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Equal Access to Volunteer Participation
Paula Beugen for the

Minnesota Office on Volunteer Services

Volunteering is an American tra-
dition and an historical right of all
citizens. Everyone deserves an op-
portunity to contribute voluntarily to
the community. It has long been
recognized that individuals derive
personal benefits from their volun-
teer experiences, while at the same
time serving their communities. Eth-
nic, racial, religious, and other fac-
tors ideally should not affect access
to volunteerism.

To assure greater access to volun-
teer participation it is necessary to
examine these questions.

¥  Why is it important to pro-
vide access to volunteer par-
ticipation for all people?
What are the benefits to in-
dividuals and organizations?

*¥ Do the principles of affirma-
tive action and equal oppor-
tunity apply to volunteer po-
sitions?

*  What are some of the bar-
riers that limit volunteer
participation? What steps
can be taken to minimize
these barriers?

Equal opportunity and affirmative
action are intended to assure that
everyone has a fair chance to com-
pete for and participate in paid and
unpaid activities. Equal opportunity

means that an organization makes
known its intent to provide open
access to participation and follows
through on this intent. Affirmative
Action is a carefully thought through
remedial obligation to implement a
specific plan for improving oppor-
tunities for groups which have been
deprived of opportunities in the past.
An affirmative action plan includes
policies, procedures and action steps
which will result in participation by
members of a range of minorities and
special groups.

Many organizations are forbidden
by law to discriminate on the basis of
race, color, creed, religion, national
origin, sex, marital status, status
with regard to public assistance, dis-
ability, or age. Persons wanting in-
formation or clarification about the
Human Rights Act or Civil Rights
Laws should contact the department
in their state responsible for Civil
Rights.

When considering access to par-
ticipation in the voluntary sector, it
is worthwhile to examine implica-
tions of volunteering for individuals.
Many people believe that volunteer
work contributes significantly to
one's skills and self-esteem. Day-to-
day learning which occurs "on the
volunteer job" advances the volun-
teer's personal development, expands

This article is a monograph developed by and reprinted by permission of the
Minnesota Office on Volunteer Services as part of VOLUNTEER FOR
MINNESOTA: A Project for Developing Public/Private Partnerships in Com-
munities. The purpose of these monographs is to surface issues which impact
the volunteer community, in hope of initiating dialogue which will result in

solutions.
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his/her network of contacts and
makes possible experiences which can
be documented for future paid em-
ployment and academic credit. In
addition, participation in volunteer
activities is a significant way to ex-
ercise one's constitutional rights
through participation in actions and
decision-making which affect their
own lives. These opportunities en-
hance a person's capability for self-
help and can greatly strengthen one's
ability to be self-sufficient and in-
dependent.

Since access to volunteer partici-
pation leads to positive benefits, in-
dividuals who are unable to access
volunteer positions will be deprived
of these potential benefits. Without
equal access to volunteering, the pos-
sibility exists that the gaps will
widen between those who are cur-
rently able to volunteer and those
who are not.

The impact of accessibility to
volunteering is profound, not only for
the volunteer, but also for organiza-
tions which depend upon volunteers
for the delivery of services. By tap-
ping into the full range of human
resources from all segments of so-
ciety, an organization will secure
more volunteers. Open participation
will develop a cadre of volunteers
with diverse skills, backgrounds, and
perspectives. These volunteers will
fulfill unique needs that could not be
addressed as effectively through
other means. For example, a volun-
teer who has recovered from a seri-
ous accident and has learned to adapt
to resulting disabilities, could offer a
positive role model for a person in a
like situation. In addition, the re-
sources of a mix of volunteers will
provide valuable insights into the
needs, feelings, and desires of the
organization's clientele.

Many impediments exist which
make it difficult for certain people
to volunteer. Examples of these im-
pediments include volunteer-related
expenses such as costs for transpor-
tation, child care, meals, parking,
training, materials, and so forth.

People with physical disabilities may
find that there are inadequate ac-
commodations, which make it hard or
impossible to volunteer. Also, in-
ability to coordinate one's volunteer
and work schedules may limit access
to volunteering.

Beyond these more obvious road-
blocks, there is a range of subtle
barriers to volunteering. People may
not be aware of opportunities to vol-
unteer; or, the benefits of volun-
teering. They might not know that
the organization sincerely welcomes
and needs their participation. Some
individuals may feel that they are not
qualified or competent to do a job for
which they could be trained. Others
may fear being rejected from a vol-
unteer position.

There are a number of steps
which can be taken to help minimize
barriers to volunteering. One of
these steps is to defray prohibitive
expenses of volunteers. (For or-
ganizations with limited budgets, it
may be necessary to raise or seek
funds for this specific purpose.) Phy-
sical barriers might be overcome, for
example, by reserving parking for the
handicapped, moving volunteer work
sites from upper floors to the main
floor of a building, and/or structuring
volunteer positions so that work may
be carried out at the volunteer's
home or residential facility. Men-
tally handicapped volunteers may re-
quire more extensive training and
closer supervision. Creative schedul-
ing of volunteer work hours, or flexi-
bility in the time and place for volun-
teering may encourage potential vol-
unteers to make a commitment.

An examination of an organiza-
tion's promotional pieces and recruit-
ment methods could reveal the need
to redesign appeals geared toward
various segments of the community.
Is the literature of the organization
worded in a way that is clear and
understandable for the specific audi-
ence? Does the feeling of the litera-
ture take into consideration cultural
differences? Do photographs illus-
trate people from a variety of racial,
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age, and other special groups, as well
as both sexes? Does the potential
volunteer want to "volunteer"; or,
would he/she prefer to "lend a hand"
or "help out"? In cases of in-person
(rather than written) appeals, is the
recruiter of a similar background or
circumstance as that of the potential
volunteer? Is the recruiter someone
who can reassure the volunter of
his/her capabilities, acceptance by
the organization, and self-interest in
volunteering? Also, are all of the
"requirements" for the position ab-
solutely essential, or do they create
artificial barriers for some potential
volunteers? Remember, not every-
one reads the newspaper, therefore,
serious outreach requires a variety of
approaches.

To be sure that the volunteer ex-
perience is mutually beneficial and
that there are incentives for people
to volunteer, an organization should
explore the possibility of providing
the following support services for its
volunteers:

* Reimbursement for expenses

Child care

Appropriate placement

Orientation and on-going train-

ing (with college or continuing

education credit where possi-

ble)

Supervision and evaluation

* Documentation of volunteer ex-
perience

* References for employment or
academic credit

* Recognition for achievements

* Opportunities for advancement

X 3k %

*

To effectively reach out to all
segments of the potential volunteer
community, organizations will invest
time, energy and often money. Poli-
cies and procedures will be imple-
mented to stimulate active recruit-
ment and successful retention of a
range of volunteers. Organizations
will actively work toward volunteer
participation which is reflective of
the composition of the community.
Leaders and members of organiza-
tions will strive to become better
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educated about cultural differences
and the needs of special populations.
A serious effort will be made to build
positive attitudes and ensure sensi-
tive behavior throughout all levels of
the organization.

Minnesota Office on Volunteer Services

Department of Administration

Equal Access To Volunteer Participation
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The Waking of a Giant:
Church-Related Volunteerism

Marlene Wilson

Did you know that there is an
organization in this country with a
membership of over 133 million
people ...many of them potential vol-
unteers for human service programs?
Alice Lepert aptly labeled this group
"the half-awake giant" in an article
in Vgluntary Action Leadership in
1978.7 This giant is the church and
the focus of this article is to examine
ways to bestir this dozing giant.

Let me share some personal ob-
servations and experiences with you
both as a professional volunteer ad-
ministrator and consultant and as a
deeply committed Church person.

Several years ago I became the
director of a newly organized Volun-
tary Action Center and Information
and Referral Agency in Boulder,
Colorado. Since we worked with over
ninety different community agencies,
I soon became acutely aware of com-
munity needs. At this same time, I
was an active member of a large
Protestant congregation that seemed
acutely unaware of community needs
(not an unusual state of affairs un-
fortunately). My challenge was
clearly to determine how to help a
church see the incredible opportuni-
ties for the ministry of serving others
which abounded all around us.

What followed was an agonizingly
slow, but eventually very successful
awakening of one congregation.
Some of the strategies we used were
as follows:

l. Advocated for and got ap-
proved monies for local benevo-
lence to be included in the con-
gregation's annual budget.

2. Formed a Social Action Com-
mittee to oversee this fund.

3. The Committee met monthly
and became educated regarding
communijty needs through re-
quests for aid and visiting the
Voluntary Action Center.

4. Specific requests for volunteers
and other assistance were in-
cluded in the church's weekly bul-
letins and monthly newsletter.
(The congregation now knew the
needs and began to respond as
individuals.)

5. The congregation's local bene-
volence budget increased from
$100 to $3,000 in two years.

6. The Social Action Committee
decided to adopt a congregational
volunteer project for the year.
After committee members visited
four major social service agen-
cies, they recommended the Ju-
venile Court Volunteer Program.

7. The Juvenile Judge gave a pre-
sentation outlining the court's
volunteer needs to the congrega-
tion. The congregation then
voted to "adopt" the program for
a year. We agreed to provide all
the needed volunteers for three
programs.

a. Daily visits to both the
boys and girls jails.

b. Tutoring once a week for
all juveniles assigned to that
program by the judge (to be
done at the church on a one-
to-one basis).

