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Benthyg [Name] 
Volunteer HandbookPlease note, this handbook is a living document and subject to change.  Please refer to this handbook and supporting documents online only to ensure you are always using the most up to date version.  Your branch leader will provide you with the link on request.




1. Introduction to the Benthyg Cymru network and ethos 
Benthyg Cymru was created to facilitate a sustainable future for local communities based on a sharing economy. We aim to do this by:
· Establishing accessible and inclusive local borrowing facilities, embedded in communities.
· Enabling more efficient and sustainable use of individual and community resources to support local, regional and national prosperity.
· Finding innovative ways to engage hard-to-reach members of the community.
· Understanding and responding to the needs of different communities and tailor the services that the network provides to meet those needs.
· Empowering people by sharing knowledge and skills as well as items.
· Increasing community integration and cohesion and build more resilient communities, through bringing people together.

2. Our volunteers
Thank you for volunteering for Benthyg [name]! By volunteering, you are not only helping your community, we want to support you to develop your existing skills, learn new ones and become an advocate for the sharing movement.
Benthyg [name] offers a social meeting place where people of all ages and backgrounds can borrow and donate household items with skill-sharing promoted through repairing and testing our items.  We recognise and value those who have a wide range of hands-on practical and interpersonal skills and rely on our committed team of volunteers to deliver and maintain a high-quality and reliable service. 
Some of the skills we need to sustain Benthyg [name ] include the following:
· Hosting / Reception / Front of House (Helping members borrow things)
· Social Media (Shouting about how awesome Benthyg [name] is and what we have to offer)
· Administration / Organisation (Helping keep us super streamlined and efficient)
· Events (Organising events to share skills and showcase our things)
· Repairer / Fixer / Tester (Work together to troubleshoot, fix and maintain our things)
· Skill Sharer (Plan and host practical events on DIY, sewing, gardening or upcycling)
· Welsh speakers (Host events and create communications material to support our Welsh-speaking members and reflect our Welsh identity)

When you signed up to volunteer for Benthyg [name], you will have been given a form to fill in with your details, which we will keep on file for reference purposes.  After filling in this form, please work with your branch leader to develop a clear understanding of what you want to bring to Benthyg and what you would like to get out of your volunteering experience – for example, specific skills that you would like to gain from Benthyg [name].  
We would also encourage you to complete the Equal Opportunities monitoring form.  This does not include your personal details so will remain anonymous but is very helpful for us to gauge whether we are succeeding in our aim of engaging with a diverse range of people from within the community.
After completing the volunteer form, you will be given the opportunity to select a role or roles which you feel suit you best, e.g. front-of house, repairing, administration, testing, and how much time you are able to dedicate to Benthyg [name], this could be anything from a few hours a month to a regularly weekly slot.  
Benthyg [name] will provide a full induction of our policies and processes, including risk assessments to ensure the health and safety of staff, volunteers,  and members.You should only attempt tests and repairs for which you have the necessary skills, competence and expertise. Volunteers are encouraged to work together and learn from each other. If you need specialist training e.g. for PAT-testing, please talk to your project leader.
Please keep track of the number of hours you spend on Benthyg [name] per month on different tasks using the system set out by your branch leader (e.g. shared google sheet). This helps to build a picture of how much time is needed to keep up and running and recruit more volunteers if necessary. In return for your time, you can borrow items for free and receive time credits (if this option is available at your branch).
Top tip: Keeping track of your time spent on Benthyg [name] will make it easier to claim time credits.

Key documents:Note to Branch Leader: Review all template forms policies online and add these to the key documents list here and where appropriate replace them with your organisations policies and processes. 


Please read these documents and discuss with your branch leader if you have any queries.

3. Our items
We have a regular stream of donations thanks to the kind people in our community who believe in our ethos and would prefer those items they own are used by those who need them. We sometimes buy new items which are frequently requested by members but not donated, for example: pressure washers.  

