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ABSTRACT

While the voluntary sector has been growing stgaatid continues to increase,
studies regarding volunteers’ behavior are stilt@xely limited and resources
invested in volunteer recruitment and managemenofien poor as comparing
with that of paid employees. Many volunteer orgatians have reported that
their management becomes increasingly complex errditment becomes essen-
tial to provide qualified services. This researcdswarried in order to develop an
ideal model of volunteer management which aimsmrove organizations’ abili-
ty to recruit and retain a force of skilled and ivated volunteers.

During the time working in the case company, thia@auwas able to notice cer-
tain issues regarding volunteer satisfaction amdmatment. Combining that ex-
perience with relevant literature from differentiszes, the author suggests the
ideal model of volunteer management based on #medwork of Humphrey-
Pratt’s Volunteer Management Cycle (2006). As tlemfinding, the ideal model
should consist of three key elements: volunteeolvement, motivation to volun-
teer and managerial practices together with theideration of correlations
among them.

In general, it is important to note that since vivéers do not receive remunera-
tion for their contribution, they must be madedelfwanted, valued and appre-
ciated. In other words, the more organizationsshwevolunteers, the better vo-
lunteers will commit and contribute. However, dadfte diversity of volunteers
regarding backgrounds and expectations, tasks @siigns, motivations to vo-
lunteers etc, there is no general rule concernavg o recruit and manage volun-
teers, only recommendations. Based on the orgamizsisituation, vision of val-
ue and strategies of operation, every organizatesds to develop and implement
its own version of the ideal model of volunteer mgement.

Keywords: volunteer management, volunteer involvaimnolunteer motivation,
volunteer recruitment, Volunteer Management CyAleCESS Amsterdam.
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1 INTRODUCTION

This chapter provides an overall background ofréfsearch. The structure of this
chapter begins with the background of volunteenasidnteering in general. The-
sis objectives and delimitations will narrow dovine topic and thesis outline will

give a basic idea of how this paper is structured.

1.1 Background

There are 61.8 million Americans, which accounts2®.4 percent of the adult
population, who contribute 8 billion hours of votaar work in 2008 (Corporation
for National and Community Service 2009). Meanwhil@ost 12.5 million Ca-
nadians or 46% of the population aged 15 and av@ainada volunteered in the
year 2007. Collectively, these volunteers contedutver 2.1 billion volunteer
hours, or the equivalent to almost 1.1 million ftithe jobs (Statistics Canada
2007). In Europe, around 4 million people (25 petof the population) volun-
teered on a regular basis in The Netherlands i 2dtle 17.9 million people
(around 37 percent of the population) voluntedemgland in 2003. Altogether
British volunteers contributed 3.8 billion hourswafiuntary work in that year.
(INVOLVE project 2006). In short, many millions péople around the world
volunteer their time and talent to support the eaubat are important to them.
These volunteers represent billions of hours woftholunteer effort and labor

each year.

While many organizations consider volunteers asxd@nsion of human resource,
volunteers in fact are the central foundation dtiateer organizations which rely
on their talent to achieve the main mission (E20€6). In general, volunteers
may fulfill many roles within the organizations lnding direct services, adminis-
tration support, event organizing or assisting fmdraising etc. Volunteers may
serve as teachers, tutors, counselors, mentorgamon or coaches. The roles
that volunteers can fill are only limited by theian of organizations. (Ellis 2000;
Berkhan 2007.)



However, many researches have revealed that thelédge of what can be done
in order to improve volunteer performance and cotmant is extremely limited
(Gidron 1985; Berger 1991; Cnaan & Cascio 1999;did&Brudney 2004a;
Berkhan 2007). Meanwhile, many volunteer managave ladmitted that they
need more knowledge and training in areas suclolasteer recruitment, motiva-
tion, retention, rewards and supervision (Cnaana&dd 1999). In fact, many
organizations have reported different challengegeasliting and managing vo-
lunteers (United States Department of Labor 201&jSics Canada 2007;
Volunteer Development Agency 2001).

Differentiating from general human resource managgerof paid employees,
management in volunteer organizations requiregwdifft approach and under-
standing. While many organizations blindly applgdhes and knowledge of hu-
man resource management of paid employees to mapageeers; the majority
consensus from many recent researches shows #nataire many key differences
between volunteers and paid employees that neleel tonsidered carefully in a
managerial perspective (Cnaan & Cascio 1999; Hahdy. 2000) and the domi-
nant workplace model is not an adequate resportbe tiversity of volunteers’

characteristics, motivation and needs (Gaskin 2003)

During the time working in the case company, ACCE®Sterdam, the author

had noticed many issues which occurred concernagaging volunteers. One of
the main problems is the high turnover of volunigbrch cause a constant need
for new volunteers to be recruited. Other issuelide volunteer satisfaction and
commitment such as certain volunteers disappear afivhile contributing, some
others’ performance gradually declines while som@aot pay much attention on

how the work is done anymore.

1.2 Thesis objectives

While studies concerning volunteer management baee revealed to be ex-
tremely limited, the author acknowledges that theeccompany is facing several

challenges in recruiting and retaining volunte@tss research was carried out to



identify the changes that can improve volunteasfaition and commitment in
case company. The main research question is “Vghhaeiideal model of volun-
teer management for case company?”. In other wirdsmain purpose of the
research is to outline an ideal model for voluntaganizations to manage volun-
teers and then recommend modifications for the casgany to improve its re-
sult in volunteer managing. In order to developitteal model, firstly it is signif-
icant to consider why and how people volunteer.rétoee, sub-questions follow-

ing were thoroughly examined during the study:

- What are the reasons for people to volunteer?

- What are the different levels of volunteer involharhin the organization?

1.3 Delimitations

First and foremost, the author studies voluntesgandless of their background of
families, traditions, cultures and education. Ththar acknowledges that back-
grounds may affect the way volunteers behave aact ne certain situations.
Thus, multi-cultural or multi-ethic volunteer orgaations will need to consider

more in depth the cultural aspect which is excluflenh this research.

Secondly, the author studies management of volmmtee/olunteer organization
environment only. Since volunteer organizationsdafned as organizations
which rely on volunteers to fulfill their missionsaid positions are accepted but
not popular while volunteers account for the cdritrandation of the organiza-
tions. Therefore, volunteers will be studied iraten with the organization itself
and with other volunteers only. There will not Ibady or discussion of relation-
ships between volunteers and paid employees imp#psr. As the result, the find-
ings and recommendations in this study are alssuitdable to be applied into
other types of organizations other than voluntegawization although they may
have voluntary positions together with paid onaghis paper, the author uses

“organizations” to mean “ volunteer organizations”



Another delimitation associed with this research is that the topic is lim to
volunteer manageme, in other words, human resource management imvexu
organizationsHence this research only focuses on redngtand retaining high
skilled and motivate volunteers for voluntearganizations. Othessues includ-
ing but not limited t legal practice, risk managemeotganization’s policies an
proceduresvill be excluded from thresearch.

1.4 Thesis outlin

This thesionsistsof 6 chapters. The first chaptartroduction mainly goes
throughthe background of the thesis, objectives aimethatstructure and tf
thesis delimitations and outli while the second chapter aims on the metllogy
explaining how the thesis \s proceed, which methods svehosen and hothe
authorapproached the final rest (Figure 1).

1. INTRODUCTION

Background

VOLUNTEER
MANAGEMENT

Thesis
objectives

Delimitations

2. RESEARCH METHODOLOGY

Infomation Research Research _
need & sourc Approach Method Data analysis

Research Challegnes

Figure 1 Introduction &Research Methodology



The theoreticaframework begins in the third chapter and contirtoase fourtl
(Figure 2).The purpose of the theoretical study iinform readersof fundamental
conceptsand theories of different aspects of voluntevolunteer organizatior and
volunteer managemt. To sum up the theoretical pdtie authc is going to explain
the Volunteer Management Cycle which is used asidi@ structure as developi
the idealmodel of volunteer managem in this researchThe theory is based on t

literature collected om different sources such as books, articles amuhds

THEORITICAL FRAMEWORK ( Chapter 3 & 4)

\Volunteer
Organiza
tion

\olunteer

\olunteer
Management

Figure 2:Theoretice framework

The empirical part begins in the fifth chapter ihieh the authc will study the case
companyincluding its currensituationand challenges as managing volunt. Rec-
ommendations are ggested in this chapter as well. Last but not Jeghe sixth chap-

ter summarizes the whole research including its maigifigs and recommendatiol



2 RESEARCHMETHODOLOGY

This chapter aims describing the research methodgl@glopted in te thesis.
First of all, the information needs and resouraesrdroduced. The the process
continues with choosinof research approach and methbdst but of least is e
difficulties thatthe author faced during researching. Figdibelow show the re-
search procedbe authc applied from choosing the research topic; iderhfy

research questions till analyzing data to gainifigd and recommendatic

Formulating the Research Topic
VOLUNTEER MANAGEMENT

Defining the main research questi
What is the ideal model of volunteer managemen
and sub-questions

Choosing the research approac
Inductive

Choosing the research method _ Qualit:
Case & Participant observation

Data analysis

‘ Findings and Recommendation: ‘

Figure 3 Research Proce

The research was ilized during autumn and winter 20@8d finalized in sprin

2010, withthe authc’s high interest to this subject.



2.1 Information need and source

As regards the research topic and research qusstiminformation needed has
been defined by the author into 3 areas: voluntegunteer organization and vo-
lunteer management as following:
- Volunteer: who they are, why and how they volunteer
- Volunteer organization: what are the typical chaastics of a volunteer
organization
- Volunteer Management: who are volunteer managets\uat their roles
are in volunteer organizations, what are the mamalg#actices included
in the Volunteer Management Cycle

To find the literature relevant to the subject, @iiehor used different search tools
available including libraries, databases and ttermet. When searching, the au-
thor used keywords like volunteer performance, ntdar involvement, motiva-
tion to volunteer and other corresponding keywaetisted to the subject. The
data for the empirical part was collected from cam®pany’s internal database

and reports during the time the author was workintpe company as an intern.

Because of wide range of information availabilttye author had to narrow and
evaluate the materials by significance and relaibotie study. The author is

aware of the fact that selection of sources miffiecathe outcome of the study.

2.2 Research approach

The two typical research approaches are deduatideraluctive. In short, deduc-
tive approach begins with a general idea suchemyhlaw and principle; re-
searcher narrows down the theory into specific bypgis which can be tested in
order to support the general idea. It can be nadown even further when re-
searcher collects observations to address the hggist If the hypothesis is sup-
ported with confirmation, it can be said that thiéial general idea was indeed
correct. Figure 4 below shows the general ideaediidtive research approach.

(Research Methods - Knowledge Base.)



Theory Hypothesis Observation Confirmation

Figure 4: Deductive Research Approach (Researchaddst- Knowledge Base)

On the other hand, inductive research approachmbegih observations of one or
more individual cases. Based on the accumulaticuch observation, researcher
begins to detect patterns and regularities, forteutgpothesis that can be ex-
plored. Finally researcher ends up with develogjegeral conclusion or theories.
A simple inductive research approach is shown gufé 5 below. (Research
Methods - Knowledge Base.)

Observation Pattern Tentatlvg Theory
hypothesis

Figure 5: Inductive Research Approach (Researcihiist - Knowledge Base)

At the beginning of this study, the author did n@tke up any theory or intend to
test any hypothesis. Reviewing relevant literaftwen different sources and com-
paring them with each other, step after step thieocauleveloped patterns and
came up with theories to answer research questindsctive approach was ap-

plied.

2.3 Research method

The author applied qualitative research methodlisidtudy in order to gain in-
sight into volunteers’ concerns and motivation. IQative research is defined as
“more subjective in nature and involved examining aeflecting perception in
order to gain an understanding of social and huaatinities”. (Hussey & Hussey
1997, 12.)



In general, it is common that people study to usided what, how and why
things happen. If people only need to know whaipleapd, quantitative research
method satisfies this purpose. On the other hamaljtgtive research method pro-
vide deeper inside people’s awareness, undersuadith motivation. It can be
said that qualitative research methods providermétion of the “human” side of
an issue, which consist of behavior, beliefs, apisj emotions and relationships
of individuals (Babbie & Mouton 2001, 270; HusseyHissey 1997, 2). Qualita-
tive research in this study allows the author tbamdy familiarize oneself with

the concept to be studied — volunteer managementebch a deeper understand-

ing of volunteers’ concerns and motivation.

Case study is applied in this study. With the rie$sof details, case study method
becomes particularly supportive in generating higpsis and theories in inductive
research approach (Boeree 2005; Hussey & Husseg, §89. The author ac-
knowledges that case selection might affect theayué of the study as well as
case studies are not representative of the erdpalation (Garson 2008). Hence,
the author takes in consideration not to generé&mnd cases similar to the one
studied. For example, in this case, the topic dimeer management is studied in
the environment of volunteer organizations whiah @nsidered as not having a
significant number of paid employees. Hence, thba@uacknowledges that the
findings are not suitable to be applied into orgations that have a significant
number of paid positions.

As the most common method of data collection, pigdint observation is applied
in this research to collect data on naturally ogngrbehaviors in their usual con-
texts (Boeree 2005). During the time working iseaompany, the author parti-
cipated in the research environment — working wdlunteers in a volunteer or-
ganization. Field notes and field data were ctdiéavhile the author had several
interactions with different respondents includirgunteer manager, potential
volunteers, new volunteers and permanent voluntéées author own expe-

riences are expressed in parts of this papers.
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2.4 Research challenges

Problems involving the validity, reliability and ality of data are the main chal-
lenges for the author as collecting data for tlseaech. Due to the nature of re-
search topic —volunteer management, there is@f ioformation from different
sources but there is no guarantee that the infooméat valid and reliable. The
author acknowledges that certain sources of infaiomauch as publications, per-

sonal websites or networks might lead to one side.

In fact, there are a lot of international, natioaatl regional volunteer networks
providing basic information and statistical figukesile many journal articles
present different aspects concerning the topie®binteering, volunteer organi-
zations and volunteer management. During the relsgtire author collected in-
formation from different sources and compared betwtde sources in order to
identify the main stream information. However, thex no guarantee that the in-

formation collected is 100 per cent accurate.

Furthermore, styles of management vary greatly @nvoiunteer organizations.
For example, some organizations might want to aehiies missions through a
wide set of rules and policies concerning volunteanagement. Meanwhile some
volunteer organizations aim on providing volunteerglaxing and informal envi-
ronment to support the causes that are importaieto. In this research, the au-
thor aims to develop a balance between those gogdelThe ideal volunteer
management model should enable volunteers tolfthléir tasks at the best per-

formance while being most motivated and satisfied.
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3 INTRODUCTION OF VOLUNTEER AND VOLUNTEER
ORGANIZATION

When developing the ideal model of volunteer mansas, it is very important

to firstly understand volunteers and volunteer oizgtions in general. This chap-
ter will go through the fundamental concepts oiwbéer organizations and the
main characteristics of a typical volunteer orgatian to help readers understand
the environment of this study. Then, the later péathis chapter will continue

with several discussions concerning volunteer megal including their sources of

motivation and their involvement in organizations.

3.1 Volunteer organization

Volunteer organization, or voluntary organizatiengefined as not-for-profit
oriented organization that relies on human resaot@olunteers to achieve its
main goals (Online Business Dictionary). Althougbsinof volunteer organiza-
tions do not have many paid positions, the manafyeolunteer is not uncommon

to be a paid position.

Together with other types of nonprofits, voluntesganizations tend to occupy
specific niches: most have a local focus — aimingantributing to the local
community, and many concentrate on addressingabdsof specific segments
of the population. Collectively, however, theseamigations offer a wide range of
services and activities; and they touch almostyeaepect of one’s life.
(Volunteer Development Agency 2001; Statistics @an2007; Corporation for

National and Community Service 2009.)

Based on the definition and discussions from diffiéisources, distinctive charac-

teristics of a typical volunteer organization aediged as following:

1. Rely on volunteers to achieve its main goals: Tt &nd foremost cha-
racteristic of a volunteer organization is thatwaéers account for the

central foundation in the organization’s operatidthough some may
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have paid staffs, volunteer organizations grealy on the human re-
source force of volunteers to achieve its main gjodlile even nonprofits
might have a strong paid employee force becausegamization can be
considered as a nonprofit as long as its operaiont aiming on making

profit. (Online Business Dictionary.)

