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Preface

1

The Voluntifer Progrom Development Guide is addressed
topeople who Ate ckinsidering the development of vok
unteer program in agencies that Pr4icle prevention;

\tteatinent, and rehabilitation servicet rh the field of alco-
liol abuse and akoholism. tift guide mtlines specific'
steps for planning and implementing a volunteer pro-
gram utiliting individual volunteers to extend and corn,
'pjentent staff services.

Volunteer program development irsa sequential process.
:The organitation of this guide parallels the phases and
Steps Identified irithe diagram on the opposite page,
A description of the essentiaf characteristics of an elec.
five volunteer program. pumedeas the sections descsibing

the development' steps.

The Information in.the guitle is addressed to the agency
In which no volunteer projram exisjs, but it will'aIso be .
helpfulto arfyone already monaging a ;olunteer program
'who wants either to improve or reevaluate established
prtirant tervktni.

afentIoned above, khe guide focusev on developing a
program for indivIdu I volunteers who .augment paid
staff by perfnrming eguFar specific tasks that extend
and enrich services clients:* (The terms "voltinteer"
)n4"gnpald staff': re .used interchangeably throughout

'the guide.) This foC4is doei not exclude the utilization
ot Other categories of-volunteer service:

1 ,

*Consumer can't,' tilted interchangeably with "client" by those
In ageniternot involved In ttlract alcoholism service treatment,

direct service group volunteers who are mem,
bers of..a church group, c iviq group, or service
cluh and who participate either occasionally or
fremently as members of that group in per-
forminit such seitices as arrangtng entertain-
ments, repairing or redecorating the.facIlity,
or operating a canter;

*special service voluisteers whn offer-a particular
skIlho'clienti (barber or beautician, clergY,
teacher) or to both clients and staff (lawyer,
accountant) or to staff (pUblic relations special-
ist); or

donors who make cash or in-kind contributions
such ip food, clothingf or merchandise.

,

.

The program developed by the Process detailed In die
guide provides a frainework in which to manage all vol-
tinteer services systematically.

It is assuined that those who use the guide will havo
knfisvledge of the liasic principles of planning, admInis-'
tration, and supervision, and that those principles have
been applied to the operation of tiv agency In which

-the volunteer program will be inteiratek '
The girlde.is noi an eghaustive treatment of volunteer
program development, nor is every point that Is Inchtbed
applicable to eveN agency,. .
Issues and philosophies relating toevolunteerlsm and
volunteer programs are not discussed in the guide but

11,

,
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are addrased4n 4144 training program, Nib% Vol-
unteers In Your AgencY: Planning, Implementing, and
MaintainIn a Vaiwneer Propain," which' accompanist's
and suPPlements the guide. The training program is
designed to assist particIpanti In making initial plans
for volunteer prowams adapted to the apncies they
represent.

The guide Identifies the essential characteristics of an
effective volunteer piogram and suggests.ways t6 plan

V.

and operate a prograin that manifests those character-
Oaks. The purpose of the guide is to help agertity per .
sonnel develna volunteer program that creates and
supports optimum roles for paid and unpaid staff In a -
productive partnership for the benefit of clients.

, . Neill:mai Center for A kohal Education
National InsMute on Akohol Abuse and.Akohollin

Ass

t
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SECtION 1

Introductitin

The literature describing successfUl volunteer programs
sflowS striking coMistency In the factors identified as
essential to their success. Regardless of the tyPe or put-
pciie of the agency (religious, political, educational,
health or soial services, civic), there is general agree-
mint that certain principles must be applied in plannins
and operatins a vOluMeer piograni.

These esiential principles are reflected in the sequence of
steps suggested in this guide and in the various'activities
and procedures relating to the completion of each step..
Each principle and Its implications are discitsseit in this
section,

Principles of an effective
Volunteer Program

We're All for It

The agency Is committed to the idea of a volunteer pro-
grant. Commftment to the idea must so beyond a verbal
or even written statement regardi4 the %fah,* of vOlun-
teer contributions; it must be translated into action. The
agenty's Policymaking body myst nol only give its for-
mei approval of the proiect,,but it must arso establish
policies to guide planning and implementation. It must
provide sufficient budset and staff time to support plan-
ning, recruitment, training, and related activities. Fur .
ther, it must Investigate and fulfill the legal obligations
assOciated with a volunteer program.

...-

Thd administrator must select a person with appropriate
qualifications to coordinate thil program and must facilr-
tate the coordinator's task by delegating proper author-
ity and securing the cooperation and participation of
key staff. Paid-staff must participate in all phases of the
volunteer program and welcome the unpaid staff as part
of-the team.

Don't Face It A

Morethan one son's time and Ideas are needed to
plan and imblement a volunteer program. As sdorras
the decision has been made to explore the idea of a vOl
unteer program, a planning committee or task fOrce
should be formed. Mambo!? should represent the board,
administration, the'staff, the communIty;.perhaps-for-
mar clients, ind any other group that Will be affected by
the volunteei program. The purpose of the committee
is to determine the feasibility of A volunteer program
and to build Commitment of agency and stiff to the idea
of a volunteer prosram.

Once the general determination has been,rnade that a
volunteer program Is desirable andfeasible, a volunteer'

.coordinator can be recruited, and with the planning
committee's assistance, can direct the formulation of
program plans, pudget allocations, and related tasks
When the program is in operation, the committee thould
cOntinuteri function in an advisory capacity, with addi,
done members drawn from ameets the volunteers and
perhaps Including recovering clients if thex are not-rep-
resented alteedy..

I
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Start Small

The Initial program shuuld be a pllicu program. [yen 'with
extensive, tarettlholanning and preparation, the wick
peeled usually mug% when a 'noir am is implemented.'
therefore, the mle of the first group ot volunteers to be
recruited and ti aimed shouid be modest..this first group,
arid planning lin it, should be i.onceived a% a pilot
Plural"

lb. sve ol the agency will determine the size ot the P

pilot 6logram. In a large agency, a pisigram may tie
plemented in an entire &par tment or Unit rix the pro-
gram may pejtorm one tunction through all units,
although the latter arrangement. increases the amount ot
comniuhication necessAr to keep staff informed and
prepared to work with lite new volunteers. In a small
agency, the pilot progra111471.0 comprise only one or two
volunteers.

Initial utilliation ot volunteer% in a pilot program Is
somewhat like a shakedown cruise ot a new shit;. Wis
chance 16 try out planned procedure% and uncover and
correct any problems before they affect larger number%
of volunteers

The length ot the pilot prorpam will Nar y from program
to plogram as well. I.4ically, it should extend through
a complete cycle of events, from recruitment, 'etrierita-

, lion, and training through assignment over a period of
approximately h to 9 months, Six months should be
sut ficient time for the volunteer to get to know the tuft A
and clients and to feel comfortable in.pertorming his or
her job. It Will alloW time for the-staff to get to know
the volunteer and will be long enough, to see some evi-a
dence of whether or not the program is having its in
tended effect. .

0.

Walk, bop't Run

Sufficient time must be allotted for planning before the
first vonanteer Is recruited. Time is necessary to study
the effect of the volunteer program on all aspects of
agency services. Board members, staff members, and
community representatives need time to contribute
ideas about where Nolunteers are needed most, what
they can do to Meet those needs best, what skilli are
needed to perform particular tasks, how the agency
should organize to support the volunteer program, what
resources are avaihable in the community and elsewhere
to help, and what prohlems to anticipate and ways to
Avoid or rninimiq them.

Time is neetted to specify feasible ohjectiees lot the
program, to develop proced7s, esuhlisltschedules,
Ana .prbare materials tor recruitment, orientatiOn 4nd
training, supervision, evaluatiorv, and recognition. I me

og4reded to prepare paid staff for what they can expect

horn Lolunteets arid what volunteer s will expect horn
them. .

IrS,,not ittl Wheel

The volunteer program is an Integral part ot the total
agency prOgram, the same ale and Mtention to_detail
should Ise devoted, to the vido.nieei plow .1111 as Wol14I be
devoted to ans agent y pi ogr lomating any program
development !Noll e's hones) and thorough answers to
these quest (ons.

Whs was this agenty created? What al t WC try-
ing to do'
How are we or wiled ' Wliat servnes do we

n hieve out P "illnost '

Pti we need to do something in a different
way Are some new programs needed? Should. 4

we stop dting,,onne things?

What are %true Alternative ways wv .ould go
about improving our program!

Is a voluAteet plow onealter native? If so;
what i the voluntevi program expected to do?
Aie its goal% tonsustentowi.th overatt agency
needs!

It we start a volunteer program, how will it Al-
la t othet'agency programtp terns% of budget,
,allocation of statt time space, realsignment of
tasksind so forth?

They're on the Team

The volunteer is an integral part of/total Agency staff. If
this principle is to be humored in practice, the strap!'
similar policies for hiring, assignme t, supervision, and
evaktation of Paid,statt should be stabshed And main-etlain r unpaid staff. Paid and unpaid staff opinions
and s estions should be received with equarrespect.
Inservice training programs shouldbe provided tor all
staff, paid and unpaid. Policy regarding reimbursement
of job-related expenses is the same. II a Volunteer is as.
sic gned a task previously performed by a paid-staff mem.
her, a new job description need tiot ha written.

Another hnplication ol this principle is that volunteer
procedU,kes, lorms, rrecords, and other program aspects '
should he the same as those for paid staf. f. A whole nesv,
meagement sysThrttfor ON vol nteer program should
not 1)e created:hist ad,-what ready.exists_ should be
modified, only as th essarvio integrate the volunteer
smoothly into the in warn.

.

It's a Two-Way Street

Volunteer incentives-ere critical to program success.
Volunteers, hoc delirrittori. n'e unpaid wor kers., lob salts

v
a
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itfactions othdr than money tserefotie assume primaly
portant., Traditional Torms of recognr non rah 411
awards for lengtf; of service, annual dinners, and t el tifi
cams are not sufficient by.%ervretves. A weilVanned, r
ongointrecognition pidgram a4oincluties.a raftse of
other measures such as individual conferences, volunteer
Involvement In planning, credit for 'sullgestions used, and
samignment to a lob that needs to be dope

A pfirre metiVator of thekolunieer is the quality of the
volunteer program itself its ai0 activeness and its chal-."
lenp. Volunteer inCentives r:inge from spedfk modes of
formal recoguitIon to bypmduets of good program man.
agement to informal personal motivatort which are dis
cutsard In section IV. In shor t, each volunteer must he
treated AS a unique individual who is making a significant
c.ontribution to the work ef.the agency.

Tak7 Time to Take Stock

, lusting and evaktration are enrilalivaluation is the
process ofloilepini and analtr4ngiiklArinplion to an

s , .
over qtrelOns About how Apr. grarkisoperating and
what effect It is hafTr eigi As 1 , any Oth6rogrmi, .

, evaluation of a volutaker prograin begifit 'fthen plarming
tiegins and continu-es tin oughout. the-Prrititam's existencq.

c, -,

. i. , )'.
i .*

. i

The Volunteer Program Development Guide preSent sin
some detail a systemAjc and comprehensive prógrarn
'planning process based on the" principles described
above. flit comprOsensivenos of the gulAIR/ontent
and treatmeht may imply its orientation to,a large, mut- ``

"1.*.
tifaceted alcoholism treatment agency. The guide is in
tehded, however, at a prototype or Ideal" model for
ileVelopinent of any -i,olunteer piogram. Although.each
ot the plinning steris Should tei addressed or acknowl .
edged,by the agency, the scope and ratio: of each agen .
cy'sIslanning actMtle, study, and program design will'
depend entirely on:its needs, sire, type, and structure.
The guilIe is to be considered only as a guide to individ.

ual agency planning; planning step activities should &dr'
mot be, modified to be relevant And appropriate to the
indivklual agency.
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Ixplorat on
e° phase .

