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As I See It 
Don't Forget the 
People 
By Nora Silver 

Life's mos! persistent and urgent ques
tion is, "What are you doing for oth
ers?" 
-Marlin Luther King, Jr. 

It all starts with the people. Or
ganizations-simply put-are 
groups of people who have 

come together over a common 
cause. And in community agen
cies, our cause is generally provid
ing a service to people through the 

power of (largely) unpaid people called volunteers. 
What we are about is people helping people. 
So-when we ask questions about volunteerism, let's start 

with remembering who volunteers are-they are people, first. 

The Questions 
1. Motivation 
"How can we motivate people to volunteer?" After a Ph.D. in 
psychology (clinical and organizational), a license in coun
seling, and 21 years of experience in education and human 
services, I have learned-and am convinced-that people do 
not motivate other people. Rather, people motivate them
selves. And in volunteerism, we are fortunate, for people are 
motivated. Just listen to what they're telling us: 
■ Seventy-five out of 100 adults in this country think that 
people should volunteer to help others. (INDEPENDENT 
SECTOR, 1988) 
■ Fifty-four out of 100 of them already do so! (INDEPEND
ENT SECTOR, 1990) 

Nora Silver is an organizational consultant and trainer with 
21 years of experience in working with diverse community 
organizations. She consults with organizations on board, vol
unteer program and organizational development, and has 
presented keynote addresses and workshops at lacal, region
al and national conferences. She holds a Ph.D. in organiza
tional and clinical psychology, and is the author of the book, 
At the Heart: The New Volunteer Challenge to Community 
Agencies. She currently serves as director of The Volunteer
ism Project, a special three-year project of The San Francisco 
Foundation, The James Irvine Foundation and United Way 
of the Bay Area in collaboration with six local Volunteer 
Centers-the goal of which is to strengthen volunteerism in 
the San Francisco Bay Area. 
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■ More people volunteer than vote! 
■ Eighty-seven percent of those people who reported being 
asked to volunteer last year, did volunteer. (INDEPENDENT 
SECTOR, 1990) 

What we have here is not a problem of motivation, but 
rather a challenge to our organizations to respond to an ex
pressed interest in volunteering. Our job is to help people 
with "how-to" rather than "if" or "whether-to" volunteer. 
We've already gotten our first "yes!" Our real challenge lies in 
involving and utilizing people well. 

2. Getting Volunteers: Recruibnent 
"How do we go about recruiting volunteers?" First, by know
ing who they are. I'd like to suggest that everyone is a poten
tial volunteer. Thus, we need to know, "Who is everyone?" 
And luckily we have some answers, so let's look at what you 
need to know about today's volunteers: 
■ Roughly half of volunteers are women, and half are men 
(INDEPENDENT SECTOR, 1990). So, if you're having trouble 
getting men, it's not because they're not volunteering. 
■ Most of us (volunteering or not) are working (INDEPEND
ENT SECTOR, 1990 and U.S. Census, 1990). Have you ex
panded your evening and weekend volunteer opportunities? 

I have learned-and am 
convinced-that people do not 
motivate other people. Rather, 
people motivate themselves. 

■ Our demographics are shifting, with major trends includ
ing: 
-The graying of America, with the fastest-growing age 
groups including people 85 +, those 75-84, and those 25-44 
(commonly known as baby boomers)-but don't forget to get 
ready for the "baby boomlet" of those under 5 years old (U.S. 
Census, 1990). 
-Our growing multicultural diversity, with the fastest-grow
ing ethnic groups (as a result of higher birth and immigration 
rates): a diverse group of peoples categorized as "Asian
American/Pacific Islanders," ranging from long-time Ameri
can citizens to newly immigrated people from different coun
tries, speaking different languages and observing different 
customs. Did you know, for instance, that the largest-growing 
Asian sub-group in the U.S. between 1980-1990 was the 
Hmong peoples from Laos (U.S. Census, 1990). Also, those 
"of Hispanic origin"-another group of persons from differ
ent countries of origin, and most notably between 1980-1990, 
immigrating from Latin American countries other than Mexi
co, Cuba and Puerto Rico (U.S. Census, 1990). Finally, al
though not the fastest-growing ethnic groups, the African
American and Native American communities continue to 
grow at rates higher than those of the Caucasian population. 

(continued on page 25) 
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1992 National Community Service Conference 
Set for June in Chicago 
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ry topics. Through 

ice Conference set for June 21- a series of "mini" plenaries, 
24, 1992 at the Sheraton Chi- workshops and regional lun-
cago Hotel and Towers. The -+-4•~ cheons, Conference attend-
Conference will be hosted by ....... _..u........,~ ees will have a chance to ex-
the Points of Light Founda- plore these themes as each 
tion. relates to their area of inter-

Formerly entitled The National 
VOLUNTEER Conference, the 

est as volunteers or supporters 
of volunteer programs. 

gathering is expected to attrac:;.t:;============S::::::::::;~===========~,:Set to speak at the Conference 
1,000 to 1,200 attendees, are Dr. Johnnetta Cole, 
stimulating the think- lf C A president, Spelman Col-
ing of nonprofit, busi- Jl lege; Mr. Jaime Esca-
ness, school, govern- lante, outstanding teach-
ment/military and civic 1 g g Cl) er and subject of the hit 
organizations responsible for sup- ~ movie, "Stand and Deliver"; Dr. 
porting and managing volunteer pro- John W. Gardner, holder of the Mir-
grams in their communities. iam and Peter Haas Centennial Pro-

During the Conference participants will have the 
opportunity to discuss and explore creative volun
teer solutions already being applied to solve seri
ous social problems in America's cities and towns, 
particularly problems that relate to children. 

"Already, this looks like the biggest and best con
ference ever," said Carol Stone, president of the 
Orange County (Calif.) Volunteer Center. "The 
planners are coming up with leading edge topics 
and presenters to make my time worthwhile." 

According to Conference organizers, plans are be
ing made to showcase the best and brightest exam
ples of volunteers as community problem solvers 
while sharing the vital ingredients necessary for suc
cessful volunteer programs. 

fessorship in Public Service; Mr. Peter 
C. Goldmark, president, Rockefeller Foundation; 
and Dr. Harold "Bud" Hodgkinson, director, Center 
for Demographic Policy. 

Hotel reservations are now being accepted directly 
at the Sheraton for a special conference rate of $89 
single, or $99 double room. The Sheraton Chicago 
Hotel and Towers is located at 225 North Michigan 
Avenue, Chicago, IL 60601. The telephone is (312) 
464-1000. 

For further information on the conference, contact: 
The National Community Service Conference 
Points of Light Foundation 
P.O. Box 66534 
Washington, DC 20035-6534 
(202) 408-5162 
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Voluntary Action 

Volunteers and the 
U.S. Holocaust Museum 
By Judy Haberek 

Sometime in the spring of 1993, a story
telling musewn will open near the Na
tional Mall in Washington, D.C. The 
story it will tell will be the story of Jews 
targeted for annihilation by Nazi Ger
many, along with other victims-Gyp-

sies, Poles, the handicapped, homosex
uals, Jehovah's Witnesses, political and 
religious dissidents and Soviet POWs. 

The United States Holocaust Memo
rial Museum will be a 250,000 sq. ft. 

(Continued on page 6) 

The United States Holocaust Memorial Museum, a new national landmark, will be 
only 400 yards from the Washington Monument. At the heart of the National Mall, it 
will stand as a reminder and warning of civilization's dark side. 
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VOLUNTEER, Points 
of Light Foundation 
Merge 

On September 30, The National VOL
UNTEER Center merged with the Points 
of Light Foundation "to establish a 
more effective force for promoting com
munity service throughout the nation," 
according to Richard F. Schubert, presi
dent and chief executive officer of The 
Points of Light Foundation, and George 
Romney, VOLUNTEER chairman, who 
announced the merger on September 
10, 1991. 

The Points of Light Foundation, 
founded in May 1990, is an independ
ent nonprofit organization dedicated to 
engaging every American in meaning
ful community service aimed at solving 
serious social problems such as home
lessness, hunger, illiteracy, drug abuse 
and at-risk youth. 

The National VOLUNTEER Center, 
through its network of local Volunteer 
Centers, has for more than 20 years 
worked with major corporations, other 
volunteer organizations, and local, state 
and federal government agencies to es
tablish volunteer recruitment and train
ing programs. 

Approved by both organizations' 
boards of directors in early September, 
the merger gives the Foundation access 
to VOLUNTEER's nationwide associa
tion of nearly 400 Volunteer Centers 
and 55 local volunteer councils made 
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up of 1,900 corporations. VOLUNTEER 
is expected to benefit from the Founda
tion's greater visibility and association 
with the growing public interest in 
community service as a way of redress
ing social ills. 

R 
POINTS OF LIGHT 

FOUNDATION 

Schubert cited several reasons for the 
merger. 

"The Foundation and VOLUNTEER 
are committed to raising awareness for 
meaningful community service through 
volunteerism," he said. "Together, we 
can be twice as effective, twice as effi
cient, and twice as persuasive in help
ing solve this nation's serious social 
problems through community service." 

Romney, VOLUNTEER chairman for 
17 years and former governor of Michi
gan, initiated the merger talks late last 
year. A lifelong volunteer advocate, 
Romney felt the Foundation offers the 
national platform vital for elevating the 
community service cause. 

"Meaningful social change through 
volunteerism must occur in America's 
neighborhoods, towns and cities," 
Romney said. "Joining the Points of 
Light Foundation gives our Volunteer 
Centers and their grassroots efforts a 
major boost. This merger is good for us, 
the Foundation and the nation." 

Holocaust Museum 
(Continued from page 1) 

bwlding that will include a permanent 
exhibition on the "final solution" and 
two special exhibition galleries for 
changing displays. It will also include a 
"Hall of Knowledge"-an interactive 
computer system to give visitors a 
chance for self-directed learning. 

A Hall of Remembrance will serve as 
the national memorial to the victims of 
the Holocaust. A library/archives is ex
pected to have 20,000 volumes by the 
time the museum opens to the public, 
and two auditoriums will be available 
for films and lectures and other events. 

In a way, almost the entire museum 
will be a direct result of volunteer ef
forts. For instance, although the govern
ment donated the land in Washington, 
D.C. for the museum, it donated no 
funds. The entire $147 million needed 
for the project must come from individ
uals, families, corporations, trade un
ions and foundations. 

Also, the museum's curator put out 
an appeal a year ago for artifacts of the 
Holocaust. Since then, about 10,000 
gifts have streamed in from Holocaust 
survivors who volunteer to donate their 
memories and items saved from that pe
riod. 

Typical of these volunteers is Wil
liam Luksenburg. Hanging in the back 
of his closet for the past 40 years was the 
concentration camp jacket he was wear
ing when American soldiers liberated 

Flossenberg concentration camp • in 
1945. 

This and other every-day objects will 
make up much of the permanent exhib
it. The museum is looking for things 
that document Nazi crimes, resistance 
efforts and life in the camps. It is not 
looking for guns or flags and uniforms 
with swastikas, because ·it is not a muse
um of Nazi history or World War II. It is, 
however, collecting oral histories of 
survivors, along with photos and other 
more traditional materials. 

The Holocaust museum will be per
haps the most unusual museum in ex
istence, for no other reason than it is 
dedicated to a tragic event, whereas mu
seums typically celebrate achievements 
of humanity, rather than failures. It will 
surely be the only museum to issue 
identity cards. Visitors will be able to 
activate a computer and receive an 
identity card of an actual person that 
matches the visitor's age and sex. Com
puters will update the identity cards as 
a visitor goes through the exhibits, so 
that by the end of the visit, the person 
will know whether the person docu
mented on the card lived or died. Most 
died. 

A centerpiece of the museum will be 
made entirely by the volunteer efforts of 
children. It is a "Wall of Remembrance" 
consisting of 6,000 ceramic tiles hand 
painted by U.S. school children. These 
six-by-six-inch tiles are the last exercise 
in an educational kit to guide teachers 
through the history of the Holocaust. It 
has been sent to 298 schools in 38 states 

The decision to pursue a merger vig- ~------------------------------~ 
orously was made in March when an 
"Agreement in Principle" was adopted 
by both boards. Their acceptance set the 
stage for several months of intensive ne
gotiations which led to the merger an
nouncement. 

According to Schubert, the merger 
gives the Foundation an enhanced abil
ity to reach communities through the 
Volunteer Centers and local corporate 
volunteer councils. Responsibility in 
the Foundation for working directly 
with those entities will now fall to a 
newly created unit comprising former 
National VOLUNTEER Center staff 
members who will become Foundation 
employees as a result of the merger. A 
chief operating officer, appointed by 
Schubert, will direct the National VOL
UNTEER Center unit. 

Volunteer (right) guides visitors to U.S. Holocaust Memorial Museum 
offices through one of three large scale models of the Museum's permanent 
exhibition. 
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so far. Children paint their impressions 
after they conclude their history lesson 
based on the kit. About 45,000 tiles 
have been distributed and 8,000 paint
ed ones have been returned. The wall 
will serve as a memorial to the approxi
mately 1,500,000 children murdered by 
the Nazis. 

Volunteers are also playing a role in 
the preparations for the opening of the 
museum. Bob Tracy, for instance, helps 
raise funds for the museum by conduct
ing groups through an explanation of 
the museum using a museum model on 
display at the offices of the U.S. Holo
caust Memorial Council. 

