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THANK YOU  
for choosing to volunteer  
in your village’s  
‘Community Team’,  
as part of our  
Friendly Faces  
initiative.

At ExtraCare, we want all 
our volunteers to feel valued 
and supported. We hope that 
this booklet, along with your 
volunteer induction and training, 
will provide all you need to enjoy 
your role and undertake it with 
confidence.

Please read through this booklet before 
you start volunteering and use it as your 
principal resource to answer questions 
that arise once you begin.

If you have further questions, please  
don’t hesitate to contact your village’s 
Friendly Faces Lead.

What is the Community Team?
The Community Team is group of committed volunteers, 
working together to reduce social isolation and loneliness 
in an ExtraCare Village. 

As a team, you will help ExtraCare residents to engage with their 
communities in the ways that they desire, supporting them to build their 
sense of meaning and belonging in older age.

Why is the team needed?
In the UK, the experience of loneliness is very common 
amongst older people. 

Around half of over-75s live alone, while 1 in 5 older people can go a 
whole week without speaking to a friend, family member or neighbour 
(NHS, 2018). At ExtraCare, we do much better than average, but there’s 
still plenty of work to do. The Community Team mobilises your skills to 
help us build something better. With your help, we can ensure that all of 
our residents feel confident and connected members of their community.
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that can build 

confidence and  
self-esteem

4.  
Working as part  

of a larger 
team to create 

something really 
transformative

5.  

Working with  
residents in a  

time-limited way,  
to support resident  

independence

 3
 

  
  

 
 

MONTHS

2.  

Encouraging  
people outside their  

apartments in  
creative ways

1.
Helping residents  

to take progressive 
steps to become  

more socially 
integrated

What does the team do?
The Community Team supports residents through an 
assortment of activities. 

The main tasks of your team are: to identify residents facing social 
isolation or loneliness (or at risk); to support those residents to engage 
their communities in the ways they desire; and to organise community-
building events in the village. Pooling the skills of each individual, the 
team responds flexibility to the needs of the village, using initiative and 
creativity to find the right solutions.

Running through all of the team’s activities is the aim to empower 
ExtraCare residents to live the social lives they desire. This involves: 
building residents’ confidence and resilience, sign-posting to appropriate 
services, and providing opportunities for social engagement and sharing of 
skills.

This gives only a broad indication of the team’s activities though, and 
you are encouraged to be ambitious and imaginative in the ways you 
pursue the above. Know that there is great potential for new, positive, and 
exciting things to happen, when people come together to sow seeds of 
connection and empowerment. 

What does that vision of a radically supportive community look like  
for you?

Differences to traditional befriending:
Unlike our traditional Befriender roles, the Community Team will 
receive specific training on:

6.  

Reaching out  
to residents  

in need. 
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How is the team structured?
Community Teams are made up of several individuals,  
each taking up one of three roles:

• Friendly Face (unlimited numbers)

• Community Coordinator (1 max)

• Community Builder (1 max)

The next three sections outline the main responsibilities of each volunteer 
role. Whatever your own role, please read about all the roles, before you 
start – it’s important that volunteers understand how the team works as  
a whole. 

The Community Coordinator
•  Organises the activities of the Community Team

•  Works with other team members and location staff to identify  
ExtraCare residents needing support

•  Assesses the kinds of support an individual might benefit from

•  Matches residents to volunteer supporters

•  Monitors the scheme 
by collecting data, 
communicating with  
the village’s Friendly 
Faces Lead, and  
creating case-studies

•  Works with the 
Community Builder 
to generate ideas for 
community-building 
events

The Community Builder
•  Organises community-building events in the village

•  Uses own creativity and initiative to broaden the range of events 
running in their location

•  Collaborates with other team members to signpost to events

•  Works with other team members to 
identify residents in need of support 

•   Liaises with staff to organise room 
bookings and other logistics involved in 
planning events

•   Captures feedback on group events and 
sends this on to the Coordinator

The “Friendly Face”
•  Works on a (largely) 1-to-1 basis with residents experiencing loneliness 
or social isolation (or at risk), supporting them to overcome specific 
obstacles over a 3-month period.

•  Visits ExtraCare residents and spends time talking with them

•  Indirectly uses “Positive Ageing” techniques  
to build residents’ confidence and help them 
take steps to find community, using techniques 
from the “Good Neighbours” morning  
and role-specific training.

•  Supports residents to participate in community 
activities by attending with them in person. 