Marlene Wilson is author of The Effective Management of Volunteer Pro-

grams, Survival Skills for Managers, and her latest book, How to Mobilize

Church Volunteers.
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c. Administering a battery of
tests to all juvenile offenders
prior to sentencing.

8. The Social Action Committee
recruited a Chairman for this pro-
ject and leaders for each of the
three subcommittees (Jail Visita-
tion, Tutoring, and Testing).

a. This new group recruited
and scheduled all needed vol-
unteers.

b. The Juvenile Court Volun-
teer Director interviewed,
matched, trained, supervised,
and evaluated the volunteers.

This partnership worked so well
that the congregation re-adopted the
program for three consecutive years,
much to the amazement of the skep-
tics in both the justice system (who
couldn't believe they could count on
Church volunteers) and the Church
(who believed people would never get
involved with "that sort of thing").

INVOLVING OTHER CHURCHES
During this same period of time, I
received invitations (or sought them)
to give presentations about our Vol-
unteer Center and volunteerism in
this community at most of the
seventy-five churches in Boulder.
The audiences varied, as some were
women's groups, some men's break-
fasts, some youth meetings and oc-
casionally I was invited to give a
Sunday morning sermon. The oppor-
tunity to share information about
community needs with so many
people was exciting and 1 eagerly
tackled the challenge. Almost in-
variably, the response was initially
very encouraging and enthusiastic--
but as the months slipped by, frustra-
tion began to set in. It seemed I had
developed a huge "cheering section"
(all rooting for the great work volun-
teers were doing in the community)
but very few new players for the
team. In other words, I'd fallen into
the trap of thinking informational
and inspirational speeches were auto-
matically also recruitment speeches.

Moving the people to personal com-
mitment to become involved was still
lacking. That's where the on-going
Committee at my own church made
such a difference. The follow-up,
support, and ongoing education was
lacking in these "one-shot" speeches,
so we began to work with other
churches to form such committees
and it helped.

It was several years later that I
learned another very valuable lesson
relating to working with church vol-
unteers. A common complaint of
many agencies was that the pastors
of the local churches frequently
seemed reluctant to publicize their
agency's volunteer needs within the
congregations. This seeming dis-
interest created both confusion and
frustration for the agency Volunteer
Directors. How could they recruit
this sleeping giant (the church) if
they couldn't even get to it?

This problem was discussed at
many gatherings of agency volunteer
leaders over the years, but there
seemed to be very little real progress
in overcoming this block. And then
in 1977, Ivan Scheier, myself, and
several others had an opportunity to
walk into the lion's den and ask the
lions themselves. We did a one-week
seminar at Iliff Seminary in Denver
for a group of 25-30 clergymen from
several different denominations--the
topic was volunteerism and the
church. It was during this very in-
tense and productive week that we
began to get glimmers of the cause
of the pastors' reluctance to recruit
members for community volunteer
programs.

Most of their own internal con-
gregational volunteer programs (re-
ligious education, youth, evangelism,
etc.) were hurting for volunteers. It
seemed fewer and fewer members
were doing more and more of those
jobs--and the pastors were fearful
they would lose those faithful few to
other programs if they publicized
community needs. In a nutshell--
they were having their own volunteer
recruitment problems and they were
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concerned. The law of supply and
demand was at work and they were
stymied as to how to deal with it.
This was a very painful revelation for
them to make, but it finally gave us
the missing piece to the puzzle. We
had known volunteerism needed the
church...but now we knew the church
needed what the field of volun-
teerism had to offer--know-how
about administering effective volun-
teer programs.

Thus began a new and productive
era of fruitful mutual exchange. Vol-
unteer Directors and consultants
have been invited to do workshops
and seminars for religiously-oriented
groups of all kinds on the topics of
managing volunteers, enabling lead-
ership styles, job descriptions, inter-
viewing, volunteer/staff relation-
ships, etc. And the interest in these
subjects seems totally ecumenical in
scope, as I have personally responded
to such requests from Catholics, the
Jewish community and most major
Protestant denominations. Often the
sessions are inter-denominational and
it is heart-warming to experience the
mutuality of concerns for people that
far outweigh any difference in
theology at these events.

Another evidence of a closer and
more productive liaison between
church and community is the ever-
increasing numbers of church and
synagogue representatives attending
the training events sponsored by
agency groups, i.e., DOVIAs (Director
of Volunteers in Agencies), AVA (As-
sociation for Volunteer Administra-
tion) VACs (Voluntary Action Cen-
ters) and others. This is perhaps one
of the most effective means of es-
tablishing viable collaboration. Isola-
tion has been one of the major causes
of lack of involvement and we now
see the giant moving in our midst...a
most encouraging sign.

Also we are finding that as con-
gregations become more effective in
meeting their internal volunteers'
needs, they are more open and ready
to share their people with community
agencies. A growing number of
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churches are even adding Volunteer
Directors to their staffs to help with
this effort. (They have various titles,
i.e., Director or Coordinator of Vol-
unteer Ministries, Lay Ministry Coor-
dinator, Volunteer Director, etc.)

DESERVING CHURCH VOLUNTEERS
Now let's turn our attention from
the church and look at the other side
of the equation--community volun-
teer programs seeking volunteers.
An equally essential task (along with
recruiting more church volunteers) is
to be sure your programs deserve
them and are ready to receive them.

This may sound a bit harsh, but
today's realities are these: most vol-
unteers are working; many are single
parents; many have economic con-
cerns and incredibly busy schedules.
This demands that we have our act
together sufficiently so we utilize
volunteers' time, energy, and com-
mitment well. We must not waste it!
In a time of cutbacks and economiz-
ing, we must become ever more sen-
sitive and effective managers of the
precious resource of volunteers.

One of the incongruencies I see
occurring at this very critical stage
of economic cutbacks and increasing
community needs is the short-sighted
decision by many agencies to lay off
Volunteer Directors. When the hue
and cry nationally is to get citizens
instead of the government involved in
solving local problems, administra-
tors are eliminating the "citizen in-
volvement experts"--the only people
who realy know how to make volun-
teerism (another name for citizen in-
volvement) work well. In my estima-
tion, there has not been a time in our
nation's history when we have needed
trained, effective, and dedicated ad-
ministrators of volunteer programs as
desperately as we need them now.
We must advocate strongly and well
for these enablers of those who help
others. (One need only ask, is the job
of managing a household easier or
more difficult in times of scarce re-
sources?)



In my estimation, the principles
involved in establishing and maintain-
ing a sound volunteer program are
fairly universal (whether it be crimi-
nal justice, neighborhood self-help,
YMCA, or church programs). There
are certain essential management
functions we must tend to, or we will
find ourselves in trouble and the pro-
gram floundering.

Questions any organization needs
to answer before trying to recruit
church volunteers (or any other vol-
unteers) are these:

1. Have we designed a plan for our
volunteer program this year with
clear goals, objectives, and action
plans?

2. Has our paid staff (if we have
any) been involved in designing
written job descriptions that out-
line the duties, skills, and the
time commitment required for
each different type of volunteer
involvement?

3. Have we set up interview pro-
cesses, so each potential volun-
teer can learn more about our or-
ganization and we can learn about
their skills, needs, and interests?
Is matching the right volunteer to
the right job a priority?

4. Have we designed appropriate
training opportunities to help our
volunteers succeed?

5. Is our staff and volunteer lead-
ership committed to providing en-
abling supervision and meaningful
recognition for all volunteers?

If these steps have not been
taken, then it is no wonder people
have not responded positively. If
they have been taken, let me share
some other tips for successful re-
cruiting.

- Find out if any of your present
volunteers are members of the
church you want to reach, and
then recruit them to help tell
your story.

- Be creative in your appeal. Use
slides, client interviews, and
graphics as well as verbal infor-
mation. Tell your story in an

interesting and emotionally ap-
pealing fashion to as many groups
within the church as possible.

- Be specific about your needs and
how they as volunteers can help.

- Avoid the "oughts and shoulds"
approach.

- Have sign-up sheets or registra-
tion forms available after your
presentation so people can re-
spond immediately.

- Hold a "Volunteer Opportunity
Fair" in collaboration with other
agencies who need volunteers and
invite all the churches in the
area. Make the event informa-
tive, creative, and fun!

- Write short, informational
"blurbs" about your needs that can
be inserted easily in bulletins and
newsletters. Direct to the person
in charge of those newsletters and
bulletins, not the pastor. Make
the notices short, snappy, and
specific.

- Ask for time on the agenda of
the Social Ministries, Social Ac-
tion, or Social Concerns Com-
mittees. Tell your story in person
whenever possible.

- Have options. Suggest a variety
of individual volunteer jobs and
group projects. People like alter-
natives. And do your homework
SO your suggestions are appropri-
ate for that group.

- Be enthusiastic!l®

It's important to remember that
effective volunteer programs don't
just happen. They are carefully
planned and managed. The essential
ingredients of a successful volunteer
program are:

1. A belief on the part of agency
administration and staff members
that volunteers are both needed
and wanted in their organization.

2. A qualified paid director of
volunteers to oversee the plan-
ning, implementation, and evalua-
tion of the volunteer program.
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3. An understanding of the rapidly
changing realities of volun-
teerism--changes in the makeup
of the volunteer work force, and
SO on.

4. A commitment of needed funds
to operate an effective office of
volunteers.

5. An attitude of acceptance of
volunteers as unpaid staff mem-
bers.

6. Proper management and super-
vision of the volunteers.

7. The acceptance of volunteers
as valuable and accountable team
members who can enrich and ex-
tend the services of paid staff
members.