This portion of the project began 
when the senior fundraiser for the mu
seum realized that the model of the 
three floors of the permanent exhibit 
could be used as a fundraising tool, Tra
cy explained. There is now a core group 
of 15 to 20 volunteer docents who play 
host to these groups, giving them a pre
view of what the museum will be and 
letting them see what the permanent 
exhibit will include. 

Making people understand the story 
of the Holocaust is a wonderful way to 
get potential contributors to make dona
tions, according to Tracy, a real estate 
developer turned consultant. Tracy 
found himself with time on his hands 
because of the slow real estate market 
and decided to volunteer. 

The docents first received training to 
familiarize them with the museum and 
the Holocaust. In addition to semifor
mal training sessions, the group was 
given written material and tapes to 
study. Each tour of the model takes 30 
minutes to an hour. It includes an ex
planation of the interactive learning 
center, which can put oral histories and 
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photographs on the computer screen, in 
addition to typical computer displays. 

Volunteers attend meetings once a 
month to be updated on the museum's 
progress and changes in exhibits and 
artifacts. They recently toured a storage 
facility, for example, which temporarily 
houses a speed boat used to take 10 per
cent of the Jewish population from Den
mark to Sweden. Volunteers also saw a 
barracks from Auschwitz, which was 
taken apart and brought here to be reas
sembled in the museum. They have also 
seen the railroad car used to transport 
victims from Warsaw to Treblinka. That 
railroad car is already in the museum, 
because they had to install the car first 
and then build the walls of the museum 
around it. 

At another meeting, they heard muse
um photographers discuss where pho
tos are obtained, how they are selected 
for the exhibits and how they are cared 
for. Volunteers were also invited to at
tend biweekly seminars on the Holo
caust, but this is optional. 

One former docent was spending so 
much time coordinating others that she 
became a staff member and is responsi
ble for scheduling tour groups. She will 
call volunteers and ask them if they are 
available at a specific time. Tracy re
ports that volunteers average about one 
tour every two weeks. Tour groups can 
range from one to 50 persons. They 
heard about the tours from mass mail
ings sent to potential donors by the mu
seum. 

Some tour goers are very business
like, Tracy said, viewing the museum as 
a purely intellectual exercise. 

"Others-particularly the survi
vors---tend to have a much more emo
tional reaction," he said, "often becom
ing teary through the tour. There are 
those who are critical, contending that 
too much or not enough attention is be
ing paid to the non-Jewish victims of 
the Holocaust, what the museum refers 
to as the "mosaic of victims." 

The identity cards garner the most 
consistently favorable comments, Tracy 
reports. 

As a result of his volunteer work, Tra
cy said that he has a far greater under
standing both intellectually and emo
tionally about the Holocaust. He also 
admires the thought going into the mu
seum, which presents a unique set of 
problems. How do you show the lethal 

gas going through the shower heads and 
the crematoriums, for instance? In this 
instance, Tracy explained that a model 
was made by a Polish sculptor for 
Auschwitz and that model has been 
copied for the museum. 

"Every aspect of the museum re
quired intelligence and sensitivity," he 
added. For instance, a 4'8" wall was 
built separating museum goers from the 
most disturbing portions of the exhibit. 
That way, young children could not 
view the most gruesome exhibits, un
less their parents allowed them to do so. 

One goal of the museum is to get an 
oral history from everyone victimized 
by the Holocaust. In a number of years, 
Tracy points out, there will be nobody 
left to tell the story. And before, he add
ed, it was too soon and the survivors 
weren't able to talk about it. For now 
however, Tracy has the opportunity to 
participate in something very important 
and "is proud to be helping in my small 
way to bring an understanding of the 
Holocaust to the American people and 
tlrn world." 

Judy Hoberek, a writer in the Washing
ton, D.C. area, is a regular contributor to 
"Voluntary Action News." 

ADMINISTRATOR'S 
CORNER 
Reasons to Recruit One 
Is there ever a reason to recruit only one 
volw1teer? YOU BET!! 
■ To edit a newsletter 
■ To write press releases 
■ To lead group singing 
■ To audit the books 
■ To keep demographic records 
■ To chair a committee 
■ To write a training tool 
■ To take photographs 
■ To write a play 
■ To testify as an "expert" 
■ To write a computer program 
■ To teach a class/subject 
■ To organize a tour 
■ To design a poster/brochure 
-Nancy Macduff in Volunteer Today, 
August 1991 

What Makes a Good Supervisor? 
Ask workers what makes a good super
visor and they will give you this list! 
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You can use it as a checklist for your 
volunteers who supervise others or as 
an evaluation tool for paid staff who 
supervise volunteers. 

1. Provides clear specific instructions 
on the job. 

2. Never plays favorites. 
3. Really listens. 
4. Provides instructions and equip

ment needed to do the job. 
5. Treats everyone with courtesy and 

dignity. 
6. Praises often and for the specific job 

done. 
7. Coaches through problem-solving. 
8. Supports with consistent and con

stant feedback. 
9. Takes time to answer most ques

tions about the job. 
10. Doesn't try to take over. 
11. Asks for feedback on how the pro
ject or work is progressing. 
-Nancy Macduff 

KAB's Public Lands 
Day Attracts 500 
Projects 

More than 500 litter prevention im
provement and beautification projects 
participated in Keep America Beauti
ful's (KAB's) eighth annual Public 
Lands Day on September 7. 

The project encourages lasting public 
and private sector interest in preserving 
the cleanliness, beauty, safety and 
healthfulness of the nation's federal, 
state, county and municipal lands. 

"These areas, often viewed as belong
ing to the federal, state or municipal 
government, belong to everyone," said 
KAB President Roger W. Powers, "and 
it's our responsibility to see that they 
are preserved for future generations. 

"Our Public Lands Stewardship Pro
gram continues to grow annually. More 
and more public/private partnerships 
are formed every year, benefiting our 
public beaches, parks, waterways and 
roadways." 

Public Lands Day is modeled after the 
award-winning Greers Ferry Lake/Little 
Red River cleanup in Arkansas, which 
has been co-sponsored for the past 22 
years by the Keep Arkansas Beautiful 
Association and the U.S. Army Corps of 
Engineers. Public Lands Day is coordi-

Volunteers in Newark, Ohio, unload canoes used to collect debris during a Public 
Lands Day cleanup along the Licking River. The event was organized by the 
Newark Litter Prevention and Recycling Program, a local affiliate of Keep 
America Beautiful, Inc. More than 500 stewardship projects were carried out this 
year in conjunction with Public Lands Day. 

The Scottsbluff-Gering United Clean Communities of Nebraska, a KAB affiliate, 
performed a monument restoration for Public Lands Day. The monument marks 
the route of a pioneer trail and the resting place of Rebecca Winters, a Mormon 
who nursed ill settlers. 

nated by KAB's National Advisory 
Council, which consists of 79 national 
civic and professional societies and 16 
federal agencies with a total member
ship of 90 million. 

Keep America Beautiful is a national 
nonprofit education organization dedi
cated to improving waste handling 
practices in 460 certified affiliated com
munities in 40 states. 
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A TIP for San Diego Area 
Emergency Personnel 
At times of extreme crisis in peoples' 
lives, they often need emotional as well 
as medical or other professional help. 
This is where the Trauma Intervention 
Program (TIP) has been so successful 
that it has won accolades and a 
$100,000 award from the Ford Founda
tion and the John F. Kennedy School of 
Government at Harvard University, 
which named TIP one of 10 winners of 
its 1991 Innovations in State and Local 
Governments Awards. 

The San Diego area volunteer pro
gram provides immediate, 24-hours-a
day, seven-days-a-week help to victims 
of all kinds of crises and their families. 
Soon after arriving at an emergency 
scene, police, fire, hospital or ambu
lance personnel may identify a need for 
a TIP volunteer. After getting permis
sion from the person in crisis, they call 
TIP, which dispatches an on-call volun
teer. The TIP volunteer usually arrives 
within 20 minutes. 

On the scene, volunteers provide 
emotional support, help arrange for 
shelter, food, clothing and transporta
tion and notify family, friends and cler
gy of the crisis. They make necessary 
phone calls, arrange for clean-up of a 
scene when necessary, and serve as a 
liaison between victims and emergency 
and hospital authorities. They also ar
range follow-up services, provide infor
mation and referral to appropriate agen
cies for ongoing help, and follow up 
with the victim to check on that per
son's welfare. 

They will not disclose any informa
tion about the call, intrude on the cli
ent's life beyond their wishes or give 
legal, medical, psychological or spiritu
al advice. After the call is over, volun
teers report to TIP headquarters and al
ways send written feedback forms to 
the police or fire officer who called TIP. 

VIP volunteers are not used directly 
by the general public, so they receive 
specialized training from police officers 
and firefighters. In turn, TIP staff fre
quently provide formal training to po
lice and fire officers so they can get 
maximum benefit from the program. 

Training for volunteers includes 60 
hours of lectures, role playing, demon-
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strations and outside speakers. Police 
put potential TIP volunteers through 
the same background checks as their 
own officer candidates. Volunteers also 
serve as apprentices to experienced TIP 
volunteers before going out on their 
own calls. 

The program received 600 calls in its 
first year of the program (1985-86) and 
during 1989-90, that number rose to 
1,750. Funding for the program comes 
from six cities, two fire protection dis
tricts, two hospital districts, the county 
coroner's office and a federal military 
base. The 65 volunteers in the program 
served 1,900 persons in 1990 and re
sponded to an estimated 95 percent of 
major trauma cases. 

Marilyn Cook is a volunteer who 
lives in Vista, California, one of the San 
Diego suburbs included in the TIP call
out area. (The others are Oceanside, Sa11 
Marcos and Carlsbad.) She is a former 
nurse who has retired with disabil-

ities and who was familiar with the TIP 
program because of her hospital em
ployment as an emergency room nurse. 

Cook has been a volunteer for a little 
over a year and was a speaker for TIP's 
first training group when she worked as 
a nurse. Although she walks with a 
cane, she volunteers "as my health al
lows" and commits to a volunteer's 
typical 12-hour, on-call shift. Many vol
unteers commit to three shifts a month, 
she said, although those with fulltime 
jobs often volunteer for two shifts a 
month. All shifts are scheduled a 
month in advance. 

Also, a team building meeting occurs 
once a month on the third Thursday of 
each month from 7-10 p.m. These meet
ings often feature a guest speaker or an 
update from the American Red Cross, for 
instance, or "other people we're likely to 
refer victims' families to," she explained. 

Each volunteer has a unique way of 
handling things, she said, although all 
receive training on emotional issues, 
domestic violence, rape, death, etc. 
Most of the calls Cook has experienced 
involve sudden death. She is disabled 
due to an auto accident and recognizes 
the help the program could have been to 
her mother and children during the ac
cident. "This is one reason why I feel so 
very strongly about the program," she 
said. 

Many volunteers have been through a 
similar trauma, she said, and therefore 
realize how close to home this issue can 
be. Most of them have had some type of 
loss such as the death of a spouse or 
child. "They've healed from it and now 
are emotionally ready for this pro
gram." 

Cook has taken calls where a child 
stopped breathing, for instance, and she 
worked with the father and babysitter. 
She has helped several victims of fires. 

"You are often at the scene of a fire 
while the fire fighters are still there," 
she said. "Your job then is to protect the 
family from the news media, comfort 
them and keep them from going back 
into their house." 

In such cases, TIP always calls in the 
Red Cross. This is a very rewarding ex
perience for the volunteer, Cook said, 
because you can collaborate with an
other helping agency. 

Some of Cook's most touching calls 
have involved an elderly person who 
dies at home and is found by the surviv-
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ing spouse. Very often, they find them 
when they wake up in the morning, she 
said. Cook is often on the scene before 
other family members arrive, to help the 
spouse get through that first couple of 
hours when the body is still in the 
house. 

In these cases, they have to wait for 
the coroner's office to clear the death, 
and volunteers stay until the survivor 
can arrange for a mortuary. The time is 
often spent sharing with them, listening 
to them and looking at picture albums. 
They also help them deal with inform
ing other family members and will pro
vide information on mortuary re
sources. 

"It's amazing how many people have 
never made any arrangements," Cook 
said. 

Recently, Cook was called in to help 
an elderly woman who didn't see well 
and whose daughter was taken to the 
hospital with abdominal pains. The 
woman was left alone while the daugh
ter was in the hospital, so paramedics 
called TIP. Cook helped the woman 
take her pills, made her dinner, took 
care of the family pet and kept in con
tact with tl1e hospital until the daughter 
came home later that evening. 

The most traumatic calls for Cook 
have involved suicides. In dealing with 
the mechanics of that traumatic, brutal 
type of death, the family is left with 
initial reactions of anger and deep guilt, 
Cook explained. "What could I have 
done?" families often ask. Volunteers 
help just by being there and listening. 

These are usually long visits because 
they involve the police. The body has to 
remain in place as it is fow1d, making it 
a very difficult experience for the fam
ily. Often, the person the TIP volunteer 
is working with also found the body. 

"That type of call is very tragic be
cause it usually involves a person in a 
younger age bracket," Cook said. Cook 
noted that in iliese traumatic circum
stances, "people share very intimate de
tails of their lives. When they know you 
are a volunteer, it's amazing how they 
will open up." 

One problem for volunteers is recov
ering from their shift. Cook, who lives 
a.lone, comes into her house, sits down 
and lets her cats crawl up on her lap 
until she calms down. (Volunteers re
port calls by phone within 24 hours, are 
debriefed and then file a written report 
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within 48 hours.) Others talk with fel
low volunteers if tl1ey find it difficult to 
let go. They can call in the middle of the 
night, Cook said, because volunteers 
have made a personal commitment to 
be ready and willing to be there. 