2. Governed by volunteer8oth of the national survey in Canada (2003) and
Perry (2004) agree that volunteer organizationsallectively owned by
their members - volunteers. In the majority of waker organizations,
there is usually a board of volunteer directorsoltdefine the missions
and objectives of these organizations. (Stati€li@sada 2003; Perry
2004.)

3. Aim on providing benefits to the public communigthier than focusing
exclusively on their own members (Online BusineggiGnary). Hence,
membership in volunteer organizations generallysdu# result in specific
benefits. In order words, volunteers do not recéivancial or similar
benefits as compensation for their contributiomolunteer organizations.
(Statistics Canada 2003.)

4. Have no restrictions on who can join. Volunteeramrigations usually do
not have many requirements as recruiting voluntééogvever, certain vo-
lunteer organizations operating in special fieldghhrequire volunteers to
obtain specific skills and qualifications in orderbe able to fulfill the

tasks and responsibilities. (Statistics Canada 2@06Rinteer Canada.)

In addition, it is significant to acknowledge th&ée&fences among volunteer or-
ganizations as developing and implementing thel ishealel of volunteer man-
agement. Key differences can be listed as following
» Organizations that have relatively large revenugsthose with very
modest revenues
» Organizations that depend on governments for thatting and those that

do not
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These characteristics affect the organization’scps, procedure and operation
greatly. For example, a bigger and well-structweldinteer organization may
have more specific requirements in certain skillseicruitment process while a
smaller one may refer volunteers who can fulfillliatask position (Volunteer
Worker). A government funded volunteer organizateth not need to focus
heavily on fundraising activities as comparingtoge which rely on individuals
and organization’s donations (Volunteer Canadah&gesult, volunteer man-
agement activities in these organizations will vargatly based on but not limited
to organizational structure and size of operationging resources, field of opera-
tion, cause that they support and vision of value.

3.2 Volunteer

Volunteers are the cornerstones of voluntary secBoth of the national survey
in Canada (2007) and Reference Answers define tedums a person who per-
forms or offers to perform a service of one’s owgefwill without pay. Mean-
while, Online Business Dictionary states that vitden is a person who actively
performs a task or responsibility on his or her awtihout needing to be as-
signed, ordered or told to do so. While both ofdeé&nitions shows the one im-
portant feature of a volunteer is that one doeseu#ive payment in return for
one’s service, the later emphasizes on the indegreadof volunteer. Indepen-
dence and no payment, these are the most impdatztots differentiating volun-
teers from paid employees. (ReferenceAnswers; @mimsiness Dictionary;
Statistics Canada 2003.)

Many people usually misunderstand volunteers akillet workers. According
the Department of Labor of the United States of Aoae “unskilled workers”
mean people with low educational levels, or eviteibate, who have not received
training in any vocational skills (Bureau of Lalftatistics, United States
Department of Labor 2010). However, the overwhetmmmajority of volunteers is
literate, has advance education and consideralplgreenced (Ellis 2000). Thus,

volunteers are not unskilled. They are just difféfeom paid staffs.
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In general, the term volunteer is used widely tmmporate too many situations.
Many individuals meet the required specificatiohsaunteers as long as they
perform the tasks with free will, receive no remati®n, and their acts benefit
others. The term volunteer is too general and doesarrow down the specific
information, for example concerning the tasks thdividuals are doing. An ad-
ministrative officer, an event organizer, a markegenurse, a counselor, a coach
etc; all of them can be called volunteers if theyndt receive pay for the work. In
short, although the tasks might vary greatly, pe@gin be seen as volunteers as
long as they offer their time and talent withouy pés the result, because of lack
of clarification, it is difficult to generalize fro different studies on volunteers.
(Volunteer Worker; Ellis 1993.)

Volunteering is normally understood as work withpay. But what type of

work? While in most western countries, volunteemagges from basic as student
tutoring and elder nursing to religious practicel anvironmental protection ac-
tivities; in another area of the world, for instaridorocco, helping others includ-
ing family and friends can be seen as volunteefihg. INVOLVE project (2006)
shows that in different cultures, the idea of veéd@mning and as the result volun-
teers can be understood differently. For examp®eoccan volunteer in
INVOLVE project mentioned:

Voluntary action is helping and again helping. lloidcco,
everybody is a volunteer, because everybody halgs @her.
You don’t call it voluntary “work” because it is@art of life
(INVOLVE project 2006.)

While a Somali volunteer in the same project shared

Volunteering exists, but not so organized. You kalgh other in
the family, the neighborhood, the clan. You havg laege
families, next to your immediate family and to hedygh other is
an obligation, also from a religious point of vi¢lMVOLVE
project 2006.)

Thus, volunteer can be identified totally differelepending on the cultures and
situation. In this study, the author considers nt#er as a person who provide
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unpaid service based on one’s own free will in gganization environment, in
particularly volunteer organizations. Therefordpimy or supporting activities
happened outside of an organized environment wtlbe considered as volun-

teering in this study.

Concerning the public perception of the term vadant a research revealed that
remuneration of either kind (monetary or otherwiglays a significant role in the
public perception of who is a volunteer. In othards, the public community
generally connects the term volunteer with “no pafyindividuals receive either
kind of remuneration, ones will be considered Bssa volunteer while comparing

with others who do not receive remuneration. (Hagidgl. 2000.)

The same research also pointed out that voluntglas a “class equalizing” ef-
fect which means people do not rank volunteersraaog to where ones come
from or what one has done. All volunteers are abereid as equal and rated by
the tasks they fulfill (Handy et al. 2000). Agregiwith the idea of equality in
volunteering, the author considers all volunteeesegual. Their motivation to
volunteer, how they fulfill the tasks, how muchyhevolve in the organization
and whether they are satisfied with the situatimraee factors that differentiate

volunteers from each other from a managerial petspee

In general, volunteers vary greatly regarding baokgd and expectations, tasks
and positions, motivation to volunteer, satisfati@md involvement etc. The key
factor that applies to all volunteers is that thayst be made to feel wanted, va-
lued and appreciated if organizations want to marthgm affectively. (Gaskin
2003; Hager & Brudney 2004b; Ellis 2006.)

3.2.1 Key differences between paid employees and volusitee

People volunteer because of their own will andreéetsi make a contribution thus
they generally do not wish to be managed with #maesprinciples as paid em-
ployees. Consequently, there are key differencegdesn paid employees and

volunteers; and as the result, the literature afop@ance and organizational be-
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havior of paid employees are not suitable to beegdized to volunteers. (Cnaan
& Cascio 1999.)

One of the most important differences between padlvolunteer employees is

motivation. While employee motivation studies foausjob performance, absen-

teeism, tenure and productivity; motivation-to-vatieer studies aim on what en-

couraging people to volunteer and contribute. (Gr&a&ascio 1999.)

Some other significant differences between volusteaed paid employees in-

clude:
1.

Volunteers are not motivated monetarily. As theitesolunteers cannot
be motivated through salary raise or bonus. Firsupanalties cannot be
applied to volunteers either. (Pearce 1993, acogri Chnaan & Cascio
1999.)

Volunteers are generally less dependent on then@agizon than are paid
employees. While most employees work either fufietior part-time, they
tend to pay more attention to the workplace, hageenfrequent contacts
with colleagues and are more influenced by therapgdion’s culture as
compared with volunteers who usually contributey@few hour per
week. Although some volunteers do contribute alrmdktime, the major-
ity of volunteers generally give only a few hours@ek. (Cnaan & Cascio
1999.)

Besides, if inadequate compensation or discrimomadiccurs in the organ-
ization, volunteers generally choose to leave #twiihout worrying

about the next paycheck, pension right or healthbanefits. (Cnaan &
Cascio 1999.)

Many volunteers involved with more than one orgatian, while paid
employees generally work in only one. Thus, theele@f loyalty and
commitment to an organization may vary greatlyadidition, once a vo-
lunteer involved in different organizations at #ame time, the individu-

al’'s commitment to each of them may be limited.4@mé& Cascio 1999.)
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As one of the key differences, Cnaan and Casci99q)l8uggested employee re-
cruitment are usually occurred formally with catbfyplanned selection and hir-
ing processes while volunteers are often recruitemally and tend to “try-

out” a position (Cnaan & Cascio 1999). Howeveradige with them, the author
considers that paid employee recruitment is noés&ary to be more time and
effort consuming than volunteer recruitment. Intcast, volunteer recruitment
may take a lot of time and effort if organizatiamish to place the right person for
the right position. Therefore, the length and caogpion of recruitment processes
should not be considered as one of the key diftmebetween paid employees

and volunteers.

3.2.2 Volunteer categories

The most common way to divide volunteers into défé categories is based on
variables such as: education level, income levepleyment status and demo-
graphic characteristics including but not limitedage, gender and matrital status.
Many organizations often identify potential voluaite by defining desired values
for these variables. For example, while recruifimgnew volunteers to support a
children tutoring program, an organization caneatge group of young students.
Meanwhile, an organization which recruiting voluerefor elder nursing program
will want to target those who are most likely migidlge women, married or not,
with nursing or relevant experience in regardldgh@r education level.
(Volunteer Worker; Volunteer Canada; Statistics &n2003.)

Once new volunteers are recruited, there are atle¢inods for organizations to
classify them. For example, as looking at the teofreervices, Perry (2004) sug-
gest a way to divide volunteers into groups inalgddn-going (sometimes called
long-term or permanent) and short-term volunteers.

- On-going: the volunteer is helping on a regulahesiuled basis, maybe

last over many months or years
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Short-term: the volunteer may assist with a spesiaht or project and
may be on-call. Service hours and length of semwidlevary depending on

the agreement between the organization and volur{ieerry 2004.)

In practice, short-term volunteers can be usuallyntl in volunteer organizations

which arrange their work into separate projectassignments while on-going

volunteers can be found in most of volunteer orgamons.

Another way to group volunteers is based on theckgrounds or expectation of

volunteering. Some examples include Youth, Stuttgetn, Work Experience

and Court Referral etc. (Volunteer Worker; Perr@£20 As classifying volunteers

based on their backgrounds, organizations may iffeeatht names to call the

groups. The author applied here the most frequesd names which reflect the

typical background of that group.

Youth: usually is an individual who is under 18 ggeald. Although volun-
teer opportunities start much earlier than that pgeental consent is

usually required for those who are underage. (MtelemWorker.)

Student Internis an individual attending in higher education whoeives
credits for their service. According to Perry (2pGdthough they may bet
paid but the amount of the payment is considersivigller than the aver-
age salary level of paid employee. Hence, nornsllgent intern is consi-
dered as a “special” volunteer in some organiza{Barry 2004.)

Work Experience: includes those who become volust@eorder to gain
or increasing experience in a particular field. Tian factor differentiat-
ing them from Student Intern is that volunteerthis group will not re-

ceive credit by their educational organization.r(i2004.)

Court Referral: consists of individuals who haverbsentenced by a court

to provide volunteer service in the community. (Mdker Worker.)
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Depending on the nature of the organization angtbgct, volunteers from cer-
tain backgrounds might be more favorable. In gdneeach group of volunteers
requires an appropriate approach to recruit andagenVolunteer manager needs
to take into consideration the background of vaders in order to choose the

right approach for motivating them to volunteemasd| as stay involved in the

organization.

3.3 Volunteer performance and commitment

The effectiveness of volunteers can be found coatparto that of paid em-
ployees (Cnaan & Cascio 1999). However, like thiggasd employees, volun-
teers’ performance also varies greatly. It is a@wam challenge for many organi-
zations to identify factors that contribute to begperformance and commitment

of volunteers.

However, there is still a severe need for moredptld researches regarding vo-
lunteers’ behavior and what factor could contribatenproving their perfor-
mance and commitment. While there are still too $¢éwdies aiming on this spe-
cific field, many of them use a framework thatliemto volunteers, applying
theoretical conceptualization borrowed from othelds of study for instance
(Smith D. H. 1994). For example, it is a commontake for many managers to

apply human resource management of paid emplogeasunteers.

As studying volunteers, Cnaan and Cascio (1999)estgd that three groups of
variables, demographic variables, volunteers’ peabty traits/attitudes and situa-
tion variables, should be used to test the hypethesgarding volunteer perfor-

mance and commitment. (Cnaan & Cascio 1999.)

While demographic variable such as age, maritalistdiving arrangement, edu-
cation level, income level, life satisfaction etan be essential for recruitment

practices (they are good predictors for the likadith to volunteer); none of them
was significant associated with volunteer commitinelowever, tenure and vo-

lunteer satisfaction can be affected by variableh s age, marital status, life
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satisfaction, family member(s) volunteering etco$& 1999; Smith D. H. 1994;
Wuthnow 1991, according to Cnhaan & Cascio 1999.)

Smith D. H. (1994) admitted there are still too fetwdies concerning volunteers’
personality traits and attitudes. However, the gammnsensus suggested that
while most of the variables in this group were asged with only one perfor-
mance variable, for instance, relationships witieot/olunteers affect retention,
understanding of the organization’s mission affaetcommitment etc.; motiva-
tion to volunteer was associated with both volunteenmitment and satisfaction
(Berger 1991; Lammers 1991; Smith D. H. 1994). €Hewlings again prove the
significant role of motivation for organizations@eruiting and managing volun-

teers.

Situational (managerial) variables were found tooaat for the variability in vo-
lunteer satisfaction, commitment and tenure (Smitk. 1994). For example,
orientation and training were found to be ablentreéase volunteer retention, te-
nure and performance while recognition and symhbeleards were reported to
improve commitment, tenure and performance (Gidr@85; Lammers 1991,
Watson 1993-1994). This means organizations cableeto influence the per-
formance and commitment of their volunteers throapplying different mana-
gerial practices including but not limited to ottigtion, training, supervision and

recognition.

To summarize, many other studies have emphasieesighificance of carefully
planned recruitment, orientation, placement, trajnsupervision, evaluation and
providing symbolic rewards in contributing to greratolunteer retention, com-
mitment, satisfaction and lower absenteeism (Fi&h€ple 1993, 97-118;
Omoto & Snyder 1993; Smith D. H. 1994). These figgi suggest that the more
organizations invest in volunteer, the better tbkinteer contribution will be. As
Smith D. H. (1994) stated, as volunteers are niat, plaey must be made feel
wanted, appreciated and invested. In other wordsepd model of volunteer man-
agement should invest in all stages from recruitt@evaluation together with
provide means of symbolic rewards that enhancente&r commitment and per-
formance. (Smith D. H. 1994.)
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3.4 A model of volunteer involveme

As assessing volunteer performe and commitmentt is important to study ho
volunteers involve in organizatis. Introduced by Gaskin (2003he model of
volunteer involvement divides volunteers into diéfiet groups based on theiv-
el of contribution or involvement in the organizati The mode starts with the
non-volunteers (doubter) and progresses to-term volunteers (stayel(Gaskin
2003.)

Although volunteers are generally welcoin regardlesshe length atheir con-
tribution —long-term or short-term; the voluntees$o are more likely to kee
contributing for a longer time agenerally more favorabley most organizatior
since t is always takes more time and effort to recrad &rain new volunteers i
compaing to retairexisting and experiencaalunteers. In other words, mc
organizations aim on not only recruiting the rigktson for the right position b

also keeping thm stay involved as long as possil

According to the model, volunteer involvement incaiganization is divided int
4 stages (Figure):

- The doubter is a person who may have attitudesackeristics or r-

cumstances which keep them a -volunteer

- The starter has entered volunteering kaking an enquiry or applicatic

- The doer has committed to beingolunteer and begun volunteer

- The stayer persis as a long-term volunteer.
The aim of volunteer organizations is to aid eaahdition in the most positi
way, to transform the doubter into a starter intoar ancfinally into a stayer.
(Gaskin 2003.)