I.

,SECTION II .

This section describes the steps and tasks necessary to
determine the feasibility of designing and frniTiffIghting
a pilot volunteer program. The'objectives Of this phase
ars the collection of data to help ascertain Which needs
of agency administration, staff, and clients are appropri-
ate for volunteers to meet, ao4 the determination of .
both the existing and potential levels of pommItment...to
the utilization of volunteers by agency administration
and staff. An important byproduct of many of these
iteps, tasks, and activities will be increased stiff and ad-
ministrative commitment to the use of volunteers
commitment essential to the success of a volunteer
program.

..EXPioration phase steps will also permit a phcnning corn-
' mittee's cnntideration and evaluation of all information

ceglected within the framework of defined agency goals
and objectives to ensure that the planned volunteer pro-
gram is consistent with and becomes an integral part of
existing agency structure. Analysis of that informatiOn
will allow the planning committee to develop a realistic
and achievable pilot volunteer program oppose!, or al,
temailve plans qf action, for submission to the board of
directors or other policy-making body for its decision.

The sequence of steps for exploring the feasibility of
planning a pliot volunteer program is diagraMed on the

;snit

Suggest Volunteer Program

ThO initial suggestion to'explore the possible use Of vol-
unteers by an agency maybe made by anyone: adminis-
trator, board member, staff, client, or a member of the.
cornmunity.--;-

Whoever suggests the use of volunteers should meet In-
formally with administration end staff, both to deter-
mine their. level of 1.nterest and to identify those who
mgy want to participate further in the planning process.
Thole surveyed, depending on their previous experience
with volunteers, may initially have to be made aware of
the advantages of using volunteers and their positive Im-
pact on clients.

Results "at interest survey, if conducted oy spmeone
other than the administrator, can be presented tothe
chief adthinistratoeeither.informally or in a brief state-
ment Incorporatinkthe advantages of volunteers in terins
of enriched services.-These include an, improved agency-

,community relationship; a broader bate of Understand,
Ins of alcoholism as an iliness; the development of in-
formed advocates for alcoholic clients and the agency. *
The proposal might recommend exploring the feasibility
of volunteer utilization by the agency and include a list

.of agency staff and supervisors whose level of intemit
r



Sequence qf Gents foe Awning a P,Iles Volunteer 1.4roipum

EXPLORATION. PriASE I to 3 months
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PREPARE
POSITPN

Im PAPER/
PR

111JNirl rmilmlim
loaNtIFY

STAFF
. NEEDS .

No 10;

IDENTIFY
CLIENT
Naos

, Il

.



ning co
of.and

lake them candidates for memberlhip on a plan-
induce to sy itematk ally explore the feasibility
red lot a volunteer prow

11

Appoint 'Planning Comnlittee

Dive it la decided to proc ei with a feasibility study,
the board of dliec tors or the adoinistrator shoqld ap16
point a planntng committee.. Vembership hoohl rpre
sent all groups in the agency to ensure that all interests
are Considered throughOut the planning procew

ploming committee membership should include agency
's6cisionmakers and board members, including the chief

administrator. Witholit their involvement and leadership
during the exploration and design phases, any proposed
volunteer program will hhe little chance for success.
Supervisory and line stall also should be represented on
the committee. Lflortsto achieve totaLstalf involvement
and support through consideration of their needs and'
ideas must begin at the earliest stagel cd. program plan-
ning and conbnue.throughout the agency's use of 14%
unteers. A range of staff mienfation and training activi-
ties is outlined in section IV.

era
Community representation should include one or two
members from agencies that already operate vo
programs. Much can tie gained from the sharing of ideas,
different approaches, and the mistakes of others in vol-
unteer program development. IfT some cases it may be
apprOprlate to include former clients on the committee
because theli interests and needs are those to which all
planning is addressed. I he planning group is not a "blue-
ribbon paner but .sworking committee, and it pould
con,nuelia-function in an advisory capacity Afar the
expl{gaitfon and design Thaws of prdkram development.
Depending on the;SPe of the agency, the Nanning com-
mittee can range in size from 4 to 10 members.

The planning coinrnittee has tw'y functions: to collect
data on which to basesound recommendations on the
feasibility of implementihg a volunteer program and,
equally as important to the success ofits work, to dw
velop and maintain agency commitment to the utiliza-
tion of volunteers as an outgrowth of its own increasing
Commitment to and support of the i&a. Securing the

on
andstafT will he of continUing concern to the planning
committee 'throughout the agency's use of a volunteer
piogram.

Define Agency Goals

Essential to the principle that the successful volunteer
Program is an integral partof the total agency program is

f

T."

that both thi goals and.ohjectives of the volunteer pro-
gram and.the lobs the volunteerAtte recruited to doare
consistent with the agency's overall prowam goals and
objectives. to achieve that consistency, the plannkig

iscommittee, in 1- to 4-houi work %Gallon, (An faxantinc,
the agency's pratint program goals and objectives In or-

s.
der to

ensure Out all members of the planning corn-.
mittee have a similar undersunding of the pro-
griam's philosoriry and goals;

provide the committee Mb a framework in
which to elicit and incorporate unmet admin-
istrative, client, and staff noods;,and

enable members to articulate and write volun,
leer program goals and objectives that are con-
sistent with overall agency goals.

Collect Data

I his step ofthe exploration phase involves thegollec
lion of three kinds of data essential to making pilot
program decisions: literature on the varieties and °floc-.
tiveness of volunteer programs; identification of and'
familiarization with local community volunteer pro-.
grams; and identification of needs of the agency's ad-
ministration, staff, and

The planning committee's search of the literature on vol.
unteerl programs,and volunteerism and familiarization

community resources should begin as early as possi-
in the exploration phase. Its members will need

"hard" information on volunteer effectivenessito begin
to orient administration, staff, and clients as ft meets
with them Individually and in small groups to exPlore
and deal with their varying attitudes and to identify
their unmet needs.

The datascolleCtton step can be,ccripleted in I to 3
months.

Collect Literature and Program Information

Planning committee members should collect as much in,
formation as possible 'in thepositIve impact of volun-
teer

activities, &scrip ons af volunteer programs of all tYpes,I
volunteer-staff tionships, legal and insurance require-
ments for volunteer programs, and pertinent confiden- '

"tiality and Federal income tax regulations.
. . ..

References listed at the end of each section of the.guide
apd resources in section V will serve as a starting point
for this information search. Some of the important is-
sues relating to thc legal aspeCts of volunteer service in-
surance requirementi and ot.f4r regulations are detailed
later in this sectibn.

No.
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Identify Community Resources

In *Ilion to the literature search, die planning com- .

thould 'Identify and establish liaison both with
conununity apncies tfains volunteers and agencies and
organitailons that may be potenttal 'sources of %felon.
teen. COMMIttee members cat schedule visits to &gen-

. cies operating volunteer. programs-the local chapter of
the egnerican Red 000, State bcepltals, losel mental
tillattA asciations, the junior League, and the American .
tan-ceriety, for example.
Other it pis of assistines are available. Some cdrnmun-
itlei hoe cineral volunteer bureAus that can provide as-
intent. with recruiting, selection, and training ignitions.
In some communities, volurreer coordinators Meet Nig-
larly to exchanp experlenca, attendance at those meet-
inp by one or more committee members would be help-
for. Regional or State offices of national volunteer
information bureaus or clearinghouses will be able to
pr8vide assistance. (See section V for names and ad-
dresses.) information and assistance maif also be available
from other State or local alcohol program offices.

Additionsources for po ntlail asskuance and volunteer
recrultmen are local c niversltles, or commun-
ity colleges. Contact c initially boss& with Nchools!

\ public Information or public relations offices. For fur-
ther discussion of community agencies as sources of po-
tential volunteers, see Recruitment in section III.

Identify Administration, Staff, and Client Needs

With documentation of the agency's goals and oblectives.

in hansl for reference and guidance and with supportive
data on volunteer use and effectiveness, the pianning
committee can begin to survey administration, staff, and
clients for needs that are not being met by existing pro-
grams and services.

In initial communitations with staff and administrators,
the planning committee will recdgnize and should be
prepared to deal with several common attitudes about
volunteers based on a number of misconceptions and
lack of information about the positive impact of volun-
teers on client service. ThOse attitudes are expressed as
VOcal opposition to volunteers; superficial, "lip-cervice"
support of volunteers; and the overenthusiastic belief
that volunteers can do anything, without training or
agency support.

ifthere is opposition-to-the use of volunteers, the fol-
lowing meastare -may be used to orient agency staff be-
fore and conc ntiy with the dat.ollection tasks
Outlined a

Provi data on the impact of volunteers in al-.
ccihol treatment agencies and other types of
progrems, and positive endorsements of the use
of volunteer! by,State alcohol agencies oe other
State or Federal programs.

10

Encourage staff vOlts to volunteer wogrami la
the tree oa set up appointminti for visits 'from
supervisors, staff, or' Yolunteers from those
agencies.

Enconrage participation In conferences, work;
shops, and seminars on volunteer management
to establish staff contact with professionals
who am enthutlastic *bout the use of vohm-
tool as program enrkhers.-

Ensure staff involvement'and trarticipation in
all volunteer provath planning: in needs Wend,
flcatk4idi lob development exercises.

With those wlio are sJpsLfkially supportive or overen-
thusiastic about innunteers, the lob of the planning com-
mittee Is not to "sell" the volupteer program but
to,build awareneu of the specific kinds of involvement
and decisions that will be required of With administra-
tion and staff if the proposed volunteer program is Slob*
even moderately successful. Administraloss will havi to
make specific policy, program, and persongel decisions
as they relate to the use of volunteers; staff be re-
quired to make specific supervisory judgme ts and assist
in varying wars with the development of v unteer job
descriptions, recruiting,screening, oriantition, training,
And evaluation. .a
Administrative Needs; informal converigions with the
agency administrator end board members in the context
of exploring the agency's potential utilization of volun7
teen may elicit areas of administritiVe need that could
be merby volunteers. Administrators and board members
.may be thinking in terms of fundraising, public relations,
committee work, legal aSsistance, business operations,
accounting, or in terms of Improving and extending the.:
capabilities of the board Itself.

Volunteers can be recruited io serve 'as board members
- to enhance the board's responsiveness and effectiveness

in specific areas of policymaking as well as be recruited
to meet special administrative needs such as lesil cottri-
soling or accounting. Literature detailing the effective-
ness of volunteers as Members of policy-making boards
and in administrative functions are listed in section V.
Administrative needs can be evaluated in relation to
staff and client needs in the development of pilot pro-

'sraM-volunteertanctirmi------

Staff Needs. Staff will be thinking in terms of there-
sponsibilities for which they have trouble finding time
and in terms of additional cervices they would like to
implenient to enrich agency propami. ,*

Identificationsof staff needs can be accomplished in a
number of ways depending on the size and structure of
the agencyfroth individual private conversations to `.
small group "rap" sessions of from 5 to lOstaff members..

