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STEPS IN NEEDS SURVEY

Community or Needs Survey

Compilation and Interpretation of Data

. Recommendations to Advisory Committee or Board
of Directors
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COMMUNITY ASSESSMENT
A Guide to a Three Month Community Assessment

Board of Directors/Advisory Committee decide to
conduct a Community Assessment.

President/Chairperson appoints an Ad Hoc Community
Assessment Committee.

Ad Hoc Committee develops a plan for the areas to
assess and questions to ask.
A. Who do we ask about our community and our agency?
1) educators
2) church leaders _
- 3) law enforcement personnel
4) other social service agencies
5) our own members
6) our own Board
7) members/clients
8) non-members/clients
9) elected officials
B. What questions do we ask of those outside
the agency?
1) what does our community do well in the area
we serve?
2) what are your top concerns for our community
in our area of service?
3) what do you think of our agency?
C. What questions do we ask of the people who are a
part of our agency?
1) the same questions for those outside the
agency
2) what does our agency do for you personally?
3) what services do we provide that meet your
needs?
4) what services could we provide that would
help you?

Ad Hoc Committee/Staff compile the raw data.
A. Analyse the raw data and develop an outline
of report and conclusions.
B. Prepare report to present to the Board of
Directors/Advisory Committee.

Board of Directors/Advisory Committee establishes
goals/objectives based on Community Assessment
information.

Committees and staff develop work plans based on
the goal/objectives. ‘
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This
completed through telephone
interviews in less than a month.

PROGRAM NEEDS SURVEY PROCESS AND QUESTIONS

List major constituencies of our community that are
knowledgeable about our services and/or clients.
(racial, religious, ethnic, educational, political,
medical, governmental, agricultural, etc.g

Decide which persons in those constituencies who
should be asked their opinion about our agency.
(Example, Chief of Police, school principal,
director of mental health center, members/clients
of our agency/organization, and Chairperson of Crop
Association, etc.)

Collect demographic data on the client group or
geographic area served. (population, races, sex,
employment, single parent households, etc.)

Decide what questions you want to ask those persons,
such as:

* What services does the agency offer to the
community that you perceive as being successful
and meeting current needs of our clients?

* What image do you have of ............. ceeeen
(insert name of organization)?

* What needs exist in the community related to the
client group we are serving?

* How could those needs be met?

* What recommendations would you make that could
help us improve our current services?

* What recommendations would you make for new
programs we could offer?

Assign who will interview each person.
Provide the committee conducting the interviews with

a sheet containing questions and room for answers?
(Multiple copies)

&

Determine date for interview completion.

Designate person to receive
interviews as they are
completed and call members <7
to see how they are
progressing.

needs survey could be
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VOLUNTEER EFFECTIVENESS CHART

NAME OF PROGRAM (VOLUNTEER USE EFFECTIVENESS , RECOMMENDATION
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SUGGESTED OUTLINE FOR
BOARD OF DIRECTOR/ADVISORY COMMITTEE
GOALS AND OBJECTIVES '

A meal

Review of the previous goals/objectives and how
the agency has achieved them.

Each person lists 3 - 5 items they would like
to see as goals for the agency in the coming
year.

Participants number off by 3's. Small groups

are formed and assigned a working area.

A. Write down everyone's ideas for
goal/objectives

. Eliminate duplicates

. Group prioritizes the list by consensus

. Write a new list on newsprint

. Select a reported to report back

HOO®

Small groups come back to one large group.
A. Each group presents report
B. Large group decides on the 2 - 3 major
goals and objectives
1) discussion is on issues
2) use colored 'stick on' dots for
participants to vote on their first
and second choice or decide by
concensus

Decision of the group is publicized in the
newsletter or special mailing and is voted upon
at the Annual Meeting of the Organization.

Participants in the workshop must include: Board off
Directors/Advisory Committee, Staff, Committee members.

Time Frame: About 3 1/2 hours
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Strategic Planning Process

Complete community needs assessments and/or program
needs assessments.

Report the results of a needs assessments to the
group establishing the plan for the organization.

Group determines goals for the organization.

Committees establish objectives based on goals for
each program or area of operation.

Committees create work plans based on objectives.

Staff create work plans based on objectives and
workplans of committees to which they are assigned.

Top administrative volunteer and staff monitor the
progress of the plan and see the reports are freely
shared within the agency.

Plans become programs. (See Chapter 4)
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GOALS

must be
1. measureable 3. flexible
2. achieveable 4. demanding

5. observable

Write one to three goals you would like to achieve in the
next year. Be sure they meet all of the above criteria.

1.
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OBJECTTIVES
must be

1. measureable 3. flexible
2. achieveable 4, demanding
5. observable

Write one to three objectives you would like to achieve
in the next year. Be sure they meet all of the above
criteria.

1.
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COMMITTEE WORK PLANS

Established objective:

How will we contribute accomplish this objective?

10

Established objective:

How will we contribute accomplish this objective?

1.

Established objective:

How will we contribute accomplish this objective?

1.
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VOLUNTEER AND/OR EMPLOYEE WORK PLAN

Established objective:
"How will I contribute to accomplish this objective?

1.
2
3.
4
5

Established objective:

How will I contribute to accomplish this objective?

(S S L

Established objective:

How will I contribute to accomplish this objective?

(S, N CL O A
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GOALS AND OBJECTIVES:
Monitoring Strategic Planning

Complete a written document containing goals and
objectives.

Distribute PLAN to all Board and staff.

Executive Director directs staff and committees
to complete work plans.