•  Helps residents to reconnect with their interests, 
skills, and motivations

•  Find social opportunities for residents to pursue

•  Work with other team members to identify 
residents needing support
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Launch 
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community 

events

C -  
Begin  

offering  
resident  
support

First steps – Rolling out resident support

Once you’ve had your induction and training (organised by 
your Volunteer Organizer) you’ll be ready to get started 
helping ExtraCare residents.

To make this possible, after training, the Community Coordinator 
(henceforth the “Coordinator”) should get to know all volunteers in the 
team. Understand what volunteers are looking for, and what kind of 
people they would like to support. For instance, some volunteers might 
only like to support new residents as “Move In Buddies”. Others might 
wish to support residents who are housebound.

The following sections outline how you can then start matching up 
volunteers, along with the practicalities of providing ongoing support to 
your community. 

The first step here will be the “Launch Meeting” attended by all 
Community Team volunteers, as well as relevant location staff  
(E.g. DMW Enablers, Wellbeing Advisors, Activity Coordinators).

Getting Started –  
Step by Step Guide
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Reach out to 
residents who’ve 

recently moved in  
(make use of the 

“Outreach Flyer” which 
will be provided)

Liaise with staff  
to see who they  

have come across in  
day-to-day activities  

who might  
need support

Speak regularly  
with heads of other 

projects or initiatives  
in the village

Raise awareness of 
the team in Residents 
Association meetings, 

Street Meetings,  
or other events.

Make relevant  
staff aware of the team 

and referrals form at 
regular intervals  
(see Section G)

A   Launch meeting
The purpose of the launch meeting is to generate a list of residents 
who might be experiencing loneliness, social isolation, or difficulty 
integrating into the village.

Primarily, the launch meeting should create:

The above will allow the Community Team to start approaching and 
supporting residents (both individually and within groups). The team should 
also decide upon a range of ongoing processes to ensure suitable residents 
are continually identified and brought to the attention of the team.

 A list of residents 
already receiving 
befriender support, 
who can be made 
aware of the new 
initiative and asked if 
they wish to continue 
in its new guise

A list of additional 
residents that 
volunteers and  
staff have come  
across in their  
day-to-day activities 
that could benefit 
from support by the 
Community Team

A list of residents  
new to the village,  
who might benefit 
from someone to  
help them settle in.

1 2 3

Residents already 
receiving befriender 

support

PeterAnne
Rosie

Judi
Curtis

Additional residents

that could benefit

from support

Carol

Suki

Stephen

Eric

Michael

Residents that could
benefit from someone
to help them settle in

Bal

Prisha

Nerys

Ray

David

Here are some ideas to get you started:
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B   Assessing and Matching
It’s important that each resident considered for the scheme is properly 
assessed by the Coordinator. Is this resident in a place to benefit from 
the kind of help available through the Community Team, or would they 
be better supported by other services?

For instance, a resident experiencing pronounced mental health problems 
would be better supported by the village’s DMW Enabler. A resident 
processing a bereavement may be better supported by CRUSE volunteers. 
If in doubt about where to refer a resident, Coordinators should consult 
with location staff.

If a resident is suitable for support, the Coordinator can provide them 
with the “outreach flyer” (provided) and arrange a “scoping conversation”. 
This is an informal chat which can happen in the resident’s apartment 
or a communal area. The Coordinator should introduce the kind of the 
support available to them and draw out the resident’s needs, hopes and 
expectations.

Talk endings from the very beginning, explaining the time-limited nature 
of the support. The team aims to be a temporary boost to help residents 
until they feel comfortable sustaining community more independently. 
Emphasising this helps prime residents with the idea of working towards 
something really beneficial.

Explaining the aims of the Community Team will help you narrow in on 
the kind of support the resident would like:

•  To team people up with a “Friendly Face” who can help them find lasting 
community 

•   To help residents regain confidence and independence, get them back on 
their feet, or just rediscover some momentum

•  To help residents reconnect with a particular interest skill or community

•  To find opportunities for residents to contribute or play a more 
meaningful part in their community.

The resident can then be matched to an appropriate volunteer.  
The Coordinator might even match a resident to multiple volunteers, 
should the resident require lots of support, or if there are a number 
of volunteers without a match. This support could happen separately 
(multiple 1-to-1 meetings) or together (doing something as a group).

In this way, Coordinators can be creative with the support they organise. 
While the notes below assume that support happens on a traditional 
1-to-1 basis, the same broadly applies if multiple volunteers meet with  
a resident together.