Doubte Starter Doer Stayer

Figure 6 Four stages of the model of voluntinvolvement
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3.4.1 From doubter to starter

Some practices that can help transforming a doute® starter — in other

words, encouraging people to volunteer, include:

1. Improve the image and appeal of volunteering meaaisng volunteering
in general more visible and highlighting the variet volunteer oppor-
tunities. This can be done through different comication and promotion
methods including but not limited to countering coan misconceptions
and appealing to people with different backgroumtterests and motiva-
tion. (Gaskin 2003.)

2. Well-planned recruitment and selection processeceourage people vo-
lunteers since many of them are held back becdube tack of informa-

tion concerning volunteer benefits and opportusit{&askin 2003.)

3. Recruitment and application procedures that asxesl, friendly and not
too bureaucratic can contribute in motivating pedplvolunteer (Gaskin
2003.)

In short, transforming a doubter into a startehessame as encouraging people to
volunteer. Consequently, motivations that providepde reasons to volunteer
should be taken into account in this transformiracpss. In other words, organi-
zations should consider motivations of potentiduxteers (doubters) as making
decisions regarding promote the image of voluntgeor decide the method(s)

and procedure(s) for recruitment and selectiongsec

3.4.2 From starter to doer

Practices that contribute in transforming a starttr a doer include orientation

into volunteering and training for volunteering.
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1. Introduction into volunteering (or orientation) prdes great chances to
reinforce volunteers’ motivation as well as theiolwledge and under-

standing about the organization (Gaskin 2003.)

2. Training for volunteering: equips volunteers witinidence and neces-
sary skills to fulfill the tasks (Gaskin 2003). Mawer, training can also
contribute to greater retention by encouragingnss®f commitment
(Smith D. H. 1994). In addition, training opporttiés motivate volunteers
who are desired to learn new skills and knowledgearticularly those

want to increase their employ ability.

Once new volunteers are recruited (starters), th@y need to be provided with
necessary knowledge and skills through appropoaéatation and training in
order to be able to fulfill the task, in other weyto become doers. Hence, trans-
forming a starter into a doer is the same as asgtiat new volunteer will be

able to fulfill the tasks by providing one with mssary orientation and training.

3.4.3 From doer to stayer

While a doers is considered as the one who hasbegunteering (Gaskin
2003), it is quite challenging to indentify whatlge stayer in organizations. Al-
though a stayer is defined as a long-term volurn(@askin 2003); it depends on
organizations to identify “how long” can be seerflaag-term” - whether it is 3
months, 6 months, 1 year or 3 years etc. In gen@ahy organizations simply
consider a stayer as someone who stays relatioegel then the majority part of
the volunteers. Consequently, transforming a daera stayer is the same as
keeping volunteers stay involved in the organizata an unidentified period of

time, or as long as possible. Practices which daute in this transaction include:

1. Overall management of the volunteering: The wayntders are managed
and supported is crucially important in enablindguwmbeers to be motivated

and as the result stay involved in the organizationother words, trans-
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forming from a doer to a stayer. Thus organizatsimsuld apply mana-
gerial practices including but not limited to supsion, evaluation and
recognition carefully in order to enable the trantiwa. (Gaskin 2003;
Humphrey-Pratt 2006a)

2. The ethos and culture of the organizati@askin (2003) suggested that
the organizations’ cultures should be volunteeierded. It is vital that vo-
lunteers feel part of the organization’s culturerbver, organizations
need to create an environment in which volunteansfeel the sense of
welcome and belonging in addition to their conttibo are valued.
(Gaskin 2003).

3. The support and supervision given to volunteersistaation with the
support and supervision that volunteers receivéritares in keeping

them motivated and as the result continue volumgéGaskin 2003).

3.5 Motivation to volunteer

As mentioned, volunteers need to be made feel waantd valued. Motivated
volunteers often develop a feeling that they apepated and valued for the
work they are contributing. On the other hand, ragton was found to be asso-
ciated with both volunteer satisfaction and comreitin Thus, a good model of
volunteer management must remember to considempebgle volunteer, in other

words, people’s motivations to volunteer.

Volunteers offer their time and talent without neggg remuneration in either
kind (monetary or otherwise) so organizations ugdalget the real cost of man-
aging volunteers including the expenses for reicigiidnd training them. Howev-
er, it always takes time and effort to recruit &rain a person to fulfill certain
tasks, this also applies to volunteers. In othem&povolunteer organizations have
to pay a certain cost as recruiting and traininigvieers even though volunteers

themselves do not receive remuneration. Keepingnteers motivated and as the
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result stay involved in the organization is onausoh for reducing the organiza-
tion’s cost.

Smith D. H. (1994) suggested that motivation tambéer is more relevant for
volunteer recruitment than for volunteer managerbectuse it help the manag-
ers assess which type of volunteers they want (SihitH. 1994). However, dis-
agree with Smith D. H., the author considers maitiveas the key element to
achieve the success of both recruitment and manageithis true that through
analyzing motivation of potential volunteers, orgations can identify which of
them will be more suitable for the position, makely to be satisfied with the
task and the organization etc. Thus, understandiotiyvation to volunteer is one
of the predictors to success in recruiting forpbsition. However, volunteers
who are not motivated will probably leave the ongation shortly while moti-
vated volunteers can contribute better performamcecommitment. Subsequent-
ly, organizations must not forget considering tiveilunteers’ motivation in both
of recruitment and management processes. In gemeoéivation to volunteer can
be seen as one of the key elements for all marsgeectices of volunteer organ-

izations.

Many studies have revealed that motivations of maars consisted of multiple
factors, while others suggested that volunteers maag had no specific reasons
to join volunteering activities (Atsumi 2001; Bedih2007). In surveys, volun-
teers may possibly choose among motives given $garehers even if they did
not exactly reflect their own reasons. On the ottaerd, a study found out that
only 27 percent of volunteers in Cambridge, Unk&agdom, do not have a
statement that expresses why they involve in velenmg (Berkhan 2007). Con-
cerning the phenomenon of “no specific motivatioktsumi (2001) suggested
that while some volunteers simply insisted thay thad no way of expressing
their motivations; this could possibly mean thats volunteers did not actually
have motivation in mind from the start (Atsumi 2p0Iherefore, identifying vo-
lunteers’ motivations still remains as one of thestrchallenging task for manag-

ers of volunteers.
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3.5.1 Three levels of motivatic

McKee (2003 suggested most people respond to three levels t¥ation and
volunteer is not an excepti (Figure 1Figure 7):

- Highest level: belief driv

- Secondary level: relational dri

- Basic level: setserving drive. (McKee 2003b.)

Highest leve * believe in the cause that the organiza
supports

Belief drive « want to contribute to support a ca

Secondary levi | families and friends are alrea
_ i volunteering
Relational driv

Basic leve » look for friendship, networkir

. ) * want to gain experience, skills and

Figure 7 Three levels of Motivatic

In general, vlunteer managers should always remember that @éeple thei
own reason to volunteer. How many volunteers aammgtion has, there are tt
many reasons for those people to voluntBasically, ople volunteerfor a
number of different reasons, ranging from a desidearn new skills, have fun
make a difference. Some are completely devotede@ause, while others simg
wish to do their bit where they ceSince it is impossible to address every n-

tea@’s motivation, in each levethe author mentiongnly the main strearones.

The basic level: setserving drive

McKee (2003 explained thamany people/olunteer in order to me their
needs. Theseeeds may be for business, career, frienc the feeling of belong-
ings or many other seserving needs (McKee 2003Ipllowing are some em-

ples of motivations in this lev:
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1. Friendship and networkmany people choose to volunteer primarily to
develop friendship with others. As contributingetiger, volunteers are
likely to have a certain understand with each gtivaich in turn means
that they will inevitably share certain common \esuA friendship can be

formed as the result. (Volunteer Worker.)

2. Experiencemany people volunteer in order to gain experiencgharpen
existing skills in certain fields. Many employerg aot interested in a per-
son who has only education but no relevant workixgerience. Hence,
becoming volunteers is one of the best optionshfose who want to gain
certain skills and experience in order to applyjéds. (Volunteer
Worker.)

3. CV improvementthere are plenty of evidences to suggest that erao
recognize the values of volunteering (Volunteer Kéoy. In addition to
learning opportunities, becoming a volunteer cao &k considered that
one is responsible and want to contribute for titerests of the communi-
ty. Many employers nowadays value people who nbt leave profes-
sional ability but also social responsibility; thugho have been worked as
a volunteer will have certain advantage as applfang job. In addition,
volunteer organization can also provide them wigirang recommenda-
tion letter which will be a valuable reference floe new company to as-

sess whether that person will be a good choiceuiMekr Canada.)

In general, basic level of motivation is all aboaeself and what one will gain as
volunteering. When recruiting at the basic leviells very important for organiza-
tions to stress the personal benefits voluntedigaaeive when they work in the

organization.
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The second level: relational drive

The second level of motivation is about friendsdnigl relationships. However,
differentiate from the friendship and network fadtothe first level; according to
this level of motivation, people join in the orgaation because their friends or
family members are a part of the group already: thkis motivation, McKee
(2003b) explained that when a friend personallysaskeone to volunteer, it is
often hard to reject (McKee 2003b). Consequentlig, mot unreasonable to say
that if volunteers are motivated, they will provipessibilities to recruit their
friends and acquaintances for the organization.

Many people join an organization and work as vaend because they have
friends who are already volunteers there. On therdtand, when a person wants
to volunteer; one will probably search for a sugatrganization through one’s
own network of friends and acquaintances. Thugynteker organizations should
pay considerable attention to their existing vadans in order to not only retain
but also expand the volunteer force. Once a volungemotivated, one will not
only stay with the organization but also effectivedcruit one’s friends to become

volunteers.

The third level: belief

McKee (2003b) suggested that believing is the gieshlevel of commitment. In
other words, if volunteers actually believe in taise that the organization sup-
ports, they are highly motivated to fulfill the kas Hence, making volunteers
become true believers and passionate about the galigontribute greatly in
keeping volunteers not only motivated but also staglved in the organization.
(McKee 2003b.)

There are many cases that people volunteer betagygare passionate about the
cause that the organization supports. Some otlodusteer because they have
personal attachments to the area and communityantito make it a better place

for themselves, their families, their friends anldess while other people think
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that they are very fortunate to live the way theyathd want to give something
back to society through volunteering and helpingent. (McKee 2003b; Gaskin
2003; Volunteer Worker.)

In general, volunteer organizations usually fincrués at all three levels. Al-
though, in most of the cases, people become vauta an organization at level
one (self-serving) or level two (because of a filigmlepending on the level that
they want to recruit, organizations should choos® @ more appropriate ap-

proaches for recruitment process

3.5.2 Original motivation vs. developed motivation

By dividing motivations into basic, secondary amghlest levels, McKee’s me-
thod of classification lacks of one important fadtoone’s life: time (McKee
2003b). However, volunteers’ motivation may chadgeng the time. For exam-
ple, at the beginning, one may volunteer just tekenzgew friends. After a while
contributing, one may develop a deeper understgnalith the cause that the or-
ganization supports and as the result start to bther reasons to stay involved,

which may be totally different from the original thae.

Therefore, as studying volunteers’ sources of natitv, the author suggests
another way to classify volunteers’ motivation, ehis based on the timeline that
every volunteer will go through in an organizatibefore one started volunteer-
ing, during one is volunteering and after one |lsabe volunteer position. Based
on the timeline, volunteers’ motivation can be sifasd into 2 categories:
- Original motivation can be understood as the reéisahencourages
people to volunteer at the beginning
- Developed motivation is what volunteers may gaifewontributing in
the organization.
All three levels of motivation of McKee methods dati to either category: origi-

nal or developed motivation.
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Figure 8 below shows how original and developedivatibns relate to the basic
timeline that every volunteer will go through.

1. Before one . X . 3. After one leaves the
2. During one’s volunteering ..
volunteers volunteer position

AN AN AN A

Original Motivation Developed Motivation Reasons to leave

il il

Three levels of motivations

Figure 8: Original and developed motivations

As studying motivation to volunteer, many researstoaly focus on the category
of original motivations. As their general consensugyinal motivation plays a
key role in encouraging people to volunteer angpkasunteers stay involved in
the organization as long as those motivationsdfidléd. However, as men-
tioned, once new volunteers are recruited, thaircs of motivation may change
due to the new circumstance; and as the resulint@rs may choose to leave the
organization once they are not satisfied anymohneréfore, organizations should
pay close attention to not only fulfilling voluntséoriginal motivations but also
giving them other reasons to continue volunteerimg@ther words, enabling them
to gain developed motivations. Thus, developedvatitin provides a significant
element for organizations to keep volunteers staglved.

Differentiating from original motivation which isnked to volunteers’ needs and
wants, developed motivation is associated withotfganization’s strengths and
weakness. Through identifying own strengths andkwesses, organizations can
decide which motivations they should enable volerge¢o develop while contri-
buting. For example, if an organization has a gttoackground of providing
training, volunteers should be encouraged to leam skills or achieve new expe-

rience. In other words, this organization shouldoemage volunteers to acquire
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“learning new skill” as developed motivation. Or thther hand, if an organiza-
tion has close relationships with many networks ather organizations, volun-

teers may be able to gain a developed motivatidfriehdship and network”.

In addition, as mentioned, it is possible that peeplunteer without specific mo-
tivations. While it is quite challenging to motiegbeople who have no specific
motivations to volunteer, enabling volunteers tmgkeveloped motivations is
one of the strong tools for organizations to retaose who do not have specific
motivations. This gives one more reason for orgations to pay more considera-
tion on identifying developed motivations that vatieers should gain while con-

tributing.
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4 VOLUNTEER MANAGEMENT

As discussed, human resource management of pailbgseg are not suitable to
be generalize to manage volunteers. Moreover mrtant to acknowledge that
volunteer management can vary greatly due to sefaatars including but not
limited to the organization’s climate, policiesppedures and also the nature of
the activities to be conducted by volunteers. kangple, a bigger volunteer or-
ganization tends to have a management system whinbre formal, bureaucratic
and organized as comparing with organizations wlhot have a considerable
operation size. In short, every organization isedént and every need is unique.
Depending on their own situation and operationagyg organizations need to
choose in which manner their managerial practiceishbe: formal or informal,
bureaucratic or non-bureaucratic etc. Howeverpalgihh many volunteer organi-
zations try to build a bureaucratic “workplace mba@dé management in which
volunteers are treated as if they are paid stadfulteer Worker; Nonprofit
Expert), most volunteers prefer a balance betwéerneacy and informality
(Gaskin 2003).

Since volunteer organizations heavily rely on humesources force of volun-
teers, it is quite common for them to have mid-lemanagement team consisting
only volunteers who are committed and experienneghat they are doing.
Therefore, there are generally 3 levels in thectting of most volunteer organiza-
tions:

- Top-level management: manager(s) of volunteers

- Mid-level management: experienced volunteers

- General volunteers

As managing, organizations should also considesratemands on volunteers’
time because not all people are able to commit nhays per week or on long-
term basis (Gaskin 2003). Hence, it is common fanyrwolunteer organizations
to have strategies such as organizing one-off ortg¢brm volunteer project; hav-
ing a pool of volunteers to share same tasks dlexiale administrative system
that enables the organization to run smoothly winlkeinteers can only make li-

mited commitment.
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Another common issue when dealing with a volunigerhat it actually costs. In
for-profit business, companies usually know cle@dyv much it costs to recruit
or train an employee. However, in voluntary sedtog, total cost to recruit and
train a volunteer is usually ignored (Cnaan & Cad@99; Gaskin 2003). Many
volunteer organizations misunderstand that a Iatgeber of volunteers will lead
to their success. The truth is whether organizataan achieve their mission suc-
cessfully not only depends on the number of volergiéut also how managerial
practices enable volunteers to contribute effettigad efficiently (Ellis 1993;
Hager & Brudney 2004b; Berkhan 2007). Thereforeppr management can be
seen as one of the most priority tools for voluntaganization to achieve its

main goals.