President monitors objectives =--
a. Quarterly committee up-date to Board on

achievement of objectives

b. written reports to Board on objective progress

Executive Director/Volunteer coordinator monitors
work plans =--

a.
b.

regular monthly reports from staff
report to Board on how staff work is impacting
objectives

Evaluation of completion --

A0 oD

at Annual Meeting

at last Board meeting of year

at first Board meeting of year

at following year's meeting to set new goals
and objectives

Regular meeting to establish goals --

a.
b.

each year review/establish objectives
every second or third year review/establish goals
(committees do objectives on year-by-year basis)

THIS IS A REPETITIVE PROCESS!!!
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PROGRAM PLANNING


















Name of Program:

Client

PROGRAM DELIVERY

Age

Sex

Benefit
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PROGRAM ASSESSMENT CHART

CLIENT SERVICE BENEFIT §RESOURCE SUPPORT | VOLUNTEERS
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newspaper - a form to reach client or service
group with information about the program

panel discussion - a group of citizens, experts
who provide information; dialogue

programmed instruction - a mechanized tool to
teach skills or behavior such as computers,
movies, video tapes

radio - provide information, instruction,
discussion on the radio

role playing - asking clients to participate in a
process where they gain some knowledge or
experience through the use of acting out how
someone might react in a program situation

simulation - to recreate a situation as close to
reality for clients or members to observe

singing - providing a service to a community
through singing or playing an instrument

television course - teaching or presenting
information in a video format
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PROGRAM PLANNING

TECHNIQUES

DEFINITION: A technique is the method selected by an agency

or

organization to deliver a program or service to a

community or client group.

s
"~

te
W

apprenticeship - an individual affiliating with
expert or experts in a field or industry

brochures - communicating information about the
program through the use of informational pamphlets

case study - using real or hypothetical examples to
solve real problems

community forum - large group meeting to achieve
some end

consultation - involving people in activities with
noted experts in a field

demonstration - presenting the information through
showing others how it is done

discussion - talking over a situation; dialogue

displays - photograpphy, graphics, art work
designed to communicate the goals and aims
of the program

field trip - visiting a place to learn more about
the program, its goals and aims

intern - providing students the opportunity for
learning inside the agency or establishing an
intern program for agency/organization's
volunteers to learn from others

interview - having interviews conducted by people
or having people in an organization interviewed

magazine - provide information on a topic through
printed format
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DEVICES
for

PROGRAM DELIVERY

Definition: A device is usually a mechanical way in which a
program or service technique can be delivered to a
community or client group.

slide/tapes
cassettes
newsletters
movies
handbooks
newspapers
radio
television
puppets
telephone
posters
brochures
people
samples
kits

games
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CHAPTER 5
MARKET RESEARCH
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SIMPLIFIED MARKETING RESEARCH PLAN

Client/Member Research

State the mission of the program/service in terms that
are measureable and observable.

a. What is the mission of the program/service?
b. Who are we offering this service to?

c. What will be done to the people we serve
during this program/service?

d. Why are we doing this program/service?
e. Where will the program/service be performed?
f. When will it occur?
g. How much will it cost to provide this
program/service?
Volunteer Research

Summarize the strategy to achieve the mission of the
program/service.

a. Examine existing resources.

b. 1Identify resources and volunteers necessary
to achieve the mission of the program/service.

c. Identify attitudes and behavior of potential
volunteers.

d. Develop tools to reach target market of
volunteers.

edtaatoats ot

*%%%% Review marketing plan every six months ik
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MISSION OF YOUR ORGANIZATION

In one sentence, state the mission of your agency or
organization.

Whom are you in business to serve?

Choose three (3) words that capture the spirit and
essence of your agency or organization.
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MARKETS: MASS AND SEGMENTED

A MARKET is any group or individual with whom you want to
exchange something for mutual benefit.

List the major or mass markets of your organization or
agency.

A MARKET SEGMENT is a sub-group with common
characteristics.

List your current market segments.

Select new market segments that you would like to serve
with your current or new product or service.
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ANALYZING THE MARKET

List the segments you have selected. Describe the
segments and list their needs.

MARKETING SEGMENT DESCRIPTION NEEDS/ATTITUDES
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this

What
help

What
thus

RESOURCE ANALYSIS

needs does my organization have in order to complete
program or project?

resources currently exist within the organization to
us do this program or project?

conclusions would you draw from the data you have
far collected?
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Whom

With

How?
best

WORK PLAN

do you want to reach most?

what key message?

Brainstorm all the possible methods and "star" the
ideas.
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CHAPTER 6
JOB DESCRIPTIONS
















WORKSHEET ON JOB DESCRIPTIONS

Job Title:
Accountable to (supervisor, helper):

Description of responsibilities:

Specific Duties:

1.

v LN

Qualifications:
1. Age:
2. Education:
3. Experience:

4. Other:

Time Requirements:

Benefits:

Training Required:
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Position:

Supervisor:

Hours:

Financial:

Area:

General
Description:

Duties:

VOLUNTEER-STAFF TRAINER
Information Sheet
Area Trainer

Monitor (experienced, former trainer) and
Club Coordinator

50 - 60 hours during a year

Reimbursement money is available for
mileage, and approved out-of-pocket
expenses. (This would include child care
costs)

Trainers are needed as follows:

Burbank area - 2
Prescott/Touchet - 2
Walla Walla/Dixie - 4

Provide training for all leaders and
assistants in a specific geographic area.

1. Plan training sessions for Camp Fire
club leaders in the assigned geographic
area under the direction of the
training monitors.

2. Conduct Basic Camp Fire Training and
Camp Fire Awards Training for all
leaders and assistants in the assigned
geographic area.

3. Attend a training session once per year
to learn how to be a Camp Fire Trainer.

4. Work with the Training Monitors to
up-date and assess the needs of
volunteers in the club program.

5. Agree to serve for one year from
August 1 to July 31.
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6. Submit bills and receipts to the Camp
Fire office for out-of-pocket expenses
incurred in the performance of your
job as a trainer, i.e. mileage, approved
long distance phone calls.

(Sample job description)
Copyright: Walla Walla Council of Camp Fire
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JOB DESCRIPTIONS

Providing Job Descriptions in Agencies
with on-going programs

Board or Advisory Committee policy on job descriptions

. Write job descriptions for all new positions

Set goal to write or revise old descriptions (for
example, 3 each year)
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CHAPTER 7
ADVERTISING AND PROMOTION
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ADVERTISING AND PROMOTION
TOOLS AND TECHNIQUES

Product: What product are we selling and how will it
meet the volunteer's need?