Once a match has been decided, the Coordinator should contact 
the identified volunteer(s) to confirm that they are happy with the 
arrangement and give details about the resident. The Coordinator 
should then arrange for a first meeting between the resident and the 
volunteer(s).
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C   Resident Support Sessions
At the first meeting between a resident and Friendly Face,  
the Coordinator might want to be present briefly to ensure a  
“warm hand-off” (the resident being introduced to their volunteer  
by someone they know), with a chance to discuss practicalities and 
any questions. After this point, the volunteer and resident can start 
getting to know each other. 

The aim of the first meeting is simply to establish the relationship with 
friendly conversation, and to find out a little more about the residents 
aims and desires around community.

At the end of the meeting, and all further meetings, the resident and 
volunteer will agree collaboratively upon a clear next step (i.e. goal) to 
help the resident move forwards. This next step should be recorded on the 
“Resident Support Meeting” form, which will be sent to the Coordinator 
after meetings. 

Example next steps include: 

•   Simply agreeing to meet again in the 
resident’s apartment

•  Deciding to go out to a new location 
together

•  Agreeing that the resident will try to 
accomplish something (some specific 
social goal) without the volunteer, 
before meeting again

In regular meetings that follow, 
volunteers will help the resident 
progressively fulfil their social ambitions, 
by helping them take small steps towards 
community, and review goals from 
previous weeks.

FORM:   ‘Resident Support Meeting’
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Boundaries within your Support Meetings

• No personal care tasks or administering medications

• No advice or support in relation to personal finances

•  Transferring (manual handling) of residents  

(including pushing wheelchairs) is only to be done with 

additional training

•  No driving other residents. If wishing to leave the village 

together, use public transport or hire private transport,  

then claim your costs on expenses.

When meeting with residents, you can refer back to the “Friendly Faces 
Core Principles” explored in training and shown again on the next page. 
These are a series of statements that can help you bring the ethos of 
Friendly Faces to your time with residents, whilst ensuring you don’t 
overstretch yourself. 

It will be useful to 
reflect on these 
periodically and ask 
yourself: “What would 
it look like to embody 
these, in my current 
support?”

A Friendly Face Volunteer does the following:

1.  Empowers individuals to make positive  
change, without trying to “rescue” them

     Through small gestures, compliments and kind 
words, volunteers build people’s confidence and 
independence, reconnecting them with their 
interests, skills, and values as an individual. 

     Volunteers find gentle ways to redirect a person’s 
attention to helpful things as a “supportive friend”, 
rather than as a therapist, or someone wishing to 
“rescue” a person from all their difficulties.

Friendly Faces  
Core Principles

Thinking
 of you
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3.  Accepts that 
individuals change 
at different paces

     Volunteers don’t 
need to feel they’ve 
failed if a resident 
doesn’t “move 
forwards” quickly. 

     They know that 
sustainable change 
is driven from 
within and that the 
speed of this is not 
determined by the 
volunteer.

4.  Is genuine when being 
around others

     Supporting residents 
doesn’t require 
volunteers to become 
someone different, or 
to be perfect. 

     Positive change 
comes from genuine 
connections with 
people, which means 
the volunteer does their 
best to be themselves 
and enjoy their role, 
without needing to put 
on a mask.

5.  Accepts people as they are

     Volunteers respond to others’ thoughts 
and opinions with openness and 
without the need to “change” them.

     If a volunteer disagrees with 
something expressed, they do their 
best to understand the reasons it’s 
been said, knowing that individuals 
have a deeper history that makes 
them who they are, and which gives 
them a value independent of what 
appears on the surface.

2.  Encourages individuals 
to challenge themselves 
and set goals

     Through sensitive 
listening, volunteers 
come to understand a 
resident’s desires and 
they suggest ways that 
they can work together 
to achieve them. 

     This is done in a natural, 
organic way, and never 
forced.

Be 
yourself!

Enjoy 
your role
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D   Community Events
All teams will have a volunteer role available for individuals interested 
in organising community-building events in their village – the 
“Community Builder”. These events will be varied and take into 
consideration the desires of residents. 

Community Builders are encouraged to organise events that are in line 
with the central aims of the Engaged Lives project – promoting the 
empowerment of our residents and supporting them to find belonging. 
This might mean:

•  Prioritising events that directly or indirectly build residents confidence 
or independence (e.g. advice-giving, sign-posting, therapeutic & 
motivational events). 

•   Setting up recurring events, where residents can feel part of a 
community, in addition to one-off social occasions that won’t generate 
a longer-term sense of meaning and belonging (e.g. new activity groups, 
coffee-mornings, forums within the village). This includes events that 
residents being supported 1-to-1 can attend together. Perhaps a regular 
designated table for them in the bistro, or a weekly group walk to  
the shops.