4.1 Volunteer manager

Manager of volunteers or volunteer manager is sirdpfined as the one who
manages volunteers. Volunteer manager is the peesponsible for involving
volunteers in the organization effectively and@éntly (Fisher & Cole 1993, 97-
118; Hager & Brudney 2004a; Humphrey-Pratt 2006hgrefore, it is inevitable
to study volunteer management without consideltregole of volunteer manag-
ers in the big picture. In practice, volunteer ngerds often a paid position in

large volunteer organizations while it can als@ab@lunteer role in smaller ones.

Volunteer managers often interact with all areatheforganization and recruit
volunteers to fill in positions in the organizatidrhey serve as liaison between
the needs and wants of the organization and thente#rs’ needs and rights. Be-
side, Humphrey-Pratt (2006a) discussed that voluntenagers’ responsibilities
also include designing strategies for effectivegnation of volunteers in the or-
ganization work, assessing the impact of volunseevices for the organization
and serving as advocates for the volunteers’ rightsfor volunteerism within the

organization and the community. (Humphrey-Pra@6z0)

Ellis (2006) said “our role is not to “direct” vaiteers but to enable them” to

show the way volunteer managers should undershaidgosition in volunteer
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organizations. Moreover, although volunteer maragsually try to make differ-
ence in volunteers’ performance; volunteers wo@dable to, and often do, func-
tion without the managers (Ellis 2006). Thus, itéasonable to say that although
volunteer managers have the authority to make idegigolunteers are the foun-
dation and heart of a volunteer organization. THus organization’s managerial
practices cannot be separated from volunteers’arosand motivation. In other
words, a good volunteer management should badeeorapacities of volunteers
— skills and strengths that they offer; and atstuee time, it should also satisfy
the needs of volunteers together with the orgaiozatand the community at
large (Berkhan 2007). After all, if volunteers ai happy with what they are

doing, they will stop contributing.

4.2 Volunteer Management Cycle

Suggested by Humphrey-Pratt (2006), the Volunteandgjement Cycle provides
a framework for organizations to manage volunteEmns. cycle consisting of sev-
eral stages including planning and designing fergbsitions, recruitment and
selection for the positions, orientation and tragnof the volunteers, supervising
and evaluating volunteers and finally recognitiatunteers. The Volunteer Man-
agement Cycle is a process that is required todr@tored and revised conti-

nuously. (Humphrey-Pratt 2006a.)

In this study, the author uses the Volunteer Mamaaye Cycle as the main struc-
ture while adding discussions and findings of défé sources such as Humph-
rey-Pratt (20064, b, c, d & e), Merrill (2005ach% d), volunteer management
theory from Volunteer Canada, human resource managetheory from Beard-
well and Claydon (2007) and more.

Basically, Volunteer Management Cycle consists sfages connecting into a

close cycle without beginning or ending as showRigure 9 below:
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Planning &
Designing

.

Supervising Orientation
& Evaluation & Training

Figure 9:Volunteer Management Cy:

Recruitment
& Selection

4.2.1 Plannin¢and designing the volunteer position

Before starting to recruit volunteers, organizagioeed to plan first, in oth
words, they need to know what they are actuallpgeo do. As Berkha(2007)
mentioned, since recruitment is a consistent pgygasst organizations do r
start from “pont zero’ (Berkhan 2007)It means organizations usually modify -
planed recruitment process rather than develomtrekly new one. In othe
words, not all organizations plan and design fav pesitions every time the

recruit new volunteer:

As plaming (or modifying) the recruitment process, Berk(2007) suggested
several steps should gone through(1) Defining a volunteer, (2) Why ther-
ganization need to involve volunteers, (3) Why peaplunteer, (4) Define targ
group(s), (5) What the ganization can offer to volunteers and (6) Be ready
start! (Berkhar2007)

Modifying from Berkhan si-steprecruitment process, the author combines
(1), (3) and (4) togetheand movestep (2) into the first place. The new ret-
ment process sigested by the author consists:
1. Indentifying the needs to have volunte¢ (including the tasks need to
done, the work needs to be perforn
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2. Defining volunteers, who they are and what theitivadions are; and then
identifying target group(s)
3. Possibilities to offer to volunteers

4. Start recruiting

This modification is done because the author ththias the needs of organiza-
tions should be identified firstly. Through plangifor volunteer positions, organ-
izations decide whether there is an absolute reebdve new volunteers. If yes,
based on requirements of the tasks that need dotee, organizations can predict
who would be suitable in the target group(s) togethith other factors such as
who they are and why they volunteer. Once potenthinteers are targeted, or-
ganizations can address what they are possiblieioand start recruiting. Basi-
cally, the first three steps are consisted in glagnand designing stage while the
fourth step starts the actual recruitment prodésssecond stage in the Volunteer

Management Cycle — recruitment and selection.

Position designing is defined as the process diyaimg and breaking down vari-
ous tasks that help the organization achieve itsdai@, and then combining these
tasks into roles or positions. In order words, bgigning the role, the organiza-
tion detects which positions new volunteers willifi, which tasks they will do

and which responsibilities they will have. Effeeigosition design identifies not
only required tasks but the skills required to ceteghose tasks. (Humphrey-
Pratt 2006e).

Once tasks that need to be completed are identthedorganization can begin to
develop position description (or job descriptionylaecruitment plan based on the
requirements of the position, screening and seleciandards for the position,
supervision and evaluation criteria etc. In shpokition designing initiate the
foundation step for the rest of the Volunteer Mamagnt Cycle, in other words,
the work that all organizations need to go throagimanaging volunteers
(Humphrey-Pratt 2006€). Besides, the charactesistithe position which is
identified through planning and designing will sedpe whole recruitment and
management process. Depending on the positioprdoess can be either simple

and quick or time and afford consuming.
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Through different discussions and sources, key etesnof planning and design-

ing process can be listed as following:

1. Planning and designing need to link to both ofgghst and the future
of the organization and the position itself. Meapim addition to be
able to anticipate the future needs, the orgamizathould also take in-
to consideration the history of volunteer positeanplanning and de-
signing. By linking to the past, organizations gam necessary in-
formation to develop job description, standardsecfuitment and se-
lection, evaluation and recognition criteria etoéeded (Humphrey-
Pratt 2006e). Moreover, understanding what had dvagb and how
thing was done in the organization can contribota better assess-
ment of the current needs by providing relevandrimiation to deter-

mine whether a new position is necessary (EIlis6200

2. Planning and designing need to include communigatrother volun-
teers in the organization. It is important to mékdear that the new
position is significant to help the organizatioratthieve its goals. Be-
sides, the organization should ensure that thdveweent of the new
volunteer is a good experience for both the indigicand the organi-
zation itself. Once the volunteers feel connectatifael that they are
distributing, their motivation will increase as thesult. (Humphrey-
Pratt 2006e).

3. Planning and designing need to be connected tortfanizations’
mission and vision to ensure that the position golhtribute to the
mandate of the organization. By considering the melunteer’ con-
tribution, the position can be acknowledged aségral element that
support and enables organization to achieve itsg@fdumphrey-Pratt
20064, Ellis 2006.)

4. Planning and designing need to include identifypotential volunteers

because not everyone who volunteers shares thersathations and
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expectations. Moreover, potential volunteer idécation provides re-
levant information for recruitment process. (HunmghPratt 2006a.)

5. Planning and designing need to take into consigeraurrent trends
of volunteering (Humphrey-Pratt 2006a). For examgble national
survey in Canada (2007) showed that a consideralstder of volun-
teers are looking for ways to contribute theirlskib an organization,
the community and themselves. Thus, the positiaerigion needs to
show a clear match to these needs if organizaiaets this group of
volunteers while recruiting. (Statistics Canada22p0

In addition, a well-designed position should enaladkinteers to feel that they are
respected and valued and their contribution is stpyy for the cause. Besides, if
volunteers understand clearly what is requiredhefrt, they will be more prepared
and more successful at completing their tasks anttibuting to the overall mis-

sion of the organization. (Humphrey-Pratt 2006afiStics Canada 2007.)

In short, it is very important to connect volunteerolvement to planning and
designing process. Planning for the involvementabinteers from very begin-
ning ensures that the identification of potentialmteers will be handled in the
right direction - attracting the right volunteeas the right time for the right tasks.
(Ellis 2006.)

The design needs to be formalized into a job deson. Besides, one important
element for good recruitment practice is a wellti®n job description. Through
job description, organization addresses which tasksntial volunteers need to
fulfill, what their responsibilities are and whiskills and abilities potential they
should have (Smith D. H. 1994; Humphrey-Pratt 2Q@&akhan 2007). A job
description for volunteer position should, as iy anrmal job description, in-
clude: the tile of the position, the main purpotéhe role, the main tasks and
responsibilities, training opportunities, indicat@f supervision and other relevant
information if needed (Humphrey-Pratt 2006 a 8erkhan 2007). However, as
mentioned, there are key differences between vearatand paid employees;

therefore, job description for volunteers shoulduigten in a way that would
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make volunteers feel they are welcome and valueth&r contribution and aim
to fulfill their motivations. Beside, a well-writtgob description should be clear,

informative and updated with recent changes irotiganization (Ellis 2000).

4.2.2 Recruitment and selection for the volunteer positio

Basically, specific roles need to be determinest,fior in other words, planning
and designing need to take place before recruitiethiselection can begin. Re-
cruitment happens after the organization has asdd¢ke need for volunteers and
identified specific tasks that need to be doneughoplanning and designing
process. Selection becomes an ongoing processpoteetial volunteers have
been identified and apply for the positions. (MeER005b.)

Merrill (2005b) described volunteer recruitment aetection as the process of
choosing the right volunteer for a specific joloatlined in a written job descrip-
tion while Humphrey-Pratt (2006a) defined voluntesaruitment as the process
of matching the organization’s need with the vodems’ interest and skills
(Merrill 2005b; Humphrey-Pratt 2006a). In shorsuccessful selection and re-
cruitment process is about placing the person wkkils and experience match
the needs of the job while what the organizatidarsfmatch that person’s inter-
ests and expectations. Effective volunteer recriitnand selection can greatly
influence on the organization overall performarks Merrill said proper place-

ment is a key to productive volunteers (Merrill 3ad

Although recruitment and selection are often cora@dimto one united process,
they are separate activities. Recruitment is age®of looking for and acquiring
candidates who are qualified in order to meet #maahds from the applicants.
Whereas, selection is the process of choosinggpkcant who is capable of
doing the job best and the organization could expiscperformance now and in
the future. (Beardwell & Claydon 2007, 190.)
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Recruitment

As mentioned, disagreeing with the idea that vaantecruiting is not as time
and effort consuming as that of paid employeesathbor thinks volunteer re-
cruitment need to be done in the consideratioreeémal factors including but not
limited to characteristics and requirements of glesd position, possible motiva-
tions of potential volunteers, orientation andrtiag procedures, evaluation crite-

ria etc.

Many organizations found recruitment as one ofiigassues of volunteer man-
agement. Either to be able to recruit the sufficrermber of volunteers or recruit
the right person with the desired skills and expertt is still one of the main
challenges most organizations are facing (HagerddBey 2004b). In order to
cope with these challenges, a well-planed recruitmpeocess should carefully
take into consideration all of the who, why, whevben and how aspects (Smith
D. H. 1994; Humphrey-Pratt 2006d). In other womsplanning for recruitment,
organizations should go through a list of questsunsh as:

- Who would be the ideal volunteers?

- Why would they be interested in this volunteer apyaty?

- When and where we can reach these people?

- How can we create a recruitment message that esxgesipotential volun-

teers to participate in our organization?

McCurley and Lynch (1998, according to Berkhan 2G6@re are three different
recruitment techniques which can be chosen in daoae with the designed posi-

tion’s characteristics and the organization’s nemts$interest.

1. Warm body recruitment: aims to spread the messagade as possible.
This technique does not require specific recruitins&ills and is often
used to recruit a large amount of people. (McCudldyynch 1998,
according to Berkhan 2007.)

2. Targeting recruitment: focuses on defining who daild the job the best

and try to find this person. This technique is ssegy when specific tal-
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ents or interests are highly recommended. (McCu&léynch 1998,
according to Berkhan 2007.)

3. Concentric circle recruitment: meaning word of niguecruitment works
through people who are already in contact withafganization. This
technique ensures a steady flow of new voluntébtsCurley & Lynch
1998, according to Berkhan 2007.)

In general, the methods of recruitment should Is¢ effective and should not
discriminate against anyone because of one’s aeg,ar background (Thomson
2002, according to Berkhan 2007) while the recraitbmessage should be illu-
strated in a way that people who are generallyiteisle for the organization or
type of work deselect themselves in order to sewme &ind effort for volunteer
recruiters (Berkhan 2007). The message shouldoglsbear that the organization
is extremely careful as selecting volunteers (BarkB007). Furthermore, the
message should be in accordance with which level(g)otivation that organiza-
tions want to recruit. For example, in order to ivete people to volunteer by
self-serving drive, organizations should clearlgr@ds personal benefits that vo-

lunteers will gain in the message.

There are many methods for recruitment communigatioluding personal con-
tacts, newspaper, radio, television, internet|é¢sfposters, public institutions,
volunteer fairs etc. Humphrey-Pratt (2006d) sugegstat the number one me-
thod of recruiting volunteers still seems to be favof mouth” which means talk-
ing to existing volunteers, clients and people \ah®receiving the organization’s
service (Humphrey-Pratt 2006d). Communication ckefshshould be chosen
carefully while taking into consideration that wiipotential volunteer group(s)
the organization is targeting. The more people miggdion reach, the lower the
response rate and the higher the costs (Smith, 8384, according to Berkhan
2007) while many people do not volunteer if theyndd feel that they have been
asked directly (Statistics Canada 2007). Thus,roegéions should actively
present volunteer opportunities in different everite summarize, as recruiting

volunteers, organization should have a clear aaliste recruitment message,
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communicate through the right channel(s) and rélaetpeople who are most like-
ly to respond.

Screening and Selecting

To ensure an appropriate match between voluntegesests and the organiza-
tions’ needs, screening and selecting voluntegue @ath getting to know the
applicants and determining the suitability betweelviduals and tasks
(Humphrey-Pratt 2006d; Volunteer Canada).

Providing basic information of individuals that leeexpressed an interest in be-
coming volunteers, application forms are often use@cruitment. However, it is
not an absolute need to use application form foruigng and selecting volun-
teers because the form can formalize the recruitprercess. In general, applica-
tion form should consist of personal identificatigualifications, availability and

motivation to volunteer. (Berkhan 2007.)

One of the best solutions for screening volunteersformal interview because it
provides personal contacts and questions can legl diskm both parties if neces-
sary (Rankin 1994, according to Berkhan 2007)s tecommended to change the
word “interview” into “meeting” or “talk” in volungéer recruitment in order to
avoid the formal and/or negative feeling that vodems may have (Rankin 1994;
according to Berkhan 2007). Moreover, the intervéhould be held in a way that
make potential volunteers feel comfortable whileeding their skills, experience
and motivations so that recruiter(s) can analyzethdr there is a match between
volunteers’ needs and the organization’s needsk(aa 2007.)

While screening, organizations should not only eatd the person’s skills and
experience but also assess the individual's cherracid the interpersonal skills.
As Berkhan (2007) explained skills can be learngdfla person seems to be
unsuitable for the organization as a whole it wéldifficult to work together.
Thus the interpersonal skills can often be moreiB@ant than other qualifica-

tions in volunteer recruitment. (Berkhan 2007.)
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As one of the typical characteristics of voluntesganizations, standard require-
ments for becoming volunteers are relatively singold easy to achieve. There
are many cases that organizations freely accepy@ve to volunteer and then
have no idea what they should do with certain viglears who seem to be under-
motivated because of different reasons (Voluntemrdlbpment Agency 2001,
Volunteer Canada). Thus, it is very important folwnteer organization to main-
tain a balance between the quantity and qualirgofuited volunteers during re-
cruitment and selection process. In fact, orgaimmnatare recommended to recruit
and select potential volunteers carefully rathanthccepting everybody because

an unsuitable volunteer can cause more work thioinge (Berkhan 2007.)