;P W N R

Promotion: What devices can we use that will attract the
volunteer to our product?

=~ N e

Placement: Where can we locate the devices we have
selected so they will be seen by our targeted
potential volunteer market?

A wWwON R
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Price:

WO e

What is the cost in money and time to our
potential volunteer?
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PROMOTIONAL DEVICES AND TECHNIQUES
Techniques

Brochures - simple one page informational tract designed
to impart information about a program or service

Bus/Subway cards - usually paid advertising for program
or service on public transportation system

Hand-bills - one page flyer that is printed on one side,
can be used on car windshields or as grocery
bag stuffer

Posters - attractive large board with information about a
program or service

Public Service Announcements (PSA's) - commonly used on
radio and/or television to carry the message of
program or service

Want-ads - request for volunteer help in the section of
the paper reserved for volunteer organizations or
"help-wanted" section

Devices

Billboards - large displays to promote program or service

Direct Mail - information mailed directly to prospective
clients or volunteers

Display booth - posters, pictures, and other items from a
program to illustrate the servicej;placed in shopping
malls, fairs, PTA carnivals, flea markets

Mobile information unit - a van or trailor with displays
and extensive information about a program or service

Movies - opportunity to record actual program or

volunteers in action, or use ''star" to help sell
program or service
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Other volunteers - the single most successful method of
recruiting volunteers

Races or competitive events (marathons, fun runs) -
sponsor an event, produce T-shirts, get publicity to
highlight a program or service

Radio - same as television

Restaurant tray liners - fast food resturants use food
tray liners which can be printed with the message of
your program or service

Slide-tape presentation - scripted, electronically pulsed
slide/tape presentation used in promotion of
a program

Telephone - tool for contacting potential volunteers

Television - place to have interviews, PSA's, and/or
special programs about an agency

Video-tape presentation - scripted, acted out
presentation that promotes an agency program or
service

Window displays - exhibits or program items in stores,

especially effective when done once a year to
promote special event of agency
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CHAPTER 8
RECRUITING
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RECRUITING SALES FORCE PREPARATION PLAN
Questions that should be answered before launching a
recruiting effort:

1) Is your recruiting campaign planned?

2) What kind of sales force is needed (number, sex,
age, training, etc.)

3) Who will monitor the progress of the recruiting plan.
4) What types of supplies will each recruiter need?

5) Is a publicity campaign planned to help the public
know about your effort?

6) Are there goals set for the number of volunteers
to be recruited?

7) Do recruiters know the "territory" they must cover?
8) What is your budget?

~

9) If your agency has competitors, do you know what
they are doing?
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List all the tasks needing to be done.

IMPLEMENTATION OF THE PLAN

Assign the

responsibility and agree on a completion date.

TASK

PERSON RESP.

START
DATE

FINISH
DATE

COMMENTS
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TRAINING THE RECRUITER

Be sure the following topics are covered as you plan your
training for the recruiting sales force.

1. Explain the development of the program.

2. What are the benefits of the program to the
volunteer?

3. Details of the program they need to know to
successfully sell a volunteer opportunity.

4. Explain how your program is different from
others that may seem similar.

5. Presentation of recruiting campaign.(literature,
deadlines, publicity material, recruiting goals,
areas to be covered.)

6. Explain system for reporting.

7. Share how you will keep the recruiters informed
as the campaign progresses.

8. Training should be positive!

page 87



s~ NN -

(9]

10.

TIPS FOR WORKING WITH VOLUNTEER RECRUITERS

Make sure they have adequate materials.
Keep in touch regularly with staff or chairperson.
Answer questions promptly.

Teach techniques so recruiters don't personalize
the negative responses.

Do not ask people to do more than recruit.
Do something different at each reporting meeting.

Help them to know when to call for help and
when to back off.

Help them avoid waiting until the last minute.
Help them avoid giving up.

Teach them techniques to avoid trying to do
it all at once.
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KEY FACTORS FOR SUCCESSFUL RECRUITING TEAMS
Clear Time Line

Recruiting campaigns need clear beginning and ending
times. Volunteers and staff need to see a schedule and
know clearly the meeting dates, deadlines, and reporting
schedules.

Advertising and Promotion

All publicity to support the recruiting campaign should
be shared with recruiters. They need to know the timing
as it will affect the recruiting activities. It 1is
important for them to know dates of press releases,
distribution dates for brochures, and informational
meeting dates.

Printed Material

The Recruiting Team needs a paper work support system.
Examples might be: one page summary on agency and
program, volunteer applications, job descriptions,
brochures, schedules, etc.. This should bein an
attractive packet.

Recruiter Meetings

Short reporting sessions for recruiters can be wused to
keep energy levels and enthusiasm high. Give awards and
incentives at each session: "trophy" for dealing with the
grouchiest person, applause for top recruiter, pencil for
most improved. Meeting should be fun, up-beat, and
filled with reports on progress and suggestions. Make
sure they are short and at a convenient time for
everyone. Always have new ideas and
suggestions. Do not over do it.
Information needs to flow both ways.

Closure Event

Wind up the recruiting effort with a
bang! Everyone receives recognition.
Make it fun!
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Evaluation

Verbal and written evaluations could be part of the
closure event. Everyone included in the process should
be given the opportunity to evaluate and make suggestions
for the future.
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SAMPLE RECRUITING PLAN

Nominating Committee for Board of Directors

June-July: Marketing Plan

ot
”

als
"

s
”"

ols
"

who do we have on Board (age, sex, job, interests,
skills, race, etc.)

who do we want on Board (types, not names)

where might we find these people - brainstorm
sources, contacts, etc.

what materials are needed to tell our story
(current literature, application/information sheet,
new items)

Completed by: entire committee, assigned staff.

