Touch 
has been widely profiled through networking events and conference presentations, 
regionally, nationally and internationally.  As a result of this, Manchester Museum was 
invited to be a partner in a European volunteering project supported by Grundtvig,  
Erasmus and Leonardo Da Vinci funding which gathered evidence of volunteering practice 
and the power of volunteering towards active citizenship across Europe as well as training 
for organisations wishing to develop volunteer programmes. The University of Manchester, 
in conjunction with Manchester Museum, has developed a five-week training programme 
in working with volunteers in which a range of North West museums have participated. A 
range of heritage organisations and museums are either already piloting similar 
programmes or are interested in doing so, including Victoria Baths in Manchester. 



In Touch Summary Report 

MORRIS HARGREAVES McINTYRE  February 2011 27 of 29 

 

9 Conclusions 

Implementation of a socially-inclusive volunteering programme such as In Touch presents 
some challenges. The resources required to develop, deliver and sustain a programme like 
this are significant, particularly given the level and range of support needed by many 
socially excluded individuals, particularly those with more extreme or multiple needs.   

The results however, are powerful. 

In Touch has undoubtedly helped both Manchester Museum and IWM North to diversify 
their volunteer workforces.  In doing so, the programme has helped the museums’ develop 
deeper and stronger relationships with local communities and longer-term partnerships 
with cross-sector organisations locally.  Staff have become more aware and more skilled in 
their practice around equality and diversity and this has benefited both their own work and 
their development of public programmes. 
 

“(In Touch has) put the awareness of the social role of the 
museum closer to the heart of organisation”  

Head of Human Cultures, Manchester Museum 
 

Importantly, programmes such as In Touch enable the museums to have a more equitable 
relationship with volunteers, recognising the need for mutual exchange of benefit. 
 

“A very good scheme … moving from (the museum) being a 
recipient of volunteer time to being a training organisation 
with a fair mutual exchange: people give us their time and 

we give them some skills … and confidence building”  

Director, IWM North 
 

These volunteers represent and occupy an important middle-ground for the museums in 
that they might be perceived both as part of the workforce but also as an extremely 
engaged audience segment.  They become important local advocates for the museum, 
attending more frequently as audience members themselves and bringing other new 
audiences with them. 
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Around three-quarters of all participants benefited significantly from the programme, 
personally, socially and in development of skills for volunteering or future employment. 
Participants have developed strong museum volunteering skills and appear to illustrate 
high retention rates and as such they provide the museums with not only a more diverse, 
but an enthusiastic and committed volunteer force and increased opportunities for public 
engagement.  The literacy accreditation rates and high development of employment skills 
suggest that In Touch has particularly strong potential as a pathway to employment.  There 
is also evidently potential for the programme as a route to recovery for people experiencing 
ill-health or social isolation. 

There remains around a quarter of all participants for whom the outcomes were less 
strong.  These tend to be those who are most excluded across a range of exclusion factors, 
typically combing unemployment with social exclusion and mental ill-health or disability.   
It is not that programmes such as In Touch cannot meet the needs of these individuals, but 
that it takes significant resources and potentially specialist support.  

In Touch clearly has the potential to help museums diversify and to provide a route for 
engaging meaningfully with local communities.  However, such programmes should be 
part of an holistic volunteer offer by museums, which recognises that potential volunteers 
are likely to have a range of motivations for volunteering and therefore diverse needs.    
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10 Want to know more? 

For more information about the In Touch programme, please contact: 

 

Kate Glynn 
Volunteer Programme Assistant 
The Manchester Museum 
Telephone: 0161 306 1773 
Email:  kate.glynn@manchester.ac.uk 

 

Danielle Garcia 
Volunteer Programme Manager 
Imperial War Museum North 
Telephone: 0161 836 4080 
Email:  dgarcia@iwm.org.uk 

 

The summary report can be downloaded from: 

 