SUMMARY

If leaders of community volunteer
programs are seriously interested in
nudging the sleeping giant of the
church into a more meaningful part-
nership, then there is work to be done
on both sides. The church must have
greater access to the resources of
the field of volunteer administration
to enable it to equip its millions of
members for more fulfilling, pro-
ductive, and effective volunteer in-
volvement in both the "gathered and
scattered" arenas of ministry, and
the agencies must diligently prepare
their volunteer programs to receive
these and other volunteers so they
might not waste this precious human
resource.

Is it worth all this work? I ada-
mantly believe it is, for I agree with
John Gardner en he said in his
book Excellence:

Free people must set their own

goals. There is no one to tell

them what to do; they must do it
for themselves. They must be
quick to apprehend the kinds of
effort and performance their so-
ciety needs and they must demand
that kind of effort and per-
formance of themselves and of
their fellows. They must cherish
what Whitehead called '"the ha-
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bitual visition of greatness." If
they have the wisdom and courage
to demand much of themselves--
as individuals and as society--
they may look forward to long-
continued vitality. Rut a free
society that is passive, inert, and
preoccupied with its own diver-
sion and comforts will not last
long. And freedom won't save
it...As Chesterton put it, "The
world will never be safe for De-
mocracy--it is a dangerous
trade...but whoever supposed that
it would be easy?"

FOOTNOTES

11981 Yearbook of America and
Canadian Churches, compiled by the
National Council of Churches.

2Alice Lepert, "Volunteering by
Religious Groups: The Half-Awake
Giant," Voluntary Action Leadership,
Winter 1978.

3Marlene Wilson, How to Mo-
bilize Church Volunteers, 1983, Vol-
unteer Management Associates, 279

So. Cedar Brook Rd., Boulder, CO
80302, pp. 120-1.
4 ohn Gardner, Excellence,

Perennial Library, Harper and Row,
1961, pp. 194-195.



Addendum to “Money Talks”
G. Neil Karn

Since my article, "Money Talks: A
Guide to Establishing the True Value
of Volunteer Time" (Winter 1982-83
and Spring 1983), was published in
The Journal of Volunteer Administra-

tion suggesting a system for valuing
volunteer time based on replacement
costs of equivalent paid work, I have
received considerable reader reac-
tion. These two articles argue that
volunteer time has consistently been
undervalued because the fair market
value would consider the hidden costs
of fringe benefits, paid holidays, and
other leave benefits in addition to
the costs of salaries for paid equiva-
lents.

One of the most frequently re-
ceived challenges to the system has
come from readers who are hesitant
to impute the value of volunteer time
on the basis of a full fringe benefits
package because volunteers usually
serve less than full-time, and part-
time paid employees in their systems
receive minimal fringe benefits. The
rationale runs along these lines: how
can we defend an equivalency value
for part-time volunteers based on the
benefits package of full-time rather
than part-time paid employees?
Most readers are sympathetic, but in
need of a concrete rebuttal for du-
bious administrators.

While this may seem a plausible
critique, it seems to me that the real
issue is not that part-time volunteers
are being equated with full-time paid
workers, but that we need to estab-
lish a fair purchase or replacement

price for the cumulative time do-
nated by volunteers to a particular
program. In the large majority of
instances, the hours of several volun-
teers add up to a full-time equivalent
(FTE) position or more. Thus, we
should be concerned with the true
replacement wage--how much it
would cost to replace those volun-
teers with full-time paid workers.

One of the major points of
"Money Talks" is that hourly wages
alone belie true compensation costs.
The average person just does not ap-
preciate that fringe benefits can add
up to a staggering amount. Figures
just compiled by the U.S. Chamber of
Commerce show that the average
cost of providing benefits in 1982
reached $7,187 per employee (U.S.
News and World Report, April 16,
1984). This means that the cost for
fringe benefits for the average
worker in the United States in 1982
was $3.45 per hour, which is in excess
of minimum wage alone! Somewhere
along the line this amazing fact has
been obscured, and it certainly poses
some serious implications for fairly
establishing a value for volunteer
time. Clearly, to discount the im-
pact of fringe benefits is to serve to
undervalue the volunteer product. It
is reasonable and defensible to in-
clude the full costs of fringe benefits
in establishing the value of volunteer
time.

In fact, rather than de-valuing
volunteer contributions on the
grounds that they are part-time and

G. Neil Karn is Director of the Virginia Division of Volunteerism and a
member of the national board of the Association for Volunteer Administra-
tion. His excellent two-part article, "Money Talks," has received wide
attention in the volunteer field. Reprints of the complete 36 page article are
available for $6.00 from THE JOURNAL at our Boulder address.
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have a lower equivalent value, one
could construct a counterargument
that this part-time nature actually
qualifies volunteer service for a
higher value. Employers frequently
are willing to pay a premium for
part-time assistance because it al-
lows them to access the help they
need when they need it, without a
long-term obligation.

Have a peak load in typing? Hire
a clerical person from a temporary
agency. Need legal assistance? Hire
an attorney at a handsome hourly
cost. It is still cheaper than in-house
counsel. Have a management prob-
lem? Hire a consultant from Phila-
delphia, Boulder, or Downers Grove.

When agencies recruit just the
right volunteers to head up the fund
drive, design that special brochure,
draft the articles of incorporation, or
show up in force to handle a massive
food distribution, aren't they doing
the same thing--accessing the help
they need when they need it? A
premium price, if only a figurative
value, seems justifiable.

So having said all this, where does
that leave us in terms of concrete
policy for valuing the contribution of
volunteers, albeit in part-time incre-
ments? It is still a judgment call, but
I would suggest volunteer directors
weigh one or more of the following
three considerations:

1. Are the employees in the
equivalent category of paid work
usually retained on a full-time
rather than part-time basis?

2. Do the cumulative volunteer
hours in a particular job c¢ategory
add up to the equivalent of a full
FTE or more?

3. Do the cumulative volunteer
hours, while less than the equiva-
lent of a full FTE, still qualify for
premium pay because they are on
an "as needed" or "on-call" basis?

If you can answer any of the fore-
going questions affirmatively, then
you have grounds for considering the
full benefits package in your compu-
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tations of the worth of volunteer
time.

Remember the skeptics come pri-
marily from one of two camps: (1)
the analytic types who demand logi-
cal interpretations and reasonable
explanations, and (2) the discounters
of volunteer contributions who cloak
their biases in such dodges as the
"part-time" argument. Both argue
rationality, but only the former
really means it. For the analytic, I
believe we can offer a logical coun-
terargument; but for the latter
group, I believe we must recognize
them for what they are and remem-
ber the words of Elbert Hubbard:

When a fella says, "It ain't the
money but the principle of the
thing," it's the money.



An Aspect of the Accounting Profession’s
Social Commitment

John Paul Dalsimer, CPA, Paul E. Dascher, PhD
and James J. Benjamin, CPA, DBA

The decade of the 60s was char-
acterized by a changing social aware-
ness throughout the United States.
Some have identified this as the dawn
of an era of volunteerism, in which
individuals seek to share their tal-
ents, energies and abilities with those
in need. Accountants have become
part of this process.

Many sources document a de-
veloping social role for the account-
ing profession. Historically, this in-
volvement has included commitments
to nonprofit organizations. Partici-
pation tended to focus on maintaining
records and providing regular audit
examinations of an organization. Re-
cently, this role has expanded to
meet the needs of the times and the
profession.

Individual commitment and pro-
fessional interest led to formaliza-
tion of direct assistance programs.
Direct service for disadvantaged
businesses and certain community
agencies was a logical extension of
volunteer accounting service. Na-
tionally, the AICPA and the National
Association of Accountants estab-
lished pioneering programs which for-
malized channels of assistance.
While generally beneficial and always
well-intentioned, many times ac-
counting services were not available
where most needed and at other
times organizations competed to
serve a single client.

From such a background, Com-
munity Accountants in Philadelphia

emerged as a viable regional service
force, active in the neighborhoods of
the city and the surrounding area and
ready to address important social is-
sues requiring an accounting perspec-
tive. After five years of service, a
comprehensive study of the organiza-
tion was undertaken. The process
provided information which con-
firmed some expectations, altered
others and supported the continuation
of the project. These results are not
without parallel in other parts of the
country. They add a dimension to the
profile of the accountant as an in-
volved citizen and support the de-
veloping social base of the pro-
fession.

COMMUNITY ACCOUNTANTS

In 1973, several members of the
Philadelphia accounting community
began discussing the focus of volun-
teer professional involvement. Spe-
cifically, some concern existed about
the delivery of services to dis-
advantaged businesses and nonprofit
organizations in the metropolitan
area. Support programs seemed to
lack effectiveness because of poor
coordination, inadequate publicity to
attract applications for service and a
lack of follow-up or evaluations. A
decision was made to create a coor-
dinating agency to facilitate the de-
livery of these important services.
Community Accountants was incor-
porated as, "a nonprofit organization
of accountants, CPAs and community

John Paul Dalsimer, CPA, is Executive Director of Accountants for the

Public Interest and past president of Community A ccountants.

Paul E.