July-Sept.: Recruiting Campaign

b
"

staff and chairperson meet to discuss proposed
campaign

meeting to finalize names and prioritize

staff completes plan for final approval by
committee

dates, time, places, etc.

Completed by: Chairperson, staff, total committee.



Sept.-Oct.: Training/Planning

%

ote
"

Committee trained for recruiting effort (as well
as special recruiters, if needed)

Distribution of recruiting packets
Assignment of candidates to recruiters

Explanation of reporting system so there is
no duplication.

Completed by: Committee and staff.

Oct.-Nov.: The Campaign

v

N

wte
”~»

Recruiting of candidates

Reporting meetings as needed

Completed by: Committee and chairperson

Nov.-Dec.

ots
"~

te
"

ot
"~

Orientation of new members (if single slate)

Completion of Record Keeping for following
year follow-up

Evaluation/Marketing Plan Review

Completed by: Committee, staff, chairperson, new

Board members.

Dec.-Jan.: Election/Recognition

ats
"~

oto
riy

Election/Installation of new officers

Recognition of Recruiting Team at election
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For further reading on Recruiting

Conrad, William R., and Glenn, William R., THE
EFFECTIVE VOLUNTARY BOARD OF DIRECTORS,
Chapter 37, '"Nominating Committee', page 109,
Swallow Press, Chicago, IL, 1976.

Smith, Richard, and Dick, Ginger, GETTING SALES,
Chapter 1, "Matching Your Product to Your
Market'", page 1, Smith Associates, Canada, 1981.

Wilson, Marlene, THE EFFECTIVE MANAGEMENT OF VOLUNTEER
PROGRAMS, Chapter VI, "Designing Jobs and
Recruiting to Fill Them'", page 101, Volunteer
Management Associates, Boulder, CO, 1981.
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AN INTERVIEW PROCESS

Gain Favorable Attention

a0 oo

Exchange names

Smile

Be friendly

Show interest in them

. Put person at ease

Determine their Interest

[ =P e B o a1)

. Ask direct questions

. Qualifications

. Use leading questions

. Look for person's interests
. Listen

Bring interests and benefits together

(03N e P el o iV

. Repeat interest

Stress the benefits
Personalize
Stay at the prospects level

. Use examples

Close with person in the picture

O oo

. Personalize 'you' as the volunteer
. Tell what is next

. Appreciate them

. Approve their choice
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ASKING THE RIGHT QUESTIONS
Note the difference
1. How old are you? 1. What personal goals do you
consider in choosing a

volunteer job?

2. Do you have children? 2. Tell me about your family.

3. What jobs have you 3. What was the best thing
held? about your last job?
4. Are you married? 4. What type of work do

you enjoy?

B L . R e L I T S ™ IR SR I\
”»n rly [AY "~ "~ " "~ " "~ "~ "~ ~ Y " ”» "~ -~ "~ " "~ "~ -~ [AY A " "~ "~ "

Non-directive Interview Style

- interviewer is catalyst

- interviewee has more control

- depth of answers is greater

- gets at attitudes, motivation, stability
- uses silence appropriately

wo Wl Wle ats ale e Wls Wls Wl ala afs Wl Wle Wle ale s Wls Wls Wle Wl Wl e Wl Wl Wfe  Wle  Wfe Wl
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Suggested Questions

What did you enjoy most about your last job? Least?
What do you enjoy as a leisure activity?

Tell me about your family.

What do you hope to be doing in five years?

What type of people do you enjoy working with most?
Describe your work habits.

. What are important decisions you have made about
your life?

What did you like best about your previous
supervisor? Least?

. What would be an ideal volunteer job for you?

How do you deal with anger - on the job and/or

at home?

[@ RN} o} NounmPWwWNE

-
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d.

STANDARDIZE INTERVIEW
Sample

Nominating Committee
Board of Directors Advisory Committee

. Introductions

. Reason for visit or phone call
a.
b.
c.

Background on agency

Recruiter's position with agency
Volunteer job you want person to fill

1) short description of job

Would like to discuss this position with
you and why we need you!

. Ask open ended questions
a.

Samples

1) what do you know about our agency

2) have you been involved in positions
with leadership positions

3) what did you enjoy about those leadership

positions
4) are you interested in our organization
and its leadership team

. Are there any questions

Give or send literature - applications
and brochures

. Make arrangements for call back if necessary
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VOLUNTEER APPLICATION

N Day Phone ..........
ADDRESS ..ttt iiiiiiiiiitnnnnnannnns Eve. Phone ..........
Time Available for Volunteering ..........ciiieiiieinenen..
Special Time of the Year Available ..........ciiiiiieiinn..

Usually Available:

Morning ..... Afternoons
Evening ..... Weekends .....
Hobbies Interests Skills

Employment:
Company Job Supervisor Phone

Do you have health limitations which would interfere in the
performance of this volunteer job? Yes ... No
Explanation:

List 3 non-family members who could provide references.
NAME ADDRESS PHONE

ooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo
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CONTRACTING WORKSHEET

This contracting worksheet is for you to use as you draft a
contract for your agency.

JObD Tatl e ittt et tetetteeecoooecessosossoscossocsscsosssses

Name Of VOolUNLEeOT ! vttt ittt ittt eeeeceoeeensensoessoosnasens

ooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo
ooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

ooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

ooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo
ooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

ooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

ooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

ooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

Volunteer Responsibilities Begin: .......... End: .........
Contract Renewal Date: ........ .. ittt iiiiiiiiinnnnnns
Volunteer _oooooononmmenee ﬁéié -----
Apenay SEagETTTTITII I e ﬁéié .....
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BIBLIOGRAPHY

For further reading on
interviewing, applications, and contracts

Allison, Mary Ann, and Allison, Eric W., MANAGING
UP, MANAGING DOWN, Chapter 9, "Winners: How to
Develop Your Team", page 102, Simon & Schuster,
NY, 1984.