In these rap sessions, the planning committee can guide
Staff through k procedure that will prOduce potential
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volunteer lobs from staff needs timed on an 'analysis of
their own job utivities. One such strategy is the "lobs

A
me're doing" and "jobs we'rqmot eloing" procedure

il. tech staff member list) all oc the job activities,
performed in the last 4 days, priferably in the or-
der of their frequency. Stan may list up to S or

30 specific items tuth as ahswering the phone,
driving cilentBto hospitals, arrtnging client ap-
pointments in other agencies, and quo* visits.

.. ,,,...

L Lach staff member then lists all ol the lobs he or
sheivocild like to do for clients -services for *kilt
thdis ts rarelf or never enough time. .

3., s Activities on each olthe lists are potential jobi tor
volunteers.

4. : Discuu each listed activity with the staff to deter-
mine whether or ndi

i the lob has genulice significance;

the job enriches or improves service to the client;

-. ' having a volunteer do the job would relieve
staff of nonprofessional or lower priority but
necessary duties;

the activity woithi augment professional-level
services;

,
the lob-is approgriate for volunteers to perform;

IN s i.i. the jote4ould bi satisfying to a volunteer; and

staff would like to considerhaving% volenteer
do the Mr. .

FrOm the resultant list ot staff needs that areUential
olunteer jobs, the planning committee can begin to
make some initial determinatiops aboet the scope and.
focus of the pilot volunteer program in terms of agency
goals, oblectives, and priorities in preparation for assess-
ing potential jobs in relationship to client needs.

Client Needs. Clients will be thinking in terms of tinding
or changing jobs, finding homes,'arranging for family
needs, becoming involved in social or recreational acti

' vities, acquiring suitable cl , and getting financial
assistance. .

Because clientOpeeds are the basis for all program plan.
ning And services, it is important to devetop strategies
for determining whether any of these needs are not be
ing met, One such-strategy might be to submit the list
of staff needs that are potential volunteor'lobs to recov
fling or graduate client's, individually or in small groups,
for their reactions and comments on the value to them

A .
of the varldUi services these jobs represent.

Depending on the individual client'sstage of recovery,
he or she may be asked what needs exist that are not
being addressedbut are essential to recovery; and what
future needs me anticipated for *Midi no services are
available.

Clients responses to the staff's list of potential volun-
teer serviCes, as well as their additional needs assess.

mentsocan be evaluated by 'be planning committee in
relattm to staff needs.,One or two (dr-more) common
needs can he selected Jor the pilot volunteer program,

Needs Overlep Analysis in the Helping PrIC01111

Ivan it. Schcierot the Natkmal informolon Center on
Volunteerism has developed A method called 'Needs '
Overlap Analyips. in the Helping Proceks" (NOAH) to ar
rive ft a con4'issus ot itevq) tor developing volunteer
lobs_ A people-oriented, rather-than a iohorlenled, tts
proach, NOAirseeks areas ot overlap in Vitt needs 61 all
three groups4people involved In thevolunteer pro,
gi am saff, clients, and volunteers. It is a commu
dons process involving negotiation among all tlitN.1k
groups within the specific realities of client and staff
needk end volunteet needs And abilities.

The nonoveriap areas, /narked with an X, represent staff
ideas tor volunteer jobs that volunteers don't want to
do, jobs volunteers want to do that stafPebnsider inap-
propriate, and cilent needs for services that neither staff
nor volunteers consider appropriate: The shaded area
represents common needs and ideas of all three groups
and are those from which volunteer jobs are created. ,

no.61 war
am.

Nouse' this is a recently developed strategy that has
luccessfully employed in only a relatively small

mber and variety of agency settings, it Is recommended'
that the specifics of the process be mote fully explored
before usini it in an alcohol treatment agency. The pro,
cuss should be facilitated by an individual highly skilled
and dxperionced in group process.

.
for information on acquiring publications describing the
NOAH process, see section V.

EXalibiney Legal Responsibilities

An ageney exploring the feasibility of a volunteer pro-
gram should conduct a thorough 'examination of the legal
eonsiderations.relating to liability and to confldentiaiity.

k
Laws regulating liability vary front State to 9tate; liabIl-
ity insurance requirements and coverage also vary.
Agency policies and decisions in dtese matters should be
made only after consultation with lawyers and insurance

Ivan H. Scheler, et al. People Approech Sysoms of Volunteer
Involvement: NOAH and MINIMAX, Frigttler Paper 13. Soul.
del. Colo.: The National Information CAIOr on Volunteerism,
Inc., August 1914, pp. 34. ,
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11Peclailtis %Oho know the asncy and the jurisdiction in
'which II Vannes. the following informatkm is proviOod
only to identify general issues.

llabIllti, 4veryone is familiar with the requirement that
autontobile drivers carry insurance to i;over payment of
darnips for injury to petsons or property that may re.

suit from improper Operation i'ff the vehicle. In legal
terms, a civil wrong euchIs improper handling of a mo .
tor vehicle that results in injury is calted a tort.

The possibility of a civil wrong PAS 1111pliciligt1S for the
ageny that esublishes and conducts a vOlunteer pro-
gram. Thew implications may be expressed es the p

a sibility.o/
. .

,.. liability of the agency to outside parties, in-
cluding clients, for acts of volunteers;

liability'of volunteer proeraruilor Arnett%
rating sUch programs to volunteers who may

.be injured In the course of their Work; and

liability of voluntoors.themselves to outside
polies for Injury or damage resulting from
their actions in the course of volunteer tv k.

Issues of liability or diStinct from IssUes of rnalpr tire,
which pertain to.occupations having licensing requi
ments and siandards of practice such as medicine; den-
tistry, and the law. These requirerilents and standafds ,

'apply whether the.person praetices his or her profession .

as paid stall or as a voldnteer. In other Words, if
an asency uses professkinals in a voluntepr.scapaeity,
these individuals must be properly licensed ind observe
usual standards Of performance; otherwise,in the event
of client injdry. they may be charged with malpractice.

Potential liability is of concern-to both the agency and '
tht volunteer. Many States have enacted laws relating to
tile liability of organizations and individuAl citi ns. In

.. cases'irx which the 4w does not cover at! poten abil-

-1 1 Ity situations, insurance may be available to cover

-.) damages one must pay it'cleciarOd liable.

rWhether insurance is necessary is another matter. Ac-
cording to Gurfein and Stref? in Liability In Correct
Volunteer Programs, "Present case law shows few case
where a veknteer caused an agency to be liabletec
of an 'act dMbkby the volunteer."' The authors continue:

Legislation relating to liatility and,inatorance protection 4
varies from State to State. Within a given State, the leg.
Islation differs for each,iff the three tiperof liability je-
latitsoships tlestt ihed above. Any agency pioning a got.
officer- program should have .its legal can't contact the
State ettorney general's onice to determine the status of
relevadt law in that State.

Seel: Inc phlkies regarding potentiajrsul billty and inr.
ancbtn volunteer progr ants vary AC dine to the size,
type, and !minion of the agency and lunetionsU

tem, but some general statements can be considered t-
in planniti any volunteer Program.

rhe questar of Ilahillty and insurabill4 In vOl-

unteer pogiants Items frowthe unpaid status
of v4iuntaers. If flu, State legislative definition
of employee covets'unpaid workers, then The _
requitement% the agency Observes for paid staff
apply equally to unpaid staff.'

More and more Stales are enacting or consider-
le iSlation1eo include volunteers workti in

Stele ag C OS
thus ex tending 'an agency's public liability in-
surance to the atts of 'volunteers,

If an agency did not pave publk liability Insur-
ance Nerve instituting a volunteer program, it
is postible to obtain it, and experts in the field
strongly-recommend that tWs he done,The ek-
tbnt of coverage and the cost can only be deter-
mined In consultation with a local underwriter.

1f an agency determines the need to purchase
general accident insurance to cover volunteers,
Volunteers insurance Service Association, a
nonprofit organization, can provide up-to-date
insuranoi information to its members'. (See sec- e--

tion V for address.)

Public liability insurance does not osuaily in-
- elude automobile nability. 11,a volunteer assign-
ment includes use of a personataetomobile, the
agency should ascertain at the time of applica-

# tion thin the individual' has a valid, up-to-date
driver's license and at least the minimum
required liability insurance. Additional auto

, liability and/or comprehensive personal Habil-
I O II eer

program operation should include adequate
training and supervision of volunteers. Ex-
perience indicates that where the volunteer
has been properly trained and received ade-
quate supervision, liability situations rarely

a 4111 OCCUre

Ilotter J. Gurtein and Trisha ftreff, Liability In Correctional ;
Volunteer Program: Planning for Potental Problems. W ash Ina
ton, D.C.; American Bar Association Commission en Correc-
tional Fecilities and SereJcss, 11115.
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Regardle'ss of what decisions an agency makes
about protecting itself, the client, and paid and
unpaid staff, the conditions under which the
voludeer program is operating should be made
clear so that all may be advised of the coverage
provided alnd its limitations.

Everyone involVpd must understand that tnsur-
Once does not obviate the need for goqd jUdg-
ment and due care. No Insurance will protect
against grosfnegligence or willful misconduct.

U.

4

4



\

Cdpfldent Alcohol.programs haw always token
I. öst 4ts i rve coisfhipntiality in all Matters fetal.
' loll to the silents ey serve. Feder& regulatkms now

. guide the confidentiality of clietio' records. !hew regu-
lotions we detailed in "Copfidemtraitty of Afcrhol and'
Drug Abu' so' Patieht Recoids General Proytpons"

ftireittet, Ailtist I, 1975, Volume ,40, Number I 27).
'Id may be obtAined from dee Nationsil Institute on

Drug Abuse Clearinghouse, 11400 Rockville Pike, Rock.
, Md. 20852, se Superintenden, of fitscuinenes U S.

Cesiierfunent Printing Office, 710 North t.:Apuot
Washisyston, b.c . 20402. 1

The relrulatIons A. PPle to ail alcohol and drug abs te pro.
grains Iwided, conduCted, or regulated by any depart
4-tient or office In the I 'sacral (overnment (exceot inter .

chahes within the Armed fiirces, including the Veterans
Aiirnintsuation). The regy,1441) also apply to programs

e. funded by State Igariclet'andllsoso 'Agencies classified b
the Interrial Revenue.Seryke as charitable or tax.exem

Any client information, recorded or not, received or at.
(wired ki connection with the progmm is considered
confidential and may not be released without client con
sent, Confidential information includes records of a.
client's identity, diagnosis, prognons, And treatment and
information on a lient's progress, Attendance,. And
whereabouts.

Provisions of the statute specifY which information can
be released, to whom, forwhat purposes, under what
circumstances, 'and for how long, Also covereo :de
special situations concerning instances when client con-
tent cannot te obtained, as are minors andcourt referrals.

The implications ol.the new confidentiality regulations
for an agency with a vsdunteer program Are several,
First, the agency will want to review its existing poli-
cies on confidentiality and make modifications, if neces.
wry. to ensure complianke with the new regulations.

" Changes in policy may require changes In agency pro,
cectures and forms.

Next, itaff mombeis must be apprised of the new rep-
lotions, the resulting policy changes, and the penalty for
violation (up to $500 for the first Offense; up to $5000
for each subsequent offense): if a volunteer program
is already established-In-the aitency, both paid and un-
pAid staff mem6ers shouta be included In any infoema.