Emergency personnel resisted the 
program at first, Cook said, but they 
found tl1at it does work because it al
lows a person to let it out and cry. Anger 
is OK, too, she said, as long as they're 
not hurting anyone else. Volunteers 

help by giving permission to the person 
to start the grieving and healing proc
ess. 

Somehow, "you always receive more 
than you get," Cook said. Even when 
people are in the midst of their deepest 
sorrow, when it is time for Cook to 
leave, "they begin to worry more about 
me," she said. "We help them grieve 
and get them to the point where they are 
in control. I find that very touching." 
-Judy Hoberek 

'Learning, Friends and Fun' at CIGNA 

In early November, 45 second, third 
and fourth graders from Durham Child 
Development Center in Philadelphia 
met 70 new friends-employees of the 
CIGNA Corporation who have volun
teered one hour each week to work with 
Durham students through the Learning, 
Friends and Fun at CIGNA Project. 

A festive "get to know you" party 
highlighted this fi.rst session at CIGNA's 
headquarters. Students and tutors had 
snacks, participated in fun, one-on-one 
interviews and shared one special fact 
they learned about their new friend 

with a group of more ilian 100 adults 
and children. 

The Learning, Friends and Fun at 
CIGNA tutoring project is part of the 
CIGNA Neighborhood School Partner
ship, a $1.5 million commitment tile 
CIGNA Foundation has made wiili five 
public schools in one Philadelphia 
neighborhood. Durham Child Develop
ment Center is a Partnership school. 

Students and tutors will use their one 
hour together every Thursday th.rough 
the remainder of the school year to 
work on homework, play educational 

CIGNA employee Carl Aiyeola and Durham student Qadir Muhammad learn to play a 
new game at the kick-off of the "Learning, Friends and Fun" program at the CIGNA 
Corporation. 
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games that strengthen reading and math 
skills and talk about any concerns they 
may have. The project assigns two em
ployee volunteers to each student to 
guarantee that each week a tutor will be 
available to work with the child. 

"The tutoring project and other edu
cational programs we offer through the 
Partnership gives our employees a 
chance to give something back to the 
community," says Arnold W. Wright, 
executive director of the CIGNA Foun
dation. "It's also a way for CIGNA to 
play an active role in preparing tomor
row's workforce today. We hope to give 
these students a head start on learning 
the skills they'll need to become pro
ductive, successful working adults." 

"We are delighted to be working with 
CIGNA on this project," said Joyce Kail, 
principal of Durham Child Develop
ment Center. "No other company I 
know of in Philadelphia is engaged in 
such a vital outreach program that will 
help motivate our children. The CIGNA 
Foundation and CIGNA employees are 
to be commended for their generosity 
and commitment." 

The 70 CIGNA employee volunteers 
were trained by staff from the Philadel
phia YMCA and will be guided during 
the tutoring sessions by a Durham 
teacher. Once a month, CIGNA will 
host a luncheon session where tutors 
can discuss successes and concerns 
with the YMCA and Durham staff. 

The Learning, Friends and Fun at 
CIGNA project is an extension of the 
"My Friend Taught Me" tutoring pro
gram begun in CIGNA company facili
ties in Hartford, Conn. in 1989. That 
program now has more than 350 em
ployee volunteers helping 175 minority 
students master reading and math 
skills. The Connecticut program is one 
of the largest on-site tutoring projects in 
the nation. 
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DAV-Mainstay of Efforts for 
Disabled Veterans 
By Judy Haberek 

Ann Jillian, an advocate for the disabled, spreads cheer on a VA hospital visit 
arranged by the DAV. 

"Treaties are signed and the battles of 
nations end," the Disabled American 
Veterans (DAV) say, "but the personal 
battles of those disabled in war only 
begin when the guns fall silent. These 
men and women must struggle to regain 
health, reshape lives shattered by dis
ability, learn new trades or professions, 
and rejoin the civilian world." 

The DAV has been providing this 
service to more than a million disabled 
veterans for 72 years. It employs about 
260 specially trained National Service 
Officers in 67 offices across the country. 
They provide numerous free services to 
veterans who need not be DAV mem
bers to take advantage of tlrn programs. 

These officers can help clients in filing 
disability claims, death benefits, pen
sion and other government benefits. 

ln the year ending June 30, 1991, 
DAV national service officers inter
viewed more than 220,000 veterans and 
family members and submitted more 
than 193,000 claims tl1at secured more 
than $1.2 billion in new and retroactive 
benefits. 

The DAV gave scholarships to 217 
children of disabled vets last year. It 
operates a fleet of 15 office-equipped 
vans that has brought services to more 
than half a million vets since the pro
gram began in 1974. The group also pro
vides on-tlie-spot disaster relief to disa-
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bled vets caught in earthquakes or other 
natural disasters. 

A cornerstone of the contribution 
made by rank-and-file DAV members is 
the service provided patients in Veter
ans Admini.stration (VA) hospitals. 
Each year, volunteers contribute more 
than two million hours of service to 
hospitalized vets. Another million 
hours are donated to those in other vet
erans' facilities, such as nursing homes. 

One such volunteer is Clayton Giles. 
When he retired, he figured there was 
"no point sitting home watching TV," 
so he began his volunteer career with 
the DAV. That was 23 years ago. He still 
works at the VA Medical Center in 
Washington, O.C. five days a week. 

Giles is a disabled veteran of World 
War II and Korea and currently operates 
the information desk at the 750-bed VA 
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Medical Center. He gives directions to Many volunteers teach in the DAV ski clinics. 
visitors, a job he says is even more criti-
cal now that the Veterans Administra
tion funding has been cut back by the 
federal government. When VA person
nel were cut, he said, they hired con
tract employees and some of tl1em 
"didn't know where the men's or ladies' 
room was," he added. 

Before starting his stint on the admis
sions desk, Giles provided free coffee to 
outpatients-a DAV staple at the hospi
tal. They typically serve about 80 cups 
of coffee a day, he said. 

The DAV has the largest number of 
volunteers at the hospital-about 45 to
tal-but otl1er groups, such as the Veter
ans of Foreign Wars, American Legion 
and American War Mothers, also help 
the veterans. 

DAV volunteers at the hospital also 
do otl1er tasks. They work at an adjacent 
120-bed nursing home, escort patients 
from wards to clinics by wheel chair or 
stretcher, fill ice pitchers on the wards 
or take blood samples to the lab. One 
volunteer is an EKG technician. Others 
do office work. 

If a vet dies, the DAV sends a chap
lain to the family's home, because the 
DAV is also committed to helping wid
ows and orphans. Most of the volun
teers who work in the hospital work 
from one to four days a week and about 
a half dozen work five days a week, 
Giles estimated. 

The hospital is seeing Vietnam veter
ans, he said, and a few from Desert 
Storm trickle in. The DAV had a recep-
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tion for 13 Desert Storm disabled veter
ans and started an outreach and coun
seling program for vets that the VA 
eventually picked up. Giles used to 
counsel Vietnam veterans. "Vietnam 
vets complained that they fought in an 
undeclared war," Giles said, "but I used 
to say, 'Son, let me tell you something. 
Korea was a police action."' 

A past DAV chaplain, Giles said the 
"grace of God keeps me going all these 
years." He still does missionary work in 
the community and describes his vol
unteer activities as "a labor of love." It's 
something you can't describe, he said, 
but it is most rewarding to help people. 

"I don't like to use this overworked 
phrase," Giles said, "but volunteer 
work lets me give something back to tl1e 
community." Volunteers can help just 
by listening to an individual or cheering 
them up or letting them know they are 
not alone, he added. "It's like an ex
tended family." 

For example, he mentioned the good 
feeling he gets from a 96-year-old World 
War I veteran "whose face lights up 
whenever he sees me." These old veter-
ans may not be able to move around 
physically, Giles said, "but they are still 
sharp and can give you a good story 
whenever you see them." 

A lot of new vets are coming in who 
have never been to the hospital before, 
Giles added. What depresses him is 
"what the politicians are doing to the 

Volunteers are always busy in the 
coffee room. 

veterans-cutting budgets and phasing 
out programs." The VA stopped provid
ing transportation to disabled veterans 
to and from the hospital, Giles said, so 
the DAV set up a transportation net
work to fill the gap. They operate a van 
for people who can't afford a cab or bus. 
Since the program began in 1987, DAV 
volunteer drivers have transported 
more than 600,000 veterans more than 
32 million miles. 

The DAV was hearing complaints 
about maintenance of cemeteries, Gi.les 
added, so at the national DAV conven
tion in New Orleans this year, the DAV 
donated $20,000 to the national ceme-
tery system. 

No fan of politicians, Giles said tliat 
when they come on the scene, "the first 
thing they cut is veterans, then old 
folks, then poor folks." Some service 
organizations play politics, Giles said, 
but "we are concerned about benefits." 
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Major League Umpire Larry Barnett 
enjoys talking with veterans at VA 
hospitals. 

THE DAV AT A GLANCE 
■ A nonprofit association of 1.1 mil
lion veterans who incurred service
connected disabilities while serving 
in the armed forces in any time of 
war or conflict, the DAV is funded 
totally from dues and contributions. 
■ Nearly 300 veterans' benefits ex
perts, based in 68 offices, help veter
ans and their families, free of charge, 
get all the benefits they are entitled to. 
■ As the largest supplier of volun
teers to the VA medical system, the 
DAV recruits volunteers to befriend 
and assist hospitalized veterans 
through direct contact, recreation 
programs and staff assistance. 
■ The DAV maintains disaster and 
emergency relief funds for disabled 
veterans caught in a bind. 
■ The DAV offers educational schol
arships, based on merit, for children 
of disabled veterans who might not 
otherwise be able to afford the cost of 
college. 
■ DAV chapter service projects in
clude transportation of sick and dis
abled veterans to VA medical cen
ters; assistance to older veterans 
with basic needs for food, clothing 
and shelter; help in job placement; 
and more. 
■ While the DAV has no PACs and 
endorses no political candidates, its 
Washington staff constantly works 
for new legislation to benefit disa
bled veterans, their families and sur
vivors and guards against cuts in 
benefits and programs. 
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Help for Kids of Desert Storm Troops 
While their parents fought in Operation 
Desert Storm, many children of these 
military personnel accumulated their 
own "battle scars" at home. Now that 
the war is over, the Defense Department 
is turning to a volunteer-based group to 
provide after-school programs for these 
children. It is the first time DOD has 
funded an outside agency to serve 
youth of military personnel. 

The Boys and Girls Clubs of America 
has been awarded a $3 million grant by 
DOD to help an estimated 20,000 young 
people in about 110 communities. "The 
Persian Gulf conflict caused a serious 
disruption in the lives of the children of 
active duty, Reserve and National 
Guard personnel," said Jeremiah Mil-

bank, head of the Boys and Girls Clubs 
of America. All Desert Storm children 
faced absentee parents, personal anxi
ety, family stress and fear of the un
known. 

"On-base youth centers lost many of 
their leaders and almost all of their vol
unteers," Milbank continued. "In addi
tion, children of Reserve and National 
Guard units are removed from even the 
basic support and services offered by a 
base." 

The Boys and Girls Clubs will also 

provide training to enhance existing on
base youth programs for the children of 
military personnel. About 450 clubs 
across the country will actively recruit 
military dependents with public serv
:ce illUlouncements, newspaper arti
cles, letters and open house events. 
There will be no charge for military de
pendents to join the network that in
cludes more than 17,000 professional 
staff and 69,000 volunteers. 

Key programs addressed by the clubs 
include education, substance abuse, 
teen pregnancy, youth employment and 
delinquency prevention. 

Of greatest concern to the Defense De
partment, however, is the impact of the 
war on Reserve and National Guard de-

pendents. While children of active-duty 
personnel are trained to have one or 
both parents away for extended periods 
and often under perilous conditions, 
children of Reservists and the National 
Guard do not have this preparation. 

Children of military personnel close
ly match the clubs' targeted member
ship profile, so they hope that many of 
the children will continue membership 
beyond the two-year period covered by 
the DOD grant. 
-Judy Hoberek 
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Insurance 

What Your Volunteers Should 
Know about Liability and 
Insurance 
From the Nonprofits' Risk Management & Insurance Institute 

The following questions and answers are 
excerpted with permission from the Non
profits' Risk Management & Insurance 
Institute's pamphlet, "Answers to Volun
teers' Liability and Insurance Ques
tions." For a free copy, send a stamped, 
self-addressed envelope to: NRMII, 1731 
Connecticut Ave., NW, Suite 200, Wash
ington, DC 20009. 

T: he first thing lo know is that the 
threat of lawsuits need not keep 
you from volunteering. Lawsuits 

against volunteers are rare and actual lia
bility even less common. Moreover, in
surance ordinarily can take care of your 
legal defense and pay a claim on your 
behalf so that your personal possessions 
and savings will nol be at risk. 

The next thing to know is that the pos
sibility of a lawsuit is real. Although the 
laws of some slates limit the liability of 
volunteers, hurting another person or 
damaging property can lead to a lawsuit. 
Therefore, when you volunteer, you must 
act with ordinary care lo prevent harm. 
Whether you are a volunteer board mem
ber, tutor, counselor or guide, the law 
generally requires Lhat you act with the 
level of care a reasonable person would 
exercise. 

Aren't Volunteers In My State 
Protected From Lawsuits? 
Almost all rules limiting the liability of 
volunteers are state laws. Congress has 
never enacted a federal law applying to 
all volunteers. Because the stales have 
acted independently, the laws differ 
widely in terms of the volunteers they 
cover and how much protection they pro
vide. 