Hellriegal, Don, and Slocum, Jr., John W., MANAGEMENT:
CONTINGENCY APPROACHES, "Individual Problems When
Entering Groups'", page 316, Addison-Wesley,
Reading, MA, 1978.

Wilson, Marlene, THE EFFECTIVE MANAGEMENT OF
VOLUNTEER PROGRAMS, Chapter 7, "Interviewing
and Placing Volunteers", page 121, Volunteer
Management Associates, Boulder, CO, 1976.
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CHAPTER 10
TRAINING
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Andragoay assumptions by Halcolm Knowles:

4 main differences belween the learning process of children

and adults:

Changes in:

Children as Ledrners

Adults as Learners

Self-Concept

Passive. dependent,
Seek extrinsic reward,
Receptors of knowledges
Judged by others

" Self-directings

Depend on self,
Rewards intrinsic to
sel f-purposea

Active by choicea
"Now™ oriented.
Judged by self-

Role of Experience

None or limited-

Has a growing reservoi
as a resource for
learning-

Establishes self-
identity and has

deep value-

Relate old experiences
with new for learning-
Promotes experimental
learning-

Readiness to learn

Part of physiological
and mental maturation.
Academic pressure.

Oriented to develop-
mental tasks of social
roles-

Time learning exper-
iences with these
developmental tasks.

Orientation to learning

Postponed application,
Subject-centereda
Accumulation of material
for later application.

Immediacy of applicati
Problem-centered-

To improve ability to
deal with life problem
NOUW «

(oping with current
life problem-

"Andragogy: An Emergimg Technology for Adult

Learning3 Chapter 3 from

Malcolm S.- Knowlesa The flodern Practice of Adult Education--Andragoqy vs-

Pedaqogy- 1970
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ADULT INFORMAL EDUCATIONAL GENERALIZATIONS

Definition: Adult education is the process through which
adults have and use opportunities to learn systematically
under the guidance of an agency, teacher, or a leader.
It is a continuing cycle of planning, conducting, and
evaluating learning activities for adults. It requires
guidance by a trained teacher or leader. It is concerned
with purposeful guided learning.

1. For an adult, few experiences are new. He fits new
information into his organized body of 1ideas about
society.

2. Adults have likes and dislikes with dislikes getting
stronger with age.

3. Many adults doubt their ability to learn.

4. While the ability to 1learn 1is not impaired with
advancing age, physical things may affect it.

5. Adults are extremely sensitive to failure in the
learning situation.

6. Adult learners are almost always part-time learners
and the voluntary nature of what they do needs to be
acknowledged and respected.

7. Adult learners expect the answers they get to be
correct and work.

8. No matter the class taken, the adult learner believes
it will fit into his daily life.

9. There will be a wide variance in student's age,
experience, motivation, and goals.

10. The instructional strategy must be made to fit the
learner, not the learner to the strategy.

11. An understanding must exist that learning is a slow,
evolutionary, undramatic undertaking that can be
harvested only after many years of constructive efforts.

12. Those who are affected by training de0131ons should -
have a share in making those decisions.

13. Leadership in an informal situation should be shared.
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PROGRAM/FEATURES

1.

2.

3.

e

5.

T

PROGRAM BENEFITS

VOLUNTEER BENEFITS
1a. |

1b.

1e.

2a.

2b.

2¢c.

3a.

3b.

3c.

4a.

4b.

4e.

5a.

5b.

5c.

6a.

6b,

6c.

7a.

7b.

7c.

8a.
8b..

‘8c.
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DALE'S "CONE OF EXPERIENCE"

= 10% / READ

; _ // HEAR \\20%
/
~ 80% /  SEE

/ HEAR and SEE \60%

- 70% / SAY or WRITE \
- / ~ SAY and DO \90%
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WORKSHOP FEEDBACLK SIHEET

PLEASE CIRCLE THE APPROPRIATE ANSWER.

THE WORKSHOP WAS . .

VERY. HELPFUL  SOMEWIAT HELPFUL  NOT VERY USELESS
HELPFUL
THE LOCAT)ER AND TIME OF THE WORKSHOP:

© W

GREAT! OkAy Yuk!

WHAT THINGS DID YOU FIND MOST USEFUL IN THE WORKSNHOP?

WHAT DID YOU FIND LEAST HELPFUL IN THIS WORKSIIOP?

WHAT IMPROVEMENT WOULD YOU SUGGEST IN THIS WORKSIOP?

WHAT OTHER COMMENTS WOULD YOU LIKE TO SHARE?
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VOLUNTEER TRAINING EVALUATION

1. Did you find volunteer training helpful in the carry
over to actual work? How?

2. What was most helpful? List please.

3. What was least helpful? List please.

4. List lecture, activities, and discussions not included
which would have been helpful.

5. Was time adequate for training?

6. Do you have suggestions for the organization and
content of future training? Please list. Feel free to
make any suggestions and criticisms which will be of
value in the future.

Interviewer: Date:
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TRAINING/ORIENTATION WORKSHEET

Introductions to key people

. Tour of Facility

. Housekeeping - bathrooms, lunch room, coat rack

. Time for questions

. Paper work - applications, handbook

. Training for a specific job

. Follow-up/monitoring

. Evaluation

. Recognition
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PRINCIPLES OF TRAINING

1F PLAN DEVELOPED WITH THE TRAINEE PARTICIPATING—
TRAINING GAINS IN SIGNIFICANCE.

WJOBOR WO WILL DO WHEN 1T WILL
ACTIVITY | THE TRAINING BE DONE . HOW YHERE REMARKS




BIBLIOGRAPHY
For further reading on training

Allison, Mary Ann, and Allison, Eric W., MANAGING UP
MANAGING DOWN, Chapter 8, "Invest in Your
Staff - It's Money in the Bank", Simon &
Schuster, NY, 1984.

Boone, Edgar J., Shearon, Ronald, White, Estelle E.,
SERVING PERSONAL AND COMMUNITY NEEDS THROUGH
ADULT EDUCATION, Chapter 2, "Personal Growth",
page 10, Jossey-Bass Publishers, San
Francisco, CA, 1980.