Dascher, Ph.D. is Professor of Accounting and Dean of the College of
Business and Administration at Drexel University. He is a past vice president
of Community Accountants. James J. Benjamin, CPA, DBA, is Professor of

A ccounting at Texas A & M University.
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leaders dedicated to assisting dis-
advantaged businesspeople and non-
profit organizations with their in-
ternal accounting and financial prob-
lems and to offering unbiased and
independent financial and accounting
experience to groups acting in the
public interest."

Initial funding was sought from a
variety of sources, including account-
ing firms, accounting organizations,
individual accountants, corporations
and foundations. Support for the
concept and financial contributions
enabled the organization to begin
service in 1975. From its inception,
quality and professionalism have been
hallmarks of Community Accoun-
tants' activities.

Volunteers were sought from all
major accounting  organizations:
CPA firms, large industrial organiza-
tions and colleges and universities.
Clients were solicited through busi-
ness and development centers, bank-
ing institutions, direct publicity on
radio, television, newspapers and
through community leaders. The im-
portance of service was emphasized
by an early decision to include com-
munity and client representation on
the Board of Directors of Community
Accountants. Care was taken to in-
sure that the organization was not
insulated from its client base.

Organizationally, a structure was
prepared to provide an interface be-
tween volunteers and clients needing
accounting services. Because ser-
vices were provided without cost,
specific screening criteria were es-
tablished to insure that a need was
real, that the ability to pay was truly
missing and that the organization was
at least marginally viable with a po-
tential for survival. Community Ac-
countants was not viewed as a vehi-
cle for staving off inevitable bank-
ruptcy, but rather as a genuine ser-
vice to assist businesses and non-
profit organizations through forma-
tive years or trying times. Neither
was Community Accountants in-
tended to divert fees from valid pro-
viders of accounting services. For
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instance, no auditing services were
offered. By focusing on marginal
operations, an effort was made to
share accounting talent, help in-
dividuals and assist in the develop-
ment of viable businesses for the
future.

Another dimension of the organi-
zation's service base relates to the
public interest. Many community
problems have a financial aspect.
While maintaining a solid non-
advocacy position, Community Ac-
countants has been prepared to lend
the skills and abilities of its volun-
teers to analyze and interpret finan-
cial data, reports and presentations.
Regardless of the organization ini-
tially requesting the service, Com-
munity Accountants retains and exer-
cises the right to publicize its find-
ings on a public interest issue. In
addressing a community problem or
public controversy, objectivity is an
essential quality. This quality is
deeply inherent in the professional
accountant.

SERVICE OPPORTUNITIES

Over the years, Community Ac-
countants has been presented with
many important and challenging op-
portunities for service. Significant
effort has been devoted to nonprofit
organizations. Volunteer accountants
have provided assistance in establish-
ing and installing bookkeeping sys-
tems, training personnel to operate
the systems and preparing budgets
and financial reports. A regular
series of workshops has been de-
veloped to address the accounting
needs of nonprofit entities.

Disadvantaged and developing
businesses have also benefited sig-
nificantly from Community Ac-
countants' service. Volunteers have
worked with these businesses to de-
velop accounting systems, prepare
reports necessary to secure financ-
ing, complete and file tax returns and
analyze operation with a managerial
view. Typical clients have included
home remodeling contractors, neigh-
borhood stores, small wholesale oper-
ations and service concerns.



Issue-oriented cases have broad-
ened in perspective over the years.
Teams of accountants and support
personnel joined to investigate
broader issues of public concern.
Cases have included an analysis of
financial reports supporting rent in-
creases at HUD financed housing pro-
jects, amicus curiae testimony rela-
tive to control procedures used by a
state and an investigation of the
funding and budgetary procedures of
a major school district. All of these
cases resulted from public concern
supported by a specific request from
a bona fide organization with specific
interest and expertise in the issue
under consideration. The results of
Community Accountants' investiga-
tions are made public regardless of
the wishes or position of the re-
questing organization. Thus, volun-
teer assistance supports the public's
right to know and be informed.

The resources drawn together
through Community Accountants' co-
ordination have been formidable and
are growing. Last year, the organi-
zation served slightly more than 200
new clients (individuals or organiza-
tions) of varying size and delivered in
excess of 4,000 hours of volunteer
time. Facilities for workshops of up
to 300 people were prepared and de-
veloped along with a variety of ma-
terials to support the organization's
effort.

AN EVALUATION

In some respects, Community Ac-
countants could be evaluated in
strictly quantitative terms; new
clients counted, hours tabulated and
reports accumulated.  However, a
meaningful evaluation must address
those issues that reflect the purpose
of the organization. This is tied to
the social role of the accounting pro-
fession.

An early contributor to current
accounting thought, William A.
Paton, recognized the breadth of the
profession and its scope of interest
and responsibility. In discussing the
role of accounting, Paton focuses on

the social role and asks, "What is the
function of accounting from thE
standpoint of the community ..."
In this sense, assistance in promoting
and elevating the general economic
well-being of an individual or of a
segment of society is consistent with
the purpose of the profession.
Practically, such a goal will also en-
hance the community and provide ad-
ditional business opportunities as new
firms are able to become viable.

To address these aspects of Com-
munity Accountants, a study was un-
dertaken to assess the attitudes of its
clients.  Opinions, impressions and
reactions were sought in assessing
the concept and implementation of a
community-based organization pro-
viding access to accounting services.
The results suggest lessons for other
communities and other members of
the profession.

THE STUDY AND ITS FINDINGS

The study sought to assess the
attitudes of clients regarding several
issues relating to the services of the
organization.  Questionnaires were
sent to 70 individuals, businesses and
organizations which received as-
sistance from Community Accoun-
tants. Usable replies were received
from 42 of the 70, a response rate of
60 percent; this level of response
suggests an interest in the purpose of
the study and the organization being
studied.

The initial section of the ques-
tionnaire focused on the services of
Community Accountants. Responses
are summarized in Table 1.

All respondents agreed with the
importance of the service provided
by Community Accountants for their
business or organization. This was
consistent with their responses to
Item 2, where, again, there was total
agreement that volunteer accounting
services were important to the com-
munity. It should be noted that in
this sense, the "community" extends
beyond the neighborhood and em-
braces the world of minority busi-
ness, nonprofit organizations and
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TABLE 1
Percentage Responses to Statements Regarding Community Accountants Services

Item Strongly Strongly
No. Statement Agree Agree Undecided Disagree Disagree

1 The service provided by Community
Accountants is important for a
business or organization like ours. 90.5 9.5 0 0 0

2  Community Accountant renders an
important service to the community. 88.11 11.9 0 0 0

3  Accountants, as individual people,
are interested in their community. 4.8 21.4 59.5 9.5 4.8

4 It is easy to get in contact with
Community Accountants. 81.0 9.5 4.8 4.8 0

5 The staff of Community Accountants
is cooperative. 83.3 16.7 0 0 0

6  The quality of service received from
Community Accountant is lower
than what would be provided if we
paid a fee. 4.8 9.5 1i.9 31.0 42.9

7  Community Accountants provides
only a limited amount of accounting
service. 4.8 35.7 11.9 31.0 16.7

8  Community Accountants should
provide more services to businesses
or organizations like ours. 14.3 45.2 40.5 0 0

9  Accounting services are not really
necessary for most small businesses
and community organizations. 0 0 0 11.9 8.1
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groups working in the public interest.
From this base, it was interesting to
note that a "halo effect" did not
result in Item 3. Opinion seemed to
be spread out about whether ac-
countants as individuals shared the
community interest of the organiza-
tion. It may be interpreted that
respondents were unwilling to gen-
eralize the community interest away
from Community Accountants. How-
ever, it would be interesting to con-
trast this level of feeling against that
held by a similar group not exposed
to a volunteer accounting organiza-
tion.

The next three items relate to
operations of the organization itself.
Most of the respondents found it easy
to get in contact with Community
Accountants. About 10 percent of
the participants did not agree with
the positive nature of the statement
and this has been a continuing area of
concern. Exposure in the neighbor-
hood and awareness by the potential
client base is a concern of both ac-
counting firms and volunteer ac-
counting organizations. @ Some re-
spondents offered.viable suggestions
in this area.

In item 5, all respondents ex-
pressed agreement with the state-
ment that the Community Ac-
countants' staff was cooperative.
Again, while reassuring, this is ex-
pected because of the nature of the
organization--cooperation and in-
terest are hallmarks of the involved
individual. Item 6 presented a chal-
lenge for future effort. A small
number of the respondents (about 15
percent) seemed to feel that they
receive a lower quality service than
would be provided if they had paid a
fee. While organizational quality
control, feedback and evaluation
techniques are aimed at preventing
this, the attitude nevertheless exists.
It is an area of concern and effort on
the part of the staff and volunteers.

The next three items are closely
related in completing the profile of
attitudes about the organization.
Some individuals felt that the ser-

vices provided were limited. This is
a fact. The organization does not
attempt to exceed or even approach
the margins of its expertise. Ser-
vices are limited to those essential to
the existence of an organization and
they have the end goal of enabling
the client to become self-sufficient.
Item 8 builds on the previous question
and adds the halo effect of satis-
faction. Clients pleased with the
service probably wish the organiza-
tion would provide more. This leads
into the last item, where all of the
respondents recognized the im-
portance of accounting services.

Two open-ended questions related
to the service provided were also
included in the questionnaire. While
the comments varied considerably,
the most frequent response used the
opportunity to compliment the or-
ganization and praise its services. In
response to the direct question of
how can the service of Community
Accountants be improved, one re-
spondent indicated that, "We found
their service to be so excellent that
nothing could be improved--believe
it or not!"