Unless a volunteer protection law ap-

14 

plies, lawsuits ordinarily are based on in
juries resulting from "negligence." In this 
legal context, "negligence" means not 
acting with Lhe care that a reasonable per
son would have used. Volunteer protec
tion laws bar suits unless harm results 
from something more than negligence. 
These laws change the standard to gross 

negligence, recklessness, or willful and 
wanton misconduct. 

Aside from using different liability 
standards, volunteer protection laws also 
differ in the scope of their application 
and Lhe conditions they impose. Most ap
ply to volunteers of any nonprofit organi
zation, but some are limited lo volunteers 
of charitable or social welfare organiza
tions. Olher laws require that the organi
zation itself be insured, and some limit 
recovery lo the amount of insurance Lhe 
volunteer has. 

Will The Organization Protect Me If 
I'm Sued? 
An organization may protect its volun
teers with insurance and indemnification 
(an undertaking by the organization to 
pay legal costs and any settlement or 
judgment). Adequate protection may re
quire both indemnification and insur
ance because of limitations on each, in
cluding the reality that indemnification 
without money to back il up is a hollow 
promise. 

State laws for nonprofits generally re
quire indemnification in some situations, 
permit it in most, and forbid it in a few. 
Most states require indemnification for 
volunteer board members who success
fully defend against a claim. Prohibitions 
against indemnification are generally de
signed lo prevent a volunteer from profit
ing at the organization's expense. To 
make full use of indemnification, an or
ganization may need to state in its bylaws 
that it will indemnify its volunteers in 
specified situations or to the maximum 
extent permitted by law. 

Several states still have very old in
demnification laws lhal limit their utility 
and few pertain explicitly to volunteers 
other than directors and officers. Even in 
those stales, though, insurance together 
with indemnification usually provides 
adequate protection. 

What Insurance Should My 
Sponsoring Organization Have? 
Increasingly, insurance policies for non
profit organizations specifically include 
volunteers. At least as important, more 
nonprofits are carrying insurance. De
pending on what you do as a volunteer, 
you may be covered under one of four 
major types of policies: General Liability, 
Auto, Directors and Officers, or Profes
sional Malpractice. 

1. General Liability. The general liability 
policy, often in the form of a "package 
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policy" that includes properly insurance, 
is the most common and the most inclu
sive type of insurance. To determine 
whether you are covered, check the defi
nition of "insured." This definition in
variably includes the organization; it 
should also specifically list "volunteers." 
If not, check the endorsements at the back 
of the policy to see if one of them adds 
volunteers. 
2. Auto. Financial responsibility for mo
tor vehicle accidents lies primarily with 
the owner of the vehicle. In furtherance 
of this general rule, stales generally re
quire every vehicle owner to carry liabili
ty insurance of al least some minimum 
amount. If you are involved in a collision 
while driving your own vehicle, most 
nonprofit organizations will expect you 
to rely on your own coverage up lo the 
policy limits. 
3. D & O. Directors and officers insurance 
is a very specialized policy that is some
what misleadingly named. The essence 
of its coverage is for harm resulting from 
making policy and managing the affairs 
of an organization. "Management errors" 
is a more descriptive name. 

This coverage is easily confused with a 
general liability policy because a single 
incident may result in claims under both 
policies. For example, a swimming acci
dent will ordinarily be covered under the 
general liability policy because it in
volves bodily injury, even if a board 
member is named in the suit. If a lawsuit 
is filed lo stop the board from operating a 
swimming pool, the D & 0 policy would 
respond. 
4. Malpractice. ll you are providing pro
fessional services as a volunteer, some 
form of malpractice or professional liabil
ity insurance may be desirable because 
other types of policies typically exclude 
professional services. The possibility of 
professional liability is generally the 
same in volunteer and employed posi
tions. Even if your volunteer activity is 
not always regarded as being "profes
sional," you should check for coverage. 
Personal counseling, financial advising, 
and referrals may or may not be covered 
under an organization's other policies. 

* * * * 

For specific legal questions, there is no 
substitute for an attorney. Likewise, an 
insurance professional is best qualified lo 
answer your questions about particular 
insurance policies and insurer practices. 

With full information, you can volun-
teer with confidence. ■ 
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Advocacy 

Advocacy in Arizona 
One of the most important roles we play as 
human services professionals and volunteers 
is that of advocate. And today, more than ever, 
it's imperative U1at our advocacy skills be put 
to work not only for our own special clientele, 
but for all people who are in pain, in suffering, 
or in need. 
-Marilyn M. Boess, Editor/Publisher, Arizona 
Human Services magazine 

These few words about advocacy 
were part of the introductory re
marks to the October issue of the 

Arizona Human Services magazine, 
which focused on "a new advocacy in 
human services." The issue contains 
■ the anatomy of a major community 
campaign called "Changing Families, 
Changing Needs," which sounded the 
alarm about Arizona's crisis in human 
services; 
■ a look al how public perceptions can 
change about the relative importance of 
human services issues; 
■ tips for assuring sound relations with 
the media; 
■ an insider's view of advocacy at the Ar
izona State Senate; and 
■ tools for strengthening an agency's 
board leadership skills. 

Recognizing the importance of advoca
cy for human services issues, the Mari
copa Association of Governments (MAG) 
ordered 500 copies of this special issue to 
send to leaders of Arizona's corporate 
community. 

VAL readers also can obtain a copy by 
sending $3.00 lo cover postage/handling 
to: Arizona Human Services Magazine, 
49 E. Thomas Road, Suite 206, Phoeniz, 
AZ 85012. 

The following excerpt, which de
scribes the "Changing Families, Chang
ing Needs" campaign, was developed by 
Carol Kratz of the Maricopa Association 
of Governments and Vance Wilson of Bu
chen and Company. 

"MAG sounding alarm on poverty, 
housing crisis." 

"Human services lacking, leaders 
told." 

"Warning: Families in trouble." 
Without a doubt, these headlines were 

not news to those involved in human 
services in Arizona. But it was news the 
public, the government and the business 
community needed to know. 

Not that just an isolated social services 
agency was in trouble ... or that an indi
vidual family was in crisis ... or that one 
service was sorely lacking. The news 
was-and is-the big picture of human 
services needs. 

The demands placed on the entire hu
man services system had been short
changed by two decades of rapid growth, 
which saw the metropolitan Phoenix 
area alone jump from less than a million 
to more than two million in population. 
Adding further fuel lo the fire were criti
cal changes in the family structure and 
the economy: families that live in pover
ty, even though both parents work. More 
teen parents, a dismal high school gradu
ation rate, a growing lack of affordable, 
quality day care. Increasing numbers of 
adult children caring for their elderly 
parents as well as their youngsters. A 
widening-and disturbing-gap between 
services and needs. 

The Alarm is Sounded 
The fact that too few people knew just 
how severe the unmet human services 
needs are, and how dire the conse
quences, became clear through the Mari
copa Association of Government's annu
al human services planning process. 
Each year, MAG's human services plan
ning office calls on the community to 
look at its key service issues and set some 
priorities for funding and for program de
velopment. 

In 1989, MAG concluded that county 
residents needed to be awakened lo the 
fact that a human services crisis existed 
in their midst. The lime had come to 
sound the alarm. 

That alarm came in the form of an am
bitious public information and education 
campaign called "Changing Families, 

(continued on page 29) 
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Fall Book Preview 

--- The Effective Development 
of a Volunteer Program 

The books highlighted in this section 
are some of the new listings offered in 
the 1991-92 Volunteer Readership cat
alog. The excerpts presented here are 
reprinted with the permission of the 
publisher and/or author. 

Volunteer Management Handbook for 
Effective Development of Volunteer 
Programs. Ann Jacobson, LCSW. Ann 
Jacobson and Associates, Kansas City, 
Mo., 1991. 35 pp. $7.50. 

V
olunteer programs must be well or
ganized if they are to be effective. 
Careful planning and applying 

good management practices are as im
portant to vo!unteer programs as they are 
to other aspects of a nonprofit organiza
tion. Experience has demonstrated that 
volunteer programs which have been 
based on careful and systematic planning 
improve more rapidly and gain more posi
tive results than those which come about 
through unguided or haphazard efforts. 

Generally, the recognition of an unmet 
need will cause an organization to consid
er the development of a volunteer pro-

Ann Jacobson is president of Ann Jacob
son and Associates, which specializes in 
consultation and training for nonprofit or
ganizations. Previously, she worked with 
United Way for 20 years in management 
positions and served as editor of Stan
dards and Guidelines for the Field of Vol
unteerism. She is a former president of the 
Association of Volunteer Bureaus and 
founder of the Volunteer Center in Kansas 
City, Missouri. 
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By Ann Jacobson, LCSW 

gram. Identification of the need may come 
from staff, clients, consumers or an inter
ested person. 

To determine whether the need could 
be met appropriately by volunteers, the 
following points should be considered: 
■ Will the work to be performed by volun
teers have real significance? 
■ Will involving volunteers increase or im
prove the services of the organization? 
■ Will volunteers help to free up staff to 
perform their assigned duties? 
■ Will volunteers supplement and en
hance the work of paid staff but in no way 
replace staff jobs? 
■ Will volunteer tasks be appropriate for 
volunteers and will they be satisfying to 
the individual volunteer? 

A volunteer program will only succeed 
if it has a firm commitment from the admin
istration, be it an agency director, depart-

WHO ARE TODAY'S 
VOLUNTEERS? 

Retirees 
Senior citizens 
High school students 
College students 
College faculty 
Executives 
Homemakers 
Blue collar workers 
White collar workers 
Newcomers 
Parents 
Parolees 
Professionals 
Minorities 
Businessmen and businesswomen 
Singles 

ment head, president and/or board. This 
means that those in charge approve the 
volunteer program and provide leader
ship to make sure that it becomes an inte
gral part of the total organization program. 

Consideration is given to employing a 
qualified person as volunteer coordinator 
who has the ability and experience to work 
with volunteers. Volunteers are accepted 
as members of the staff team. 

Appropriate consideration is also given 
to providing adequate office or work 
space for the volunteers as well as neces
sary materials, clerical assistance and in
cidental costs. 

When planning a volunteer program it is 
vital to involve staff, volunteers and clients 
in the process from the very outset. Staff 
involvement starts with a needs assess
ment and planning. When staff can pro
vide input from the volunteer program's 
inception, they will feel that the program is 
also "theirs" and will give greater commit
ment and attention to involving volunteers. 

Planning and Organizing a 
Volunteer Program 
Standards and Guidelines for the Field of 
Volunteerism, published by the Associa
tion of Volunteer Bureaus in 1978, outlines 
the following guidelines for the planning 
of volunteer programs: 
■ Plans must be logical and in agreement 
with the organization's goals and objec
tives. 
■ Set short-range and long-range objec
tives annually, review them periodically 
and revise them if needed. 
■ Community commitment to the program 
or service must be considered. 
■ Plans must consider the feasibility of im
plementing the services to be provided. 
■ Plans should encompass a develop-
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mental design which includes recruit
ment, placement, training, supervision, 
record-keeping, evaluation and recogni
tion. 
■ Completion dates and specific tasks to 
be performed must be indicated. 
■ Encourage a plan for public information/ 
public relations. 
■ Realistic board or committee planning 
needs to include in-depth deliberation, 
periodic brainstorming and lengthy dis
cussion. 

Effective planning can accomplish the 
following: 
■ It can enable the volunteer organization 
to make the most efficient and effective 
use of available people and other re
sources. 
■ It can provide for continuity of the opera
tion and become a vehicle for manage
ment to realize programs and activities. 
■ It can eliminate overlapping and dupli
cation by being related to all community 
agencies. 

Suggested Steps for Organizing a 
Volunteer Program in an Agency 
■ Executive Director, board and key staff 
review literature on volunteerism. 
■ The benefits and problems of incorpo
rating volunteer participation in the agen
cy program are discussed by lay leader
ship and staff. 
■ Goals. objectives and a budget for the 
volunteer program are formulated. 
■ A written plan for volunteer involvement 
in the agency is formally adopted and en
dorsed by the board and staff. 
■ The board officially approves the estab
lishment of a volunteer program and allo
cation of funds and resources to support 
the program are outlined. 
■ A committee on volunteer services is 
appointed. either as a board committee or 
as an advisory committee with board rep
resentation. 
■ A director or coordinator of volunteers is 
employed to administer the volunteer pro
gram. 
■ Written guidelines for operating the vol
unteer program are developed. 
■ Jobs and tasks for volunteers are de
fined and volunteer job descriptions are 
prepared. 
■ A volunteer manual is compiled. 
■ Staff is oriented and prepared for the 
volunteer program. 
■ A recordkeeping system is organized 
and forms are developed. 
■ An evaluation process for the volunteer 
program and the individual volunteers is 
determined. 
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WHY PEOPLE VOLUNTEER 

■ To help others 
■ To feel useful and needed 
■ For self-fulfillment 
■ For personal development 
■ To improve the community 
■ To occupy spare time 
■ To meet people 
■ To gain work-related experience 
■ For companionship 
■ To gain recognition 
■ To work in own area of expertise 
■ To try something new 
■ To sharpen unused skills 
■ To test out interest 
■ To fill a void caused by retirement 

The Volunteer Coordinator 
In order to implement the policies and car
ry out the responsibilities of the volunteer 
program, the organization needs to em
ploy staff. This position can be given the 
title of Coordinator or Director. It is a man
agement position and can be paid or non
paid (volunteer) position. 