As a Community Builder, you will have an ongoing relationship with your 
village’s “Activity Coordinator”, (regular meetings, calls or emails). You will 
meet regularly to discuss how to support one another’s ideas.

On this point, while you should prioritise events that don’t have associated 
financial costs, you’re encouraged to approach your Activity Coordinator 
with ideas for events that have small cost requirements. Activity 
Coordinators can then make a decision whether to support these out of 
existing village budgets and will prioritise 
being receptive to resident ideas.

Finally, encourage the Activity Coordinator 
and Volunteer Organizer to banner other 
community events under the “Friendly Faces” 
initiative, to help promote the scheme.

Ongoing Support 
Well done setting up your team and making some matches!”

The below section now outlines some ongoing steps to ensure that your 
team can sustain momentum, support a growing number of residents,  
and feel supported in the long-term.

The basic steps are shown below, and you can cycle through these to help 
you keep moving forwards in a positive way.

Group Events

E Volunteer Support  
(Coffee Mornings)

G New Resident 
Identification  
(inc. referrals)

F Monitoring 

(1-to-1)  
Support 
Sessions

Rematching H -  
Endings

Continual
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E   Volunteer Support: Coffee Mornings
Everyone needs support to enjoy volunteering, and we hope that the 
collaborative nature of Friendly Faces can provide an even fuller sense 
of this. Support will come through:

Regular 1-to-1 support from your village’s Friendly Faces Lead.

Financial Support: All volunteers can claim expenses, covering out-of-
pocket travel costs. This includes public transport costs for yourself (only) 
to travel with a resident to an external location or activity, along with 
the costs of organising private transport for mobility-limited residents 
to achieve the same (if first agreed as reasonable with your village’s 
Volunteer Organizer).

Extra training is available for volunteers supporting residents with 
specific needs (including sensory impairment, dementia, or bereavement 
needs). For instance, volunteers supporting residents with dementia 
are encouraged to contact their Volunteer Organiser or DMW Enabler, 
who can arrange for a “Dementia Friends” information session. We also 
recommend volunteers to attend Refresher Training every 2-3 years, to 
reconnect with the basic ambitions and boundaries of the role, as well as 
the support processes available.

Peer-Support “Coffee Mornings” running every 6-weeks. These mornings 
will be arranged by the Coordinator, and can be attended by members 
of staff too, if available. Here, there will be an opportunity to discuss 
progress and difficulties faced, along with strategies going forwards. All 
volunteers (even those unmatched) should be invited. Coffee Mornings 
are a chance to both:

(1) Organise and Improve the team’s support for others

(2) Find friendly support and community as a volunteer.

Within coffee mornings, the team is encouraged to 
follow the Coffee Morning Charter, shown opposite. 
This is a simple set of discussion guidelines, that can help 
meetings to be genuinely supportive and productive, 
while ensuring confidentiality when necessary.

Coffee Morning Charter
When we discuss our experiences as volunteers we will prioritise:

•  Being open to everyone’s ideas – Volunteers have a range of 
personalities, and some will be more inclined to talk than others.  
To help everyone be heard, you might devote some time to taking turns 
to contribute thoughts and ideas, without interruption. Everyone can 
feel properly involved, this way.

•  Checking in with “Friendly Faces Core Principles” – If possible, leave 
some time to review these each coffee morning. The morning can be 
a forum to discuss how to embody these more fully as individuals 
(perhaps within the above turn-taking) and as a group.

•  Keeping Confidential – When speaking about your experience 
supporting other residents, try to avoid identifying details. This might 
not always be possible but focus on your needs as volunteers rather than 
resident’s needs. Meetings aren’t places to broadcast the woes of others 
in great detail, for the group to then “problem-solve”. They are a space 
to share what it’s like to work with a resident (e.g., if you feel stuck, or 
lacking certain skills, or confused). This means you might give a broad 
feel for the situation, but the team doesn’t need to know the ins-and-
outs of a resident’s life. For instance, you might share as follows: “I’m 
working with a resident who doesn’t seem to listen to me when I’m with 
them. This makes it difficult to feel that I’m having a positive impact. 
How could I approach this?”
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F   Monitoring
To help your village understand your team’s impact,  
the Coordinator should record important data about the 
team’s activities. This data helps ExtraCare to support and 
fund the volunteer scheme into the future.