VP

lion or training program about the new reset; and
th e resulting changes in.agency policies and pr. ores.

if a volunteer prosram is being con plated, the mat-
ter of confidentNity and the volunt r's responsibilities
in this regard musfbe included in volunteer training.
Thls applies to airvolunteers, whether or not they have
direct access to ilient records, The new regulations spe-
cify tharconfidilitial information may be both re'corded

1 and unrecorded.Sessions on confidentiality should in-
clude presentation of situations in w*Isich the volunteer

c

4

maji faoaehis Fipas, galdeline.s s to what to say or doi
andoracjice In applying the

ns should not deterIt4 existence of the new'igu
asclicies.from using volunteoft ili an/oapacity lor which
they aro qualified and trained. VoluMeers detrionsu ate&
long,bliftsci guidelinia on meintaining confidentiality

"wept exiiitated In legal terms, that tte could under".
Ala ItsTmpor Ante and perform ectfdingly. This Is

ly trub ff the need con$1deêilailty is 4.14
throtoh training, If observance confidentla

Is included In A list of written exotic tatioqs, and if
d staff's.; a good eXaMple. NIZ.

.
7.1145 Regulations far Tax Deductions

Viiluitteins with limited mans May bedeterred from ac.. 4,
cepting or continuing an aspinmeht If expenses are in-
c.urred In the proCess mteling the associated commit-
ments. It the iponsoringisency Is not able to reimburse
the volunteer for throe expenses, the situation May be
eased somewhat'by providing Information abaft what
expenses ire tax deductiblelEven volunteers, who.can af
ford to absorb thetecosts will 'appreciate knowing of the
option.

'Internal Revenue Service Publication No. 526, "Intome
Tax Deductions for Contributions," contains tte regula-
tions governess the 'deductibility of expensesnbqrI iq
performante of charitable vcilunteer activity. Everitbcal
IRS office con supply copies of this publication and thi
local IRS Office of Taxptur Assistance can answer spa
c ilk questions regarding4G regulations. In areas where a
local IRS'office Isnot ionvenien4.accessIble, a call to
the toll-free IRS rtufikber listed in all telephone director-
los will yield the Information. ss,

Briefly stated, the regulations ate as follows:.

The cost of transportation from a volunteer's
home to where ho or she-serves ls deductible.

Reasonable; coiti for Meals and lodging, if a vol-
unteer is away from home while donating serv-
ice, to a qualifieslorganizationlare dedOctkle.
Personal expenses for sightseeing and entein-
ment, and for travel, meals, and lodging ex-
penses for an aiCompanying family member

Thr.cost of attending a religious convention as
a dUly chosen repreienjative of one's church or
synagorgue is deductible.'

The cost and uplump'of unlformkthat have to
general utility and ere required to byworn'while
performing at:mated services are deductible,

o Unreimbureed aliases directly connected with
and solely attributable to voluntary service per-
formed for one's church or, synagogue are
deductible.

,
:0
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Use of personal attWi4Plie7Volunteers may
deduct out-ofvckeit *Irmo% for gas and oti
that are usedWnetClces rendered WA charita-
ble 'or tax-exempt ontanization, ifa vokmteer
does not wqh W deduct gas and oil expenses,
he yrshe may use a stannerd rate of .7'cents per
mil to de term Ina the contribution, Underthis
method, parking fees and tolls are deductible ir
addition to the 7 centiper mile:However, the
costs of auto inturmfe and normal depreciation.
pre not docAktibk, nor a pro rata portion of

else generatrepalr And mlçt.1anco cost of a
volunteer's autompbile tha Is used occasionally.
fur voiuntmr work.

_Per son+ &Iowans'', If a volunteer performs a
gratuitous service for rcharitable organization "

aad receives a per diem allowance to cover rea-
sonable Vavel expenses, Including meals and
lodging, while iway from honsaiin the Pei form-
ince of such duties, the allowance is regarded as

income to the extent It exceeds actualiavel
expenses. Travel expenses to the extent they
excesid..the allowance 4re deductible. ,

Specific dtta collection tasks related to IRS regulations
Include the following:

Obtain PObikation No. 526 from the local IRS
office (See local telephone directdry.)

Obtain similar publications on information for
State and local tax jurisdictions. (See telephone
directory for office addresses.).

Verify the status of your agency in terms of the
thifklition of a charitable organization.

Project what 'expenses will or might be associ-
ated with the volunteer assigr7ents that have
been specified.

Determine what expenses t he agency can and
cannot reimburse.

Prepare relevant guidelines for prospective vol.
unteers.

Assistance In Interpreting the regulatitms and their impli-
cations 'for the agency and its volunteers may be
obtztnedfrom tboafrnseniRrwho is experienced or
trained In tax matters. ,

A number of bills have been introduced in Congress that
would, if paned, extend the range and typabfexpenses
incurretin connection with vOlunteer service that are
deductible. Considerable debate surrounds the measures
that these bills, propose. One Way to keep abreast of the
progress uf these bills and the issues involved is to sub-
scribe to Voluntoty Action ieocittnitip, distributedIree
nationally and published four times a year by the Local
Affairs Department of the National Center far Volun.

14 ," s
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tory Action, 1785 Massachusetts Avenue, N.W.. Wash-
ington,b.C. 20036. .

Prepare V.olu4ieer Proearti
PropottaliPoOtion aper

r,
In ono or a series of meetings,lhe planning committee
can evaluate and synthesize all of the data collecte'd dur-
Ins the exploration Phase. The cpmmIttee,should con .
skier ilse needs of clients, staff, tftd allmlnistration; the

. ,level of staff support anti receptive staff; the available its-
cal resoorces'and level of community commitment; and
positive impact data on the effectivenesi ofVolunteers.
It should analyze descriptions of successful volunteer
programs of all types; informItloo on insurance liability,
confidentiality, aro) tax deducation regulatiOns; and,
most Important, the level of administrative support. "

/ Following In anaiysis of all ivailable data, the planning
committee should be able to make one tal tIte following
determinations: .

. .

that a higher level of Commitment by adMitily.
trators and staff is needed 'to ensurelthesuccess

. of a pilot program, and what addition& at-
tivitles should be planned to increase thpt
level;

' that data Collected ore insufficient for making
sound, realistic recommendations to the board
'of directod, and what additional information
IS needed;

that no futtlfer action should be taken because
of lack of commitment and/or need; or

that ieflnite needs exist': that there is a high
leyel of commkirleilt to the use of volunteers,
and that the Ilkelihbod of designing and imple-
menting a successful program Is great.

If the planning committee 'decides to proceed, a prograni
proposal for the board's COview (or a less'formal planning
document) should be clehloped and Should Include the
following components or determinations:

, ,I
a brief statement of purPose of the proposed
plhat voluistenr prngram:

a description of the size and scope Of the pro-
:* jected total volunteer program;

a statement of the level bf support of the adf
ministration, stiff,and community;

a description of. the proposed pilot igirogram, in.

cludingaelection ofithe agency unit in which to
establish the pilot ; one or two (of more),orior.
it les for volunteer jobs based on consenSul 9f
needs of clients and staff; types of volunteer
SONIC'S required (see preface); number of vol-'



untetnitUuteed tor the protected program;
. probable rgientation and tiaining needs of vol-

.' Lunettes, office mace. and other facilities
requited, budget foi pi ograrn tfe%Ign and
plementatiOn; and draft of the johdescription

. of a volunteer coordinator-, including whethin
the positiop wilt be paid or unpaid, pal t time or
full tinie.

Planning Committee Checklist

A Fkototypr checklist' of the specific'khnis of com mit
mentrequired of the agency addlinistration has been
developed for use by the plaiming committee and later
thts volunteer program coordinatot in evaluating the eX-
tent of support for volunteer progrAm development. (See
appedix H, pp, 62Inti 6:1.) The.checklist can be used

,eliher In questionnaire or interview form and can be
adapted to fit individual agency needs.

81Kitrit of the extent qf agency comm.itment Suggested
the checklist, this or A siniilar ientrument is most ap-

propriately-used by the planning committee toward the
end of the exploration ph aSe.

.
Conclusions drawn from it ,call form the basiir tor a posi-
tkm paper on the agency's potential use of volunteers or
a proposal for a pilot volunteer program. If responses

'10 one-half to two-third of the questions on the chbcklist
are negative or ambivaient, the advisability of beginnini
SAlenteer program should be seriously questioned. Var-
iatioris of the checklist can also be uSed as an evaluation
tool at later stages.dprogram planning and development.

Appoint Volunteer Coordinator

Following the cicision by the board of directors tri pro.
coed with the design of a pilot volunteer program, the

.-- volunteer coordinator should be'selected by,the agency
adri1inistrator with the assistance of the board, staff, and, '
planning cOeunittte.

(The common functions necessary to run a volunteer pro

.

ram give some indication of the qualifications needed
--.bsc_A-volunteevcoordinator.Depeoding upon -thrr-sizt and--

age of the program and the resources.of the.agency. the .

coordinistor may be responsible for all of these functions.

"s; Admlnlitration: Proram policy and direction;
staff selection, policy, and supervision; cash and

kind funding; peblic relatiorik; and accounta-
bility to two&

r.

dordlnation and training: Interviewing and as-

signing volunto04'inservice training for volun-
teers and staff; Coordination Of volunteerstatf
relationships.

.

Program end community resources: Develop-
ment and maintenance ot program and com-
munity activity !evinces, e.g., free tickets to.
spot ting AMILCUIp .w blal .nls, ee mil vices sin h

.aviniorne tit assisfala, ind sources for dona-
tions te the program, such s books, tccrea-
tional equipment, and toilet articles.

Fiscal management: kraintenance of financial
and program statistics, purchising, budget
preparatioo and piojectiUn. 4nd onnlitoting
.program efficiency.

Recruitment: Betr urtment ol volunteeis and
clienos through presentations, pelsonal con-
flits, or mass media.

.therature aragraphics: Development and pro-
duction of -prograro materialsi e.g., brochures,
newsletters, slidb presentations, and forms.

SupPort: Supervising.volUnteer-relaied support
tasks of receptionist and secretary.

Beyond the range and level of skills', experience, and per-
sonal qualificatiOns required to fill this posl ion, cOnsid-
oration should be given to selecting a person o

knows the people, the o anizations,.and.the
resources of the corm nity in which the
agency is located;

knows the program, p icies, and staff members
of the agency which the volunteer program will
servo; and

has had experionct as a volunteer.

Also critical to the success of theNogram is the position 1.
of the volunteer 6nordinatot in the organization of the

-agency. Depending on the size and type of agency, it is
imperative that the coordinator, whether volunteer or %-

paid staff, report to tile director or to a unit chief. The
following is .1 sample job description for this position:
The volunteer coordinator shall be responsible to the
apncy directvr ler developing, directing, and coordinat.
Ing all phases of the volunteer service program, inCluding

providing liaison on all matters relating to vol-
unteers between the apncy an the conimun-
ity, the agency and the State pr am director,
the agency inCLOthefikohcilisM s vices, the
agency and the volunteer;

.orlenting clients, staff, And board to the volum
teer program;

deterrnining from clients, stall, and board the
agency's needsfor vOlunteers in termS of service
and contributiOns, and- thenumber of service
volunteers it has the physical capacity to
absorb;

preparing the structure for the volueteer pro-
gram: application forms, time records, evalua

-.
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lion forms, Oftervitw guides, contracts, and so
on;

1 maintaining records and MO of volunteer
prograin;

..

preparing nOtoriala for and directing the opera-
tion at the.recruitment cirpaign: mailings,
sPuhisers fOr OrginlitatIons, publicity, interviews,
%elk thin,

. .
.. .with committee assistance, planning, schedul-

ing, and implementing educational and training
pi ograms for volunteers;

assigning volunteers and arranging for supervi-
,sion;

evaltrating service vbiunteers, both individuals
and groups, and revising assignments as indicated;

mining reports as needed on volunteer Pro-
am; and ,

planning and implementing systematic steps for
the development of leadorshitkapabilitles
among volunteers, Including a variety, of task
assignments and support yid encouragement to
assume increasing responsIbility.-

I Or other sample job descriptions for this positioo, see
appendix A.