In general, the volunteer coordinator is 
responsible for planning, developing, im
plementing and supervising the volunteer 
program within the organization. The vol
unteer coordinator recruits, interviews, se
lects, orients. trains, places, supervises. 
motivates, evaluates and recognizes vol
unteers. Other duties such as public rela
tions, budgeting and recordkeeping may 
also be included. 

A sample position description follows. 

Sample Position Description 
Title: Volunteer Coordinator 
Accountable to: Executive Director 
Purpose: To organize, direct and imple
ment the volunteer program within the 
agency. 

Duties: 
■ Develop guidelines for the operation of 
the volunteer service, including forms, 
standards, policies. benefits and a volun
teer handbook. 
■ Determine, with staff, opportunities for 
volunteer positions (involvement). 
■ Develop staff understanding of the im
portance of volunteers. 
■ Prepare job descriptions for volunteers 
and provide for performance appraisal. 
■ Perform and/or arrange for recruitment, 
interviewing, selection. placement, train
ing and supervision of volunteers. 
■ Maintain records of volunteer activities 

and volunteer programs. 
■ Supervise evaluation of volunteer serv
ices and program. 
■ Organize recognition programs. 
■ Coordinate the volunteer program within 
the agency. 
■ Interpret volunteer program to the com
munity and obtain publicity. 
■ Work with board and/or advisory com
mittee and staff appropriate committees. 
■ Prepare budget and reports on volun
teer programs for volunteers and staff. 
■ Keep current on trends and legislation 
effecting volunteers. 

Setting Goals and Objectives 
The volunteer program must operate with
in the goals of the organization and formu
late supplemental goals and objectives 
that will apply to the organization. clients, 
staff, volunteers and the community. 

Examples of goals for volunteer pro
grams: 
■ To enrich and extend the services of the 
agency by involving volunteers. 
■ To develop a specific volunteer service 
to meet the special needs of clients. 

Goals are very general in nature. Objec
tives are specific, measurable and do
able. 

Examples of objectives: 
■ To recruit 10 volunteer drivers by April 
1991 to provide 20 round trips for clients 
per month. 
■ To establish a home visiting program for 
20 older home-bound persons with the as
sistance of 10 volunteers by September 
1991. ■ 

HOW TO OBTAIN BOOKS 
FROM VOLUNTEER 

READERSHIP: 
1. Write or call for a free catalog: 

Volunteer Readership 
1111 N. 19th Street, Suite 500 
Arlington, VA 22209 
(703) 276-0542 

OR 

2. Send a check or money order to 
Volunteer Readership for the price of 
the book + a shipping/handling 
charge of $2.75 for orders up to 
$20.00. 

OR 

3. Order by phone using Visa, 
MasterCard or American Express. 
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Fall Book Preview 

--- Self-Study for 
Volunteer Programs 

Self-Study Guide for Volunteer Pro
grams. Ann Jacobson, LCSW. Ann Ja
cobson & Associates, Kansas City, Mo., 
1991. 67 pp. $15.00. 

T
he Self-Study Guide for Volunteer 
Programs has been developed at 
the request of many individuals and 

groups in the field of volunteerism. It is an 
outgrowth of a long delayed follow-up to 
the Standards and Guidelines for the Field 
of Volunteerism, published by the Associ
ation of Volunteer Bureaus in 1978, for 
which I seNed as editor. 

The purpose of a volunteer program 
self-study is to assure quality seNice to 
the community, the volunteer and the cli
ent. It can assure the organization in 
which the volunteer program operates that 
it is fulfilling its respective stewardship 
role in the community as well as assist in 
its endeavor to enhance its management 
capabilities. It can also determine what 
the volunteer program is expected to 
achieve to further the goals of an agency 
or department. 

The Self-Study Guide provides a volun
teer program with a set of minimum princi
ples with which it may periodically assess 
its management capabilities in the provi
sion of a necessary program. The guide 
can assist volunteer programs in making a 
systematic appraisal of 
■ the extent to which its basic purpose is 
being effectively and efficiently accom
plished; 
■ its structure, method of operation and 
financial management; and 
■ ways of improving its seNices. 
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Self-Study Goals 
The self-study goal can be program im
provement, gaining information for future 
planning, recognition and accountability 
or justification to decision makers. Self
study could also address such issues as 
how much of an impact the volunteer seN
ice makes on the agency, community, em
ployees and clients. 

An effective assessment of the volun
teer program can disclose if the seNices 
of volunteers have enriched, extended or 
added seNices of the organization in 
which the volunteer program operates. It 
is important to look at the structure as well 
as content, and to measure staff time 
against volunteer performance gained. 

If volunteers appear to be a liability, 
new approaches may be needed. When 
planning an evaluation, volunteers and 
staff need to participate. 

Results from an evaluation can be 
shared formally or informally. 

Benefits of a Self-Study 
There are many benefits from a self-study 
that accrue to the staff, executives, volun
teers and board members: 
■ A better and shared understanding of 
what the organization expects to achieve 
through the volunteer program 
■ A clear understanding of specific roles 
to be performed by staff members and 
volunteers 
■ Amore precise delineation of the objec
tives a volunteer program is expected to 
achieve 
■ Better information for planning and deci
sion-making 

■ The formulation of goals and objectives 
in tune with the client's and community's 
needs 

There are also significant benefits that 
are largely external to the organization: 
■ More effective seNices for the consum
ers of human seNices 
■ Increased ability to communicate and 
account to the public and funding agen
cies for financial contributions received 
and volunteer services as an additional in
kind resource 
■ Improved ability to demonstrate to con
sumers and the public a real concern 
about volunteer program effectiveness 

When to Conduct a Self-Study 
It often has been said, "The time must be 
RIGHT before self-evaluation can be suc
cessfully carried out!" However, arriving 
at the right time is not magic. Certain con
ditions, when present, can help assure 
that the time is right to conduct a self
study. 

These conditions include: 
■ Receptivity to change on the part of the 
board, administration and/or staff 
■ Willingness to question established 
ways of doing things 
■ Open communication throughout the 
agency and volunteer program regarding 
all aspects of the self-study process 
■ Broad participation in self-study activi
ties by staff, board members and volun
teers 
■ Recognition that self-evaluation may 
disturb the status quo-that it involves 
risk-but that potential benefits far out
weigh the risks; and 
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Fall Book Preview ■ Realization on every level that sell-study 
is the means toward better services for the 
agency's clients and more meaningful in
volvement of volunteers 

These conditions may not be present 
when a self-study is scheduled. However, 
there are many things which can be done 
to increase the likelihood of the conditions 
developing. These include: 

---
Episodic 
Volunteering: 

■ Providing adequate information to all 
staff and volunteers who will be affected 
by the self-study process 
■ Getting staff and volunteers involved. 
People tend to accept new approaches 
that they influenced or helped to create. 
Participation will help clear up doubts and 
worries and diminish resistance to 
change. 

What ls It 
Really? 

By Nancy Macduff 

■ Educating staff and volunteers in the 
self-study process. Give assistance in 
processing new information. Provide 
skills, training and practice in a workshop 
setting as well as under actual conditions 
■ Expecting the tension that change inev
itably creates. Tension can be creative 
and productive. 
■ Recognizing and rewarding staff and 
volunteers who are making serious efforts 
at self-study 
■ Continually reviewing the outcome of 
the participants' work. Is the agency and 
volunteer program accomplishing its ob
jectives in implementing the self-study 
process? Have objectives to improve 
agency and volunteer program function
ing been implemented? What changes 
should be made in the self-study proc-
ess? 

Episodic Volunteering: Building the 
Short-Term Volunteer Program. Nancy 
Macduff. MBA Publishing, Walla Walla, 
Wash., 1991. 24 pp. $7.95. 

11 E p-i-sod-ic/ep e-'sad-ik; 1: 
made up of separate esp. 
loosely connected episodes. 

2: of or limited in duration or significance 
to a particular episode: TEMPORARY. 3: 
occurring, appearing, or changing at usu
al irregular intervals, OCCASIONALLY." 
Thus, it is that Webster's Ninth Collegiate 
Dictionary defines the word "episodic." A 
word gaining increasing popularity in the 
volunteer field. 

A recent study by The National VOLUN
TEER Center and the J.C. Penney Co. 

• • • • asked those not volunteering why they 
Good evaluation promotes good pro- were reluctant to volunteer. Seventy nine 

grams. It can measure progress and iden- percent of those asked said they would be 
lily areas of future work. When an organi- more inclined to volunteer if the jobs were 
zation has set goals and specified, mea- short in duration. Many volunteer pro
surable objectives at the beginning of the grams are seeking ways to attract the epi
program, evaluation can be accom- sodic or "short-term" volunteer. 
plished easily. Evaluation can help in de- To develop effective strategies to both 
termining whether a program or project recruit and sustain these volunteers it is 
should continue, be discontinued or essential to understand what "episodic 
changed. ■ volunteering" is and how it is different from 

TO ORDER BOOKS FROM 
VOLUNTEER READERSHIP: 

■ Call (703) 276-0542 to place your 
order using Visa, MasterCard or 
American Express. 

■ Write or call for a free catalog: 
Volunteer Readership 
1111 N. 19th St., NW, #500 
Arlington, VA 22209 
(703) 276-0542 
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the type of volunteering that is currently 
the standard in the field. The dictionary 
definition outlines the two most predomi
nant types and kinds of "episodic" volun
teer opportunities. The first type is service 
that is short in duration, and the second is 
one that occurs at regular intervals for 
short periods of time. 

Nancy Macduff is a nationally known vol
unteer trainer, author of several books on 
volunteer management and publisher of 
the newsletter, Volunteer Today. 

Service That is Short in Duration 
Volunteers who provide service that is short 
in duration can vary from the one-day volun
teer at a Special Olympics Track and Field 
day, to the college student who provides 
assistance on a special project for 10-12 
weeks, to the volunteer serving on a board 
of directors' task force for six months or less. 
They come into the volunteer program, or
ganization or agency for a pre-established 
time and are truly finished when the job is 
done in the pre-arranged period of time. 
Training, orientation, supervision and sus
taining the volunteers' efforts are all 
planned and implemented around the 
short-term nature of the job they have been 
asked to complete. 

Service at Regular Intervals 
Service to a volunteer program that occurs 
at regular intervals is often done by peo
ple who want to serve their organization, 
but are unable to do that in a sustained 
and regular way that occurs on a monthly 
or weekly basis. This type of service can 
be the parent who chairs the annual fund 
drive for a child's group (cookie or candy 
sales). This is sustained work for a short 
period of time, usually less than three 
months, often being less than a month in 
duration. It includes people who work on 
the same annual event each year for sev
eral years in a row, or every other year. 

Both of these models will seem familiar 
to the volunteer program manager. Infor
mally, volunteer programs, organizations 
and agencies have been accommodating 
individual volunteers to be episodic vol
unteers. So why is the notion such a "revo
lutionary" idea to the volunteer field? 

(Editor's note: Two chapters in this book 
are based on articles that appeared in the 
Spring 1990 and Winter 1991 VAL.) ■ 
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Fall Book Preview 

--- Short-Term Volunteers: 
Emphasizing Retention 

Recruiting Volunteers for Difficult or 
Long-Term Assignments. Steve Mccur
ley, VM Systems, Downers Grove, Ill., 
1991. 14 pp. $6.00. 

T here is one additional method for 
recruiting volunteers for difficult po
sitions and it is probably the most 

meaningful of all. At the bottom of the 
trend for short-term involvement is a de
sire by potential volunteers to help but to 
not get overwhelmed by a volunteer posi
tion which they do not enjoy. The obvious 
answer to this problem would be to ensure 
that all short-term volunteers begin to look 
at their volunteer work as so much fun and 
so rewarding that they want to do more of 
it. Short-termers can thus be converted to 
long-termers. Recruitment based on this 
theory might be described as "internal" 
recruitment. 

This answer is not as simplistic as it 
may sound. For rnany reasons, short-term 
volunteering is not as rewarding as long
term-it doesn't provide the emotional 
satisfaction of really being a part of some
thing and watching it succeed. Short-term 
volunteering is to long-term as fast food is 
to a real meal: You can survive on it but 
you don't call it dining. Many short-term
ers may be engaging in sporadic volun
teering and as a sampling technique until 
they find the position which is right for 
them, practicing "comparison" shopping. 

To take advantage of this, a smart volun-

Steve Mccurley, a principal of VM Asso
ciates, is a trainer, speaker and author in 
the volunteer field. 
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teer coordinator should develop a series 
of entry-level, short-term jobs which pro
vide the volunteer with the opportunity to 
see how they like working with the agency, 
its staff, and its clientele. Once the volun
teer is working in these "starter" jobs, the 
volunteer coordinator should work on re
tention, slowly grooming the volunteer for 
more work and ensuring that the volunteer 
truly enjoys the work. Volunteers are curi
ously rational: They won't stay in jobs that 
aren't enjoyable and they will stay in those 
that are. 

Some evidence for the effects of this 
phenomenon is available from studies of 
volunteer behavior. In the 1988 Gallup 
Poll on Giving and Volunteering in the 
United States, 14 percent of those volun
teers who reported increasing their volun
teer hours said they did so because of 
expanding interest and involvement. 

From this perspective, emphasis on vol
unteer retention would be much more im
portant than emphasis on recruitment. 
Rather than focusing on constantly bring
ing new volunteers into the system, with 
the concomitant expenditure of energy re
quired for recruitment, screening and 
training, this approach would concentrate 
on maintenance of the existing volunteer 
force through retention of the incumbents. 
Over time, the organization would benefit 
from the increased experience levels of its 
volunteers and from the lessened costs of 
bringing newcomers into the system. 