One further observation must be
made. In response to a question
which asked if the organization had
hired a professional accountant or
contracted for accounting services
since dealing with Community Ac-
countants, one-third of the re-
spondents said yes. This is from a
group which was evaluated to be
marginal for survival and unable to
pay for such services when first ac-
cepted as a client. In a short time,
the interest of a professional and the
service provided enabled the or-
ganization to rise to a level where it
could acquire accounting services in
the marketplace.

IN CONCLUSION--A BEGINNING
The formative years are vital for
any organization. Community Ac-
countants has proven itself to be of
value to its clients, its community
and the profession it represents.
Through the coordination and com-
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munication of this organization,
hundreds of professional accountants
are able to add a dimension to them-
selves and help fellow man with their
own talents and abilities. Each day
brings new challenges and new oppor-
tunities. Accountants have re-
sponded to these and will continue to
do so.

After several years of successful
operation in Philadelphia, Community
Accountants joined with a few simi-
lar organizations from other parts of
the country in forming what was to
become Accountants for the Public
Interest. The need for such service
and such concern extends beyond
geographic boundaries and reflects
concern of the profession on a na-
tional basis. The thrust of Ac-
countants for the Public Interest is to
provide accounting resources to re-
spond to appropriate problems and
issues affecting broad segments of
society on a regional and a national
basis.

The needs, the resources and the
concerns which characterize Com-
munity Accountants exist elsewhere.
As in Philadelphia, what is needed is
for “individuals to step forward and
commit themselves to fulfill the po-
tential of their profession. The chal-
lenge and importance of this oppor-
tunity was recently highlighted in re-
marks made by Wallace Olson, Presi-
dent of the AICPA.

In the past, we laid claim to be a
profession on the grounds of hav-
ing all the trappings traditionally
identified with those of other pro-
fessions. However, our preoccu-
pations have been largely with
matters within the profession.
Our understanding of the true
public interest nature of our role
has not been as clear as it is now
becoming. It has been all too
easy to expose in our literature
our dedication to serving the pub-
lic. Now, however, we are being
pressed to make our actions cor-
respond more fully with the ideals
that .we have articulated in the
past.3
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1Policy Statement of Community
A ccounts.

2William A. Paton, Accounting
Theory, 2nd ed. (Chicago: A ccounting
Studies Press, Ltd., 1962), p. 7.

3Wallace E. Olson, "Is Pro-
fessionalism Dead?" Journal of Ac-
countancy, July 1978, p. 82.

This article is reprinted by per-
mission from the CPA JOURNAL,
published by the New York State So-
ciety of Certified Public Accoun-
tants. For more information, con-
tact: Accountants for the Public
Interest, 5423 Lena Street, Philadel-
phia, PA 19144.



Training Design

Paired Weighting

Marie Arnot, Lee ]. Cary and Mary Jean Houde

Ed. Note: THE JOURNAL periodically offers our readers training designs
that can be adapted to a variety of training situations. See Volume I, Number
2 (Winter 1982-83) for "The Strategy Exchange" as an additional example.
Readers are encouraged to share successful group process exercises with
their colleagues through this forum.

PURPOSE:

To establish priorities by ranking items.

USES:
Paired Weighting1 can be used by individuals and by groups to rank any

list of items, e.g., needs, goals, problems, solutions, resources, achievements,
etc.

MATERIALS NEEDED:
List of items to be ranked.

Paired Weighting form and pencil or pen for each participant.
Chalkboard, chalk, eraser or newsprint, felt pen and masking tape.

Transparency of the Paired Weighting form and an overhead projector
(optional).

DIRECTIONS:

1. Paired Weighting is usually used immediately after a group has
established a list of items to be ranked, e.g., needs or goals. The first step is
to display the list to be ranked on a chalkboard or newsprint. For example
the following 2is a list of goals of a Citizens Group for Alternatives to
Incarceration:

(1) To serve as a communications network among persons and groups
involved or interested in alternative programs.

(2) To educate the public on the ineffectiveness of imprisonment and the
need for alternatives.

(3) To advocate for legislation which facilitates alternatives.

Marie Arnot is Associate Professor in the Department of Community &
Regional Planning at the University of Nebraska-Lincoln, Lee Cary is
Professor of Community Development at the University of Missouri-
Columbia, and Mary Jean Houde is a professional volunteer trainer. They
have co-authored The Grass Roots Organization Book (copyright 1984: Arnot,
Cary & Houde) which is pending publication and from which this training
design is reprinted with their permission.
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Paired Weighting Form

11 1 11 r 1r1r 1Tt 111 o111
3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20
2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 .2
3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20
3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3
4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20
4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4
5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20
§ 5 5 &5 5 5 &5 6§ 6§ 5 &5 5§ § 5§ &5 §
6 7 8 9 10 11T 12 13 14 15 16 17 18 19 20
6 6 6 6 6 6 6 6 6 6 6 6 6 6 6
7 8 9 10 11 12 13 14 15 16 17 18 19 20
7 71 71 7 1 71 7 7 71 1 71 1 1 1
8 9 10 11 12 13 14 15 16 17 18 19 20
8 8 8 8 8 8 8 8 8 8 8 8 8
9 10 11 12 13 14 15 16 17 18 19 20
9 9 9 9 9 9 9 9 9 9 9 9
10 11 12 13 14 15 16 17 18 19 20
10_10 10 _10 10 10 10 10 10 10 10
11 12 13 14 15 16 17 18 19 20
1111 11 1 11 111 1 1 n
12 13 1415 16 17 18 19 20
1212 12 12 12 12 12 12 12
13 T4 15 16 17 18 19 20
13 13 13 13 13 13 13 13
14 15 16 17 18 19 20
14 14 14 14 14 14 14
15 16 17 18 19 20
15 15 15 15 15 15
16 17 18 19 20
16 16 16 16 16
17 18 19 20
\7 17 17 17
18 19 20
18 18 18
19 20
19 19
20
20
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(4) To support the implementation and enforcement of existing laws and
programs which allow alternatives.

(5) To foster research and publications regarding alternatives to incar-
ceration.

2. Give each participant a copy of the Paired Weighting form. Ask each
participant, working independently, to rank the items by comparing and
ranking the first item with every other item, then the second item with every
other remaining item, and so on. To illustrate:

Begin by using only the first line of the form, which looks like this:

1 1 1 1
2 3 4 5

Goal number 1 is: "To serve as a communications network...." Begin by
comparing Goal number 1 with Goal number 2, "To educate the public...."
If you believe Number 1 is more important than Number 2, circle 1. If
you believe Number 2 is more important than Number 1, circle 2.
Similarly compare Number 1 with Number 3, then with Number &4, and
then with Number 5 and circle your choices. Up to this point you will
have used only the first line - the line with Number 1 above and Numbers
2, 3, 4, and 5, below. We like to use a transparency and expose only line
one until we are certain that everyone understands this first step. If for
example, you believe Number 1 is more important than Numbers 2, 4, & 5,
but you believe Number 3 is more important than Number 1 your first line

would look like thiss
N ORNO)
2 4 5

3. Now move to line 2. You will be comparing Number 2 with Numbers 3,
4, and 5. Begin by comparing Number 2 with Number 3 and circling your
choice. Then compare Number 2 with Number 4%, and circle your choice.
Then compare Number 2 with Number 5 and circle your choice.

4. Similarly rank the numbers on line 3, then line 4.

5. When you are through ranking, by circling numbers, count the number
of times each number is circled and enter those totals at the right. You will
see that Number 1 is circled 3 times; Number 2 is circled 2 times, Number 3
is circled 4 times, etc.
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Blank Form Completed Form

TOTALS TOTALS
1 1 1 1 1= Q1 OO0 1-_3
2 3 & 5 2 O ¢ >
2 2 2 2= 2 2= 2
3§ 5 b5
3 3 3 @B 3= u
55 &5
. 5 4= 0
5 &)
5= 5 1

6. When everyone has finished, add the number of times each number has
been circled, using the totals from each participant's work sheet, and then
rank the totals, as is illustrated below.

Participant A Participant B

1D11 1=1 ADD11 1= 2
e - P -

33 3=0 33 3=1
@X5)
@4:4 44'-’3
5 ®
5= 2 5= 4
Participant C Participant D
1 1= 3 1 1=3
345 234
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Group Ranking

Number of

Times Circled Priority
1. 9 1. 2
2. 6 2. 4
3. 4 3. 5
4, 8 4., 3
5. 13 5. 1

A WORD OF ENCOURAGEMENT:

We know that all these numbers may make Paired Weighting appear
difficult. Once you have practiced it all the way through, however, we think
you will be comfortable using it. It really is a very good tool for helping your
group to establish priorities in a thoughtful, deliberate manner.

APPROXIMATE TIME REQUIRED:
Will vary depending on the size of the group and the number of items to
be ranked; from 15 minutes to an hour.

NUMBER OF PARTICIPANTS:
5-40

The Paired Weighting form which follows can be used for as many as
twenty items. Since Paired Weighting is usually used immediately after a
group has generated a list you will need to have the forms ready in advance.
It is very unlikely that you would want to use this technique to rank more
than twenty items. This form can, of course, be used for twenty or any
number less than that.

FOOTNOTES

Irhis exercise is one of numerous examples of group processes described
by the authors in their complete manuscript. The original source of the
concept of "Paired Weighting" is unavailable. The authors have modified this
technique and have added their personal methods of presentation, but do not
claim to have originated the process.