As planning for recruitment and selection procéss,important to remember that
not all recruitment practices can be generallyigdpbo all organizations. In other
words, not all recruitment steps are equally uskefiueach organization. For ex-
ample, some organizations may emphasis on selemtilygqualified volunteers
while others do not select but accept widely. Meszpsince there seems to be an
overall tendency towards over-formalization of wdker recruitment, the formal
recruitment steps should be treated with care (B@rR007). The bureaucracy
often makes the recruitment process longer anchtedéus can feel uncomfortable.
By formalizing recruitment process too much, volertorganizations may lose
their reputation of being available to everyoneud;torganizations should con-
sider carefully the risk and benefit that formairtetment will bring. (Berkhan
2007.)

In short, organizations should plan their recruitirend selection process careful-
ly while identifying the rules that are criticaldsd on their own goals, operation
strategies and needs. Once the most suitable ea@ufdr the designed position is
identified, recruitment and selection are accorhglis The organization can move

on to providing the new volunteer with necessargrdation and training.
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4.2.3 Orientating and training volunteers

Once the organization succeeds in placing new veéurfor the position, the next
step will be providing orientation and possiblyiniag. Basically, the process of
orientation and training give the volunteer genarirmation about that organi-
zation and specific information about the positidm.addition, orientation and
training help the volunteer to be prepared forrsponsibility and understand

what is to be expected. (Humphrey-Pratt 2006d.)

In practice, not all new volunteers require tragnbefore performing their tasks.
Depending on the relation between the new volurdb#ities and the position’
requirements, training may or may not be necesshig orientation is always
relevant to help the individual familiarize withwméasks and the organization’s

environment.

Orientation

Humphrey-Pratt (2006a) described orientation agptheess that makes a volun-
teer feel welcome into the organization while H#906) stated the connection
between volunteers and the organization is estaddishrough orientation
Through providing relevant information, orientatioelps volunteers to under-
stand not only the organization as its nature kaat iés vision of value, its
mandate and its goals (Palmer & Hoe 1997, accorniiderkhan 2007; Edwards
& Fowler 2002). Beside, orientation can be congdas the first training stage
for new volunteers and thus the orientation proséssild provide a specific set
of learning experiences tailored to various volenggositions. (Merrill 2005d.)

Once understanding (through orientation), volurgeal be motivated and con-
tribute to support achieving the mandates; hen¢beasesult, the connection be-
tween volunteers and the organization is strongigidished (Ellis 2006;
Humphrey-Pratt 2006a). Thus, orientation contriburkeretaining volunteers that
the organization spent so much time and efforetouit. Another advantage of

orientation is that informed volunteers can bedfgead the word about the organ-



45

ization to their families, friends and other neti®who may be interested in vo-
lunteering (Berkhan 2007). In other words, infornvetLinteers can help recruit-

ing new people.

A good orientation should consist of all threedwling parts:
1. Cause orientation: illustrates how important vobems are for the organi-
zation and why the volunteer is needed for thaitjpos(McCurley &
Lynch 1998, according to Berkhan 2007). This panisao provide volun-
teers with the feeling of being welcome and beloggi

2. System orientation: addresses the organizatiostety, mission and pur-
pose of the organization and how the organizatiorke/(McCurley &
Lynch 1998, according to Berkhan 2007) to help melunteers familiar

with the environment.

3. Social orientation: explains rights and respongies of the new volun-
teers, the organizational structure and how thantekr fits in the envi-
ronment of the organization (McCurley & Lynch 1988cording to
Berkhan 2007) to enable new volunteers to adapttiveé position and the

tasks.

Altogether these three parts aim on providing vtdars the ability to fulfill the
tasks together with the feeling of being welconmepbging and connected to the
organization. Those are the main elements thabd gdentation should bring in
(Merrill 2005d; Humphrey-Pratt 2006a.)

Training

Training is described as the process of ensuriagthie volunteers have the ne-

cessary skills and knowledge to fulfill their tasksd responsibilities (Humphrey-
Pratt 2006a). In other words, through trainingunbdéers are provided with rele-
vant information, necessary skills, attitudes appraaches that they need to

know in order to ensure the best performance (M@ Lynch 1998,
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according to Berkhan 2007). It is sometime recondedrio use the term “prepa-
ration” instead of “training” because it is moréammal. (Berkhan 2007.)

Factors that need to be considered as planningpéaraining process include but
not limit to:

- The relation between volunteer’s skills and theltpmss requirements.
For example, what skills volunteers need to leararder to fulfill their
tasks

- Method of training: depending on the situationfaté&nt methods of train-
ing including workshop sessions of vary lengthshuads, one-on-one
demonstrations, coaching or mentoring, videoswalk through etc. can
be chosen or combined with one or more others

- Length of the training process

- The person who will provide the training. (Humphinatt 2006a.)

Training generally contributes in increasing vokerteffectiveness and efficiency
and can also serve as a kind of reward (Palmer & X897, according to Berkhan
2007).

4.2.4 Supervising and evaluating volunteers

It takes time, energy and money to recruit, sedeck train volunteers. Hence, vo-
lunteer organizations need to have good systeragpErvision so that they can
retain these valuable human resources. Supenisumgually connected to other
elements of human resource management includitmpelup and communica-

tion; evaluation and delegation.

Supervision
Supervision is defined as the process of managi@gerformance of volunteers

and providing them with support and direction (Hunrgy-Pratt 2006a). It is im-



47

portant to remember that supervision is for theglienf both of the organization
and volunteers. While the organization needs tawkhow effective volunteer is

fulfilling their tasks, volunteer needs affirmatias well.

Through supervising, frequent feedbacks occur em promoting internal com-
munication and, as a result, increasing voluntgeegformance. Furthermore, a
good supervision practice can contribute in engutfie organization’s mandate is
met, providing volunteers a sense of belongingiwithe organization together

with increasing their motivation (Humphrey-PratO8@; Volunteer Worker.)

While developing an effective supervision systengaaizations should carefully
consider several factors including but not limitectharacteristics and require-
ment of the positions, volunteers’ personalitied treir sources of motivation. In
addition, as a part of supervision practice, thiganization needs to ensure that
each volunteer is provided with: an assigned superyva clear position descrip-
tion, orientation and necessary training for theifian and regular feedback
(Humphrey-Pratt 2006a.)

In practice, the managers of volunteers are usuedlgonsible for supervising
volunteers. Otherwise, new volunteers can alsaipersised by other volunteers
who have experiences in performing the same oteglasks. This is the same for
volunteer organizations which relies heavily on ltkenan resources of volun-
teers. Although the manager of volunteers plays tagp-level supervisor of all
volunteers, new volunteers are usually supervigeohie or more other volunteers

in volunteer organizations.

Merrill (2005c) pointed out that engaging voluntegr supervisory roles is a way
to recognize and as the result motivate experiedokaohteers. In fact, an expe-
rienced volunteer may serve as the team leadegudwgp consisting of both exist-
ing and new volunteer. The team leader is resptan®b providing considerable
on-site coordination and supervision (Merrill 20p9doreover, when supervisors
are volunteers themselves, it is not too diffi¢attthem to understand sources of
motivations as well as expectation of the volurdesno they are supervising,

which in turn helps the supervisors and volunteeaperate effectively (Merrill
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2005c; Humphrey-Pratt 2006a). However, there aneyrnpaoblems which are
inevitable since sources of motivations are realyed from person to person.
Furthermore, cooperation among volunteers incluthegsupervisors who are

volunteers themselves depends heavily on persypmdléach person.

Follow-up and communication

It is a common assumption that once the orienta@ompleted and training
sessions have been conducted, the volunteer isHm&ever, this is not true all
the time since issues can always occur and marbjgms are inevitable (Merrill
2005c). Regular follow-up and communication provid¢h parties — the organi-
zation and volunteers- to assess how the voluplaeement is going together
with the opportunity to give feedback. Furthermdreguent communication en-
courages volunteers to feel connected to the azgtian and their contribution is
valued and respected (Ellis 2006). In short, foliggvand communication is sig-
nificant to assess whether volunteers need newirtiggiwhether they are satisfied
with their work and whether they feel a sense abatlishment. Those factors

are very important to keep volunteer motivated ({fl2005c).

Besides, new training cannot be planned unlessgigpes and volunteer manag-
ers communicate with volunteers to assess whetkeee is a need for learning
new skills. Follow-up and communication tie it tfether. Hence, volunteer or-
ganization must have regular on-going method ofroamication in both direc-
tion between volunteers and their supervisors dlsasdetween volunteers and

managers of volunteers. (Merrill 2005c.)

In addition, it is very important for volunteer argzations to get feedback from
volunteers both of the experienced and new onedetdtanding what volunteers
want, what they need and what they expect helpsrtnization to motivate
them better, and as the result be able to improlnteer retention (Volunteer
Canada). In order to do that, organizations shpudgide volunteers with several
forms of communication in both directions. In aduhtto written information,

face-to-face discussion - both formal and inforngales volunteers the opportuni-
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ties to ask questions and seek for answers (Vauitanada; Volunteer Worker).
Many small problems can be resolved through disonssn order to prevent
them from developing into major ones. It is alspariant to ensure that volun-

teers know who they can communicate and how. (M@605c.)

Evaluation

Humphrey-Pratt (2006a) defined evaluation as tloegss of measuring volunteer
involvement against the goals and objectives sehposition and providing
performance feedback and verbal recognition (Huengiratt 2006a). In other
words, by evaluating, organization assesses whwging done, who is doing it
and how it could be done more efficiently and dffexty (Ellis 2006). Evaluation
often contributes in maintaining, if not improvingylunteer involvement in the

organization (Volunteer Canada; Volunteer Worker).

Volunteer involvement should be evaluated regultrlgnsure that involvement
is contributing to the organization’s mandate @E3006). Beside, regular evalua-
tion provides the organization chances to assesgtmvolunteer placement is
going and whether changes should be made to impheveolunteer’s perfor-

mance and satisfaction.

In general, evaluation should consist of reviewtimg organization’s goals and
objectives, indentifying result achieved, obtainfagdback from volunteers and
other stakeholders, collecting and assessing hathtdative and qualitative data
of volunteer involvement (Ellis 2006). In additidikke supervision, the degree of
evaluation should be identified by the level okréssociated with a volunteer
position (Ellis 2006). For example, if the riskgieat, the volunteer should be
under close supervision and evaluation to prevenecessary issues. Beside,
evaluation process should also provide opportupityolunteers to express feed-
back regarding how they feel they are contributmthe organization and any
suggestions they may have for improvement or clar(gimphrey-Pratt 2006a.)
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Performance evaluation needs to be fair and camtist order to make volun-
teers feel that they are treated equally (MerfilD2c). As mentioned, differentiate
from paid employees, volunteers can choose to ldeverganization freely if
they feel that there is discrimination going oriteey are treated unfairly. Besides,
in case that one volunteer is poorly performingtteks, other volunteers might
become discouraged and less committed if they jtileperformance standards

are inconsistent.

Delegation

Merrill (2005c) defined delegation as the processnepowering one person to act
for another and considered it as one of the mastairelements in volunteer
management (Merrill 2005c). According to Merill (&), delegation is about
sharing work and responsibilities to qualified athdence it allows more tasks to
be accomplished than if one person did them aldhe.more that is accom-
plished, the better volunteers feel about theitrdoution as the whole. Thus, del-
egation also contributes in motivating and hent&amang high skilled and expe-

rienced volunteers. (Merrill 2005c.)

Many managers of volunteers have difficult delaggfor several common rea-
sons such as: they think they have better ideacangerform the work better
than anyone else; it is easier to do it persoritaliy explain to someone else how
to do it and then follow up to see that it was dgersonal insecurity about ex-

posing their own lack of knowledge or weak areas @ferrill 2005c.)

In order to achieve effective delegation, volunt®@nagers and supervisors
should clearly define responsibilities, goals ardgrmance standard; determine
strengths and weakness of potential candidatesrftedrs) to choose the right
person together with share knowledge, give commeastgards and encourage to
support the chosen volunteer fulfill the tasks @ffesly. In addition, volunteer
managers and supervisors need to be honest amticeatbout one’s own limita-

tions both in time and knowledge as delegatingy®t®uld be open to not only
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accept but also actively seek out for volunteers Wwiow more or can fulfill cer-
tain tasks better others including the supervidoemselves. (Merrill 2005c.)

Once qualified volunteers are identified, supemgsshould be willing to delegate
significant parts of the work to them. It is impant to remember that delegation
also involves the transfer of authority. In somsesa supervisor needs to shift
from being a doer to being an enabler in orderctoeve an effective delegation.
In other words, they need to become a good maraagklearn how to share re-
sponsibilities to their subordinates, in this cagglified volunteers. (Merrill
2005c.)

In general, supervisors of volunteers may find theles dealing with issues of
absenteeism, tardiness, failure to perform or otbermon problems. It is impor-
tant that the supervisor understand the proceduréprocesses for dealing with
volunteer problems. On the other hand, voluntegamizations must have clear
policies regarding disciplinary offenses and thesemuences and keep volunteers
well-informed with those policies. Merrill (20053commended a first warning
that clearly communicates the consequences ofandencident. If a second in-
cident occurs, disciplinary action should be intedmate, consistent and imper-
sonal. (Merrill, 2005c.)

However, it is inevitable that volunteers will seoror later leave the organiza-
tion. In those cases, exit interviews or questiimasacan enable the organization
to gain valuable information about departing vohans’ experience. The exit in-
terview or questionnaire should cover the tasksmnmelers performed, the supervi-
sion they received recognition and any other apéasatisfaction and/or dissatis-
faction. This information enables the organizatimmeview and possibly update
the job description and the skills and abilitieguieed to perform the tasks of the
positions. (Ellis 2006.)
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4.2.5 Recognition volunteers

Basically recognition in volunteer organizationgmut acknowledging the effort
of volunteers. Since volunteers do not receive maamuneration for their con-
tribution, recognition is especially important mproving their involvement and
satisfaction (Humphrey-Pratt 2006 a & c). Moreovecognition needs to be in-
tegrated into the day-to-day activities of volumtesyanizations (Palmer & Hoe
1997, according to Berkhan 2007).

As mentioned, volunteers are more likely to staylved if they feel appreciated
for the work they perform and feel connected todfganization; recognizing
volunteers’ contribution helps increasing satistacand willingness to further
participate in the organization. Therefore, throaghknowledging and rewarding
volunteer contribution, recognition becomes onthefkey elements for volunteer

management, in particularly retention. (Humphregtf2006 a & c.)

Recognition can take different forms. Formally vadkers are thanked through
celebrations and recognition events planned i tiemor but only rely on the
recognition event once a year is not enough (Beri@®7). Recognition can be
done through a simple thank you as well. It is intgnat that the recognition form
fits the characteristics and contributions of tb&uateers and that it makes them
feels truly recognized and their contributions\aaied. (Humphrey-Pratt
2006a.)

In general, there are 2 types of recognition methedontaneous recognition and

organized recognition:

1. Spontaneous recognition (or unstructured recognjii®the best used to
recognized a volunteer’s involvement and contriimuimmediately and
“in the moment”. This method does not generallyuregja lot of planning
or coordination. However, it is important to enstivat the recognition is
timely, match the needs or motivation of voluntesard match the particu-
lar task or job. (Humphrey-Pratt 2006c; Berkhan22p0
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2. Organized recognition is more formalized. It isalfuless timely and
may involve organized events. When providing orgedirecognition, it is
important to ensure that the recognition methodsraward have clearly
defined objectives and criteria. Volunteers shdagdvell informed about
these objectives and criteria so they can worlctoewe them. In addi-
tion, rewards should be chosen in accordance wiit wotivate volun-
teers and what they value. (Humphrey-Pratt 200@&ckiBan 2007.)

General standard, criteria and objectives shoulddsrly defined for the volun-
teers so they can try to achieve. As mentionedjnteer performance should be
evaluated fairly and consistently. Once volunteee®t the criteria, recognition
can take place. It is important to remember tluggether with rewarding, giving
feedbacks about how volunteers have the necedalisy sow they meet the tar-
get and how problems are avoided etc is also irapbldecause volunteers should
know how well they are performing, and as the esudlentify space for im-

provement. (Berkhan 2007).