There are three different ways of think
ing about the process of "improving" vol
unteer jobs to make them more interesting 
and involving. 

1. Give Them a Great Place to 
Work 
The nature of the process for strengthen
ing involvement would necessarily vary 
from job to job and from volunteer to vol
unteer, but some factors are probably 
common to all volunteer jobs. One of 
these is providing for the volunteer a re
warding job situation, one in which work
ing facilities are satisfactory and social 
relationships are positive. 

2. Give Them What They Don't 
Have 
Another way of approaching the process 
of making a job more interesting is to look 
at it from the perspective of the potential 
volunteer. What is it, for example, that they 
want out of this volunteer job that they 
aren't getting from their current job? 

3. Give Them a Good Time 
Another way of thinking about more effec
tive retention is to develop ways to let the 
volunteer have more "fun." 

This is not quite as strange a notion as it 
might seem. Henderson has suggested 
that one way to view volunteering is as a 
"leisure" activity, i.e., something which is 
done freely without expectation of mone
tary benefit. 

Volunteering and leisure have similar 
expected benefits: "People want to do 
something interesting, to achieve some
thing, meet people, have fun, learn new 
things, be refreshed, and relax." All of 
these factors might be examined as as
pects of volunteer jobs which could be 
strengthened. ■ 
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The Roles and 
Relationships 

of the Top Volunteer 
and staff Officers 

By Brian O'Connell 

The greatest source of friction and breakdown in volun
tary organizations relates to misunderstandings be
tween the chief volunteer and staff officers. Some of the 

strongest organizations do a tailspin because these individu
als don't agree on their roles. 

The problem is compounded by regular turnover in the chief 
volunteer officer's position. New people come with very differ
ent understandings of what a chief volunteer officer should be 
and do. It's also a vulnerable time when a new chief staff officer 
is hired. The board will just assume that the new director has 
the same grasp of the relative roles and may be stunned to find 
it's very different. 

In the case of the chief volunteer officer, the post may be 
occupied at one point by the chief executive officer of a very 
large corporation who over-delegates his or her responsibil
ities to the chief staff officer, but with new elections that volun
teer post may be occupied by a person who has made her 
reputation in the city's League of Women Voters, which has no 
staff, and who therefore is ready to take up the reins-and I 
mean all of them. This may be extreme, but it's not far fetched. 
By experience, temperament and style, each chief volunteer 
officer is going to be different and in the turnover may meet 
head-on a chief staff officer who has a pretty fixed notion of his 
or her own responsibilities and prerogatives. 

A growing source of this problem involves the titles. Increas
ingly, organizations tend to use the term chief executive officer 
to describe the staff director's position. This can lead to an 
assumption that the board should be relatively passive and the 
chief volunteer officer should stay in the background. If it's the 
chief volunteer officer who is the chief executive officer that 
leads to an impression that he or she is in charge of everything, 
including the staff director. Because this is where some of the 
real trouble starts, I think the title chief executive officer should 
not apply to nonprofit organizations. 

Whether the top volunteer officer is called board chairman or 

Brian O'Connell is president of INDEPENDENT SECTOR and 
author of The Board Member's Book (New York: The Founda
tion Center, 1985), from which this article is excerpted. 
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president, the description should be as chief volunteer officer; 
and whether the staff director is called president, executive 
vice president or executive director, the definition should be 
chief staff officer. Voluntary organizations are very different 
from business organizations, and we only confuse ourselves 
and our responsibilities by trying to see our roles in contexts 
that don't altogether apply. 

I acknowledge that the relative roles become harder to de
scribe in large and more specialized organizations, but by 
starting with these different descriptions, it helps to understand 
that the two jobs are unique to nonprofit organizations and 
should be described and addressed as such. 

A great many of these differences can be anticipated and to 
some extent reduced if the job descriptions and expectations 
of both positions are clear. Knowing how easily the chief volun
teer and staff officers can be in conflict should create an 
awareness of how important it is that they work very hard at 
understanding one another's roles and one another period. 

At times, controversy can divide the chief volunteer and staff 
officers and, if not handled well, will lead to even greater 
problems. Hopefully, the two will be mature enough to workout 
their differences or at least be willing to disagree and to have 
their different points of view presented to the board or execu
tive committee for consideration and decision. It is especially 
hoped that maturity will allow each to handle defeat. 

I rarely disagree openly with a chief volunteer officer, but I 
do make it very clear to each new person in that role that I have 
a right to do so. It is easily overlooked, particularly in the 
turnover of chief volunteer officers, that the chief staff officer is 
hired by the board and is responsible to the full board. This 
often becomes confused because one of the roles of the staff 
director is often to serve as the executive assistant to the chief 
volunteer officer, and this can lead to the misperception that 
one is the direct subordinate of the other. Though it is slightly 
awkward, I sit down with a new chief volunteer officer as soon 
as he or she is identified and, within many other matters of 
orientation, review my responsibility to the board, and my 
awareness of how essential it is for us to work at a mutual 
understanding of our roles and relationships. ■ 
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lHEPOWEROF 
VOLUNTEERINC 

lHROUCH 
SPECIAL EVENTS 

T he power of volunteering through 
special events is something of 
which we are all fully aware, but it 

was brought home to me quite forcefully 
last May when I had the honor of being the 
guest speaker at the annual banquet of the 
Les Turner ALS Foundation in Chicago. 

This organization was formed 15 years 
ago by a small group of volunteers when 
their mutual friend, Les Turner, contracted 
Amyotrophic Lateral Sclerosis, commonly 
called ALS or "Lou Gehrig's Disease." 
ALS is a horrible affliction, which causes 
progressive paralysis and death within 
three to five years of onset. Its victims have 
included actor David Niven, Senator Ja
cob Javits, singer Dennis Day and Gener
al Maxwell Taylor. There is no treatment or 
cure for ALS. 

Now, however, due to these volunteers, 
there has been a breakthrough-the dis
covery of "marker genes"-the first step 
toward the eventual conquering of this 
disease. This breakthrough simply would 
not have happened at this time but for the 
efforts of this group of volunteers which 
raised, and continues to raise, through a 
series of annual special events, the mon-

Don Chapin, a speaker at last year's Na
tional VOLUNTEER Conference, is a spe
cial events consultant. He created the 
Healthy American Games, which has be
come the largest annual single-day fund
raising event for the United States Olym
pic Committee. 
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ey to establish and support the ALS re
search lab at Northwestern University. 

From the outset, this determined group 
decided they would concentrate their ef
forts on special events, rather than on oth
er forms of fundraising. In so doing, they 
have been outstandingly successful. 

Their biggest continuing event is the 
"Mammoth Music Mart," an annual sale of 
donated musical tapes, records, instru
ments and sheet music. The Mammoth 
Music Mart is held each September in a 
huge tent in the parking lot of a shopping 
center. Many of the local radio stations 
plug the event, area fire stations serve as 
drop-off points, the trucks of a local drug
store chain collect the materials from the 
stations, and the high schools get in
volved with student collection drives. In 
other words, they really have their act to
gether' Without having the 10 keys to ef
fective special events spelled out for 
them, the Les Turner ALS Foundation uses 
them, automatically, in the planning and 
execution of all their special events. 

Key #1 : Determine Your Basic 
Objectives-in Writing 
As a consultant, I'm continually amazed at 
how seldom clients bother to spell out 
their objectives. It's surprising how much 
easier it is to build stategies and to create 
effective special events when you know, 
and everyone has agreed upon, exactly 
what you hope to accomplish. 

To illustrate, here are two of 12 objec-

lives the United Way/Crusade of Mercy of 
Chicago set out for itself a few years ago, 
along with the strategies and special 
events that were used to accomplish 
them: 
Objective A: Increased awareness of ex
tent and scope of United Way. With 164 
communities involved in the United Way, 
confusion exists as to where the money 
goes and to the availability of services for 
each community. 
Strategy-Eliminate the confusion by dem
onstrating through local publicity and in
volvement of agencies that service is 
available wherever needed regardless of 
the location of the servicing agency. Dem
onstrate also the importance of the linking 
of all these communities. 
Special Event: "The Miracle Relay." A 
double-deck, red omnibus, decorated 
with flags and appropriate signs, went 
from community to community for a period 
of two weeks. At each stop along the way, 
local officials and United Way agencies 
put on a show or performed some ceremo
ny, with the local media much in attend
ance. 
Objective B: Develop a plan to involve 
previously uncommitted medium-sized 
companies. Many medium-sized compa
nies do not actively support the United 
Way. CEOs usually delegate interview ap
pointments to staff members. 
Strategy: Obtain receptive appointments 
for United Way representatives with the 
CEOs of targeted companies. Hold the ini-
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tial meeting at a unique location, with an 
important guest speaker and issue a non
transferable invitation. 
Special Event:"The Gold Pyramid Recep
tion." A builder in the Chicago area with a 
five-story home about which everyone 
was curious was persuaded to open it for 
this event. Illinois Governor Thompson 
consented to be the guest speaker. Each 
CEO's picture was taken with the gover
nor, after which the governor urged sup
port of the United Way and pointed out, 
with a smile, that a United Way represent
ative would be calling shortly to deliver 
the picture personally to the CEO, whom 
he hoped would listen to the representa
tive's story about the benefits of support
ing the United Way. 

(While it may not be possible to involve 
someone as important as a governor, as 
you explore every avenue of research, a 
surprising wealth of potential will soon be
come apparent.) 

Key #2: Explore Every Avenue of 
Research 
There will always be a tendency, after de
termining objectives, to dive right in and 
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start planning special events. However, 
you'll make that process easier if you first 
take the time to do some basic research. 
To begin with: 
■ List your community's assets-Le., do 
you have a river, lake, parks, unique build
ings, monuments? 
■ List all local clubs, organizations, asso
ciations, groups and the key people in 
these organizations. 
■ List all sporting facilities and teams. 
■ List the major corporations, particularly 
those with a record of community involve
ment, and your contacts within these com
panies. 
■ List all local media. 
■ List all the special events that have been 
done locally. 
■ List every special event you've ever 
heard of being done anywhere. 

As your list of local assets grows, so will 
the ideas for their use. 

Mendecino, California, is a lovely, small 
town on the coast north of San Francisco 
noted for its art center and its thriving art
ist's colony. Some years ago, when the 
local Rotary Club decided it needed an 
annual fundraiser, they had only to look 

among their community's assets. Works of 
art, purchased from or donated by local 
artists, are auctioned each year to buyers 
who come from all over the state. 

Key #3: Build Your Strategies. 
For each special event I think might do the 
job, I use the following check list: 
■ End purpose. What is the specific ob
jective this event ·is designed to accom
plish? 
■ Target audience. Who is to be influ
enced? 
■ Tactics. What are the details of the 
event, what will it accomplish? 
■ Responsibility.Who's going to do it? 
■ Budget.How much will it cost and who 
will pay? 

Don't be discouraged and think that 
"everything has been done!" There's al
ways something new, or something old 
with a new spin on it. 

Years ago, when the United States 
Olympic hopefuls were suffering from a 
lack of funding and training facilities, I 
thought I had one answer for providing 
additional funds-"The Big Ten Olym
pics." As the graduate of a Big Ten school, 
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I felt the spring track meet would benefit 
with revived interest and improved attend
ance if it were modeled after the Olym-

--3:~ ~.,.. 
r • . lected would be converted to U.S. dollars 

i and passed along to the United Way or 

pics, with all the color and pizzazz which 
people have come to know through watch
ing the spectacle on television. Part of the 
proceeds would be allocated to the U.S. 
Olympic Committee. My letter to the Big 
Ten Commissioner went unanswered. I 
"warehoused" the idea. 

-=--- some other specified charity. 
Good idea? Apparently a number of for-a ;:::-~--------= eign countries think so. London's Heath-

row and other overseas terminals now 
• have them, but if the concept has caught 

AM~~~~ on over here, I'm not aware of it. 

Ten years later, I resurrected the idea as 
the "Healthy American Games." In this an
nual event, employees of 30 companies, 
wearing T-shirts featuring their company's 

4
.\ 

logo, compete in a variety of games and · 
events-relays, tug-of-war, volley ball, . 
swimming, etc. The whole day follows the / 
Olympic format with a torch-lighting cere--\. 
mony, opening parade, medals for the 17 
winners and certificates for all partici- ~c 

pants. 
This year, $192,000 was raised in one Key #6: Assign Specific Time 

day, and the event has become the largest Commitments. 
single-day fundraiser for the U.S. Olympic Given enough time, you could bail out the 
Committee. ocean with a pail! However, time is the 

Key #4. Test Your Selections. 
Before you make your final choice, put it to 
the following test: Is it worth a dam? 
D - Is it do-able? Can you reasonably ex

pect it to work? 
A- ls it affordable? Compared to the prob

able returns, is the cost worth it? 
M- ls it meaningful? Will it help in accom

plishing your goals? 
Some years ago, someone came up 

with an idea that at first glance sounded 
rather neat: "Hands Across America," in 
which scores of thousands would join 
hands all the way across the country. 

I'm not sure what the purpose was in
tended to be, but in any case, it simply 
wasn't do-able. (For example, how could 
one expect to get thousands of people to 
stand along bleak stretches of highway 
out West and who would provide the Port
a-Potties?) Nor was it affordable or mean
ingful. And it has deservedly sunk into 
grateful obscurity. 