Klevens, Chester, Ed., MATERIALS & METHODS IN ADULT
AND CONTINUING EDUCATION, Chapter , "Adult
Learning Patterns'", page 205, Klevens
Publishing, Los Angeles, 1980.

Knowles, Malcolm, and Associates, ANDRAGOGY IN
ACTION, Jossey-Bass, San Francisco, CA,
1984.

Peters, Thomas J., and Waterman, Jr., Robert H.,
IN SEARCH OF EXCELLENCE, ChaPter 8,
"Productivity Through People'", page 235,
Warner Books, NY, 1982.

Peterson, David A., FACILITATING EDUCATION FOR
OLDER LEARNERS, Chapter 10, "Teaching and
Learning Styles", page 167, Jossey-Bass,
San Francisco, CA, 1983.

Wilson, Marlene, THE EFFECTIVE MANAGEMENT OF
VOLUNTEER PROGRAMS, Chapter 8, '"Training:
Designing Creative Learning Experiences",
page 139, Volunteer Management Associates,
Boulder, CO, 1976.
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CHAPTER 11
MOTIVATION



























MOTIVATIONAL CLIMATE EVALUATION

Involvement in
decisions

Below are listed the primary motivational factors that

keep volunteers happy.
indicate, specifically, how your agency provides this
factor.

Opposite each item is a space to

. Appreciation for

volunteer job

. Responsibility and

authority

. Assistance and

support

Interesting work

. Opportunity to grow

. Loyalty of

supervisor

. Good working

conditions

. Evaluation
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ENHANCING THE MOTIVATIONAL CLIMATE

I
A. List below a project, assignment, committee, or section that
does not appear to be motivated. List volunteers who are involved
in this area. Do not complete the third column yet!!

B. Below are listed some ways a volunteer manager can enhance the
motivational climate. Put a check mark by the ones you think apply
in the situations you have listed above.

C.

Participate in goal setting, planning, decision making
Give fair and consistent feedback

Give credit

Help volunteers see big picture

Delegate units of responsibility and authority

Keep volunteers informed about things affecting their job
Make time to listen to volunteers

Welcome diverse opinions with warm approval

Be open and candid with employees

Use aptitudes of volunteers

Provide forum for volunteer publications/creations
Encourge job rotation

Support efforts to obtain education

Encourage membership in professional organizations
Plan recognition and award program

In the third column write at least one SPECIFIC action you can

take to implement a better motivational climate in your agency.
Use the items in Part B to help guide you. For example, if vyou
listed "Help volunteers see the big picture", and one of the
volunteers is working on a project involving several areas of the
agency, one specific action might be to include them in the next
project review meeting. You could write, "Include Bob in the next
project review meeting."
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BIBLTOGRAPHY

For further reading on motivation

Allison, Mary Ann, and Allison, Eric W., MANAGING
UP, MANAGING DOWN, Chapter 10, "You Can Lead
a Horse to Water-but- Motlvatlng Your Staff",
pages 124-133, Simon & Schuster, NY, 1984.

Hellriegel, Don, and Slocum, Jr., John W.,
MANAGEMENT: CONTINGENCY APPROACHES, Chapter 11,
- "Motivation'", page 332, Addison~Wesley, Reading,
MA, 1978.

Herzberg, Mausner B., and Snyderman, B., THE
MOTIVATION TO WORK, Wiley, NY, 1959.

Maslow, Abraham, MOTIVATION AND PERSONALITY, 2nd
Edition, Harper & Row, NY, 1970.

Wilson, Marlene, THE EFFECTIVE MANAGEMENT OF
VOLUNTEER PROGRAMS, Chapter 3, "Motivation: The
Why's of Behavior", page 41, Volunteer Management
Associates, Boulder, CO, 1976
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CHAPTER 12
SUPERVISION
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THE ART AND SCIENCE OF SUPERVISION

A Good Supervisor Should:

Know that leading is hard work

interested in people

Have patience

Have sympathy and tolerance

loyal

accepting of constructive criticism
tactful

objective and impartial

dependable

cooperative

democratic

Keep a sense of humor

enthusiastic

Use imagination

1.
2. Be
3.
4.
5. Be
6. Be
7. Be
8. Be
9. Be
10. Be
11. Be
12.
13. Be
14.
15.

Apply common sense

16. Have integrity
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PRINCIPLES OF SUPERVISION
1. People must always understand clearly what is
expected of them.

a. What does the organization stand for; how
does it work

b. What is the volunteer's specific job

c. How will the quantity and quality of work
be evaluated

d. What will the training program be
e. What are the career opportunities
2. Coaching
a. Provide information
b. Techniques to do the job better
c. Personality improvement
Good work should be recognized
Poor work deserves constructive criticism

People should have the opportunity to grow

o B~ W

People should work in a safe and healthful
environment
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Supervision Skills Inventory

Directions: Think about your
honestly.

skills.

VOLUNTEER DEVELOPMENT

5
«a‘bﬂ
>

Rate

e,%
&
X
<
&
)

yourself
&)
)

(fb{' éo'(«

%
> -,»'(l

o~

1. Develop/use clear job
descriptions
2. Recruit appropriate
peorle for jobs
3. Fair/effective inter-
viewing
4. Standardized interview
5. Provide coaching/super-
vision process on on-going
basis
6. Evaluate performance
regularly
PLANNING
7. Set goals that are
measureable
8. Set objectives with people
that are achieveable and
challenging
9. Involve pecple affected in
planning process
10. Develop back-up plans
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TOPIC

11. Integrate budget and
planning
12. Anticipate problems
13. Regularly evaluate plans.
ORGANIZATION
14. Coordinate functions of
various areas of
organization
15. Delegate tasks
i6. Analyse and direct work
flow
17. Try to improve or
simplify tasks
DECISTION MAKING
18. Participate in problem
solving process
19. Seek opinions of others
in problem solving
20. Solve problems early.
21. Establish criteria for
making decisions
22. Make decisions promptly!
COMMUNICATTON
23