In general, recognition should base on the indizidwlunteer as a unique person
and address their individual motivation. By linkingtivation to recognition, the
organization acknowledges the reason why volunteersnvolved and placing
value on that involvement in a meaningful way teunteers (Humphrey-Pratt
2006c¢). Moreover, recognition needs to reflect wirditinteers have achieved. In
other words, both of volunteer involvement and dbation should be included in
recognition (Berkhan 2007). In addition, the orgation should also ensure a
sense of trust that effort will definitely receithee proper recognition and take into
consideration that many people enjoy public recogmivhile others refer quite,

or not, recognition. (Humphrey-Pratt 2006a.)
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5 CASE COMPANY: ACCESS FOUNDATION

5.1 Company introduction

The ACCESS Foundation (ACCESS) is a volunteer argdion supporting the
international community in The Netherlands withefieformation and advices.
Established in 1986, nowadays ACCESS is staffeoMey 150 multi-cultural
volunteers and is the primary source of free infation in English for the interna-
tional community living and working in The Nethertis. With two offices, one in
Amsterdam and one in The Hague, the organizaticgives over 20,000 enqui-

ries annually.

As a typical volunteer organizations, ACCESS da#sset a high requirement
standard for those want to volunteer. The only ireguent for those who want to
volunteers in ACCESS is being able to communiaatenglish although the or-
ganization does ask volunteers to commit one dagek for at least 3 months in

the application form.

5.2 Activities and services

ACCESS maintains and updates a comprehensive datalbanformation rele-
vant to the international community in The Netheds. The Helpdesks Depart-
ments in Amsterdam and The Hague answer a widesrahguestions by tele-
phone and emails. ACCESS volunteers also offeropaionsultation service. In
addition, the Community Education Department offeromprehensive program
of courses and workshops in English covering a weage of topics that reflect
the interests and experiences of the internatiom@munity. ACCESS also offers
a wide range of publications to assist with livingrhe Netherlands. A range of
useful books are available for purchase from eitiméine shop or ACCESS offic-
es. The quarterly ACCESS Magazine is distributed tf charge throughout the
community. The magazine is in English covering sav®pics of interest of fo-

reigners living in The Netherlands.
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5.2.1 Organizational structure

In the highest position of the structure is thecertiwe board of ACCESS Founda-
tion. All the board members are volunteers alttnoilngy do not often involve
with daily work of the organization. Board membeasmally gather in quarterly
meetings to assess the operation and performartbe ofganization and then

plan for the coming activities.

Each of the offices has its own director, whickhis only paid position in the of-
fice, and a Management Team consisting of all teah of different departments.
Both of the director and Management Team togetingersise general volunteers.
Volunteers are divided into different departmerasdn on their skills and re-
quests. Within a department, the head of departpiags as the role of mid-level
management and is responsible for supervising gewelunteers, communicat-
ing between general volunteers and the Directorgedisas ensuring that the tasks
will be done correctly. All the other volunteersast the same position level.
Tasks and work are divided among volunteers basdbeir abilities of skills and
time commitment. Figure 10 below represents thekdrhierarchy structure in
ACCESS Amsterdam office across three differentlewslunteer manager, mid-

level managers and general volunteers.

Manager of ,
Director
volunteers
|
] ]
. Head of Head of
Mid-level IS department department
|
1 ] I
General volunteers Volunteers Volunteers Volunteers

Figure 10: Hierarchy structure in ACCESS Amsterdsdfice

The two offices of ACCESS Foundation are equatatus and operate indepen-
dently (Figure 11). They share the same goals #edtbhe same set of services to

the international community in their local areaswéver, the organization ac-
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knowledgeghat the situatics in the two offices ardifferent in many aspec
because the community in Amsterdam and The Haguedridentical, sources
funding are different and volunteer profiles may be completely similar. As
result, this leads to initable differences in the services that are offdrge@act

of the two offices

ACCESS Foundation
(Executive Board)
ACCESS The Hagt ACCESS Amsterdam Financial
(Director) (Director) department &
Publication
department
Department Departments (Heads of
(Heads of departments (Heads of departments) L departments)

Figure 11 Organizational structure in ACCESS Founde

The twoofficeshave a quite similar position awmdganizatioial structure consist-
ing of several departmerwhich enable the offices to run independently fi
each otherDepartments in ACCESS Amsterdam are listed asvig:
- Helpline: provide information and advsto the community throug
phones and ema
- Information researchin develop, maintain and update the compreher
data base that Helpline department will use to sttghe communit
- PR-Marketing: improve the organization’s image amamg¢ommunity
and develop relationships with other organizatiamd business
- Fundrasing: seek for financial donatio
- Advertising: sell advertisements on ACCESS’ webarid magazin
- Computer service: maintain computers and officapggant:
- Community education: organize and offer trainingrses and workshoj
- Volunteer resource: rruit new volunteers and take careexisting ones
In addition, the two offices share together Financial é&partment which handle
financial matters and Publicatidepartmentvhich is responsible fcthe wide
range of ACCESS’ publicatior



57

5.3 Volunteer Management Cycle in ACCESS AmsterdamaHlehges and
recommendations

In order to improve the volunteer management in EGS Amsterdam, the au-
thor study the office’s operation based on the Yitder Management Cycle
framework to identify difficulties that the offide facing and issues that should be
handled. Challenges and recommendations are destbssed on that framework
as well. To end the empirical part, the authorisitipical characteristics of vo-
lunteers in ACCESS Amsterdam in order to idengiget groups of potential

volunteers for the office.

5.3.1 Planning and designing

Due to long history, the organizational structuegys quite stable for both of the
offices including ACCESS Amsterdam. Moreover, ACEESNsterdam’s direc-
tor clearly shares that there is no current neeglémning and designing new
positions within the office while there is a contbus need of new volunteers to
fill in existing positions across departments. Besi the office chooses to wel-
come everyone to volunteer in regardless of thetkgrounds, abilities and moti-

vations.

The fact is that the office has never considerdeniifying target group(s) of po-
tential volunteers. Moreover, there has not begncansideration paid to factors
such as why people would choose to volunteer in BEE Amsterdam and what
would make the office become distinguished fromeotrolunteer organizations.
Table 1 below shows the current situation and thkba’s comments involving

with what is going on in ACCESS Amsterdam basetherbasic steps of volun-

teer recruitment process that the author suggesteier.
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Table 1: Recruitment process in ACCESS Amsterdam

Basic step ACCESS Amsterdam Comment
o No need for new positions
1. Indentifying the needs for or- _ The needs are
o Continuously need new | N
ganizations to have volunteers identified clearly
volunteers
Too broad

2. Defining volunteers, who they ' .
. o “Everyone are welcome” | Need to identify
are and what their motivations _ N _
_ - Never identified potential| target groups and
are; and then identifying target

group(s)

volunteers’ motivation their motivations

3. Possibilities to offer to volun- | Friendship & networks _
_ _ Nothing notable
teers Learning new skills

Continuously recruit new| (discuss later in
4. Start recruiting volunteer through monthly recruitment and

Information Morning selection)

As mentioned in Table 1, while the needs of regrgihew volunteers are defined
clearly, ACCESS Amsterdam’s idea of potential vodems is currently too wide.
While potential volunteer should be targeted, th@tivations to volunteer need
to be considered as well. Recommendations for ikyerg and targeting potential

volunteers will be presented later.

In addition, there is generally no significant diénce that distinguishes ACCESS
Amsterdam from other volunteer organizations invlag that volunteer oppor-
tunities are presented. The question here is “Woylavl want to volunteer in
ACCESS Amsterdam but not any other organization®e)potential volunteers
are targeted and their motivations are identified,office should pay close atten-
tion to present the match between what potentiainteers wants and what they
will gain while contributing in ACCESS Amsterdamejitesentation of that

match can contribute in distinguishing ACCESS Amdsen from other volunteer
organizations, in order words, making the targetigrbelieve that ACCESS

Amsterdam is the best option for them to volunteer.
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Regarding key elements of effective planning argigieng process, in addition
to the need of targeting potential volunteers asudised, ACCESS Amsterdam
still lacks of communicating to other volunteerghe office. General volunteers
in the office often only know that new volunteeesed to be recruited frequently
but do not understand why. Basically, most of gaheslunteers come to the of-
fice about once per week. Therefore, although Kmeyv that there are a lot of
volunteers in the office, there is not much chawdateract with others. As the
result, rather than what they themselves are dgjegeral volunteers usually do
not know how other volunteers are performing or ludler tasks are done. Thus,
the office should inform existing volunteers abthg fact that although there are
usually a considerable number of volunteers coutirig at any time; the majority
of commitment is quite low therefore new voluntesrs continuously needed to

improve the organization’s overall performance.

Due to no need for new positions, there is notleokte need to developing new
job description either. Appendix 1, the handoutduselnformation Morning, is
the job description that the office uses currerly.shown in Appendix 1, the
paper is approximately 2 pages in lengths congitfn

- Very brief introduction of ACCESS

- Volunteer opportunities in ACCESS Amsterdam presgmbgether with

certain benefits for volunteering
- Lists of all departments in ACCESS Amsterdam armd tiesponsibilities,

what to expect in each department

As comparing with the theoretical study, the handavers the necessary parts of
a normal job description. However since this isduge volunteer recruitment,
although the handout provide volunteers the fedilad they are welcome and
valued for the contribution; the message is jusip$y to broad, there is no indica-
tor of which potential volunteers are targeted BYGESS Amsterdam. Thus,
once potential volunteers are targeted as recomedemide handout should be
modified in the way that people can recognize tyeaho are targeted as poten-
tial volunteers in ACCESS Amsterdam and how thasefalfill their motivations

while contributing in the office.
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An investigation held by the Corporation for Natand Community Service in
2008 in order to study why people do or do not mtder fond out that non-
volunteers tend to think a volunteer as someonewadsoretired, without children
at home and had an excess of leisure time (Coipardr National and
Community Service 2009). Therefore, job descriptmmthe handout in ACCESS
Amsterdam’s case, should include a clear explandhiat it is not necessary to

have a lot of free time for people to volunteer.

In addition, the descriptions of departments, whair tasks and responsibilities
are, are very brief. They are good enough to bleigiec in the handout for re-
cruitment session. However, it would be better@@ESS Amsterdam can intro-
duce a longer and more detailed version of departhescriptions in their web-
site since the current one is the same as in thedud. This idea is suggested due
to the fact that the author had noticed there aeynpeople decided to volunteer
in ACCESS Amsterdam but did not know either how yndepartments there
were in the office, what they were doing or whigpdrtment would be more suit-
able. More detailed descriptions in written fornm ¢eelp to decrease those cases
while website is the best option because it is @aslyquick to access and modify.

5.3.2 Recruitment and selection

Once every month, Volunteer resource departmenishokecruitment session
called Information Morning. The Information Mornipgovides people a chance
to be familiar with what ACCESS Amsterdam is doamgl possibilities to volun-
teer in the office.



61

A typical Information Morning

Before the During the Information
Information Mornin
Morning y

Announcement of
the Information
Morning

<

Register for the
Information [
Morning

§ Presentation of
ACCESS

L

Descriptions of
departments

Face to face
conversation

il

Decision

Figure 12: Diagram of a Typical Information Morning

Figure 12 above shows what usually occur in a gididformation Morning.
Schedule of the Information Morning is usually annced in advance so that
people can register for their participation. Thessen normally starts with a short
presentation of ACCESS, what the organization iasglavho can volunteer and
how to volunteer etc.; and follow by descriptiofiglepartments together with
responsibilities and tasks of the positions wittéch department. Although re-
cruiters usually are member of Volunteer resousgadment, participants who
wish to volunteer in ACCESS are usually asked telaface to face conversa-
tion with the head of the department that they waint Therefore, all heads of
departments are usually asked to be availablesigdy of Information Morning
although there is no guarantee that whether articgent will be interested in

joining certain departments.
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The conversation is held in the manner of an “inev” aiming to provide partic-
ipants valuable insight information and also disowuss from a different perspec-
tive — from inside the department. Furthermore cihveversation gives a great
chance for the participant and the head of thaadeyent to exchange relevant
information and understand each other, and if ptesseach a final decision —
whether that participant is suitable to join in greup. It usually takes approx-
imately 3 hours from the beginning of the InformatiMorning— presentation of
ACCESS Amsterdam till the time final decision isdaa

However, there are many cases that participantsaygtised with when choosing
department, as the result, these participantsttehdve conversations with differ-
ent heads of departments, one after another. Tt@s causes frustration for both
parties of the conversation because while the béddpartment does not know
whether the other party wants to join in, the ggsint may receive irrelevant
information. Seeing this situation happened queteegal times, the author sug-
gested some modifications for the progress of mairon Morning. Figure 13
below shows diagram of a better Information Morntingt the author modified
from original diagram of a typical Information Mang with suggested recom-

mendations.
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A Better Information Morning

Before the
Information
Morning

During the Information After the Information
Morning Morning

Announcement of
the Information
Morning

<&

Register for the
Information :#>
Morning

Presentation of
ACCESS

I

Descriptions of

departments
Face to face Face to face
conversation with conversation with the
Volunteer Resource Head of the department
Deparment’s that new volunteer wish
volunteers to join
Decision

Figure 13: Diagram of a Better Information Morning

As shown in Figure 13, the author suggests thaicgaants of Information Morn-
ing should have face to face conversation twice,with recruiters while the oth-
er with head of the department that one’s wanjsito Another modification is
about timing. While conversation with recruitereyide chances for personal
contacts, hence both parties and exchange relefaniation such as personal
abilities and motivations together with departmemngquirement and expectation.
Through this conversation recruiters can recomnvamdh department will be
more suitable for participants. Since the secomyersation is held after the day
of Information Morning, participants have time &view all the information they

get from recruiters, and then consider and re-cdenghe choice they want to
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make. Final decision is established based on treeagent between participants’
choice and that department head’s approval. Inrgénehile the second conver-
sation is critical for final decision making, thest one plays the role of first
checking point which helps in identifying potentalunteers and as the result

decreasing the number of conversations that hdadispartments need to hold.

Due to the nature of the organization, the taskisragponsibilities of all the posi-
tions are very basic and do not require specifidssk herefore, ACCESS Ams-
terdam has been and wants to continue welcomingewe who wants to contri-
bute as volunteering. Thus, selection does nolyreatur in ACCESS Amster-
dam, and as the result, placement become a sigmifpart of recruitment. Beside,
although the organization welcomes everyone in iggéneach of departments
may have its own barrier regard accepting new uekns. For example, although
everyone who can use English to communicate areowed to volunteer in
ACCESS; positions in Helpline Department requirtumteers to be able to com-

municate in English as native speakers.

As mentioned, placement is critical in ACCESS Antkien. Agreeing with
Gaskin (2003) and McKee (2003b), director of thiecefunderstands that volun-
teers are happy only when they are doing what wWeayt and what they are quali-
fied to do (Gaskin 2003; McKee 2003b). Therefone, placement process in
ACCESS Amsterdam focuses heavily on two factorsatwiblunteers want to do
and what they are able to do. As the result, duttiegconversation with potential
volunteers, heads of departments are suggestewh tonarevealing what partici-
pants want and expect to do and compare that hathesponsibilities of their
departments. Once there is a match between whatpatvolunteers want to do

and what responsibilities of the department arey #re welcome to join in the

group.

Concern recruitment technique, as welcoming evetytio volunteer, ACCESS
Amsterdam basically applies “warm body recruitmenmliich aims to spread the
message as wide as possible (McCurley & Lynch 188&prding to Berkhan
2007). If ACCESS Amsterdam decides to target pa@kwblunteers as recom-
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mended, target recruitment technique should baexppi order to reach the right
segmentation group.

In addition, “concentric circle recruitment” can t@mbined together as well.
Through word of mouth, this technique can ensws&ady flow of participant for
recruitment process (McCurley & Lynch 1998, accogdio Berkhan 2007).
Another reason supporting this technique is thatymseople volunteer because of
relational drive - the second level of motivatidicee 2003b). By applying this
technique, the office should communicate to exgstiolunteers; explain to them
that there is a continuously need of new voluntemysther with certain recruit-
ment information such as who will be suitable ttunteer in different depart-
ments, what motivations that the office can fuliid how etc.; and as the result

encourage existing volunteers to recruit their feagj friends and acquaintances.