%.
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SECTION III

Pilot Program
Design Phase

1.

This section covers the steps and.tasks to be accom-
plished in planning a pilot program. A pilot program ita
smah-scale prototype of the complete volunteer program
an Agency may establish over a period of 2 to 3 years.
The complete volUnteer program,1n"general terms, is
described in the position paper prepared by the planning
'committee during the exploration phase.

Part.of the board decision to establish a volunteer pro-
gramin the agency Includes designation of a segment of
the comPlete program as the first to be established. This
strattgy"permits the agency to plan and try out in micro-
cosm all of the components necessarY for en effective
volunteer program, to test on a small scale the polities
and procedures thtt form its structure. This experience

Js the basis for revising those polities and procedures
prior to implemsintaition Of the volunteer progrim on a
larger scale. The pilot program also serVes to demon-

-- strata the value of unpaid staff to paid staff who arc not
yet cqMmitted to the volunteer program.

The diagram on the following page displays in sequence
the steps that Constitute the-pilot program design phase.

..Dtfine Objei,tives

The first step in planning a specific volunteer program is
to establish the objective(s) for the program. The (*jet-

'tive(s) should be as specific as possible to provide a suf-
ficienl basis for desiping the program components: bob
descriptions, recruiting, training and supervision. Also

4.

carefully stated objectives make the evaluation-task
much easier.

A clear objective is one tat can be interpreted in the
' same way by two 411/010.7o qualify, it must

state the recult to be accomplished;

state the resultin measurable or observable
terms; and

specify when the result will occur.

For example,

result

.

A program of recrqational activities
such as arts, crafts, music, and sports
will be established for inpatients,

. ._

measura
ble
Lfirms

:..

offering at least hour-long sessions in
Six different acOvities over three
evenings each week,

when

_

to be in full operation in 6 mbnths

.

No Matter heyfilearly the objective is stated it will not
be useful unless these quqstions can be answered affirms-
lively:

Is It consistent with agency goals and other.
grogram objectives?
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Is it consistent with staff needs?

Is It sonsisNent with client needs? .

Is ii feasible In termite/ time, facilities, and
human and iinancial resources?

Write Job Descriptions

During the eXploratIoh phase, 04 question of eilut vol-
rs might do was expressed broadly its torlIss of

cHsIa44, an,d admlnisu atilt needs. In the desiep of
the plltat program, the questibn becsMses "What wilt the
volunteers do?" The answer r, derived from the objec-
4ivevof the pilot program, is expressed ibilleuns of volun-
teer, duties and responsibilities, and kw/stained in a job
description.

.

It is Important to emphasize here that if the activity Is
one formerly assigned to,/ paid staff member and a job
Alescription already 'exists, then a now job description
need not bewritten, Some adaptation may be necessary,
hossaver, particularly regarding the time requirements. A
'completely new job description will have to be written
only If none ruiw exists.

How the Job Description is Used.

An accurate and corisplete job detcription is important
for a number of reasorn. First, it givesto the volunteer
a sense ofstaff cOmmitment and program solidarity. The
existence of the jcsb description shows ehat thoughtful
planning has been done and that the voluOteer activity
Is indeed considered an Integral part of the agency pro
gram. The job description facilitates communication and
eXpedites th$ voluWeer's integration ifuto the program
because !tiff, clients, and volunteers al now what to
'expect.

The job-description guides recruitment by giving poten-
tial volunters a basis for deciding whether or not a par-
ticular job matchis their interests and abilities. lhe job
description guides selection by serving as a basis fordo-
termining the content of the interviews, establishing se-
lection crit'eria,and appropriately matching the whin.
teer and. the job.

Who Preparekthe lob Description

The volunteer coordinator and the staff Ath whom the
' volunteers will be working should collaborate on this

task of adapting an existing job description or preparing
a new one. The staff members know the oontext in which

, the volunteer will be working,' Me thoroughly familiar
with what the volunteer will be expected to do, and can
de lbe the qualifications that the volunteer should
hev,ft. The volunteer coordinator must fully Understand.

nature of thesiobAirrecruit suitable volunteers and

*. .

be able to ensure tilt the lob description is clear ett
complete.

What the Job Description Contains

Minimally, a lob description iould inClude:

what thir volunteer will do,

who theeolunteer reports to,

the'number of hours required,

the length' of coMmitment exPected, and

the qualifications and/or skills required di
dsirable.

-
.

Other Information that should be provided;.although not
necessarily as part of the loll description, iNgudes:

the,goals of the program In whicit the volunteer
Is working,

4c,Aire the volUnteer will %working, and E

uidelines for volunteer behavior. \ .

Sample job descriptions from a variety dt. agencitis are
included in appendix B.

Plea Procedures

.

Having determined where unpaid staff will be.working
and what they will be doing, procedures can b planned
that will ensure the volunteers' smooth introd ction and
integration Into the agency's operations. Not only does
this preparation make the unpaid staff member feel
more at ease rmire quickly? it reduces-the number of
needless questions that disrupt the normal flow of ac.ti-
vines and on-the-spot decisioos that create confpsissh.

' 4-A IAreas to attend to in establishing procedures go ikiper-
Mon, recordkeeping,icheduling, space allocation, arid
clerical assistance. The volunteer coordinator, working
with administrative and staff..representaqves, is respon-
sible for making appropriate arrangements. Further, the
volunteer coordinator sees that decisions and procedures
are documented and clistributed.

Supervision

As a general piinciple, unpaid staff are supervised by the
paid staff member who supervises other paid staff in the
same unit oa activity, Speeific procedural items to be de-
termined are

who the volunteer reports to and where,

who is responilble for appraisalsonferences,

how frequently these areibeld,

initructions t4e volunteei about reportirl
illness,
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guidelines for handling problems, and

termination policies.4

Mat tersibat pertain primarily toils, volunteer program
be handled by the volunteer coordinator.

14ese Include .

maintaining records;

lac ilitating communication,among all staff;

counseling individual volunteers; and

mooing regularly with volunteers to monitor
program progress, elicit suggestions, and anti.

,cipate problems.

Rectrdkeeping

Good recorth are essential to an effective volunteer pro .
gram in order to monitor program operation, provide a
recotc*.x recognition of volunteer service, and form the
foundation for program evaluation. As with procedure%
the same principle applies: To the extent possible, use
the forms developed for Paid staff. Beyond this, new
records missy need to be developed to record data unique
to the prograM and necessary to determine achievement
of program objective*

General Documentation. Assuming that the experience
'gained in the pildt program will lay the groundworkfor
improving and extending the program, it will be heliNkal..

mailRain a file of all materials that are produced and
used for all phases of the program. Examples of what
this file miles t include are

materials and resources collected during thepx-
ploration phato;

the position paper:

copies of letters and merilbs, both interrial and
external;

content df presentations made to coOMunity
groups:

the pilot program design; and

all materials used for recruitment, orientation,
training, reporting, and evaluation.'

The materials contained in this file Will serve as a record
of the development of the volunteer program, a source
of information for ongoing and periodic evaluation, and
the bases for More extensive.program docoments, such
as a volunteer handbook for recruitment and orientation
purposes and staff and volunteer training and evaluation.
models.

Individual Re0ords. Policies regarding maintenance and
storage of reC'ords will vary from agency to agency. If
it is customary to compile and store employee records in
a folder, volunteer records should be handled in a 'similar
fashion.

22

For convenience, voluntdars' records may be located In
the volunteer coordinator's office and maintained under.
his or her supervision. The volunteer file becomes a hifr
tory of an individual's service to the agency. Doiumenti
contained In the filo may include '

application form,

references,

letter of agreement,

Oes on recruitment and evaluation interviews,

written performance appraisals,

training programs attended, and

activity reports submitted by volunteers,

The content and use of these documents are discussed
more fully below, tknder Recruitment and Selection.

' Sample documents are in appendix B.

Progmm records. Information collected on the volun.
.teer program Itself will vary according to the objectives
of the program, but at a minimum the records should
reflect tho resources that went Into the program and in. .

dicators of possible benefits. For example:

number of volunteer hours,

staff time invested,

program expenses, and

number of clients served.

Summary Data. A third type of rectikeeping is data
that summa/Ize on a quarterly basis, the number of vOl-
un rs In the program, the number trained, the number
wait ng for assignment, and the number'who dropped
out. Ito evaluate recruiting methods, it is advlble to
keep trazk of the number who apIlly and how they
heard about the program. A sample summary data form
is included in appendix B.

Scheduling

A schedule is an essential planning nd communication
tool for both the agency and th volunteers. Paid staff
must know ahead of time who will be available, when, .

and what they will be doing. Unpaid staff need to know
when they are expected, for whafpurpose, and for how
long.

The scheduling process.actually begins when the agency
identifies the functions that volunteers will perform. The
'Program olijectives and job descriptions further dab*
the time requirements. If the requirements are fixed, un-
paid staff are recrulted.whose availability coincides with
the agency needs. If the time requirements are flexible,
the volunteer coordinator and the unpaid staff mem-
bets Can plan mutually agreeable schedules.

Frequency. The longer the period for which a schedule
can be established, the easier the job of planning and



communicating expectatkins to paid and unpaid staff
and to 'Adminhtration, Supervisors can plan paid staff
issigninents and client activities, and unpaid staff can
arrange personal affairs to ensure their regular attendance,

Acturicy. Once the schedule has been established, it will
remain useful only so long as it is kept up-to-date. it is
recommended that a check bt4 made with paid and un-
paid staff at appropriate intervals to determine whether
the schedule is accurate: One person should he desig
nated, to rezeivaall schedule changes and see that they
are conimunicated to all concerned.

Posting. Schedules should be posted in areastrequented
by paid and unpaid staff and an others concerntd with
the volunteer program. The schedule lotations shoUld re-
main constant'as nearly as possible so that all staff can
depend on finding the information routinely.

Space

AsMgnment ol.oftice.or wortspace tor unpaid staff es-
tablishes a sense of integration and continuity, just as

,does the selection of a customary and conv'enient place
or places to post the sihedule.,

The volunteer coordinator's office or desk Can serve as
central location for messages and information. Consider-
ation should also be given to questions suth as:

*here will unpaid staff park their cars?

Where will they hangtheir.coats?

Do they need desks or other special workspace?

* Is there an adequate supply of ma rials for
them to do their assigned tasks?

Where will special materials or"equip ent be
;stored? .

,

Clerical Assi ce

When the boar f directors approved the utilization of
unpaid staff, provision 'wag/rude far the clerical support
needed to plan The pilot project. At this point, it is nec-
es to consider what level of Clerical support will he
ne whee the pilot project is implemented.

