GREATERLONDONAUTHORITY

REQUEST FOR ASSISTANT DIRECTOR DECISION - ADD2398

Title: Ambassador Training Tools

Executive Summary:

The Mayor’s volunteering programme for the capital, Team London, has to date engaged with nearly one
million Londoners. For the past eight years the Team London Ambassadors Programme has welcomed
visitors to London every summer and worked with London’s major sporting and cultural events to support
the delivery of their programmes. In this way, it has helped showcase the best the capital has to offer
while supporting the Mayor’s ambitions to improve social integration, social mobility, community
engagement and increase active citizenship.

Expenditure of up £705,000 for planning, delivery and equipment for the Team London Ambassador
Programme and Major Events Programme (2018 — 2021) was approved under cover of MD2188. This
decision seeks approval for further expenditure of up to £40,000 to develop a sustainable and more
future proof training programme for Team London Ambassadors and Major Events volunteers.

The training that has been offered on the Ambassador programme to date has largely been developed in-
house. In order for our Ambassadors and Major events volunteers to develop their skills, confidence and
ability to fulfil their roles as effectively as possible we wish to develop a programme of training based on
expert knowledge in the fields of (for example) customer service and diversity and inclusion.

Decision:
That the Assistant Director of Team London and Community Sport approves:

Expenditure of up to £40,000 to develop a sustainable programme of training that can be used
across the Team London Ambassadors, Major Events and EURO 2020 programmes.

AUTHORISING ASSISTANT DIRECTOR/HEAD OF UNIT

| have reviewed the request and am satisfied it is correct and consistent with the Mayor’s plans and
priorities.

It has my approval.

Name: Alice Wilcock Position: Assistant Director Team
London and Community Sport

Signature: M Date: 14 ,D.\ \a




PART ! - NON-CONFIDENTIAL FACTS AND ADVICE

Decision required — supporting report

a)

b)

c)

d)

e)

g)

h)

Introduction and background

The Team London Ambassador programme has successfully delivered an annual Team London
Ambassador (Visitor Welcome) volunteering programme every summer since 2012, deploying 600
volunteers across nine |locations for the six busiest weeks of the summer. Volunteer retention rates are
very high with 65 per cent of current volunteers starting with Team London in 2012.

Team London continues to recruit new volunteers to the programme and creates opportunities for
young unemployed people to build their skills through the opportunities the programme offers. The
Major Events, Team London Ambassador and UEFA EURO 2020 football championship programmes
are actively working towards increasing the diversity of volunteers taking part in the programme.
Success in new approaches can already be seen as 27% of applicants for EURO 2020 were under 25
years old and 40% of all applicants were BAME. Similarly on the Team London Ambassador
Programme in 2019 13% of applicants were under 25 years old and 28% were BAME - a great
increase from the 1% and 18% participating in the programme the previous year. Volunteer and visitor
satisfaction rates have remained continually high with volunteer and visitor satisfaction rates
consistently above 90%. We aim to continue this with our expanding pool of volunteers, by delivering
a more accessible and relevant training programme.

In addition to the Ambassador Programme, Team London has worked with over 120 major sporting
and cultural events since 2012 to support their volunteering programmes and brokered over 16,000
volunteering opportunities. Since 2016 Team London have worked with a wide range of major events
on their volunteering programmes including both one off partnerships and sustained annual
agreements. Highlights have included; New Year's Eve Fireworks, IAAF Athletics Championships, FIA
Formula E Championships, National Park City, Lumiere and most recently UEFA EURO 2020. Through
this Major Events Programme Team London is building an excellent reputation for volunteer delivery
at major events across London.

Team London Ambassadors have also supported London during emergency situations, such as
Grenfell. Ambassadors will continue to support London as and when required in future emergency
scenarios.

Team London will be training and deploying 2000 volunteers in 2020 to welcome spectators to
London for UEFA EURO 2020. This is the higgest event to come to London since the Olympics and
Team London volunteers will be at the heart of this.

Currently, other than an optional pre-event briefing for each specific event, we do not offer training
to volunteers on the Major Events volunteer programme (as opposed to the Team London
Ambassador programme). Major Events Volunteers are all briefed prior to an event, but this is largely
focused on event logistics and does not offer any skills development.

Our Team London Ambassador volunteers currently receive a full day’s foundation training when
Jjoining the programme alongside annual refresher training and Team leader training — these cover
topics such as customer service, health and safety and diversity and inclusion. This is all delivered in
house, with the exception of disability awareness training which is supplied by a specialist
organisation.

We will evolve our Ambassador training modules and develop a programme of training that will invest
in our Major events volunteers as well, developing their skills, confidence and ability to fulfil their
roles as effectively as possible. The resource will be multi use, possibly taking the form of online
training modules that can be accessed by volunteers via our volunteer portal and/or workshop
resources and activities that can be delivered by Team London staff going forward. The intention is
for the training to be generic and accessible enough that it can be used across Team London
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Ambassadors, Major Events and EURO 2020 whilst also tapping inta the specialist knowledge external
training providers have, for example in customer service and disability awareness.

We will complete a competitive exercise in order to seek value for money. We anticipate entering into
a contract with one service provider; however should we gain a better service by using more than one
pravider, then we will do so.

Objectives and expected outcomes

The delivery partner will create content about specific topics which could include; Customer services
training, presentation skills & body language, rapport building, crowd safety, conflict resolution,
disability awareness, team leader training and code of conduct. The content may come in the form of
online training modules for volunteers to complete on the Team London volunteer portal (our
volunteer management system) or through session plans and resources that can be delivered by Team
London staff. We will also seek the advice of delivery partners who as specialists in their fields will
help to form the training offering.