As for paperwork, new volunteers are asked to pi@the application form filled
in with requested information such as personalildebilities of time commit-
ment, experience in other volunteers work etc. Aylpe2 shows the application
form made a few years ago that ACCESS Amsterdastillisising currently. As
showing in the application form, there are certpiestions leading to important
information for understanding and as the resultivating volunteers, for exam-
ple: “What are your main expectations concerningrymlunteering experience at
ACCESS? “ (ACCESS Amsterdam’s application form, Apgix 1)

Unfortunately, not everyone pay attention to a#l &mswers that new volunteers
provide in the application form. Although new vaoleers’ information will be
registered into ACCESS database, not all the detall be considered or even

put into the system. In fact, the current datalsgséem only consists personal
identification such as full name, address, contd€ormation, nationality etc. As
the result, certain information in the applicatfiorm such as experience and ex-
pectation in volunteering has been missing oubalgih new volunteers were
asked to provide. The author suggests modificatstiasild be made for the data-
base software. Beside personal information, othetiofs such as spoken languag-
es, reasons to volunteers, volunteer history apengnce, what and how was the

first time contact ACCESS etc should be includetheasystem as well. This in-
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formation is valuable for the office to understavitb its volunteers are and what
they expect and as the result how to motivate thigesides, if the system does
not include certain information then why volunteeed to provide through the

application form.

5.3.3 Orientation and training

In ACCESS Amsterdam, heads of departments araedgpmnsible for providing
necessary orientation to new volunteers withinrtdepartments. Orientation
usually happens in form of conversation and ontds&-training. In other words,
although there is not general rule concerning ¢aiggon, most the heads of de-
partments usually let new volunteers begin withtésis right away and give in-
struction and relevant information as a form oeaotation. This way of orienta-
tion is appropriate for most of the departmentde@CESS Amsterdam because
the tasks are generally basic and simple. More@sgethe result of the tasks being
basic and simple in ACCESS Amsterdam, trainingsigally not necessary while

orientation is generally simple and short.

Due to the low number of new volunteers joinechia drganization — approx-
imately 3 or 4 persons every month, orientatiomasmally personal-oriented in
ACCESS Amsterdam. Personal-focus orientation niyt effiectively helps new
volunteers understand clearly what to expect ferjth but also contributes in
motivating them (Humphrey-Pratt 2006d; Merrill 2@)5The fact is once orienta-
tion is given based on new volunteers’ personalitied abilities; they will easily
have the feeling of belonging and connection todtganization. Moreover, per-
sonal-focus orientation also leads new volunteetke feeling that their contribu-
tions are valued and as the result, increasesriaivation.

For orientation material, some departments havarual guide consisting rele-
vant information on how to fulfill different taskeithin that department. Howev-
er, most of these manual guides are made a fews ygarand out-of-dated while
some are too long — about 20 to 30 A4 pages irnthandherefore, most volun-

teers tend to avoid the manual guide while evenesbeads of departments real-
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ize that their manual guide is inappropriate farent usage. Since there is no
other written form of orientation material usedd@CESS Amsterdam at the
moment, the author suggested that each departinentdsdevelop a decent ma-
nual guide. The guide should be brief while engutivat all the tasks that need to
be done are included and instructed correctly.idibal length is about 3 to 5 pag-

es.

Appendix 3, Thing to do — guide for PR Marketingaie is the short guide that
author made to help team member in PR Marketingudiey@nt remember what
need to be done at that time. However, this guidg needs to be developed more
to be used as orientation material since new veknstneed more detailed infor-
mation. Since it is possible that volunteers ingame department cannot meet up
together because of different schedule, a shodegike Appendix 3 is significant
to remind all team members the common goals oflépartment, what is going

on and what need to be done etc

5.3.4 Supervision and evaluation

Although the heads of departments generally playdhes of supervisors for all
the volunteers within their department, the direeitcounts for top-level of su-
pervision in ACCESS Amsterdam. Due to the natureemfig volunteers them-
selves, heads of departments are not be able sergra the office full-time,
hence the director occasionally needs to fill ia tesponsibilities of supervising

general volunteers.

It is common that new volunteers will occasiondifve to fulfill their tasks alone
when the head of that department is not able toectmnthe office. Independence
is one of the main factors that affect the natdnreotunteering in ACCESS Ams-
terdam while recruiters keep emphasizing its imgraré during recruitment ses-
sion. Thus, in ACCESS Amsterdam, the common objedf both of orientation
and supervising is helping new volunteers to be &bfulfill their tasks indepen-
dently while being able to work independently i€ af the main evaluation crite-

ria.
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Communication is handled quite well in ACCESS Andaen. Because the of-
fice’s size is relatively small and everybody irdilhug office’s director works to-
gether in one shared area; communication oftenredoequently and effectively.
It is very easy for general volunteers to ask qaest share their opinions or ask
for feedbacks from supervisors including feedbaoknfthe office’s director. On
the other hand, when sharing the same workingwaitbeother volunteers, it is
not too complicated for the office’s director todemstand them including how
they are working, how they are satisfied with th@kvand what they expect etc.
In fact, ACCESS Amsterdam’s director usually hasueh conversation with dif-
ferent volunteers. Communication between genenalinteers and heads of de-
partment usually occurs casually. Besides, monthiysletters are issued and sent
through emails to update all volunteers includimgse who have not recently

spent much time in the office what is going onha office.

Although monthly meeting is held between directod anagement Team to
assess the general performance of each departimers,is no general standard or
rule for evaluating volunteer performance in ACCES8sterdam at the moment.
In fact, volunteer evaluation does not really odauihe office. The author sug-
gests evaluation interview to be held every 3 mewothvolunteering. As men-
tioned, frequently evaluation helps ensuring thatwolunteer is still contributing
and assess whether change should be made to impmeigeinvolvement and
satisfaction (Ellis 2006). Through conversatiorm, diffice’s director or head of
department has chance to understand how the velulnés been doing for the
past 3 months, on the other hand, the volunteeskare opinions and make sug-

gestions that may improve their involvement ands&attion.

Due to the nature of ACCESS Amsterdam, volunteexsexjuired to be able to
work independently while delegation is necessairycesdirector is the only full-
time position in the office, a lot of responsibédd need to be shared to other vo-
lunteers. Although the majority volunteers are i&pected to fulfill their nor-

mal tasks, those volunteers who have been in fieeapproximately 1 year or
more are trusted with specific extra responsikgitsuch as organizing and manag-
ing special events, maintaining relationships wghtain organizations. In short,

ACCESS Amsterdam’s delegation is quite successgiaescertain volunteers are
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given specific responsibilities. In fact, ACCESS #tardam’s director has been
delegated a considerable amount of responsibitti¢isose volunteers who have

been in the office for a while.

There is a version of exit questionnaire made dendgo (Appendix 3). However,
ACCESS Amsterdam has not used this form for a wiigeshown in Appendix 3,
the questionnaire was well written. It covers aevidnge of relevant information
such as volunteer’s opinion concerning the workwaodk environment, different
opportunities, supervision and recognition prastickow the volunteering fulfill
individual expectation, reasons for leaving andggstjon for improvement. All
these information are very valuable for the oftceémprove its managerial prac-
tices. Unfortunately, the form has not been usea f@hile thus the information
has not been collected. It is recommended to agértdeg volunteers fill in this
guestionnaire from now on. The answers should Beated and analyzed care-
fully and systematically to provide the office witaluable information for

changes and improvements.

5.3.5 Recognition

Volunteers are thanked frequently through convemsatnd compliments. How-
ever, there has not been any event held to recegoizinteer contribution. De-
parting volunteers often received souvenirs fromdffice as a way of thanking
for their contribution. However, for those volunteeho are still contributing,
they do not have any chance to be formally thanedthe other hand, although
there are a lot of events held for ACCESS Amsterdalunteers get together
such as monthly lunches and holiday celebratirggdlevents are purely for enter-
taining purpose. Thus, the author suggests retiogrpractices to be combined

to these events.

Since volunteers do not receive pay for their gbatron, rewarding become one
of the powerful tools for organizations to keepurdkers motivated. Careful re-
cruitment and symbolic rewards are suggested gdmgficant in explaining the

variation in volunteer satisfaction, time commitrhand length of volunteering
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(Cnaan & Cascio 1999). Thus recognition is higlelgommended in ACCESS
Amsterdam.

Since volunteer tenure vary greatly in the orgaiorait is impossible to arrange
certain awards such as “volunteer of the year” avhublunteer of the month” is
just simply unreasonable because the period, omghnis too short for volunteer
contribution to be highly recognized and valuedud;ithe author suggests the
introduction of “Bronze volunteer”, “Silver volurgée’ and “Gold volunteer” as
following: the title of “Bronze volunteer” can bewards at 3 month after the time
volunteer joined in the office while “Silver volwegr’ and “Gold volunteer” re-
quires 6 and 9 months. These periods of time aveerhin accordance with the
evaluation interview schedule (every 3 monthspriter to achieve these titles,
volunteer commitment and contribution need to lmegeized and approved by
both of the head of that department and the oSida’ector. Moreover, for every
year of staying involved in the office, voluntest®uld be recognized and highly
respected through a specific title and a symbaliard. To summarize, by staying
involved and contributing in the office, every votaer has chances to receive:

- The title “Bronze volunteer” after 3 months volusttieg

- The title “Silver volunteer” after 6 months volueteng

- The title “Gold volunteer” after 9 months voluntiegy

- Then, for every year of involvement, the voluntedl receive a symbolic

award together with specific title

The volunteer titles should be given together waiflormal certification and a re-
ward that is chosen based on volunteer’s individguativations. Beside the for-
mal certification and personal rewards, the yeaolytribution recognition should
also include the symbolic award that is the sameverybody. With the intro-
duction of these titles and awards, volunteersfeahthat their contribution and
commitment are definitely recognized and valuedrédwer, by celebrating every
year of contribution, the office clearly statesttharmanent volunteers are highly
respected and valued. The ceremony for these awardse combined together

with holiday celebrating or monthly lunches.



71

5.4 Volunteers in ACCESS Amsterdam and their motivation

Due to the fact that ACCESS aims on supportingritexnational community, the
organization has been attracting expatriates angignants to volunteer while
assuming that the native Dutch population has nodimgr chances to volunteers
besides this organization. Although ACCESS Amsterdaenly accepts volun-
teers regardless of their nationalities, backgreuart cultures, the majority of
the volunteers are foreigners who are living, stioglyr working in The Nether-

lands.

Unfortunately, although volunteers are requiregrwvide their personal informa-
tion including their nationality in the applicatiborm, ACCESS Amsterdam has
never recorded the statistical figures concernwigiteer nationalities. While it is
impossible to find this information of the pastwoleers, the author had recorded
the nationalities of all volunteers in ACCESS Amdgen during the period of
time between July and December 2009 (Appendix 438 on Appendix 4, Ratio
of volunteer nationalities in ACCESS Amsterdam hestw July and December
2009, Figure 14 was developed to shows the cousrttreg the majority of most
volunteers coming from. (“Others” includes: Argexatj Belgium, Hungary, Li-

thuania, New Zealand, Portugal, Singapore, ThaimVietham).

others
15% (8)
Russia
4% (2) United Kingdom
Poland 35% (19)
4% (2)
China

5% (3)

Spain
5% (3)

India
9% (5)

Unite \_Japan
America 14% (8)
9% (5)

Figure 14: Nationalities of volunteers in ACCESS #texdam by percentage (July
- December 2009)
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As shown in Figure 14, between July and Decemb@® 2he majority of volun-
teers in ACCESS Amsterdam come from United Kingd8mpercent) including
the main part from England (30.91 percent) (Apperddi The next groups are
from Japan (14 percent), America (9 percent) adeal(® percent) (The figure on
parenthesis in Figure 14 shows the total numbgbhinteers from that country).
Together with the other figures in Appendix 4sitéasonable to say that
ACCESS Amsterdam volunteers come from a wide rafigeuntries and cul-

tures, which provides the office with the interoatll environment as nowadays.

The author acknowledges that the volunteers in ABEBmsterdam are firstly
foreigners who are living, studying or working iricaeign country before being
volunteers. Hence, their motivation to volunteeyrha different from the people
who come from the same culture but are not livetgdying or working in a for-
eign country. For example, the Japanese who igdiin Japan and the one is liv-
ing in The Netherlands may have different motivagito volunteer. According to
discussion with several volunteers in ACCESS Anaster, some example factors
that affect the differences can be listed:

- The ability that a person can use the local languidghe person is not
able to communicate in the local language fluerig might think of vo-
lunteering as one of the best ways to practicéaihguage, make friend
and network with other people etc

- Career situation of that person: if the persomaking for a job in a for-
eign country, volunteering may be one of the bektt®n for one to get
adapt to the new environment, learn the local etiguand even get job
opportunities etc. not mentioned the benefits afigg experience and CV

improvement.

- The cultural distance between original country eegiding country: while
a British can adapt and make new friends quite inellhe Netherlands,
an Indian may find it difficult to get used to thew living environment.
Hence, the Indian will be more likely to volunteerrder to make friends

and learn the local etiquette.
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Although the majority of volunteers in ACCESS Amdtam is female (almost 80

percent), their age, education and employmenttsitugary greatly. Between

July and December 2009, the office’s volunteersegaty consist of:

Retired people who want to make friends and coutigitho the community
at the same time

People who do not need to get a job, housewivem$tance, and think
that volunteering is a good option for spendingetimaking friends and
contributing to the community

People who are looking for a job and consider vidaring as a way to get
career opportunities

People who want to practice English

Students who want to earn credit for practicahiray or internship and

improve their CV

While the first two groups tend to stay involvedhe office relatively longer, the

last two groups have a clear indicator of when lgdlve (when the practical train-

ing ends / when their English skill improves), ftoeing people who is looking for

a job are the most difficult to be predicted conaay when they will leave the

positions because it depends on when they carafjot.

Based to the office nature and environment, tharmgation’s mission and strate-

gies, what the office can offer and other releaators, the author suggests target

volunteers and their motivation identified as Tablellowing:

Table 2: ACCESS Amsterdam's potential volunteedsthair motivations

Potential volunteers Motivation to vo- | What ACCESS Ams-
lunteer terdam can offer

1. Those who want to practice | Practice English

English

2. Those who want to experiencalnteract with fo- - Communication in

Wgrklng and interacting with fo- reigners English

reigners - International working

3. Those who are not native environment

Dutch and want to be connected Copnect with non-
with other foreigners in the Netht Native Dutch
erlands
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4. Those who want to learn spe-| Learn skills
cific skills or gain experience in

> Gain experience | - Many departments
specific areas
- Tasks vary greatly
5. Student who want earn credits _ _ - Possibilities to learn
for the practical train- Practical train- or gain different skills
ing/internship ing/Internship and experience

6. Those who want to make new Friendship
- Huge number of vo-

friends

lunteers
7.. Those who want to network Networking - Relationships with
with others many networks and

organizations

As mentioned, ACCESS Amsterdam recruitment mesisage broad thus the
office has not been able to distinguish itself fribra other organizations while
presenting volunteer opportunities. Once potentbélnteers are targeted as rec-
ommended, the office should aim to revealing theoojunities to practice Eng-
lish and interact with other foreigners in recrutimessage. As discussed, instead
of using a wide recruitment message which triagézh everybody, targeting in
certain potential groups will help increasing tihamece that they will response
(Smith D. R. 1994, according to Berkhan 2007). Meeg, people are more likely
to volunteer if they feel that they are asked diyeStatistics Canada, 2007).
Therefore, the office should modify the recruitmer@ssage in the way that ap-
peals its international environment so people eatize who are targeted to be

potential volunteers.