ZBylaws of the Missouri Coalition for Alternatives to Incarceration, 1983.
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Patient Resource Volunteer Program
Denise W. Clarke

PURPOSE

The Patient Resource Volunteer
Program was developed to contribute
to Hartford Hospital's mission of sup-
plying quality comprehensive patient
health care. It was begun with a
Pilot Project conducted May to
August 1979, followed by the first
training course offered in September
1979.

The Patient Resource Volunteers
are supplying a humanistic approach
to the individual patient and his/her
family. The volunteer's prime role is
that of an advocate, to listen to
patients and their families, hearing
and identifying their concerns, and
referring the information to the ap-
propriate hospital departments to be
remedied. This program is not
limited to serving only one service,
one type of patient, or one segment
of the hospital's patient population.
The patients' and families' needs
exist whether the unit is a nursing
unit devoted to neurosurgery or car-
diology, an intensive care unit, or an
out-patient department. This pro-
gram serves the entire hospital pa-
tient system.

ELIGIBILITY CRITERIA

Now in its fifth year, the program
with yearly evaluations has docu-
mented its worth to patients, their
families, staff and to the volunteers
seeking a challenging, rewarding,

one-on-one patient contact assign-
ment, as outlined in the job de-
scription (Appendix A).

SUPPORTING DATA AND VALIDITY

Much has been written regarding
patients and their families viewing
only the patients' immediate medical
care to be of concern to their phy-
sician and the nursing staff. Finan-
cial worries related to medical bills,
family issues, job related problems,
the patient's inability to cope alone
at home, the lack of a supportive
system, a proper recovery setting in
the home, the need for an interim
stay in a nursing home, are a few of
the concerns patients and their fa-
milies most often consider as being
unrelated to the patient's hospital
stay. They do not bring them to the
attention of the physician or the
nursing staff. If they did, all of the
above problems could be addressed by
one of many departments at the hos-
pital concerned with the total well
being of the patients.

In a large hospital, patient care
can become fragmented and it is
necessary to know the system to
avail the patient and/or the patient's
family of the proper sources to ad-
dress their needs or remedy their
problems.

PILOT PROJECT
In April 1979 the program pro-

Denise Clark is Director of Volunteer Services at Hartford Hospital, a 1000
bed acute care facility with over 1300 volunteers and 120,000 hours annually.
She was a presentor at the 1984 National Conference on Citizen Involvement
at Yale University on "Volunteer/Staff Relations in Hospitals" and "Fund-
raising Events in Hospitals." She served on the 1983 Committee on Education
for the American Society of Directors of Volunteer Services National
Conference in Cincinnati. She is also President of the Connecticut Associa-
tion of Directors of Volunteer Services in Hospitals.
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posal was endorsed by the Director of
Nursing, Assistant Director of the
hospital. The 54 bed orthopedic unit
was chosen for the pilot project since
orthopedic patients tend to be more
demanding. They are not sick in the
classic sense, but are constrained
with casts and/or traction, frequently
needing assistance or diversion.

Chosen to do the pilot was a per-
ceptive volunteer, early retired from
teaching, with many years of experi-
ence in dealing with people and writ-
ing reports. Her empathy, patience
and sense of humor stood her in good
stead with patients; and her dedica-
tion gained her the support of the
nursing staff. For three months
starting in May, as the volunteer
worked on the unit, monthly meetings
were held with the head nurse, super-
visor, assistant director, director of
volunteer services and the volunteer,
to review areas of responsibility for
the volunteers, determine volunteer
qualifications and devise a job de-
scription.

TRAINING COURSE

With the job description approved
by the Director of Nursing, training
was designed. To gain acceptance
and support of the nursing staff, Pa-
tient Resource Volunteers needed to
be knowledgeable in all resources
available to patients and their fa-
milies in and through hospital depart-
ments, so as to correctly identify
referrals for problems and concerns.
Therefore, the Training Course (Ap-
pendix B) for the program covers all
patient resources in the various hos-
pital departments and many in the
community. Hospital personnel were
most receptive to teaching and en-
thusiastically lent publicity to the
program.

The integrity of the program
training course is maintained through
seminar leaders who are experts in
their fields: directors, assistant di-
rectors, department heads, clinicians
and specialists. Yearly program
evaluations (since May 1980) by the
volunteers and staff using the pro-

gram result in course modifications
so that the training remains viable
and effective in meeting current
needs of all involved.

The first training was a three-
week, 9-hour course covering home
care, nursing needs, social services,
ethnic cultures, gerontology, on-
cology, listening and communication
skills, bed making and feeds. It has
been expanded until it now covers 16
hours of seminars with a 2-hour tour
of the hospital, familiarizing the ap-
plicants with the departments with
which they will interact. Bed making
was dropped as a seminar and is now
covered on the individual nursing
units. Seminars on dietary, speech
therapy, hospice in the community,
nursing unit personnel duties, and pa-
tient rehabilitation have been added.

Bi-yearly "rap sessions" with the
Patient Resource Volunteers produce
one advanced training course, or
series, yearly to meet their needs for
additional information in specified
areas such as: a pharmacologist to
speak on new drugs and their effects;
hospice care, concept and community
resources by an R.N. from the Board
of the Community Hospice (this has
been added to the Training Course);
and an oncologist specializing in
chemotherapy, death and dying, and
the terminally ill patient and family.
For the past two years a tour of a
local rehabilitative skilled nursing fa-
cility has been arranged.

Each volunteer applicant must
complete the full Training Course be-
fore a day of orientation on a nursing
unit. And, prior to a placement in-
terview, each must agree to one
year's service as a Patient Resource
Volunteer. They are then inter-
viewed for placement by the staff
person in charge of the nursing unit
or department selected by the vol-
unteer.

The first class was oriented by
the pilot project volunteer. Subse-
quent classes have been oriented by
Patient Resource Volunteers who re-
ceived superior evaluations from
their respective head nurses or de-
partment heads.
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RECRUITMENT

Enrollment for the first class,
September 1979, was recruited in-
house from approximately 800 adult
volunteers, using our volunteer news-
letter, bulletin boards and selective
one-on-one recruitment. Six volun-
teers, who were also R.N.s, formed
the nucleus of a class of twelve.
Designed to attract highly motivated
empathetic listeners with good social
skills, it was made clear at the onset
that the course was open to all re-
gardless of commitment, since it was
felt the training might provide wider
and more beneficial public relations
for the hospital in the surrounding
communities from which the volun-
teers came.

Subsequent classes included appli-
cants from the Junior League, Volun-
tary Action Center and a college
counseling center. Our best re-
cruiters are our own Patient Re-
source Volunteers. Several patients
served by these volunteers have ex-
pressed an interest in joining the
group.

Before our first class graduated,
the program was presented at the
head nurses' and nursing supervisors'
meetings. An article was published
in the nursing newsletter, and the
Patient Resource Volunteer job and
training descriptions were sent to all
nursing units for the Unit Procedures
book.

NURSING STAFF RELATIONS

It was erroneously presumed that
nursing was well informed concerning
the Patient Resource Volunteer's
role. Since 1942 volunteers have
been running errands, restocking sup-
plies, making beds and doing jobs that
have very little patient contact.
With all volunteers wearing the same
uniforms, it was natural for the staff
to assume the new volunteers' duties
were the same. The problem was
solved by giving each Patient Re-
source Volunteer a unique red badge,
reading PATIENT VOLUNTEER,
creating greater visibility. Head
nurses were alerted to the badge and
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the need to educate staff and our
problem soon disappeared.

PROGRAM DATA

Referrals and work have been
documented by the Patient Resource
Volunteers through a Daily Report
Sheet. Reports were filed daily for
eight months in 1982, January to
August, and since then have been
filed only for unusual requests or
referrals. These reports show large
numbers of patient and family re-
ferrals to:

1. Social Services - concerning
nursing homes, their costs, eligi-
bility and Title 19.

2. Social Services - for two cases
of suspected elderly abuse. One
involved the sale of an elderly
patient's home; the other, the pa-
tient believed she had been
tricked into signing a power of
attorney.

3. Home Care - for help in order-
ing medical equipment needed in
the patient's home and/or arrang-
ing for community resources such
as the V.N.A., a homemakers' ser-
vice, Meals on Wheels, etc.

4. Credit - for Patient Repre-
sentatives (paid personnel) to
assist the patients with insurance
information and help in filling out
insurance forms.

5. Credit Manager - for possible
Free Bed Funds for indigent pa-
tients with neither insurance,
welfare or funds to pay their bill,
protecting their confidentiality in
the process.

6. Dietary -to  discuss special
menu needs or wants. Registered
dietician and clinician may need
to confer on some requests.

7. Chaplains - for counseling.

8. Nursing, Palliative Care Team,
Clinicians - for various requests.

All referrals are reported first to
the staff person in charge of the
department or unit. Staff is particu-
larly appreciative of the patient
problem solving through department
referrals done by the Patient Re-



source Volunteers, saving the nursing
staff considerable time for those pa-
tients needing more acute nursing
care. The demanding patient who
monopolizes nursing time when not
acutely ill can be served by the vol-
unteer, whose listening and communi-
cations training can be used to defuse
the disruptive patient, thereby free-
ing the nurse's time for professional
duties with more critical cases.