Key #5: Keep Your Costs Under 
Control. 
Unpleasant though it may be, everything 
has a price, which must be paid, though 
not always with cash. While you may not 
have all the facts early on, don't delay: 
■ Put an estimated cost on every element 
of the plan. 
■ Put down your best estimate of where 
the money will come from (or in lieu of 
cash, who's going to contribute the goods 
and services). 
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most fleeting of commodities and cannot 
be ignored. Once objectives and strate
gies have been agreed upon, a timetable 
for each element should be drawn up, with 
as much specificity as possible. 

Key #7: Plan Your Staffing Needs. 
Who will do the job is critical to the suc
cess of the event. Better have your team 
lined up well in advance if you're not plan
ning on 26-hour days. To build your staff, 
start with these questions: 
■ Who do you know? 
■ Who "owes" you? 
■ Who's concerned? 
■ Who benefits? 

Key #8: Select a "Back-up Event. 
If someone other than you has final ap
proval, select at least one back-up event, 
in case your first idea get's shot down. 
Remember that old saying, "Sometimes 
you get the bear, sometimes the bear gets 
you!" 

The "bear" has gotten me more than 
once! I still can't figure it out, but about 20 
years ago, I came up with an idea I since 
have tried to sell to four different clients, 
with absolutely no success, yet I still think 
it's a winner. 

Based upon the fact that upon returning 
from abroad, travelers usually have a 
pocketful of foreign change and currency, 
the idea is fairly simple. It consists of hav
ing a collection box in the baggage areas 
of the international terminal of the airport, 
with appropriate signage. The money col-

Key #9: Sell Your Strategies. 
Ideas are worthless ... unless they can be 
put into effect! The most frequent reason 
for non-approval is budget-or lack of it. If 
this is the problem, ask yourself these 
"Can l's": 
■ Can I test it to prove its worth? 
■ Can I do only part of the event, and suc
ceed at least partially? 
■ Can I break the idea into elements, as
signing a cost to each one, some of which 
may cost little or which may be accom
plished through donations of goods and 
services and by volunteers? 
■ Can I seek funding elsewhere? 
■ Can I share the cost, with another agen
cy, company or organization? 
■ Can I hold another event to raise enough 
money to enable me to do this one? 
■ Can I, failing all of the above, convince 
someone else it is a viable idea (some 
other corporate division, some club or or
ganization)? 

Key #10: Build on Your Successes. 
If your idea works, it may continue doing 
the job for you for years, but be sure you 
examine every element each year with an 
eye toward making improvements and 
changes, rather than letting it get stale or 
die of neglect. Both the Healthy American 
Games and the Mammoth Music Mart 
mentioned earlier continue to improve 
each year, but only through continuous 
updating and analysis of needed change. 

These 10 keys can work for you, as they 
have for others: 

1. Determine your basic objectives. 
2. Explore every avenue of research. 
3. Build your strategies. 
4. Test each selection. 
5. Keep costs under control. 
6. Assign specific time commitments. 
7. Plan your staffing needs. 
8. Select a back-up event. 
9. Sell your idea. 

10. Build on your success. 
Is it really all that easy? Of course not! It 

also takes a lot of hard work, able assis
tance and a certain amount of good luck. 
But following these 10 keys will greatly 
improve your odds for creating a truly ef
fective special event. ■ 
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As I See It 

(continued from page 2) 

-Our diverse households, shifting from lhe "traditional" 
household of working father, at-home mother, and children 
(now comprising only 7% of households), to increasing num
bers of single people living alone, groups of non-family mem
bers living together (28% of households; United Way of 
America, 1987), multi-generational or extended-family mem
ber households (particularly in Asian-American/Pacific Is
lander, Latino and Native American communities), and sin
gle-parents (usually mothers) with children. 
-Growing discrepancy between the rich and the poor, with 
the gap between upper-income and lower-income families 
greater than al any time since 1947, the year in which the 
Census Bureau began collecting this information (Facts and 
Trends 1987), with the wealthiest and the poorest segments 
of our population growing more rapidly than the shrinking 
middle-income groups. 

And we need to listen to what people are telling us about 
how they want to volunteer: 
■ More short-term volunteering (look at special events, time
limited tasks, people sharing traditionally "individual" vol
unteer jobs, fundraising opportunities, special projects) 
■ More volunteer opportunities on evenings and weekends 
(and not necessarily at the agency's central office, but perhaps 
at the volunteer's home, place of work or out "in the field") 
■ More volunteering for causes than for organizations (this 
may involve your organization promoting what it does more 
than who it is) 
■ More group volunteering such as families, work groups, 
church/religious groups, school groups, neighborhood 
groups, professional association/civic/community groups, 
specific ethnic/cultural groups 

Who people are, and what they are telling us, must begin to 
guide our volunteer recruitment. Take, for instance, the fact 
that there are increasing numbers of people living alone. We 
may want to develop more opportunities for socialization for 
these volunteers as an important means to recruit and address 
the needs of single people volunteering. Or consider the aging 
of our population. We may do well to start thinking more 
creatively about interesting volunteering opportunities for 
those 75 years and older-possibly group opportunities on 
site at apartment buildings or senior centers or churches
and including appropriate support services such as lunch or 
reimbursement for out-of-pocket expenses. The important 
thing is to play with the dato and learn to apply it to your 
volunteer situation at your particular agency. 

3. Keeping Volunteers: Retention 
"Why do we have trouble keeping volunteers?" I believe that 
we are able to retain volunteers lo the extent that we succeed 
in engaging and involving them on three different levels: the 
task, the people, the organization. 
■ The task. Volunteers report continuing to volunteer for two 
main reasons: wanting to do something useful (60%) and 
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enjoying the work/feeling needed (35%; INDEPENDENT 
SECTOR, 1990). 

The first element of retention, then, may be that the volun
teer finds the volunteer job itself to be useful, necessary and 
enjoyable. (What might this mean for your request to have 
someone come in regularly to file or do "pick-up" work every 
Tuesday from 9-5?) Fortunately, there is much good informa
tion in the field about job design and the elements of good 
volunteer jobs to help us with job development. 

We must also remember, however, that the job can only be 
as effective as the match between the job tasks and the needs, 
skills and interests of the person doing it. Remember to match 
your volunteer opportunities with the people you want to do 
them. (You may be fortunate to have a Volunteer Center in 
your community to help with U1is task.) 

■ The people. One of the main reasons that any of us stays or 
leaves a group or organization is because of our relationships 
with the other people in them. Particularly in volunteering 
and community service organizations, we like to feel that we 
are helping people, and doing so in conjunction with other 
people. There is an ethos of "the team," of being "one of the 
good guys," "part of the [organization I family," "giving back 
to the community" that influences us to expect to enjoy not 
just U1e job but also the people with whom we work. For 
ultimately, people volunteer to feel good as people, to reach 
out lo others, and to connect as people. 
■ The organization. Volunteers and volunteer programs are at 
the heart of community agencies. Neither exists without the 
other. In the field of volunteer management, we must begin to 
recognize that larger organizational issues directly impact our 
ability to retain volunteers. We must learn to understand how 
these organizational aids and barriers work to include/ex
clude and utilize/dismiss our volunteers, and to learn to rec
ognize these particular issues at work in our agencies. For the 
sake of our volunteer programs and our organizations, and for 
the sake of the people whom we have recruited to volunteer, 
we must become more skilled at working with these key 
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organizational issues that influence our volunteer retention: 
-Our ability to adapt to change 
-The openness of our organizational boundaries 
-The inclusiveness of our agency community 
-Our organization's response to diversity-of people and 
opinions 
-The issue of gender: men and women 
-Our ability to balance "the professional" and "the personal" 
-Our organizational maturity or developmental stage, and 
-Our organizational culture 

Not just our volunteer retention, but even our very organi
zational survival may depend upon our ability to retain the 
vitality of our volunteer involvement in our community agen
cies. 

The Answers: For the People Who Work 
With People 
A critical challenge for people working with volunteers is to 
keep current about people. The preceding information, for 
instance, is good for now, but it will not work forever. Change 
is as foreseeable as death and taxes. But one advantage of 
living in this quick-paced information/communication age is 
that we do have access to accurate and up-to-date informa
tion. 

If I have learned anything at all in this field of working with 
people as volunteers, it is that no one way works for every
one, and that no one way works everywhere and every time. 
And I have learned that my best source of information about 
how to adapt-no matter to whom, where and when-is to 
keep current with information, and that the best information 
is from and about people. So, if I may leave you with three 
suggestions, they are as follows: 
1. Devour information about demographics and trends. Right 
now we are especially fortunate-newspapers and magazines 
are publishing 1990 census data with gradually more cross
cuts and analyses of people and demographics. Read books 
(such as Megatrends 2000 by Naisbett and Aburdene) and 
articles (such as the ones about the shrinking middle class in 
Newsweek or volunteer management in this journal) covering 
trends and issues. Read about developmental issues related 
to people, such as about adult stages of development in Pas
sages (Gail Sheehy), or gender-related issues in Necessary 
Losses Uudith Viorst) or Iron John (Robert Bly). Read informa
tion from other fields, such as advertising, economics and the 
natural sciences. Your volunteers come from these fields, and 
discoveries in one field are often applications of knowledge 
learned from another discipline. Become more aware of cus
toms in different cultures, and at the same time, treat your
self: Read a novel, such as The Joy Luck Club (Amy Tan) or 
Jasmine (Bharati Mukherjee). 

Play with that information. Practice applying what you 
learn about people (people now and projections about people 
in the future) to what might interest them, recruit them and 
retain them as volunteers. 
2. Get to know your constituents, and remember that every
one is a potential volunteer. Get out there among people, and 
pay attention. Look, watch and listen. Ride the buses, sit in a 
park, go to a ball game, hang out with kids, spend a day in a 
courtroom, help out at a senior center, go to a supermarket in 
the middle of the day and in the middle of the night, visit a 
church or a synagogue or a mosque. Learn from the people 
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around you. Consider everybody potential volunteers of 
yours, with something to teach you about who they are, 
what's important to them, how they like to do things. Become 
a lifelong student of people. Remember that people are your 
constituents. 
3. When you don't know, ask the people. No matter how 
much you know now, or how much you learn in the future, 
you will never know it all. If you're like me, you may be 
discovering with age (and two teenagers at home!) how little 
you know. But, fortunately (or just in time!), I learned an 
invaluable lesson in this field: People volunteer not only to 
do hands-on tasks, but also to share information, viewpoints 
and suggestions. So, when you don't know, find people who 
do, and ask them for help. 

Do what you already do best-ask people to volunteer. Ask 
them to share their information, to help you problem-solve or 
plan. Discuss your questions with your colleagues-call 
them, meet with them, and listen to their responses. Attend 
meetings of directors of volunteers, conferences on volunteer 
management, and workshops on problem-solving or group 
dynamics. 

And don't forget to ask your volunteers, when you want to 
know something about the volunteer experience or program 
in your agency. Also, ask potential volunteers whom you 
would like to recruit-to help you learn, understand, plan a 
recruitment strategy, or undertake outreach to a community 
to which they have some access or affinity. 

And always remember to start with the people. People are 
our best sources of information about volunteering. For, after 
all, volunteers-and people who work with them-are peo
ple first. 
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'Nothing in Common Except 
Quality' 
By Steve McCurley 

Can I Help? A Practical Guide to the 
Care and Feeding of Volunteers by Cyn
thia Thero. The Source, 1370 Pennsylva
nia Street, Denver, CO 80203. 1989. 122 
pages. 

Change: Meet It and Greet It by Trudy 
Seita and Susan Waechter. Heritage Arts, 
1807 Prairie, Downers Grove, IL 60515. 
1991. 96 pages. 

Encore: Senior Volunteer Program by 
Catherine Burden. Victoria Volunteer 
Bureau, #211, 620 View Street, Victoria, 
BC V8W 1J6. 1991. 70 pages. 

Children as Volunteers: Preparing for 
Community Service. 2nd edition. Susan 
Ellis, Anne Weisbord and Katherine 
Noyes. Energize, Inc., 5450 Wissahickon 
Avenue, Philadelphia, PA 19144. 1991. 
67 pages. 

T hese books have nothing in com
mon except quality. 

Cynthia Thero's Can I Help? 
might best be described as a book with an 
attitude, and a refreshing one at that. You 
can immediately tell what you're getting 
into during the introduction: "Real serv
ice is not coercion. Real service starts 
from a desire to obtain something you 
can't get any other way. Real service often 
feels like the desire for fuller participa
tion in something beautiful, a more in
tense partaking of U1e finer things in 
life--like community, compassion, and 
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shared zeal for justice. Service is the 
American way. Not in the usual flag-wav
ing, leave-me-alone-I-want-to-be-free 
spirit way, but in the sense that people, 
when juxtaposed physically or spiritual
ly, tend to help one anoilier feel good 
about the service they render." 

One of my favorite parts 
is a set of notes on how to 
write the ads in a 
newspaper "Vohrnteers 
Wanted" column. 

Can I Help? is structured in the usual 
volunteer management text fashion, with 
chapters on recruitment, training, sup
port and evaluation. Its content is a mix
ture of practical suggestions and apho
risms ("Public affirmation is meaningless 
without support of the volunteer on a dai
ly basis."). Most of the examples are 
church related, making Can I Help? an 
excellent guide for those attempting to 
establish in-service volunteer programs 
within a church selling. 

The authors of Change: Meet It and 
Greet It are both experienced consultants 
in volunteer management and organiza-

tional development. They have made use 
of these dual backgrounds to take the lit
erature of organizational change and ap
ply it to agencies and situations involving 
volunteers. Like Marlene Wilson, lo 
whom, among others, iliis book is dedi
cated, they convey a lot of information 
from other disciplines and translate its 
application to the slightly different world 
of volunteering. 