In addition, based on ACCESS Amsterdam’s intermafi@nvironments and good
relationships between the office with certain nekgand organizations such as
British Society, Expat Center and English Tutors eblunteers should be
enabled and encouraged to practice English if #meynot native speakers and
connect to members of other networks and orgaoizatiin other words, the of-
fice should use its strength in providing Englisimenunication environment to-
gether with opportunities to make new friends talde volunteers gain developed

motivations based on these factors.
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In short, ACCESS Amsterdam volunteers vary gre@fjarding cultural back-
grounds, education and employment situation thissahallenging to identify
their motivations generally. Hence it is also mohallenging to apply the general
rules of volunteer management into the office.éneayal, every managerial prac-
tice needs to be chosen and planed carefully Wwélconsideration of the office’s

current situations and its volunteers’ concern i@odvation.
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6 SUMMARY

In general, the volunteer sector still suffers fritma ignorance of the importance
of their contribution in many areas even thoughtmbsot all, volunteer organi-
zations and nonprofits could not exist without va&ers. While studies regarding
volunteer behavior are still limited, resourcesaisted in volunteer recruitment

and management are often poor when compared vathofipaid employees.

Unlike paid employees, volunteers are not depenggo the organization for
pay, and in fact are not motivated monetarily. Vioders’ sources of motivation
are often different from paid employees. Thereforganizations need to under-
stand the dynamic of working with volunteers arasmns why people commit
their time and talents. In accordance with mangméstudies, one of the key fac-
tors for managing volunteers effectively is thalivbdeers must be made to feel
wanted, valued and appreciated. Since they doeweive remuneration for their
contribution, their motivation to volunteer shotd fulfilled while rewards must

be supplied in other ways by the organization.

As the main finding of this study, the ideal modgVolunteer management is
suggested to be developed based on the framewdtraphrey-Pratt’s Volun-
teer Management Cycle (2006) with the consideraticthe correlations among
three key elements: volunteer involvement, motorato volunteer and manageri-
al practices. However, due to the diversity of wéers regarding background
and expectations, tasks and positions, motivatarotunteers etc, organizations
need to modify the ideal model of volunteer manag@nm accordance with their

own situations, vision of value and strategiespration.

Figure 15 shows the correlations among volunteativations, their involve-
ment in the organization and the organization’s ag@nial practices. These three

are the key elements for the ideal model of volenteanagement.
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Organizations

Planning
Orientation
Supervision

7 Regconition

b N\

Doubter Starter Doer Stayer

4 4 V

1. Before one . s . 3. After one leaves the
2. During one’s volunteering

volunteers volunteer position
Original Motivations Developed Motivations Reasons to leave

il il

Three levels of motivations

Figure 15: Volunteer's motivation and involvemenbrganizations

While the Volunteer Management Cycle provides thenework of 5 connected
stages: planning and designing, recruitment aretgeh, orientation and training,
supervision and evaluation, and recognition; Fidilfeshows how these mana-
gerial practices connect to the timeline that ewaiynteer goes through in organ-
izations together with different levels of voluntégvolvement: doubter, starter,
doer and stayer. In addition, the figure also pressbow original motivations en-
courage people to start and keep volunteering vdeiteain motivations can be

developed to give volunteers more reasons to staphied.

In short, understanding how the volunteer get imedlin the organization and
what motivates them to stay involved need to besiclned when developing ma-
nagerial practices for the ideal model of volunt@@nagement. Once potential
volunteers are targeted, vision of value and gjraseof operation are identified,

the organizations’ strengths and weaknesses algzadaorganizations can mod-
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ify the ideal model in order to achieve volunteemagement effectiveness in
their own situation. Besides, volunteer managerskatild also aim to create the
right balance of different management approach@msbming flexibility and or-
ganization, informality and efficiency, personatlgarofessional support etc when

developing and planning for different manageriaagices.

Due to the long history of the case company, mamag@actices are generally
organized although certain modifications have hdentified and suggested. The
main issue is that potential volunteers are ngfetid, but rather the recruitment
message is aimed at reaching everybody. As a refsthle broad recruitment
message, the office has not been able to distihgtsslf from the other volunteer
organizations. In other words, people do not urtdacswhy they should volun-
teer in ACCESS Amsterdam instead of some othemizgtion. Thus, ACCESS
Amsterdam needs to target potential volunteersbased on that develop re-
cruitment and management process in the consideratitheir motivation to vo-
lunteer. Moreover, the office should promote itesgths in providing an interna-
tional environment together with good relationshiph many other organiza-
tions and businesses in order to become outstamdieg presenting volunteer
opportunities. Besides, organized recognition ghlyi recommended for the of-

fice so volunteer contribution can be formally rgezed and thanked.
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APPENDICES

APPENDIX 1: Handout used for Information Morningo(8ce: ACCESS Ams-
terdam)

n ADMINISTRATIVE COMMITTEE TO
COORDINATE ENGLISH SPEAKING

' ‘ SERVICES
a

Prinses Irenestraat 59 2™ Floor Tel: +31(0)20 421 8445

1077 WV, Amsterdam Fax: +31 (0)20 530 5099
A C CES S The Netherlands helpdesk-ams@access-nl.org

WELCOME TO ACCESS AMSTERDAM INFORMATION SESSION

ACCESS is a non-profit foundation which was founded 986 when the need
was identified for English language services tasaghe growing international
community arriving in the Netherlands. ACCESS hasesevolved into a unique
organisation, providing free information and supptr the English speaking
community for the whole of the Netherlands. We haffeces in The Hague and
since July 2003 in Amsterdam.

The services that ACCESS offer are:

A help line which is open between 10am and 4pm, Monday toakrid
which receives more than eight-thousand calls par;y

A web site from which we receive more than ten-thousand ereguper
year,

Courses(in English) on subjects such as Childbirth in Netherlands and
Culture Shock;

Publications concerning all aspects of life in The Netherlands;
Counselingservices in English or native languages by pradess coun-
selors;

One-on-one consultationsproviding information for people new to the
Netherlands.

Volunteering Opportunities. Being a volunteer for ACCESS can make all the
difference to your new life in the Netherlands.r Bcstart, it's a great way to meet
new people and to interact with like-minded indiwads from all over the world.
It's also an excellent opportunity to keep your kvekills up to date, whilst learn-
ing new skills and giving something back to thealocommunity. ACCESS is
always looking for volunteers with a wide varietlyexperience in various back-
grounds. You don’t necessarily have to be a ndEivglish speaker; just have the
ability to communicate comfortably in English orday to day basis. You must
be enthusiastic, willing to learn, eager to shavaryideas and enjoy working as
part of a team. ACCESS is made up of a range pdrd@ents, so whatever your



85

background, we are sure that you will be able tatrdoute in some way. All we
require is that you are willing to give us a minimof six hours per week of your
time and that you hold an EU passport or a valiicbiEU residence permit (or
have an application in process). We are a flexdsbanisation, with an open and
friendly atmosphere and an excellent working emuinent. Volunteer Resources
will let you know which of the following departmentave vacancies.

Helpline. Our friendly team of Helpline staff is the firstipbof contact for the
community, either via telephone, e-mail or person&trview. They provide
guidance and advice on all manner of subjectsgusim comprehensive compute-
rised information database. Adjustment to liféhia Netherlands can be difficult
and callers seek our help for an amazing rangeasfans. It is therefore vital that
helpline staff have an approachable, pleasant wmghathetic personality and the
ability to communicate well with all kinds of peeplirate, upset, etc); whilst
maintaining a calm and patient manner. They havmetoomfortable with face to
face contact and committed, even if it is only 3onours a week. Basic email and
internet searching skills are required. Neverttelédl training will be given to
those who are less confident in this, but enthtisiabout joining the team.

Information Research. Our Information Research department is a crucipéets
of the service, since the ability to provide thenoounity with precise and com-
prehensive information is something that we prideselves upon. This team is
responsible for the gathering, inspection and wpdébver 10,000 records in our
computerised information system. This is mainlycaaplished using the Internet,
however telephone directories and various otheuhents are used as well. The
IR team also works closely with the Helpline toateedocuments containing basic
info and content detail for services and organimegiin the Netherlands. Lastly,
they help to revise and edit our wide range of AGSEpublications each year
before re-print. Although this is a fairly busyate, this role would best suit an
individual who is able to work with a degree of @uamy and who is both dili-
gent and self motivated.

Fundraising/ Marketing & Public Relations. Our small but enthusiastic Fund
Raising and PR team is responsible for activelyrmiing ACCESS in order to

maximise income generation and ensure the suraifvéthe organisation. Their

aim is to attract new funding by raising awarer@she service amongst the gen-
eral public, local organisations and large and Eimadinesses in Amsterdam. We
also concentrate on building and maintaining stroglgtionships with existing

sponsors and donors. In addition, duties includgedévelopment, planning and
coordination of a range of fundraising activitiexdaevents. We also work with

the Hague to produce communications materialsudicl the quarterly maga-

zine. Four times a year we distribute the magaziobs in this department are
best suited for individuals who enjoy working withers, are outgoing, comfort-
able with talking to and meeting new people, ad aglself-starters. Although we
can often offer shorter projects to people with saglevant experience, this team
is most suitable for people who will be able torgpat least 6 hours a week at
ACCESS for at least 6 months.
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Publications/Advertising. This department is involved in writing articles fibve
guarterly magazine and also selling advertisingtfe ACCESS magazine and
website. Since a large part of the work in thipatament involves selling and
contacting potential advertisers by telephone,ghebs would best suit individu-
als with an outgoing and friendly personality, wdre confident to talk to people
at all levels.

Community Education

Our Community Education department is responsitiesdurcing and developing
a range of educational, cultural and creative waoks and courses, for the Eng-
lish speaking community. They are involved in iiiging appropriate pro-
grammes and instructors, helping to prepare médeaiad organise events, and
liaison with course tutors and the community, teswe good attendance and the
smooth delivery of each event. If you have a gooeagination and general grasp
of the broad range of difficulties facing expatemtthen this would be an ideal
setting in which to work for us.

Volunteer Resources

Our Volunteer Resources department is responsibléneé welfare of all our vo-
lunteers. It is also responsible for attracting retaff to the service through deli-
vering monthly information sessions for the gengmablic. They are also in-
volved in the recruitment, selection, training amtention of staff and all duties
surrounding their general day to day employment.oAgst various projects to
support volunteers they also organize social evants the monthly ACCESS
Lunch; which is a pleasant opportunity for everydoemeet over an informal
meal and get to know one another. If you enjoy mgetalking and supporting
people then this is the team for you.

If you are interested in volunteering with ACCESBgse send an e-mail stating
which department you are interested invimlunteeresources-ams@access-nl.org
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APPENDIX 2: Application form (Source: ACCESS Amstam)

Please sign and date form overleaf and return to:

ACCESS

Prinses Irenestraat 59 (2nd floor, room 2.34)

1077 WV Amsterdam
ATTN: Volunteer Resources Department

DEPARTMENT
For Office Use Only

VOLUNTEER APPLICATION FORM
PLEASE WRITE CLEARLY

First name Last Name
Date Sex Mal{"] Femg ]
Street Address Date of Birth
City Home Telephone
Postal Code Mobile Telephone
Nationality Email Address
Residency Status Emergency Name
and Telephone

Do you have any medical condition that we shoul@ware of? If yes, please list.

Which department(s) are you interested in?
() helpline
() information research

() public relations / marketing

Are you able to commit for at_least 3 month®

( )yes ( )no
How many hours per week are you available?
hours

When are you available to start?

ADDITIONAL INFORMATION

1. How did you find out about ACCESS?

) internet
) another volunteer

2. How was your first contact with ACCESS ?

() walkedin
() information morning

(

(

() other (please specify):

3. What language(s) do you speak?
() English

() Dutch
() other(s) (please specify):

4. Have you ever been a volunteer in any organisati? If
so, for how long?

()yes (_ )no
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5. Are you currently conducting a job search? | 6- In which fiels do you have experience?
( )yes ( )no
7. What are your main expectations concerning 8. What experience and/or skills can you bring tq
your volunteering experience at ACCESS ? ACCESS?
Please choose only TWO options. () good listener and patient
() good with computers

() todo challenging & interesting work () good at sales/marketing
() touse skills & abilities () good at interacting with people
() to make friends/contacts () able to work with a degree of autonomy
() to enhance English language skills () self-starter
() to help people () diligent and self motivated
() tofeel useful () other (please specify):
() other (please specify):

DECLARATION

Free information, advice and support for your iifédhe Netherlands

CODE OF ETHICS
ACCESS insists on honesty and integrity in all aspedtits work. Any person connected with
ACCESS, who is engaged in any activity that may ¢tuista potential conflict of interest with this vko

must make this known to the Executive Director.

All information acquired by ACCESS may be used onlyin accordance with the purpose for
which it has been compiled, and may not be used lany person or any corporate body for commercial
or any other purpose outside ACCESS without the priopermission of the Executive Board.

Telephone, email and other ACCESS facilities may besedonly for ACCESS business and
not for personal use by individual volunteers.

An essential principle in the rendering of its serices is the maintenance and securing of con-
fidentiality on all information acquired and compiled by ACCESS. Confidentiality of personal infor-
mation relating to ACCESS clients is paramount.

The undersigned declares that he/she has read, undéands and will abide by this Code of
Ethics.

COMMENTS / Office use only:
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APPENDIX 3: Things to do - guide for PR Marketirggam

1. Events
- International Language Recruitment Fair - 19th Seyier 2009
- Expatica — I'm not a tourist Fair — 25th Octobe®@20
- Treasure Hunt — was supposed to be in October 2@&%ayed to un-

known date

2. Frequently update — put new events, notes abOMESS activities, ads for
courses and workshops

- Face book

- Twitter

- LinkedIn

- Blogspot

- Wordpress
All the sign in information is saved in “PR Mktg2009”

3. Master list of Companies: list of all the comigsnwe have. Information in-
cludes name, address, field of business, webditag fax, name of person in
contact + email + phone, and remarks...

- Saved in folder “PR Mktg/ 2009/ database”

- Should be updated frequently whenever we get aliseaf companies /

new personal details to contact

- All different lists are included in "master" file

Use the information in master list of company axk the company, try to make

relationship + ask for sponsorship or event spispr

4. Update with CED volunteers about the coursesowis coming, new sche-

dule, contract conditions signed with trainers atdrs

5. Identify potential courses and initiate discassabout business agreement with

new trainers and tutors.
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APPENDIX 3: ACCESS Exit questionnaire (Source: AGGSEAmMsterdam)

ACCESS EXIT QUESTIONNAIRE

Name:

End Date: Supervisors(s):

Department(s):

Please check the box which expresses your degreesafisfaction, concerning:

From 1 (very dissatisfied) to 4 (very satisfied)

1

2

3

4

Please comment if
dissatisfied

1 Opportunity to do challenging &
interesting work

<

2 Opportunity to use skills & abili
ties

3 Opportunity to make
friends/contacts

4 If applicable, opportunity to en-
hance English language skills

5 Your departmental role(s)

6 Your workload

7 Amount of responsibility you
were given

8 Training and educational
opportunities

From 1 (very dissatisfied) to 4 (very satisfied)

1

2

3

4

Please comment if dis-
satisfied

9 Flexibility with work schedule

10 Supervisor's managerial compe-
tence

11 Recognition for the work you
did

12 Work environment
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13 Cooperation of co-workers

14 Fulfillment of your initial ex-
pectations

15 What is the main reason for you lead-6 What did you like most about
ing ACCESS ? ACCESS ?

17 Do you have any suggestions how| 18 Space for additional com-

ACCESS could be improved ? ments/suggestions:

PLEASE WRITE CLEARLY

Leaving date:

Reason for leaving:
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APPENDIX 4: Ratio of volunteer nationalities in AESS Amsterdam (July —
December 2009)

Original country | Number of volunteers in the periogd Percentage
of 6 months (July —December 2009)

America 5 9.09 %
Argentina 1 1.82%
China 3 5.45 %
Belgium 1 1.82 %
Hungary 1 1.82 %
India 5 9.09 %
Japan 8 14.55 %
Lithuania 1 1.82 %
New Zealand 1 1.82%
Poland 2 3.64 %
Portugal 1 1.82 %
Russia 2 3.64 %
Singapore 1 1.82 %
Spain 3 5.45 %
Thailand 1 1.82%
United kingdom 19 34.55 %
England 17 30.91 %
Ireland 2 3.64 %

TOTAL 55 100 %