'Factors to consider include

the number of volunteers;

recruitment, training, orientition. and WAIN.
materials that will be produced;

assigliment of record-keeping and scheduling
tasks; and

natUriof volunteer assignhsents.

If clerical assistance is needed only for.specified inter-
mittent periods rather than on a continuing basis, this
function might be designated for an unpaid staff member.

Devise Recruitment Plan

Most menuals on establishing volueteer programs cite a
deluge, rather than a deartn, of vorunteers as a major
problem in volunteer requitment. Unless a recruitment
plAn has been created and tailored to the needs ot the
specific volunt.kr provam, there maybe many disap-
pointed, unpiac d, or poorly placed volunteers. The rep-
utation ot the ncy and the volunteer program.will
suf for from reports of disgruntled volunteer applicants.
Therefore, a recruitment plan and appropriate support-
ing materials are.needed for locating the kind and num- ,
ber of persons most likely to fit the volunteer lob de-
sCriptions and openings, in addition, ahe timing of

hegin until the end
iv

liot progr design

,recruitment implementation Is al: Recruitmt
sOuld not b
rase has completed-and the Implementation phew
la nched. . 1

A recrititment plan should be developed that will spec4

the job description(s) and number.of openings
for /filch volunteers are needed in the pilot
program, .

appropriate places tO recruit for the specific
jobs,

appropriate strategies for locating pro:Atte
volynteers for those openings; and

the tools that.are needed for the recruitment
effort.

lob descriptions Were discussed above. The remalndel of
this section will dlicuss placesotrategies, and tools for

./ recruiting voksteers.
e

Where to Reeruit

The job description itself will give the clearest indication
of the most likely source of volunteers. For example, if a
program need is the preparation of a monthly newslet-
ter, a goed source for a volunteer would be the commun,l.
cations or journalism department of a local college. A
student or team of students could produce the newslet-
ter at an e Mon of tlassroom activities, perhaps moni-
tored by their lessor. A built-in Incentive would exist
for volunteer followthrough on the project, at least For
the duration of the school year. Another Possible re-
cruitment source might be the local chapter of Retired
Senior Volunteer Program (RSVP) whose members may
svcil include former editors or writers who wojnaireatly
enjoy putting their skills to work again.

'Another example could be a job description for l0
unteers to alternate or be on call as escorts or compan-
ions fbr clients who would like to go shopping, out`to a
mozie, or on a similar outing. These volunteers would
mit need special qualifie4tions,.extept perhaps a driver's
license, but'an'oempathetk 'uncleritandIng of the client

1.
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would be highlyledrable. Graduate clients of members
of local Alcoholics Anonymous (A.A.) or AI-Anoti fel-
lowships might ne the mat fertile recruiting ground in
this Instance.

The following °Noble powers' sources are uniquely val-
uable to an alcohol-releted volunteer prosily:

Graduate clients. Volunteer work may be a
means to use leisure hours constructively as an
aid to recovery or in maintaining renewed inter-
est in living hilly.

Families of sraduates and clients. In a volun,
teer role and through volunteer orientation and
training, these people will come to a better
understanding of their eitim family members;
thus motivation for Volunteering Is built In.

Friends of staff antvolunteers, The skills end
intei.sts of the pfflopective volunteers will
probably be known-to the staff and volunteers:
TM !All aid in recruitment for specific volun
teer lobes

,

The Council on Alcoholism. A nationwide wil-
unteer program itself, the Council on Alcohol-
Ism's local chapter is likely to haw members
who cen aid in WV& ways; for example, by
pro;iding faCulty 'for the volunteer training
program.

A.A., Al-Anon, and Alateen membefs. These
are natural sources, as the veteran in.the akohol
field knows. For the volunteer coordinator who

,
is new to the field, it is Important to become
familiar with the-traditions of these proerams
and to establish raPport with the fellow:hips. A
word of caution:, Fellowship *members who ap-
ply to be volunteers do so as private individuals.
Never identify a voltinteer (or anyone else, for
that matter) as a fellowship memberthe-fel-
lowship member is.the only Pelson who may
share that Information.

)

. Outside the alcohol agency network, the first step
in kientifYing recruitment sources would be to eitablIsh
Halton with a local volunteer coordinating agency. This
is likely' to be a registry of 'persons* organizations

ose Membership is interested in volunteering. ;'

contacting'Organizations directly, tht following
should n'ot be overlooked: ,

.Local groups. Local groups associated with ne

, tional organizations interested in the prevention
and treatment of aliohol abuse end alcoholism,
such as the U.S. Jaycees; the YMCA, and the
National Congress of Parents and Tiracheri, are
all potential sources. The National inkitute on
Alcohol Abuse and Alcoholism's (NIAAA) Di-
vision of Prevention ean provide a list of con-.
tacts for these organizationi. (See section V.)
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iolecial poptdation nations! groups. NIAAA has
established a working relationship with a num-
ber of organizations to help meet the needs of
various racial and ethnic populations. These
include the National Black Caucus on Alcohol-
ism, the National Indian Board on Alcoholitm

sand Drug Abuse, and the National Spanids-
Speaking Commission on Alcohollim. A local--
program may benefit from tontactingthese
national groups to seek consultation.

Retired persons. The retired Senior Volunteer
Program Is a madymade source. -The national
RSVP headquarters is located at 806 Connie-
tkut Avenue, N.W., Washington, D.C. 20525.
Locil and regional offices of Actlem/RSVP, as
well as other community service organizations,
will be of assistance in recruiting. For additional
sources, see section V.

Other organizations for recruiting senior citlzenS are
Golden Age Clubs and the Gray Pantiers. Them people
have much to contribute to the quaqty of a volunteer
program. ID recruiting senior volunteers, It should be
notbd that some members of this population are eco- ' .
nomically disadvantased. Expenses may be e.e.oncern for

' potential volunte 1 rs among older and retired persons.
Reimbursement for anspottation and meal expenses
should be cctosidered if these ars not generally provided.

Low-Income alinmunItles. Volunteering k of-
ten a way of ilfe and mutual survival in, low- .
income communities; It is known as "helping
out" or "fending a hand." %mai volunteering
in low-Income communities is usually thou#st ' .

of as something done by a person from dutside
the community; usually a' person Of different
racial., ethnic, or economic background. A re-i
cruitment plan could build on the commuDity's
tradition of "folks helpiog folks" by recruiting .

volunteers fo work in,an agency that belongs
to and servos' the members of their community.
As noted above; any recruitment plan for low-
income volunteers should take Into consider*.
tion reimbursement for the cost-of trans.'s:14a-
tion and meals.

.
Owrches and other tellglous organizations..
Church mamba who ate oriented toliv,..,..... slsolunteer-e.

Ins their Ur wo) while acilvitiet are good
ootentlal volumeers. . ,

I Sdsools, colleges, and universities. A rich re-
. source for augmenting speelal servkes, students

may be able to &cringe for' their volunteer &di-
vides to Orve as partial fulfillment of course re-,
quiremeni. Both the volunteer program and
the student will benefit.

.



Stratesies for Recruiting
,

Choosing an appropriate recruiting sti ably can be as eh,
portant as finding the best recruiting source for filling
particular volunteer positions. rknews release to liftl
newsPisPers ens, radio stetions Is likely to yield two Of. .

three duren prospective volunteers. If only two volun .
tows are needed, this method is totirtintill will. A strat-
egy should be chosen that is most likely to yield the de-
iired number of responses from individuals with suitable
skills or background.

The following ate strategies which can be used in a rei
crulting effort: 4,

Weed-of-mouth. This it a major recruiting strategy. It Is
speclall, effective when the "word" comes from some-
on. who knows and believes in the agency program aad

'utorstands the objectives of the volunteer program. EX-
a s of word.of.mouth strategies would include per-
sonal 'Contacts withindMduals In volunteer clearinghouse
orgapiaations or department heads of a college oruniver-
SSW to elicit their support in recruiting volunteers.

Preaentations. If a particular group has a special motiva-
tion or interest that Is consistent with asency volunteer
Moth, a group presentation may be the best way to re .
crui t from its membership. Group presentations are es-
peciaily effective in obtaining contributions that fall into
the "dttion" or "group effort" volunteer category.
The prrsintation should include a mini-orientation to the
agency's goals and objectives and to the volunteer pro-
gram. Audiovisual aids, such as a slide show of volunteer
activities that demonstrates the particular needs for. which
you are recruiting, may be pmduced. Audiovisual mate-
rials should beysed only If they are well-organized and
of neariprofessional quality, AppropriatO printed mate-
Oats, such 'as brochures, copies of tho agency newsletter,
or the tolunteer job descriptions, should btavailable at
such a Presentation.

Mass Media. If a largeriumber of recruits is needed, the
. mass communications media can be used. ,Local tele.

vision And radio stations usually set aside program time .

for public service announcements. The local news and
activities sections of area newspapers will also publist)
retdritment flews releases.

Toots for Recruiting

The lob Description. A volunteer job description, strata-
gically posted on the bulletin board of an organization
where the agency's program'is known, is a vary effective
recruiting tool, job descriptions can be placed with fac-
ulty members of local schisols or colleges, and with cOm-
munIty organizations with which liaison has been estab-
lished. Word-of-mouth recruiters such as board members,
agency staff, family and friends of clients, And grad-
uate clients could benefit from having copies of job

Itescriptions.

Brochures. An expanding volunteer program mast need a
brochure describing Its at tivitles and accomplishments.
Development of such a brochure is a projdt that might_
be tried out by a group Interested In contributing its

ed talents or by a student artiseand writer teem
from a tOC al college's dope tment of communicatiOns. A
samPle volunteer handbook is included In appendix B.

News Releases. If a mats media campaign is conslatild an
appropriate strategy, news releases.should be prepared.
Here, skilled wrIckg talent la Iiighly desirable; this task
may bo.just the chelienee for an able volunteer. The ar-
ticle should be tightly written, inclUdIhg the iniportant
details such as who it nettled, foarhat positions,
at what times, and whereto apply.Wrmetropolitan ar.
ern, an advertIsi4 agency may dorsate its time and staff
for such a public service project,

Photographs, if they are used, should be in sharp focus
and should communicate their messages at a glance. It
is best not to try to put more than one idea br state
in a sin& picture. Eight-by-ten, glossy black and white
Photographs are preferred for newspaper, inagazine, an
newsletter reproduction; 35mm color slides are needed
for television. Photography students are Often emir and
willing to shoot atsignnients for free, just for the experi-

e of getting their pictures published.

udiovisual Pmentatleso. An audiovisual presentation
(slide shows, films, or videotapes) can be highly Motlyat- -
ing and can fommunicatc the agency's message sec-
cinctly, accur ely, and-in an entertaining manner. Once
developed, this ool can be used repeatedly; However,
creating an audi visual presentation is a major undertak-
ing. The task s id be"astigned to someone with experi-
ence in this a. Again, a student project is a possibility
preferabl a group of stu nts who will recelfe course'
crçdflfofthe.productio/of a well-designed finished
pr uct. 1

Newslet Orgim. Including a section on vol-
unteer activities in the agency's newsletter could serve
a dual purpose: recognition of volunteer contributions
and achievement and continuous volunteer recruitment-
to rpeet agency volunteer needs.

To summarize, the recruitment plan should identify
IN best sources of Volunteers for.thelsIlot program, the .

strategyfor reaching those potential volunteers, and the
tools that should be 'speared.