Speak clearly and concisely
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24. Encourage participation
by others
25. Listen
26. Don't make assumpticns
too quickly
27. Write with clarity
28. Understand roles of people
working in groups
29. Compromise
30. Mediate
31. Analyse group behavior
32 Sensitivity to personal
feelings
33. Control dysfunctional
behavior
34. Understand incremental
nature of achieving change
MOTIVATIONAL
35. Praise specific tasks well
done
36. Consult with veolunteers
before making decisions
that affect them
37. Provide premetion and growih.
opportunities
38. TFair
39. Seek concensus
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TOPIC

4¢. Support individuals in
face of group pressure

PERSONAL DEVELOPMENT

41. Manage stress

42, Work to resolve conflicts

43. Seek feedback

44. Delegate

45. Understand personal
motivation

46. Manage time

/,

47. Accept help willingly

48. Tske time for relaxation

49. Participate in professional
development organizatiomns

50. Seek constructive criticism

51. Maintain physical well-being

Adapted from "Goals for Personal Development Inventory,"
in J.W. Pfeiffer and J.W. Jones (¥ds.), The 1976 Annual
Handbook for Group Facilitators, p. 59, University
Assoicates, 1976,

e s ahe Wt Wdhe als W Wl e die W e W J B L S s
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An honest appraisal of skills can lead to developing
an improvement plan. Supervisors who want to improve
their skills need to write measureable objectives -and

check them periodically.
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MANAGEMENT/SUPERVISTON
ACTION PLAN

SKILL DEVELOPMENT ACTIONS TO IMPROVE
PERFORMANCE

[¢]
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MANAGEMENT /SUPERVISION
ACTION PLAN

ACTIONS TO TAKE TO IMPROVE PERFORMANCE

(MACDUFF /BUNT ASSOCIATES/1983)
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SUPERVISOR EVALUATION

List an area where your supervisor helped improve
your ability to do your job.

What are the strengths of your supervisor.

What could your supervisor do that would enhance your
ability to do your job better?

Any other comments?
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TECHNIQUES IN SUPERVISING

Learn all you can about your people

Learn to give orders

Ask for help from your volunteers

Make decisions promptly

How to criticize

Settle grievances

Deal with the problem volunteer quickly

Maintain a sense of humor

Page 158



BIBLIOGRAPHY

For further reading on supervision

Allison,Mary Ann, and Allison, Eric W., MANAGING
UP, MANAGING DOWN, Chapter 12, '"Delegation:
Why You Do It, When To Do It, How To Do It",
page 156, Simon & Schuster, NY, 1984.

Hellriegel,Don, and Slocum Jr., John W.,
MANAGEMENT: CONTINGENCY APPROACHES, Chapter
12, "Leadership", page 332, Addison-Wesley,
Reading, MA, 1978.

Langerman, Philip D., and Smith, DouglasH., Editors,
MANAGING ADULT AND CONTINUING EDUCATION
PROGRAMS AND STAFF, Chapter 3, ''Managerial
Role and Style'", page 45, National
Association for Public Continuing and Adult
Education, Washington, DC, 1979.

Odiorne, George S., HOW MANAGERS MAKE THINGS
HAPPEN, Chapter 10, "Coaching a Winning
Management Team", page 91, Prentice-Hall,
Englewood Cliffs, NJ, 1961.

Wilson, Marlene, SURVIVAL SKILLS FOR MANAGERS,
Chapter 2, "Problem Solving: Generating
Creative Alternatives', Volunteer Management
Associates, Boulder, CO, 1981.

Winston, Stephanie, THE ORGANIZED EXECUTIVE,

Chapter 10, '"Managing Staff", Page 235-255,
Warner Books, NY, 1983.
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VOLUNTEER EVALUATION
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VOLUNTEER STAFF EVALUATION SHEET

Volunteers and their supervisors are asked to complete this form. When
this has been done independently, the two individuals sit down and share
their evaluations. A plan is made to assist the volunteer in any area

desired.

Name:
Characteristic Excellent Progressing Need to
Improve
1. Interest in carrying out program - -- -
2. Enthusiasm in assigned duties -- -- --
3. Ability in work assignment -- - -
4. Punctuality -- - -
5. Willingness to accept responsibility -- -- --
6. Interest in new activities - - -
7. Performance in assigned duties -- -- -
8. Relationships with clients - - -
9. Relationship with staff - - -
10. Setting a good example -- - -
11. Resourcefulness and initiative -- -- -
12. Emotional control - - -
13. Willingness to work with others -- -— -
14. Flexibility to new conditionms - - -
15. Willingness to accept supervision - - -
16. Fairness - - -
17. Maintaining good work habits -- -- --
18. Cheerfulness - - -
19. Participation -- - -
20. Leadership ability -- -- -
21. Total assessment of volunteer - - -

A. Special skills volunteer possesses:
B. Area volunteer needs to improve:

C. Specific responsibilities volunteer had and assessment of how these
responsibilities were met:

D. Would you recommend this person as a volunteer next year?
Why or why not?
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DISMISSING A VOLUNTEER
A CHECK LIST

Recruiting

Is there a clear job description?

Was there an interview?

Do you have applications?

Do you have a volunteer contract?

Have you 'cleared" your advertising?
If necessary, have you done a criminal
records check?

Placement

Is the job suitable for the person's
qualifications?

Did the volunteer have some choice of job?
Was the person adequately trained?

Do you have records of training?

Is there a regular evaluation?

Maintenance/Support

Is the supervisor using coaching techniques?
Have problems been recorded?

Has volunteer been trained to reduce the
problem?

Is additional training needed?

Do you know the facts?

Do you have a verbal agreement to correct
the problem in a set time?

Have you considered alternative volunteer
placement?

Concluding Steps

Do you have a written agreement to correct
problem within a time period?