This content will be used to develop volunteers” skills and inform them of best practice when
representing Team London. This will help achieve more consistency amongst the behaviours and
standards of Team London volunteers alongside providing a platform for them to learn and develop
more from volunteering with us. Through creating some online modules, the content will also make
volunteering more accessible and flexible for a wider range of volunteers as they would not necessarily
have to be at a briefing at a specific place and time.

Equality comments

Equal opportunities are enshrined within Team London’s programmes. Team London volunteering
projects aim to ensure that all Londoners can access volunteering opportunities. The programmes
eliminate discrimination, harassment and victimisation, and indeed by doing so support other
Londoners equally throughout the city.

Team London volunteer opportunities are open to all that apply, regardless of race, disability, gender,
age, sexual orientation, religion or belief, pregnancy and maternity and gender reassignment. The
programme is fully Inclusive with regards to its selection process, training and deployment ensuring
those who require additional support are supported throughout. Our 2018/19 recruitment was
amended to ensure further uptake from volunteers with protected characteristics and this is
something we will be continuing for our 2020 recruitment to the programme.

By investing in our training, we aim to deliver a more substantial equalities training package to make
our volunteers more aware of how to support all visitors to the city and understanding of everyone's
differences. We intend through this training that volunteers representing Team London will be
Ambassadors for best behaviour and inclusivity.

Through providing online training modules which we hope to achieve with this work we will also be
able to make our volunteering programme more inclusive as those who cannot make briefings e.q. due
to caring responsibilities or other commitments will still be able to be briefed and be a part of the
final event

Other considerations
a) Key risks and issues
The risks and issues around this project are minimal — they could include minimal amount of content

available for the budget set or content becoming irrelevant at a much shorter notice than planned for;
however both of these can be mitigated through careful planning. The biggest risk is timeline to
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ensure the training is developed in time for EUROs volunteers to use it in May 2020 - yet again
through carefu! planning and procurement of a suitable supplier this should be easily overcome.

b) Links to Mayoral Strategies and priorities

The programme sits within the “Social Integration” strand of Team London’s work and contributes to
the following objectives:

e increase levels of social integration by encouraging Londoners in all communities to volunteer and
become more active citizens;

» make volunteering more accessible and easier to take part in and create a culture of volunteering
across London;

e unify Londoners towards common causes and make them proud of their contribution to a ‘City for
all Londoners”; and

e the programme also supports the tourism agenda and was cited in the 2017 Tourism Vision for
London as contributing to London’s reputation as a welcoming city'. In 2017 the programme won
the Tourism Society Award, which recognises outstanding contributions to the development and
success of the tourism industry in the UK.

¢) Consultations and impact assessments

The online training aspect of the programme would be hosted on our volunteer portal which is entirely
GDPR compliant and signed up to TfL and GLA data requirements: thus any information gathered on
a volunteer through training modules will be completely secure. This is also mitigated by the fact that
no personal or confidential information will be shared or collect through the training modules.

d) Heaith and safeguarding

Training will be planned to be accessible to all eligible volunteers. A light health risk could be
repetitive strain injury (RSI) for online training. However volunteers will be able to save online training
and come back to it so will never have to be at a computer for a sustained amount of time. The
programme only engages with volunteers 16 years old or over, and any training content designed will
be suitable for this audience.

e) Conflict of Interest

We have considered whether there will be a conflict of interest in completing this piece of work. None
exist with regards to existing relationships. To ensure no conflict of interest and no advantage to any
particular training organisations we will follow the GLA Contracts and Funding code.

Financial comments

Approval is being sought for expenditure of up to £40,000 to develop a training programme for
volunteers that can be utilised across the Team London Ambassadors, Major Events and EURO 2020
programmes.

This expenditure will be funded from the 2019-20 Visitor Welcome programme budget within the
Team London & Community Sports Unit.

! https://www.londonandpartners.com/our-insight /tourism-vision



6

Planned delivery approach and next steps

Activity

Timeline

Procurement exercise

Dec 2019 - Jan 2020

Draft content delivered

Feb 2020

Training testing

March 2020

Training delivery

March 2020

Appendices and supporting papers:

None.




Public access to information

Information in this form (Part 1) is subject to the Freedom of Information Act 2000 (FolA) and will be made
available on the GLA website within one working day of approval.

If immediate publication risks compromising the implementation of the decision (for example, to complete
a procurement process), it can be deferred until a specific date. Deferral periods should be kept to the
shortest length strictly necessary. Note: This form (Part 1) will either be published within one working day
after it has been approved ar on the defer date.

Part 1 - Deferral
Is the publication of Part 1 of this approval to be deferred? YES

If YES, for what reason:

We will withhold publication of the decision in order to gain value for money by not exposing the available
budget

Until what date: 1.2.20

Part 2 - Sensitive information

Only the facts or advice that would be exempt from disclosure under FolA should be included in the
separate Part 2 form, together with the legal rationale for non-publication.

Is there a part 2 form —-NO

ORIGINATING OFFICER DECLARATION: Drafting officer to
confirm the
following (v)
Drafting officer: ,

Stephanie Bigley_has drafted this report in accordance with GLA procedures and
confirms the following:

Corporate Investment Board
This decision was agreed by the Corporate Investment Board on 9 December 2018.

ASSISTANT DIRECTOR OF FINANCE AND GOVERNANCE:

| confirm that financial and legal implications have been appropriately considered in the preparation of this
report.

Signature /LLV /S e T S 6