Devise Selection' Plan

Selection Is the link between recruitment and placement
of volunteers and Itkased primarily on the job descrip-
tion and the related qualifications previously specified
by staff and the volunteer coordinator. Basically, the
process for volunteer selection is the same as for selec-
tion of paid staff.
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This section revkiSbrs some over all sille(Alon
lions, defines the essential ulements-or the selection plan,
and outlines basic mho v

. .

oosider A.1116

fverall Strategy Considerations

Depending on fhlo-- sae and scope of the pilot volunteer
program and the number and kinds ol unpaid stall posi-
tions to be filled, the lolloeting determinations should he
made in order to iilan the most appoint:Me selection
strategy:

liow many positions are to be tilled

What kinds of expertise or background expert,
Once are needed to till thew positions?

Could highly motivated individuals Who have
Ielated interests and basloground experience its
lieu of the stipulated expertise till these posi-
tions it they receive Initial, on theliM, and/qr
periodic training'

It the answer to the above question Is yes, alr'e

there easils identillable training needs common
to potentil volunterus? Uetermination ol prob-
able prospective volunteer training neeeliwill
aid in establishing one criterion tor selection.

Who will,make'the final decision regarding un
paid staff at CeptalKe and,p1,11. ernellt

What iesouices people, time, space, money
are available to unplement a Selection etrategy?
One Crisis intervention program, tor instance,
Uses a three-person ss t rep ing team (one proles
sional advises, one experienced' telephone aide,
and one newly trained telephone aide) to con-
duceach applicant's I to 1!/2-hour interview.
Questions are asked, expectations are ex-
pressed, and crisis situations are simulated dur-
ing the Interview. A maximum of 40 to If/peo-
ple can be sCreerled oVet I week; however,
because the job requires sensitivity and an in7
tensive interview, optimum scheduling Cs 5 to
10 interviews per week over 2 months.

Other than:staff time required for interviewing,
incidental expenses. such as reproduction of
forms.and extra coffee, should be anticipated.
A sample interview logistics checklkt is in-
cluded in appendix B.

Elements of the Selection Plan

Decisions concerning an actual selection strategy should
be doCUMentald. The schematic on the preceding page is
a suggested tequence of events that illustrates two alter;
native approaches to the application process.

Thelollowing steps should be Ostegrated into the plan
that is adoPted

`

Transition from General Recruhment to Actual Applica-
tion. Where will application forms be distributed? As
the dotted lines on the schematic illustrate, applicttion
torms may be made available during recruitment, dt ad-
ministerrl just prior to interviews, it may save time to
screen oUt applications early throu4dIstr (button and
examination of application forms; hAvever, this strategy
does not allow for a more sublective apOroacAt to 'elec.
lion An applicant may have interests and Ialentit or
other contributions to make that could be determined

. only during A personal interview.

Scheduling of interviews. When and where will inter-
views be held? Who will di) the intbrviewing? Should the
interviews be handled on a one-to-olio basis or Would a

team approach be better? Who will handle logistic% in-
eluding greeting, administration of forms, and actuafk
scheduling of Interviews? Will interviews be scheduled
by individual lob description response, kinds of func-
tions, or 'as they come"? This last decision depends on

e number and kinds of unpaid positions to be filled
alid the number of applicants. Categorization of appfl-
cants may aid the interviewer in recalling and assessing
individual volunteers in terms of personality, abilities,
and interests.

Criteria for Selection. As previously mentioned; the lob
description for each unpaid staff position should Include
lob responsibilities, supervisory procedures, tithe com-
mitments, and qualifications. The selection 9.1 unpaid
staff is bOed on the lob description, but other criteria
contribute to the final' selection decision:The interviewer
may want to determine whether the prospective unpaid
staff member can fulfill other, more sublective, staff
needs. A revieW of administrakion and paid staff disctis-
sions during the exploration phase and staff concerns
about volunteers etould determine the kinds of qualities
an applicant. shoulAring to the agency so that unpaid
staff can be easily integrated into paid staff. These kinds
of qualities are generally considered to be desirable:

Complementary *glop. Would the appli-
cant's feelings about Alcoholism and underlying
issues have a positive impact upon the volunteer
program end the agency in general?

Complementary personality. How will the rest
of the staff react to the ogpcant? Despite nor-
mal interview-based nervousness, can the appli-
cant express himself or herself adequately?
Does the applicant appear to be sensitlye to .

what other people say? Or are there lodgments
' inherent in spoken and unspoken statements?

Maturity. Does the applicant seem to exhibit
qualities of stability, responsibility and flexibil-
ity? Although both unpaid and paid staff mem-
bers may have had problems in the past, the im-
portant consideration is that they will be able
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to cops with them on the Ob. Cou IAN, wit-,
cant ludo@ wisely if called on to make a deciskm?
WID the prospective volunteer be responsible in
Meeting the brientation, training, and 6h-thic-job
commitments? Does the applicant's thinking..
appear to be so rigid, that my change in sched-
ule would disrupt lob performance?

Motivations and hstereits. Even though an in-
divIduid clogs not have documented proof of a
liven skilftere may be some previously un .
lapped interest or ability he or She may be
monrthan willing I. contribute to an alcohol
agency. A person-who has appropriate qualifi.

!'cations but is bored with Nmited performance
in one area can become highly motivated if
given a new field of interest. It Is desirable to
try to discover the applicant's interests and the
source of his or her motivation for stOlunteering
during the course of the interviinv.

Realistic expectadons. Motivation grows from
.the volunteer's realistic expectations concerning
his or her direct impact on the client, on
the agency, on the volunteer program, and con-
cerning the applicant's own fUture. Unpaid staff
who ale overenthusiastic about their capebill-
ties and cotmlopent to the program often
burn out after a short period of time. An inter-
viewer's gut feeling may be the only clue as to
whether or not the applicant has realistic expec-
tations about his br her role in the program.

Above and beyond these general cripoia, there will be
other important issues beartng on volunteer selection.
Examples include differing agency policies on length of
sobriety for former clients who wish towork as volun-
teers, or the use of volunteers as counselors:

Strategy of Response. All applications and InctuWies
should be answered in writing. If the applicant is auto-
Matioally screened out after completing the initial apjlil-
cation, a note of appreciation and referral to another
Agency should be sent. If Me applicant Warrants Anther
consideration, a note outlining specific qualifications
and expectations and an invitation to intervies4 should
be sent. Following the interview, a letter o( tgjection/
referral or acceptance/invitation to orientatIonlhould be
mailed. Telephone Inquiries should also be seqtNnced in
the same manner. If, during a conversation, It is cleat
that the agency cannot benefit from the contribution
offered, the person should be referred to another
agency. A sample agency referral form is included In
appendix B.

Docurisentation. To en** that program evaluation
needs and unpaid staff concerns are met, all inquiries,
initial actionvdecisions, and followup should be docu-
mented. The selection plan should incorporate a system
of logging the specifics of the entire selection process,
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Including who is responsible for the documentatiPn and
when. Documentation will ensure that no potential un.'
paid staff memben are lost In the shuffle. Development
of the forms and standard letters listed below will Will.
tate the selection process. Samples of each appear in ap.

pendia B.

Intents* guide. Use of an Interview guide will
ensure that interviews are conducted in a cbn-
sistent manner and that relevant information is
recorded. The sample Interview guide sheet in.
dudes space for documenting the date, length
ot the interview, name of the applicant, general
comments, and recommendations concerning a
selection decision.

Log of phone Inquirleg. A phone log MD allow
notation of kinds tn contributions offered (its-
dividual volunteer, group service, special cOntr4
button, or donor) an4 the response each
applicant receives (app ation form, referral,
Invitation to interview). Jhis log and the inter-
view guide may bc used Jater for program evalu-.
atlon and personnel &sal.

Community resource referral Me. A list'of
other community agencies should be available
so applicants the agency cannot use can be re-
(erred elsewhere. Feedback frbm these aaencies
(for instance, their receptivity ,to certain tate",
pries of volunteers) should be incorporated
into this Me periodically. Many agenciesalready
have such a file, so it may be useful to collabo-
rate with other agencies in the development of
this resource. (See sample I(I appendix 8.)

a Correspondence and forms. Many trawactions
with potential volunteeri can be hencilid most
effIclently with forms or form letters. Samples
of the following are included: application form,
including choice sheet and space for references;
invitation to interview; notice of acceptance/
invitation to orientation; notice of re)ection/
referral; and agency-volunteer Conkact. (See
appendix 8,)

-the interview

A well-planned, well-guided interview gives both the
agency interviewer and the applIcant a chance to meas .
ure each other's needs, expectations, and mutual suita-
bility. The following guidelines will be helpful.

Discover the applicant. Does the applicant mot
the Job requirements? How would the spoil-
cant's !rayless! work experience, interests, and .
personality mesh with pald staff and admit*
stration, and the agency needs in general'?

Nelp the epplicant to discover the agency. The
applicant will want to know more about the
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agency entl more about the time, energy, and
finantial requIrehsents mentioned in the 1 irst
applicant Interest letter.

Establish initial raptiort. Feelings of openness,
trust, and accountability will result from full

editclosure of agency expecutions of the volun-
user. A friendly alinoriphere will open file door
foC continued rapport If the applicant it ac-
cepted, and is good public relations even if,the
atfplicant is rejected or relnired ti.1 another
Molt Y

Enforce criteria for selection. The Most import.
ant goal of the interview is,.ot course, to decide
whether or not the applicant would be an asset
to the alcOhol agency either in the position de-
scribed ln the idb description that attracted him.
or Aer or perhaps in an'unanticipated role bY
comparing the applicant's qualifications to pre.
vlously ettAislithed driteria fOr selection.

Reach mutual deciiion. The final decision re-
garding selection-is actually a mutual decision.
The prospective unpaid st.iff member may feel
he or she does riot have the time, energy, or fi-
nancial resources required; may feel inadequate
coneerning qualifications or past experience; or
May have Any number of personal reasons for
wantinkto withdraw application. The entire
-selection ',Process, And the interview in particu-
lar,should result in a realistically achieA

'mutual decision. on selection and acceptance.

. Intsrview SJcills

It may be helpful. fix Ouse assigned to interview pro.
sPettive volunteers to review basic Interviewing skills.
The following points may be helpful in postinterview
self-evaluation.

Listening. Did I allow the applicant to express
hls or her interests witpout responding in a

judgméntal fashion? Did I allow him or-her to
finish sentences? Did the applicant feel-free to
ask pestions? An occasional silence is all right.
Thirst are times when a person needs time to di-

* gest information.

'Responding. Did I answer questions directly
and succinctly? if I did not know the answer to
a question, did I arrange to convey the informa-
tion at a later time? Brief relevant comments to
-oiarify understanding of the exchanged infor-
mation are the most valuable contributions to
thelnterchange.

Questioning. Did I ask questiorss primarily re-
lated to the specifics of the lOb description and
applicant expectations? Did I anticipate how
the applicant would answer? Did I allow the ap.

plicant to respond to leading questions, follow
areas of mutual interest and concern, consider
options realistically, /Ind make decisions?

Demeanor. Did I behave enthusiastically? Did I
look intruinted in the applicant? Did I help to
maintain a realistic approach?

If the Interv'lew Is comfortable, nonverbal cues (a smile,
nod, a questioning look) will occur naturally, This rap.

port Is what an Interviewer should hope to establish. l(
the applicant it accepted, a basis for mutual responsibil.
it y andtrust will have been'establithed; if the applicant
is referred to another agency, good public relations and
flexibility concerning possible future utilization of the
applicant will have been achieved. A sample interview
guidels Included in appendix B.