Have you discussed consequences with
volunteer?

Have you checked your agency policies on
termination?

Have you followed your policies?

Have you given volunteer other options

to serve agency?

Are you meeting face-to-face with volunteer
to underscore the seriousness of problem?
Is every step in writing?
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CARD FILE RECORDS

SAMPLE

Volunteer Record

Name:

Address: Home Phone:

Employer: Work Phone:

Emergency Contact: Home Phone:
Work Phone:

Volunteer Assignment Date

1.

2.

3.

Awards/Honors: Notes:




BIBLIOGRAPHY

For further reading on volunteer evaluation

Allison,Mary Ann, and Allison, Eric W., MANAGING
UP, MANAGING DOWN, Chapter 13, "When Things
Go Wrong: Handling the Difficult Employee",
Page 166, Simon & Schuster, NY, 1984,

Allison,Mary Ann, and Allison, Eric W., MANAGING
UP, MANAGING DOWN, Chapter 14, '"Can We Be
Friends? Ethics and Responsibilities for
the Manager", Page 190, Simon & Schuster,
NY, 1984.

Hellriegel,Don, and Slocum Jr., John W.,MANAGEMENT:
CONTINGENCY APPROACHES, Chapter 16, "Changes
in Behavioral Process'", pages 528-535,
Addison-Wesley, Reading, MA, 1978.

Klevens, Chester, Editor, MATERIALS & METHODS IN
ADULT AND CONTINUING EDUCATION, Chapter VI-1,
"Evaluate: Student, Staff, Program", Feelenez,
Conti, Seaman, page 335, Klevens Publicationmns,"
Los Angeles, CA, 1980.

Langerman, Philip D., and Smith, DouglasH., Editors,
MANAGING ADULT AND CONTINUING EDUCATION PROGRAMS
AND STAFF, Chapter 10, "Program Evaluation
and Follow-up', Beder, page 263, National
Association for Public Continuing and Adult
Education, Washington, DC, 1979.

Odiorne, George S., HOW MANAGERS MAKE THINGS HAPPEN,
Chapter 14, "Gentle Art of Chewing Out a
Subordinate'", page 132, Prentice-Hall,

Englewood Cliffs, NJ, 1961.
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REWARD AND RECOGNITION
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October

November

January

February

March

April

June

SAMPLE FORMAL AWARDS PLANNING SCHEDULE

Awards Committee appointed and trained

Review award criteria and forms
Set dates

Distribute nomination forms to all staff and
volunteers with explanation of award criteria

Receive nominations

Preliminary screening

Check potential recipient qualifications
Final selection

Personal letters of commendation

Set recognition program

National Volunteer Week awards presentation

Evaluation of process
Recommendation for next year
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SAMPLE AWARD NOMINEE EVALUATION FORM

The following sample is based on a volunteer who provides
direct client service.

Relationship to Client Served
High 1 2 3 4 5 low

Evidence:

Completion of Client Related Tasks
High 1 2 3 4 5 low

Evidence:

Overall Service to Organization
High 1 2 3 4 5 low

Evidence:

Comments:
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FORMAL VOLUNTEER REWARDS AND RECOGNITIONS

A certificate acknowledging their contribution.

A special award designed specifically for volunteers.
An article on a volunteer in your monthly newsletter.
Volunteer recognition luncheon.

Reimburse them for out-of-pocket expenses.

Give them room to grow. (They stay longer
if they don't always stuff envelopes.)

Make sure you train the socks off them.
Let them make decisions and have real power.

Hold periodic in-service education sessions with all
volunteers.

Set up volunteer teams--people seem to work better
with a buddy.

Have experienced volunteers take over the training
functions.

Send them to conferences out of the immediate
area and pay for it!

Get clients to plan special thank you parties.
Help the staff to understand the importance of
volunteers and to participate in the recognition
process.

Teach the volunteer everything you can about your

agency. They are your best sales persons for
other volunteers.
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SUGGESTED FORMAL RECOGNITION EVENTS

Banquets

Teas

Luncheon
Pot-Luck Meals

Pancake Breakfast or Spaghetti Supper
cooked and served by clients

Staff/volunteer pot-luck supper

Client contest finals with awards for volunteers
as well as clients

Celebration with other agencies during National
Volunteer Week

Coffee hour at headquarters

Annual Meeting of organization
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FORMAL RECOGNITION PROGRAM

Sample
Introductions and Welcome
Invoqation/Grace (optional)
Audio-visual presentation on the program
Awards
Singing/Celebration
Benediction (optional)

Closing remarks
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INFORMAL VOLUNTEER REWARDS AND RECOGNITIONS

Learn their names and background.

A sincere thank you.

Ask their opinion and really listen
Share information about the agency.

Trust them with pertinent information that will help
them do a better job.

Have a cup of coffee with them.
Send birthday cards to all volunteers.

Call a volunteer to help when the office is
short handed

Include them in your staff meetings.
Send personal thank you notes for jobs done well.

Offer them the opportunity to help you edit
writter material.

Send flowers to them for jobs done especially well.
Consider their schedule.
Talk to volunteers.

Write to their spouse or boss thanking them
for the time given to the agency and you.

Let volunteers know you missed them when they
are gone.

Have a pleasant place for a volunteer to work.
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CHAPTER 15
PROGRAM EVALUATION
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SETTING GOALS
Directions: To be effective, goals must have four
observable characteristics - 1) measureable, 2)
achieveable, 3) demanding, and 4) flexible. 1In the
spaces below list an goal you would like to achieve in
the next three months. Beneath it indicate how it has
the four characteristics of effective goals.

GOAL:

GOAL:

MeasUre: ...ciiitiiittiieeniseecccsoanosssssscsassoncnsas
Achieve: ...ttt eiseeessnsoseneconanasnns
Demand: ...t eiiiiiiittiereietsressacssssassccnssenns
Flexibility: ..eiininiiiniiiiiiiineiiieensneancnnnnns

GOAL:
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