The first section of their book 
("Change: Meet It") details the inevitabil
ity of change, ways in which it has an 
impact on organizations, and various 
ways that individuals and organizations 
can choose to react to it. Part two 
("Change: Greet It") is an instruction 
guide and tool kit for the person attempt
ing to manage change constructively. 

Encore is another one of those remark
able publications from Canada. Actually, 
it's more than a publication, since it con
tains a manual, plus sample posters. The 
manual is based on a study of senior vol
unteering and the decline of "traditional" 
volunteering. The result is an interesting 
combination of survey research and high
ly concrete practical information. 

One of my favorite parts is a set of notes 
on how to write the ads in a newspaper 
"Volunteers Wanted" column, which in
cludes some thoroughly logical advice: 
"Use active sentences to describe the 
tasks-get rid of the verb 'to be' where 
possible, and replace it with a verb that 
does something." 

The survey results also have some in
teresting features: "The reason that 
prompted the most people to volunteer 
was that Someone Asked Them (31.1%). 
This reason was given twice as much as 
the next most popular response, which 
was that the Organization Needed Some
one (15.5%)." 

Children as Volunteers is an updated 
version of a 1983 publication, and is 
unique in its topical coverage. It focuses 
on the involvement of children under age 
14 as volunteers, and treats the subject 
both from the perspective of the agency 
and of the children. It contains exercises 
and suggestions for interviewing chil
dren and discovering their views about 
volunteering, suggestions for agencies in
volving children on how to make them 
feel welcome, tips and ideas on develop
ing suitable and productive work for 
child volunteers, and an exploration of 
the legal issues involved in allowing chil
dren to volunteer. It also includes sample 
forms from a variety of programs to uti
lize in volunteer program development.■ 
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Tool 
Box 

ii 
Compiled by Kate Whalen 

Standards for Agency Management and 
Service Delivery. Council on Accredita
tion of Services for Families and Chil
dren, 520 Eighth Ave, Suite 2202B, New 
York, NY 10018, (212) 714-9399. 1992. 
$50. 

For social service and mental health 
agencies, Standards is a comprehensive 
guide to the principles essential to excel
lence in the delivery of human services. It 
covers generic organizational and service 
delivery requirements as well as special
ized requirements in more than 40 types 
of organized care settings (such as foster 
family care, emergency telephone re
sponse, substance abuse). The standards 
were compiled through a process of con
sensus-building among practitioners, re
searchers, academics, managers and rep
resentatives of national organizations. 

NAEIR. National Association for the Ex
change of Industrial Resources, Dept. 
SW-11, 560 McClure St., Galesburg, TL 
61402, 1-(800) 562-0955 or (309) 343-
0704. 

A pool of brand-new supplies and equip
ment worth $75 million can be tapped 
into by nonprofit organizations through 
NAEIR. The products are donated by U.S. 
corporations in return for a federal tax 
deduction and include office and com
puter supplies, tools, arts and crafts, toys, 
paper products, personal care items and 
teaching aids. The goods are listed in a 
catalog and are available to dues-paying 
nonprofit members. A free packet ex
plains how nonprofits can receive these 
goods. 

The Nonprofit Lobbying Guide. By Bob 
Smucker. Jossey-Bass Inc., Publishers, 
350 Sansome St., San Francisco, CA 
94104, 1991. 148 pp. $22.95 + $2.00 
shipping/handling. 

Shows nonprofit staff and volunteers 
how to organize lobbying campaigns and 
provides definitive information on the 
amount of lobbying permitted under fed
eral regulations. The Guide includes tips 
on how to mobilize citizen support and 
get results at all stages of the legislative 
process. There is also a resource section 
with sample news releases, tax forms and 
other materials. 

The 1990 IRS Regulations Governing 
Lobbying Under the 1976 Lobby Law. 
Videotape. INDEPENDENT SECTOR, 
1828 L St., NW, Washington, DC 20036, 
(202) 223-8100. 1991. 60 min. $25. 

Helpful information on all major provi
sions in the regulations. The videotape 
contains a presentation by an expert on 
the regs, Walter Slocombe of the Wash
ington, D.C. law firm of Caplin and Drys
dale. Related background papers come 
with the video. 

Say the Word! A Guide to Improving 
Word Recognition Skills. By Barbara Ro
senberg Loss. New Readers Press, Box 
131, Syracuse, NY 13210, 1-(800) 448-
8878, 1991. 1-(800) 448-8878. 238 pp. 
Call for price and ordering information. 

A diagnostic/remedial decoding program 
for adults and older teens reading at or 
below the eighth readability level. The 
handbook presents various phonics prin
ciples for which there is an explanation 
of the principle, lists of words which ad
here to that principle, and practice sen
tences that contain the words in context. 
The program consists of a student hand
book, teacher's manual and photocopy 
masters. 

The Working Experience. By Jeanne H. 
Smith and Harry Ringel. New Readers 
Press, Box 131, Syracuse, NY 13210, 1-
(800) 448-8878. 1991. Three books and 
teacher's guide. Call for price and order
ing information. 

Working Experience is a set of reading 
texts written on three separate reading 
levels for (ESL) English as a Second Lan
guage students. The selections were de
veloped from stories of adult ESL stu
dents who tell of their own work experi
ences in their native countries and in the 
U.S. Pre-reading activities and follow-up 
exercises help increase vocabulary and 
word analysis, as well as expand reading 
and comprehension skills. The accompa
nying teacher's manual provides guide
lines for selected lesson activities and ex
ercises along with suggestions for supple
mentary activities. 
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Timeless Tales. Retold by Tana Reiff. 
New Readers Press, Box 131, Syracuse, 
NY 13210, 1-(800) 448-8878. 1991. 4 
books. Call for price and ordering infor
mation. 

Fables, Legends, Folktales and Myths are 
the titles that make up the Timeless Tales 
collection. Each book contains many of 
the stories that have been passed down 
from generation to generation throughout 
the years. Written on reading levels 2-3, 
these books are illustrated throughout. 

The Parent's Helpline. William Gladden 
Foundation, 79 Carley Avenue, Hunting
ton, NY 11743, 1-(900) 446-CHILD. 
$1.95/first minute; $1.50 each additional 
minute. 

The Helpline is a 900 number service that 
provides parenting information and 
booklets to parents who have questions 
about serious issues and problems facing 
their child. Immediate "how-to" answers 
cover topics on drug use and abuse, un
der-age drinking, suspected child abuse, 
effects of divorce, single parenting, latch
key kids, eating disorders, aggressive and 
violent behavior and many more. Callers 
are mailed an informative booklet on the 
subject of their concern. The booklet an
swers 10 most-asked questions, offers 
checklists and resources to contact. Reve-
1mes from the calls support the research 
and publishing for this project. 

Youth Service: A Guidebook for Devel
oping and Operating Effective Programs. 
By Dan Conrad and Diane Hedin. INDE
PENDENT SECTOR, 1828 L St., NW, 
Washington, DC 20036, (202) 223-8100. 
70 pp. 1991. $10.00 + $2.50 shipping/ 
handling. 

A manual for groups and individuals 
who want to design and improve youth 
participation programs. The Guidebook 
gives examples of actual youth commu
nity service projects that have been com
pleted and offers suggestions for youth 
program models that can be integrated 
into the existing organizational structure 
of schools and youth agencies. It also ex
plains how to set up projects and get oth
ers involved in youth service programs. 
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The Self-Help Sourcebook. 3rd edition. 
Self-Help Clearinghouse, Attn: Source
book, St. Clares-Riverside Medical Cen
ter, Denville, NJ 07834. 1990. 174 pp. 
$10.00 (pre-paid). 

This "comprehensive national guide to 
finding and forming mutual aid self-help 
groups" contains updated contacts and 
descriptions of more than 600 national 
and model self-help groups that cover a 
broad range of addictions-disabilities, 
illnesses, parenting concerns, bereave
ment and many other stressful life situa
tions. Includes ideas and suggestions for 
starting a mutual aid self-help group, a 
listing of more than 100 national toll-free 
helplines, and sections on resources for 
rare and genetic illnesses and home com
puter networks. 

Ethics and the Nation's Voluntary and 
Philanthropic Community. INDEPEND
ENT SECTOR, 1828 L St., NW, Washing
ton, DC 20036, (202) 223-8100. 1991. $30 
+ $3.50 shipping/handling. 

This new report compiled by INDE
PENDENT SECTOR's Committee on Val
ues and Ethics offers viewpoints from 
nonprofit leaders, legal scholars, journal
ists, consumer and social advocates and 
representatives of higher education and 
religion. Cites many examples of illegal 
acts and unethical behavior along with 
solutions to ethical dilemmas. 

Board Member. National Center for Non
profit Boards, 2000 L Street, NW, Suite 
411, Washington, DC 20036-4907, (202) 
452-6262. 6 issues/year. $79. Also avail
able through membership plan. 

A new membership benefit of the Nation
al Center for Nonprofit Boards. Published 
six times a year, this eight-page newslet
ter provides practical information, ad
vice, news and humor. The first issue 
contained a fundraising checklist for 
board members; an article on managing a 
nonprofit in times of crisis; a panoramic 
view of the nonprofit sector; a case study 
of board-staff tensions; and a news digest. 

Advocacy 

(continued from page 15) 

Changing Needs." Launched by MAG in 
April 1990, the campaign called the com
munity to action with a 13-minute video 
tape, a brochure, intensive media cover
age and public presentations. The goal: 
To encourage individuals, business and 
public-sector decisionmakers to recog
nize the changing family and its tremen
dous impact on Maricopa County now 
and in the future, and to take action
now-to see that the future of our fam
ilies was secured. 

Grassroots Ambassadors 
With the media heralding its launch, the 
campaign moved quickly forward. MAG 
rallied dozens of speakers from the grass
roots of human services to carry the news 
to scores of business, civic and church 
groups throughout the county. MAG's 
speakers bureau manual provided the 
background and statistics; the video pre
sented a dramatic overview of the prob
lem; and the individual speakers brought 
their own personal experiences, trying, 
as one said, "To do more and more with 
less and less." 

Hundreds of organizations received di
rect-mail letters seeking an audience for 
MAG's campaign. Each presentation 
spawned a request for more copies of the 
video, and the number of presentations 
multiplied. Audience members became 
the campaign's ambassadors, taking the 
message to their churches, clubs, schools, 
professional organizations, friends and 
families. 

Looking to the Larger Picture 
The campaign's organizers realize that 
the work of advocacy and education 
needs to continue, and that social service 
agencies will have to carry the ball. Col
laboration and cooperative effort will be 
more important than ever as providers 
put their public relations and marketing 
skills to work, not only on behalf of their 
own agencies, but in drawing attention to 
the larger picture of human service 
needs. ■ 
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• News of innovative volunteer programs and leaders 
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• Research reports on volunteer trends 
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Dear Volunteer, 

from the bottom of 
our heart .. <, 

Thank You!! 
The fall poster is brought to you by The Volunteer Centers of Connecticut, through the generosity of Price Waterhouse, Fairfield County, 
CT. Design by Mary Guarino. You may use this camera-ready art for your own volunteer-related recognition purposes. 
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1992 

Calendar,---
The Calendar lists upcoming events that may be of 
interest to our readers. Inclusion, however, does 
not constitute endorsement by VOLUNTEER. 

February 16-21 Boulder, CO: Volunteer Management Program/Second-Level Workshop 
The Volunteer Management Program is a certification course consisting of three 
workshops led by a nationally known faculty. Certification requires a passing grade on 
a required paper. The first-level workshop, for beginnners, will be held July 5-10, 1992 
in Boulder; the third-level, for those in the field of volunteer administration for at least 
three years, will be held November 9-13, 1992 in Boulder. Write for brochure. 
Contact: Office of Conference Services, University of Colorado, Campus Box 454, 
Boulder, CO 80309-0454, (303) 492-5151. 

April 1-3 Washington, DC: Child Welfare League of America National Conference 
"Children '92: It's Up to You" is the theme of this conference featuring Baltimore 
Mayor Kurt L. Schmoke ("Bringing Children to the Forefront"), Rep. Steny Hoyer (D
MD) ("The View from Capitol Hill"), presidential candidates, legislative workshops, 
awards, Capitol Hill visits, and more. 
Fee: $300 non-members before Feb. 1, 1992. 
Contact: CWLA, 440 First St., Suite 310, Washington, DC 20001-2085, (202) 638-2952 

April 26-May 2 Nationwide: National Volunteer Week 

June 21-24 

Oct. 28-31 

Sponsored by The National VOLUNTEER Center/Points of Light Foundation, 1111 N. 
19th St., Suite 500, Arlington, VA 22209, (703) 276-0542. 

Chicago, IL: The National Community Service Conference 
Formerly The National VOLUNTEER Conference, this annual event once again will 
feature prominent speakers, plenary sessions, workshops and informal exchange 
focused on managing effective volunteer programs. See ad on page 4. 
Fee: $355 before May 1, 1992 ($325 for VOLUNTEER Associates; $280 for NCCV/ 
VOLUNTEER members, Volunteer Center Associates, State Office Associates) 
Contact: The Points of Light Foundation, P.O. Box 66534, Washington, DC 20035-6534, 
(202) 408-5162. 

Minneapolis, MN: 1992 International Conference on Volunteer Administration 
Sponsored by the Association for Volunteer Administration (AVA), this annual 
conference will be held at the Hyatt Regency Hotel in Minneapolis. 
Contact: Association for Volunteer Administration, PO Box 4584, Boulder, CO 80306, 
(303) 497-0238. 
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