At least every 3 months, Coordinators will collate data from meeting 
forms and conversations with the Community Builder. Information 
complied here should include:

• Number of matches made between residents and volunteers

•  Number of (1-to-1) meetings between residents and  
volunteers (and hours)

•  Average age and gender balance of matched residents

•  Number of residents supported that have begun  
volunteering (or plan to) at the end of their 3-months  
of support

•  Referrals made to other services

•  Number of group community events, hours + estimated attendance

Overall figures should be communicated  
to the Friendly Faces Lead  
every three months.

Additionally, Coordinators 
are encouraged to create 
a short “case study” every 
6 months and send this to 
the Friendly Faces Lead. This 
really helps to demonstrate 
the beneficial impacts of 
the team more concretely 
and inspires others.”

G   New Resident Identification: Referrals
To keep up the Community Team’s good work, it needs  
to be constantly on the lookout for suitable residents.  
Part of this means generating referrals from location staff.

Any resident identified by location staff as lonely or isolated can be 
referred to the Community Team using the “Friendly Faces Referral” form. 
These forms should be sent to the Community Coordinator once the staff 
member has gained permission from the resident to be contacted by the 
Community Team. This way, volunteers can feel confident that their support 
is welcome. Staff might need prompting to use these referral forms several 
times, so do your best to keep the work of the team in their minds. 

If staff cannot gain a resident’s permission, they might still mention their 
name to the team, but volunteers shouldn’t assume that the resident is 
in difficulty and needs support. There may be many reasons that support 
is not needed, and no resident should receive pressure to make use of 
the team’s support. The best strategy in these circumstances is to follow-
up after a couple of weeks with a “Community Team Outreach Flyer” 
(provided) through the resident’s door, giving further information about the 
team. Let the resident initiate contact if desired.

When working alongside ExtraCare staff, see if you can also bear in mind 
their own situation. Staff are encouraged to support volunteers in every 
possible way. Though their limited hours, along with health and safety or 
safeguarding issues, may prevent them doing everything that volunteers 
would like. 

The best strategy here is to show equal empathy to staff as you would 
to residents, seeking to understand where they are coming from. You can 
gently encourage staff to support Friendly Faces to reach its full potential, 
while also showing empathy and understanding that each is doing their 
best to support themselves and their community, in solidarity.

FORM:   ‘Friendly Faces Referral’
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H   Endings 
The Community Team is meant to be a temporary support 
for residents, to help them find their feet. 

This means that (1-to-1) support needs to have an end in sight, with 
volunteers seeking to spend no more than 3 months with each resident in 
an official volunteer capacity. Keeping residents aware of this discourages 
over-reliance on the Community Team. It also keeps both parties focused 
upon empowering the resident and gives you the chance to work with 
new residents.

If, at the end of the 3-month period, the resident feels they require  
further support, several options will be available (with the preference 
being for 1 or 2):

(1)  Referral to other services, internal and external  
(outlined in volunteer training)

(2) Matching with a different Friendly Face

(3)  An extension to the existing relationship of 4-8 weeks  
(if justifiable and agreed upon by both volunteer and resident).

At the end of all 3-month matches, the Coordinator will also arrange 
for an Exit Interview with both the resident and volunteer (conducted 
separately), to help assess and improve the Community Team’s impact. 
Interviews can be conducted in person or over the phone, with feedback 
recorded on appropriate forms. 

Of course, you are free (and encouraged) to stay in touch with residents 
in an unofficial way, after the 3-months are up. If you decide to do 
this, make clear that you will meet them as a friend in the future, not a 
volunteer, so there is no commitment to seeing them at specific times,  
or at the same frequency.

When a resident’s support ends, they might also be offered the chance to 
join the Community Team to support others (the “pass it on” approach to 
community support), if appropriate.

Finally, when volunteers are  
ready, they can then be  
rematched with other residents  
to continue their good work  
and start the process over!

FORM:   ‘Exit Interview: Resident’

FORM:   ‘Exit Interview: Volunteer’
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Enjoy Your Role
Finally, ensure to focus on enjoying your role.  
Volunteering is a two-way relationship, and it can be 
as valuable to you as to those you are helping, so don’t 
neglect your own experience and wellbeing.

It’s best to treat your role as a chance to enjoy getting to know people. 
The Community Team does not aim to “fix” people, but to support them 
to uncover their own interests, motivations, and skills. And this is best 
done by really getting to know people properly.

Your training will give you extra tools to help empower those you support, 
but these are always secondary. Your primary ambition is to form a 
meaningful connection with the people you meet in your role. This is the 
foundation on which everything else is built. So, focus on enjoying making 
those connections.

Thank you again for choosing to volunteer.  
And good luck as you get started!
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NOTES:
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