The volunteer deals with the
larger needs through referrals, and
personally fills the everyday needs of
the patients and their families to
verbalize, socialize, for support,
compassion and understanding. The
volunteers help patients with menu
selection, write letters, bring nour-
ishments, feed, hold hands, touch
when appropriate, become involved
with rehabilitative and speech ther-
apy, encourage patients to exercise
their rights to question staff and
their physicians, and perform many
small acts that make the patient feel
cared for.

Nursing studies show that patients
with emotional support do better in
their recovery. Many of the acts
performed by the volunteer allow
contact with the patient, encouraging
conversation which may lead to dis-
cussion of areas of concern for re-
ferrals.

In individual cases the volunteers
are challenged by a patient with
above average needs. A young male
patient, victim of a motorcycle acci-
dent, was helped through his most
depressing days of adjusting to a
sightless future, by a very perceptive
Patient Resource Volunteer helping
him to focus on what he could do and
not on what he could no longer do.
An oncology patient, with whom a
Patient Resource Volunteer had es-
tablished a close rapport, turned to
the volunteer in his final days to fill
his need for understanding and sup-
port. His own family were unable to
give him support; they were unable to
accept his impending death. At the
patient's request the volunteer stayed
with him through two of his last

three nights. Other volunteers have
stayed the entire day to comfort
overanxious patients going to the
O.R.; or with a still-in-shock, just
diagnosed oncology patient, accom-
panying him/her to the first radiation
treatment. Two volunteers are con-
stantly working with dialysis and
kidney transplant patients -a diag-
nosis that carries much trauma. Two
others are on the spinal cord unit
dealing weekly with the depression of
the para and quadraplegics. One Pa-
tient Resource Volunteer was the
only person on a unit with whom an
eighty year old woman patient shared
her fear of men, which she disclosed
went back to a childhood molesta-
tion. Shared with the physician and
nursing staff, they were better able
to understand her resistance and atti-
tude toward her impending gyne-
cological operation. There are many
other cases documented in the De-
partment of Volunteer Services.

On a nursing unit, the volunteer
receives a patient briefing from the
head nurse or her designee each day
he/she arrives. Willingness on the
part of staff to discuss patient cases
with the volunteers enables the vol-
unteers to work effectively with pa-
tients. The cardex is available to the
volunteers with information on the
individual patients and attendance
at nursing staff report is encouraged
on many units. Several of the Pa-
tient Resource volunteers start their
day at 7 a.m. by attending staff re-
port.

Not all graduates of the course
elect to work on a nursing unit.
Some wish to use their training in
other patient areas.

SOME RESULTS

Four training courses were con-
ducted the first year; thereafter two
yearly. A total of 184 enrolled, 138
completed the course, 88 were as-
signed to a total of 17 nursing units.
Fifty are now working in other than
nursing units: Admitting, Emergency
Room, Family Lounge (serving
families of patients undergoing sur-
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gery and families of intensive care
unit patients), Visiting (volunteers
visit those patients admitted during
the previous #48-hour period), Pedi-
atric Operating Room (liaison with
parents), and the Pregnancy Termina-
tion Unit.

Success of the program has
brought requests from two depart-
ments for similar coverage using Pa-
tient Resource Volunteers. Working
with the Physical Therapy Rehabili-
tative Day Unit, a program was de-
signed to utilize the volunteers with
patients needing rehab services. The
volunteers work with the patients,
encouraging participation in exer-
cises and/or games--methods for in-
creasing their muscle dexterity and
skill. In the Chemotherapy Out-
Patient Unit the patients are in for
oncology blood work and LV.'s. Ex-
tended stays are often the case and
the volunteer has several hours to
listen to the patients' concerns per-
taining to loss of appetite or hair and
ability to cope with everyday activi-
ties. The volunteer's knowledge of
hospital resources, particularly die-
tary counseling services for oncology
and community sources, has been ex-
tremely helpful to these patients.

An additional plus is that the pro-
gram is attracting a number of young
women, many professionals, in their
late 20's, 30's and 40's who desire and
can manage challenging patient con-
tact. We have trained and placed 26
R.N.s and one social worker. Two
additional R.N.s, after taking the
course, and one R.N. regaining her
confidence after a year as a Patient
Resource Volunteer, have gone
through the hospital's R.N. Reentry
Program and are currently working in
the hospital. Two graduates, after
their year as Patient Resource volun-
teers, went on to become L.P.N.'s.

FUTURE GROWTH

Continuing evaluations and rap
sessions will affect training courses,
Basic and Advanced, through modifi-
cation as needed to remain effective
and beneficial to the patients and
their families.
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An oncologist and a radiologist,
with offices in the hospital's On-
cology Center, have requested Patient
Resource Volunteers to work with pa-
tients receiving radiation and/or
chemotherapy treatment at the cen-
ter. At the present time the center
does not have the necessary private
rooms to allow for the confidential
nature of such work by the volunteer.
Plans for the near future include re-
design and expansion and the addition
of small counseling rooms where pa-
tients and/or their families might
meet with staff or Patient Resource
Volunteers in private. This might
well be the first step toward a hos-
pital-based Outreach Hospice Volun-
teer Program.

CONCLUSION

The Patient Resource Volunteer
Program facilitates and helps to as-
sure the hospital's patients of quality
comprehensive health care delivery,
especially by uncovering problems
and concerns of patients and their
families, with resultant referrals of
those problems or concerns to the
proper departments for remedial
help. The program has proven to be a
creative use of volunteers in meeting
a vital need for patient communica-
tion within the hospital's framework.
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APPENDIX A

HARTFORD HOSPITAL

PATIENT RESOURCE VOLUNTEER

JOB DESCRIPTION

VOLUNTEER QUALIFICATIONS:

1.

A FEWLN

Desire for a challenging, creative, responsible, one on one patient
contact position.

Empathetic listener (compassion for others).

Relate well to people (sensitive to moods and needs).

Confidentiality.

Ability to work well with others.

Able to attend a four week training course. See attached "Training
Seminars" sheet for course content.

VOLUNTEER'S SIGNIFICANCE/VALUE:

1.

W= WN
L] L] .

6.

To meet patient's non-medical and social needs (emotional support
for patient and family).

Give nursing staff an additional resource to utilize with patient care.
Help to free nurses for quality care.

Contribute to the caring atmosphere of Hartford Hospital.

Identify needs and aid in problem solving by referring to the proper
professionals or departments.

Personal growth and satisfaction of volunteer.

VOLUNTEER RESPONSIBILITIES:

1.

Check for special requests by nursing staff.
Check NPO lists so that no food or liquids are given to these patients.
Check patient trays, to assist with feeding or whatever help may be
necessary.
Feed patients who may need help (encourage while feeding).
Make out menu sheets where needed.
Assist with personal hygiene (bathing, hair, etc.).
Visit patients and chat with them (Head nurse may tell you who is
lonely, depressed, anxious, etc.).
For patients who need fluids forced, get ginger ale, juice, ice water,
etc. from kitchen on floor. Report to nurse on what patient drank.
Offer to write letters, make phone calls, perk up flowers, etc.
Go to store for patient with special needs.
Straighten room.
Make beds where needed. Note type of bed requested, i.e. occupied,
unoccupied, post-op.
Try to obtain answers for patients' questions, and /or concerns.
DO NOT give advice, refer to Head Nurse.
BE ATTENTIVE TO:
Unspoken needs and anxieties.
Need for special services i.e. Chaplain, Discharge Planning, etc...
Little touches to make stay more comfortable.
Fearful or apprehensive family members.
The feelings of those with whom you work--patients and staff.
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APPENDIX B

HARTFORD HOSPITAL

PATIENT RESOURCE VOLUNTEER

TRAINING SEMINARS

TRAINING

L.

a)
b)

c)

d)

e)

f)

h)

)
j)
k)
)

m)

Four - 3-1/2 hour seminars over a period of four weeks, conducted by
department heads, assistant directors, clinicians, and specialists - all
experts in their area. Seminars are designed to acquaint trainees
with all resources for patients and their families available in or
through the departments of Hartford Hospital. They cover:

Course Introduction - Director of Volunteer Services - history and
supporting data for need of program.

Nursing needs - Assistant Director of Nursing - nursing today, its
changes and a look to the future, a partnership with the Patient
Resource Volunteer.

Social Service - Director of Social Services - nursing home, costs,
eligibility, Title 19, institutional transfers, elderly abuse, sexual
abuse.

Home Care - Director of Home Care - arrangements for the patient's
recovery at home; hospital equipment purchase or rental, V.N.A.,
Meals on Wheels, Homemaker's Services.

Oncology - Oncology Nurse Clinician, Hartford Hospital's Palliative
Care Team - the illness, patients' and family needs for support.
Hospice Care - Oncology Nurse Clinician serving on the Board of
Community Hospice of Greater Hartford - Community resources and
the role of the volunteer.

Geriatrics - Assistant Director of Nursing - the special needs of the
elderly patient. A.H.A. film "What Do You See" -a sensitive
portrayal of an elderly hospitalized patient.

Nursing Unit Personnel - Staff Development Specialist - nursing
duties and responsibilities of the R.N., S.N., L.P.N., and aide - Team
nursing.

Dietary - Chief Clinical Dietician - The medical dietary needs of
patients and patient satisfaction.

Speech Therapy - Speech Pathologist - how to work with the asphasic
patient - brain damaged-Tumor, stroke, accident.

Listening and Communication Skills - Staff Development Instructor,
R.N., M.A. in Communications.

Ethnic Differences - Employee Development Specialist - Hispanic
culture.

