

















—Volunteer assignment completion.
(Each volunteer in the program should
have a job description and an under-
standing of the tasks to which they are
responsible. Monitoring accomplish-
ments of their tasks gives an under-
standing of how well they are perform-
ing. Specifics might include number of
hours, contacts, services, etc.)
___Client assignment completion.
—Number of support contacts for
volunteers from program staff or volun-
teer coordinators. (Volunteers usually
are more productive if they are sup-
ported. Keeping tabs on the consistency
of such support can provide useful infor-
mation. Analysis may deter the types of
contacts for the future.)

___Average duration of volunteer par-
ticipation. (Most programs require a
commitment of time and duration. Some
volunteers move or quit. Measuring their
duration can give program staff insight
about time commitments and perhaps
ideas as to how to give better support to
volunteers during their critical period.)
____Participation by volunteers and
clients in program activities. (If your pro-
gram has such a component, this infor-
mation can provide insight into
desirability of activities and their effect
on volunteers and clients. In addition,
the percentage of volunteers and clients
participating in activities can be com-
pared to those who do not contribute.)
____Participation by volunteers and
clients in special activities. (From time
to time, every program involved in the
development of special activities must
measure the impact of these special
assignments and opportunities. If a cer-
tain activity is successful, then addi-
tional analysis might be used to deter-
mine whether or not such special ac-
tivity should be incorporated into the
program. One of Partners’ programs
made recommended assignments for
juvenile offenders to participate in com-
munity service projects. The impact of
the service was significant. Not only did
the community feel more positive about
the efforts of the juveniles and volun-
teers, but the juveniles also felt good
about their ability to contribute. Be-
cause of its success, the community
service project was incorporated into
our program. Be careful to measure all
aspects, including time, money, services
and impact on the overall program.)
—_Hours contributed by volunteers by
assignment. (It is important to be able to
document to the community-at-large
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the number of hours volunteers partici-
pate in a program.)

Be careful about process. It cannot
tell you everything. You may require a
volunteer to spend five hours a week
counseling a client. You may average six
hours a week of time per volunteer, but
you will also need to know whether the
contacts in general are producing
results, how much the contacts cost, if
the volunteer feels that the activity is
meaningful; what impact is the total
contribution by volunteers having.

A program manager plugs process
measures into the total informational
picture. If outcome measures show that
client behaviors are changing because
of the volunteer, for instance, it may be
assumed that the time spent by volun-
teers is critical to the behavioral change.

Process measures should be taken on
a monthly basis, which allows trends
and specific problem areas to be iden-
tified for quick modification in program
activities.

Program Measures

Other information used to determine
the health of a program are:
—_ Budget accuracy. (Monthly evalua-
tions should occur to determine the ac-
curacy of proposed budgets. The infor-
mation can be used to help modify other
expense items, if one area increases, or
can be used to help determine a more
accurate budget for the future.
-——Funding. (A continuing evaluation of
available financial resources.)
—Stafffvolunteer client training. (This
measure consists of subjective observa-
tion to review pre-service and in-service
training for all program participants.)
—Relationship with community agen-
cies. (Program managers should keep in
close contact with their peers in other
agencies and invite critiques and com-
ments.)
——Public relations. (A program from
time to time should spot check its re-
lationship to its community. A study con-
ducted on national delinquency preven-
tion programs, for example, found that
only two of eight had significant public
identity. In some cases, people who
lived next door to a program's facilities
had no idea what was going on!)
—Board and committee participation.
(A function of most human service pro-
grams of which an evaluation should
determine the level of participation.
Such involvement can benefit a program

and should therefore be the subject of
careful review.)

—Accomplishments. (Management,
staff and volunteers should document
accomplishments to understand the
nature of the success and modify the
program to increase the opportunity for
success.)

—Concerns. (Documentation of con-

cerns may lead to a greater ability tow

avoid problems through experience.)
—Information on special projects. (An
evaluation plan should be designed and
completed in relation to all special pro-
jects to determine their value and re-
lationship to the overall program. The
amount of special time the activities
consume and any specific information
that might be useful should be in-
cluded.)

— Cost effectiveness. (A general
evaluation can simply take the number
of clients served and divide it by the
total cost of operating the program.
More complex but more useful informa-
tion can be obtained by comparing the
cost of the specific program to ones of a
similar nature or other alternatives.
—Similar programs. (A manager
should always have access to what is
happening in other programs of similar
nature. “Competition” has never been a
positive word in human services, but
“resourcefulness" has. Evaluating the
performance of other agencies, their
problems and successes, can give in-
sight into how to capitalize on their ex-
perience.)

—__General program information. (Un-
solicited complaints or compliments
should be documented. If frequency
goes beyond coincidence, it may lead to
modification of the program. For exam-
ple, if compliments come in regarding a
special function of the program,
perhaps the priority of the function will
change.)

Time audits. (Periodic review of time
expenditures by staff and volunteers
can determine the percentage of time
those people dedicate to specific func-
tions of their jobs. Time audits can break
down a person's time into categories.)
—-—Historical information. As an
organization grows and people change,
much can be lost in the evolution unless
good documentation is kept. A running
log should be kept by program staff,
managers and volunteers. Program
managers can contribute to the vitality
of the organization by understanding the
possible effects of its history.
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