Word of mouth has been very effective in spreading the word about donating items to Benthyg, backed up by social media. People are happy to pass on the items that they rarely use whilst being keen that they continue to be useful and don’t end up as landfill. Our good relationship with Repair Cafe Wales has also helped with this. has also helped with this.
Key documents:Note to Branch Leader: Review all template forms policies online and add these to the key documents list here and where appropriate replace them with your organisations policies and processes. 


Please read these documents and discuss with your branch leader if you have any queries.

Our online borrowing platform
We use an efficient online borrowing system called Lend Engine which has been tailored for the Benthyg Cymru network and makes it very easy for members to reserve and borrow items. It automates numerous processes which are vital to the smooth running of Benthyg [name], tracking information on members, items, maintenance, and payments. It also includes prompts for item check-in and check-out to help you remind members about important health and safety information. 
We’ve set up automated response emails for our members (joining, reserving an item, return reminders, overdue emails etc.). 
As a volunteer you will need to register on Lend Engine as a Member/Volunteer, and your branch leader will give you admin/staff rights to carry out your activities. 

You should always carry out admin tasks using your own login details.

Key documents:Note to Branch Leader: Review all template forms policies online and add these to the key documents list here and where appropriate replace them with your organisations policies and processes. 


Please read these documents and discuss with your branch leader if you have any queries.

Our members
New member sign-ups
New members find us in a variety of ways, and we direct them to Lend Engine to sign up and create an account so they can reserve and pay for items online. Bear in mind that some members will need extra support in signing up online. 
Members must be 18 or over to borrow.
Members need to provide their contact details and before their first borrow they will need to show photo ID (where possible) to confirm their name, address, and age. 
Members also need to read and acknowledge the Borrower’s Agreement and Liability Waiver. 
 These are important documents as they set out our terms and conditions and clarify that it is their responsibility to use items safely. 
We will remind members about both the borrower’s agreement and liability waiver at regular intervals – including on item listings and in automated email text.
Key documents:Note to Branch Leader: Review all template forms policies online and add these to the key documents list here and where appropriate replace them with your organisations policies and processes. 


Please read these documents and discuss with your branch leader if you have any queries.

What if a member forgets to collect an item?
Whilst the online borrowing platform automatically sends an email reminding a member that their item is due to be collected the day before their collection, sometimes a member may forget that they have reserved an item and they haven’t checked their emails. They may also have had the intention of cancelling their reservation but did not get round to actioning this.  
We have created a template email which you can use to politely remind the member that their item is awaiting collection but also prompts them to amend or cancel the reservation.  
If you have access to a telephone, we recommend contacting the member that way and if it’s the members first borrow use it as an opportunity to remind about ID requirements. 
If you don’t hear back from the member, please remember to cancel the reservation in order that the items are freed up for another member to borrow. 

What if a member cannot or does not want to create an online account?
Benthyg branches should always encourage individuals to sign up for a digital account and offer to show them how to use the online system. If someone doesn’t have an email account – perhaps suggest they ask a close relative or friend to help them set up an account. 
Part of Benthyg Cymru’s ethos focuses on skill sharing and so by helping to show members how to use Lend Engine and their account, you are helping to enhance their digital skills. 

What if a member returns an item and it’s broken?
Sometimes, a member returns an item and during the borrowing period, the item has been damaged or is no longer working. We see this as part of a Library of Things way of life and do not make someone feel bad or reprimand them for damaging an item – we don’t believe that any of our members would ever set out to intentionally break one of our items. 
If an item is damaged or broken on return, please take it out of service and assign a maintenance task.  Make sure you check whether it’s reserved to allow time to either cancel that reservation or fix it in time for it to be borrowed again.

Insurance and liability
Benthyg [name] has worked hard to ensure our processes mitigate risk at every opportunity. In the event of any accident or injury arising from the use of a Benthyg [name] item, it would be vital to demonstrate that we had taken all reasonable steps to limit liability.   For this reason, it is important that you always follow the processes set out in our toolkit – ask your project leader for more information and report any accidents, injuries, or risks immediately to your project leader.  