Panel Discussion - Patient Resource Volunteers - relating their per-
sonal experiences, problem solving and referrals.

All speakers serve as constant referral resources for the Patient Resource
Volunteers.

2.

A two hour general hospital orientation and tour for all new volun-
teers.
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One day of orientation to a nursing unit or department by a Patient
Resource Volunteer Trainer.

A commitment of one year, once a week, is asked of every Patient
Resource Volunteer applicant.

Assignment is done through a placement interview with the staff
person in charge of the nursing unit or department of the volunteer's
choice.

Recommended hours for a nursing unit - 8:30 am - 1 pm to assist with
feeding patients if needed.

Hours for other departments arranged individually.

One advanced seminar is arranged yearly, based on Patient Resource
Volunteer requests from bi-yearly rap sessions shared with the
Director of Volunteer Services.

The Patient Resource Volunteers maintain their own support group(s)
to share experiences and give support on an ongoing but unscheduled
basis.

The Director of Volunteer Services is the principal support person for
the Patient Resource Volunteer Services.
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( Letters

Dear Editor:

Congratulations on an absolutely
outstanding and thought provoking
Summer 1984 Journal. Iread it cover
to cover and found something per-
tinent and stimulating in every
article.

Accepting your invitation to re-
spond to the Saxon and Sawyer ar-
ticle, "A Systematic Approach for
Volunteer Assignment and Reten-
tion," I suggest that a skillful Volun-
teer Coordinator can achieve very
positive results through an in-depth
and sensitive intake interview to
meet the desired goals of matching
the volunteer's skills and abilities
with volunteer jobs, relating the as-
signment to the volunteer's estab-
lished work values and meeting the
volunteer's personal needs and inter-
ests. There may be a few specified
situations that would call for using
the DOT, GOE and SCO but my ob-
servation is in the vast majority of
cases, they would not be expedient or
necessary tools.

In reference to Graff's "The Role
of Volunteers During a Strike," I
would add the experience of Marin
County's Civic Center Volunteers,
which was started coincidentally
within a month of the County's first
strike. By having volunteers honor
the strike, we dispelled many fears of
volunteers replacing paid workers and
helped insure an on-going collabora-
tive relationship between the unions
and the volunteers. Our volunteers
were not in direct service/patient
care situations, but worked primarily
in offices.

Sincerely,

JOAN BROWN, Coordinator
Civic Center Volunteers

San Rafael, California

Dear Editor:

I have great pleasure in enclosing
a copy of the information you sug-
gested might be appropriate for the
Fall 1984 issue of The Journal. The
article describes generally and oc-
casionally specifically the work of
NCVO within the overall context of
the voluntary sector. I hope you can
make use of it!

Given the presence of our li-
brary--the largest collection in the
country--we have a ready-made op-
portunity to circulate The Journal
throughout the organisation. Also,
we would gladly receive full details
and information about your con-
ference which would be of particular
interest to NCVO's International Af-
fairs department.

Can I conclude by saying how
grateful I am to your interest shown
in NCVO! I look forward to receiving
the next issue of The Journal shortly.

With best wishes,

Nick Tester, Press & Publicity
Officer

National Council for Voluntary Or-
ganizations

London, England

Ed. Note: The following is the infor-

mation sent by Mr. Tester.

NCVO--HELPING THE HELPERS
Britain's long tradition of inde-
pendent voluntary effort has come a
long way since the last century when
it was the soup kitchen queues which
typified the caring approach pio-
neered by charities. Today, the vol-
untary sector is big business. In pure
cash terms the 150,000 or so chari-
ties and voluntary organisations who

34 THE JOURNAL OF VOLUNTEER ADMINISTRATION
Fall 1984



are active in virtually every personal,
social, environmental and recrea-
tional area share an annual income in
excess of some L7 billion. In human
terms voluntary work consumes
above 13 million hours each week
with one adult in ten, about three
million people, taking part in volun-
tary action of some kind or another.

All this adds up to a lot of caring.
To be effective, voluntary organisa-
tions need to know at first hand de-
tails of government policy. Or-
ganisations need to be sure of each
others plans, especially if they are to
speak with one voice when at-
tempting to influence decisions and
to react consistently when responding
to legislation and the introduction of
new social ideas. Because they are
independent and largely free of sta-
tutory shackles, voluntary organisa-
tions need guidance from sources
other than government. And often
they have to be encouraged to adopt
new actions and pursue different di-
rections if the needs of the less for-
tunate, for example, are to be
tackled.

Put bluntly, voluntary action and
the organisations beneath this mantle
require three things: protection and
prepresentation; information; and
promotion. So, who cares for the
carers?

The National Council for Volun-
tary Organisations (NCVO) is the
main representative, advisory and de-
velopment agency in England for in-
dependent voluntary action. It is a
registered charity itself with a mem-
bership of hundreds of major national
voluntary organisations and charities
and local community groups. NCVO's
clients, unlike those of its members,
are not 'people in need' as such but
voluntary organisations. Therefore,
NCVO does not enlist the efforts of
volunteers to take part in pro-
grammes of action but clears the way
forward for more and better volun-
teering to be possible.
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Most members are brought to-
gether at NCVO in networks repre-
senting common interests like per-
sonal and family services, or health
and handicaps. Membership groups
help to keep various voluntary or-
ganisations in touch with each other.
They also enable British organisations
to share experiences with overseas
counterparts and thus develop a truly
international dimension to their work
by being part of NCVO's links with
voluntary effort in other countries.

Given the presence of interest
groups, NCVO is able to filter varied,
and often complex, government
statements through to the voluntary
sector. It is also in a strong position
to speak on behalf of the sector when
seeking to contribute to government's
own decision making processes.

A second role for NCVO is to
provide professional advisory services
to voluntary organisations. These
range from general information--the
NCVO Library contains more than
10,000 books, pamphlets and journals
relevant to voluntary organisations,
the largest collection in the UK--to
more specific advice giving on fund-
raising, publicity, publishing, man-
agement and legal matters. Like any
other business venture voluntary or-
ganisations need to be kept up to
date on the vast range of statistics,
policy documents and decisions af-
fecting their work in the all-
embracing world of social action.

Thirdly, NCVO seeks to extend
the scope of voluntary action in new
areas. Recent emphasis has been
placed on supporting more ethnic
minority groups and a rule change
governing membership to NCVO has
been widely seen as a strong step in
the right direction.

One barrier to this drive to en-
courage sustained social action is
Britain's ailing charity laws. Since
charitable status can bring enormous
tax benefits to voluntary organisa-



tions, NCVO has developed a cam-
paign to bring about changes in
charity law whereby organisations in-
volved in human rights and unemploy-
ment are no longer excluded from the
law. This recommendation has been
made in the belief that human rights,
for example, should not be viewed as
a political activity--something which
currently acts against organisations
applying for charitable status.

One of NCVO's most successful
methods of introducing new projects
is to establish special units within the
organisation to do the job. In time
many of these units become self-
sufficient to operate on their own
with NCVO support from time to
time. Examples of fully-fledged or-
ganisations created by NCVO include
Age Concern and the National As-
sociation of  Citizens' Advice
Bureaux.

Another, more recent and from an
American point of view more close at
home, organisation is United Funds.
This has just established local com-
munity funds in several parts of Eng-
land which allow people at work a
chance to give regular tax-free sup-
port to the charities of their own
choice. It was the overall success of
the scheme in the United States
which persuaded NCVO Chairman Mr.
Peter Jay to take the concept back
to Britain when returning from Wash-
ington as British Ambassador in the
late '70s. Now the community funds
initiative in England has been boosted
by a recent government announce-
ment to allow its half a million civil
servants to contribute in the scheme.
This step alone provides a sharp in-
sight into the extent of pressure
brought to bear on the government by
NCVO working on behalf of the vol-
untary sector as a whole.

For more information, contact:

Nick Tester

Press & Publicity Officer

National Council for Voluntary Or-
ganisations

26 Bedford Square

London WCIB 3HU

England
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already benefitting from this important resource. You can extend
the readership of THE JOURNAL by encouraging your Tocal Tibrary to
subscribe. Also, college/university libraries are utilized by both
students and practitioners interested in research on volunteerism,
but too few such institutions subscribe to THE JOURNAL now. If

you agree that this publication would be of value to a wider
readership, please copy the form below and give it to whatever
library you think might be interested. Showing a copy of the
Cumulative Index printed in this issue might help, too!

Dear Librarian:

I would 1like to draw your attention to an important publication
dealing with issues in the field of volunteer management. It

is titled THE JOURNAL OF VOLUNTEER ADMINISTRATION and is published
quarterly by the Association for Volunteer Administration.

THE JOURNAL OF VOLUNTEER ADMINISTRATION publishes articles about
model volunteer programs, successful techniques of management,
and issues and trends affecting volunteering—with a national
perspective and offering a wide array of types of citizen action
(from hospitals to schools to parks and recreation).

A subscription to THE JOURNAL would benefit many people in our
community and would be of value to researchers. THE JOURNAL is
abstracted and indexed in several scholarly references.

Thank you for considering my suggestion.

Name:

Organization:

Address:
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Subscriptions to THE JOURNAL OF VOLUNTEER ADMINISTRATION are

$20 per year or $50 for three years. To subscribe or for further
information, contact: Association for Volunteer Administration,
P.0. Box 4584, Boulder, CO 80306. :

Library:
Address:

zip:
Librarian: Telephone:
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