Develop Orientation Plan

Orientation entails all information that all unpaid staff
need to know in order to Make a decision to contribute
their time to the agency. Separate from skiirdeveloP .

Jnent or ongoing staff development, orientation presents
an overview of program policies, benefits, and responsi-
bilities applicable to at+ unpaid-staff.

Below is an overview of what should be covered in the
volunteer orientation plan.

Content

to

Tho develoament ot a volunteer handbook containing all
of thefollowing information would be desirable; how-
ever, if preparation of a handbook is not feasible, suffi-
cient time should be scheduled to cover each of the
toltoVoing areas in a group meeting.

Program policies, especially those that directly
affect the unpaid staff. These would include
regulations concerning confidentiality and in.
surance liability, discussion of the volunteer.
agency contract, "volunteer rights" (see sample
draft in appendix B), program evaluation and
personnel appraisal, volunteer status (for lri.
stance, probationary contingencies), and agency.
wide staff responsibilities.

Information regarding transportation and rem-
bursement.

Announcement of upcoming events, locluding
preservice and inservice Malning content over-
view, unpaid staff responsibilities for attend-
ance and ebntribution, and date of actual
placement.

A tour of the facility and introductory meeting
with paid staff and administration.

Unpaid staff's questions arid ieedback. 0
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Logistics

As with the selection plin, the orientation plan shoUld
take into coosideration ale resources and constraints of
time, money, people, and space. The interview logistics
checklist in appendix 8 can ilso be used eta reminder tor
applicable items. Prior to implementation, a checklist
tailored specifically to the individual agency's orientation
plan should be developed.

Design Training Plan

Training is part of the agency's responsibility to ail un-
paid staff and Is included on every Jist of factors men-
tial to the development of an effective volunteer program.
The comments in this section pertain pant's:Wally to the
training of the individual volUnteer workingas unpaid
staff op a regular basis for a period of at least 6 months,
but the principles and planning sequence aro the same
for all volunteers.

How Training Fits In

A training program mast be designed with reference to
all the contacts made between agency and volunteer.
From recruitment through.selection, orientation, and
preservice training to inservice training, opportunities
are available to help the volunteer prepare to perform
his or her job effectively. pifferent training goals Off
aPPly at different stages.

Recruitment,selection, and orientation help
both the agency and the volunieer learn enougt
about each other to make a decision to work
together,

Preservice training covers the knowledge, atti-
tudes, and skills the volunteer needs to per- .
form the lob.

Inservice training helps the volunteer to improVi
his/her efTectivoness and to assume jobs of dif-
fering or greater responsibility.

Each stage should bultd on the preceding stage tat avoid
unnecessaii duplication. Generally, the areas touched ottol
in each stage we similar, but at each succeeding stage the
material included becomes more specific. Regarding-the
problem of alcohol abuse and alcoholism, for example,

. recruitment information would cover an overview of the
problem, current efforts to cOmbat it, and the agency'S
role in that effort, Orientation would emphasize the
known facts about alcohol abuse and about its preven-
tion and the treatment and rehabilitation of those with
the problem. Training would focus on establishing a
helping relationship with an individual who has ani
alcohol-related problem. .
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Other Outcomes of Training

Aside from the purposes of training already mentione4-,i
volunteer selection ari preparation for the task to be
pet formed tralnineas other outcomes.

Training is geod public education. TheiReople
who participate will be better informed about
the problems of alcoliol abuse and alcoholism
arid the attempts to combat those problems.

or,
Training is good public relations. It informs
people about the agency and its contribution to --.

the community. Training participants ate ma
er position to interpret the agency to the

'comiinity and to solicit simport through con-
trlbutl ns of Money, goods, and services.

Tra$tjhftg programs of good quality aid in re-
---ertfiting more volunteers.

,Trainingsessions.provide an otiportunity for
volunteers to begin tO boild individual confi-
dence and mutual support and enthusiasm.

The helping relationship established between
volunteers and staff during the traini4 period
Is the beginning of a constructive.supervIsion
process.

Objectives

The objectivetuf the formal preservici training program
are derived from the job description and from the needs
of the volunteers who are selected to fill the position.
Although the training program must be planned before
it Is known exactly who the volunteers'wfli be, the job
qualifications and the selection criteria developed by
the staff will help to create a preliminary profile of the
prospective trainee. Information gathered from applica-
tions and personal interviews will confirm the original
estimate of need or provide direction in making modifi:
cations In the training plan. The key word is flexibilityL
being 'rasp:Wive to the ideasend suggestions of the vol.
unteers themselves as training proceeds.

The objectives specified for the training proeram wilt
probably fall into one or more of the following categor-
ies: knowledge, attitudes, skills. Knowledge is informa-
tion about alcohol, alcoholism, treatment, community
resources, and the agency program. A sample objective
in this category is: .

Whon asked to desqlbe the agency's program, the
volunteer's response will lftiude an accurate state'
ment about tha program goals, services offered,
client capacity, staff size and capabilities, and an-
nual budget.

Attitudes or opinions about various issues are based on
an individual's values and beliefs, and attitudes affect be-
havior. For 'example, the individual who believes that
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drinking Is evil am' immoral will probably he constrained
In his or her behavior kvalcd thosq who drink even
though the conscious IntentioTt'is to Iv helpful.

Attitudes change slowly. An attitude based on felw in-
formation tali sometimes he changed hi correct inlor
'nation. Dtscussion.nt one's attltOdes With others ex-
changing views, exploring the relationships of at tiludes
and behavior, and examining altsrnatives often leads
to greater change. txlierlence generally has the heaviest
(input on attitude change

The primary goal And most desn able outcome 01 a pre
service raining program is that tiainees will become
inure aware ol their own attitudes and the relation be-
tween those attitudes and the!! behavior. A sample ob-
jective In this category is:

Thy volunteer wih demonstrate an awareness ot
how his(); her.own attitude towaid drinking and
drInkeis cAn ladlitato or impede a clients recovery
by distinguishingbetween potentially positive or
negative practices from alist of statements that dc

. scribe typical situations in a treatment program.

Skills, the third category of objectives, involve the tech-
niques a volunteer must have to perform the job, such as

answering the telephone, making an appropriate referral,
or developing a helping relationship withaa client. A Sam .

pie objective in this categOry is.

The volunteei will make an appropriate responw
to Six or eight typical client questions.or4tate-
ments in a hypotheticil situation. Appropriateness
will be judged by tmainer and other volunteers us-.
ing a set of recommended guidelines.

Training Methods

The methods used in training will depend upon the train-
ing objectives. Also, methods should be selected with the

. following in mind: .

People learn best by doing.

Adults bring with them a wealth ot knowledge
and expertence; tap this resource by including
in every session an opportunity for volunteers
to raise questions, share their reactions, and dis-
cuss issuel. For this purpose, groups Uf four to
siFt people permit maximum partiCipation by

joach member.

The purpose of thq session- and how it relates to
the volunteer's role and to previous and subse.
quent sessions should be made explicit at each
session.

Individuals differ in-their learning styles and
preferences. TherelOre, use a viriety of Methods
Within one session and throughout the training.
program. This strategy also maintains interest
and reduces fatigue.

Matching Methods and Obfective

f or presentation 01 information, choose a Iticture as the
last alternative. A visit to an agency is much more 01E.
tive than a verbal description. A film 'can dramatize the
nand. and extant of a problem with greaterImpact than
an olal prewntation. II a lecture Is used,'keep it short;
illustrate it visually with diagrams, key words on a flip,
aurt, or slides;'and provide trainees with a written sum.
mary of the key points at the end of the seuion. Sample
situations or case studies give trainees an opportunity to
apply the facts they aro fearning;.,They can stimulate
questions and increase understadilme

Methods suitapie for objectives relating to attitudes In-
clude group discussion, role playing, andself-discovery
or sell-assessment questionnaires. A'relaxed, tionIudg-
mental atmosphere should be established for effective
attitude exploration. There are no right or wrong answers
in this area. Rather, the focus Is on exploring thy range
ot attitudes in the group, how they relate to the volun-
teer role, and alternative ways to handle those attitudes
that might Intel fer.e with effective performance.

Methods appropriate for learning Millis generally include
demonstratioh, practice,:and feedback. A demonstration'
of the skill provides a model. Practice and feedback per-
mit the trainee successive chances to approximate the
model performance with guidance from the trainer and
the other trainees. If.available, videotape and audlotape
otter the advantage ot allowing the trainee to see and,'
correct his or her own perforMance.

Logistics. Well-thought-out physical arrangementsfor
the training progranl set the climate for learning and con-
vey th-e seriouness with which training is viewid by the
agency.

Space. Aside from the 'obvious considerationsof light,
comfort, good ventilation, arid roominess, the training
'space should be free from distractiens and interruptions.
it should be able to accommodate audiovisual equip-
ment if this medium is to be used. Can the room
be darkened to show a film? Are electrical outlets con-
venient? Will the screen be clearly-visible to all?

The training location should he selected for aoessibility.
If suitable Space is available In the agency, thh will facill.
Lae staff participation. The location should be conveni-
ent for volunteers using public transportation and prIrate
automobiles.

Alternative sites for training include other social service,
agencies, churches, local universities, and libraries. Some
business organizations have meeting rooms that they

01 be willing to make available. Whatever site Is chosen
should be available for all sessions of a given train-
ing cycle.

Timing. This factor includes two considerations: when
and how long. When will depend upon the volunteers
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who will be attending. tveninp will be most suitable for
those employed full time. Mornings and afternoons may
be preferred by others. If it is not poasibleto find a time
when everyone can come, or if the group is too lams
two simultaneous programs will usually accommodate
the needs of everyone,

Customarily, preservIce training takes a maxim,hm of 10
hours. Trebling ulhedules from a variety of volunteer
programs show this time divided over three consecutive
evenings or a day and a half, or allocattd intermittently
over four or five evenings in a 2-week period. Generally
the aim is to complete preservice training in as short a
time as possible ko sustain the volunteers' enthusiasm
and to place therriin their assigned lobs with dispatch.

Inservice trlining can occur on a weekly or monthly ba-
sis for 1 to 2 hours per session and may be allocated
among several activities:

an individual Meeting with the Staff supervisor;

a small group meeting with topics selected by
vol u n teen' or trainer;

followup meetings with the volunteer coordi-
nator, especially in the early weeks of service,
to discuss volunteers' concerns and special
problems; and/or

attendance at staff meetings, open A.A. meet-
ings, and edusational meetings offered by other
local agencies,

A description of a specific volunteer program and lb
accompany inginservice training design are included in
appendix B.

Miscellaneous. Name tags should be provided for every-
one and worn at every session. At the first meeting of
the group, time should be set aside for a getting.
acquainted exercise. This activity is Important not only
to Introduce participants to each other but also to accel.
orate the pace at which participants become involved in
and make contribtitiont to.the sessions.

Simple refreshment: offered priority. and midway
through each session establish a relaxed, social climate
and help participants to become acquainted' informally.

Staffing

In addition to coordinating the design and logistics of
the trainine program; the volunteer coordinator provides
continuity for all sessions by greeting volunteers, intro.
ducinrtrainers, and linking sessions The training ses-
sions provide an excellent opportunity for the coordi-
nators to get to know the volunteers and to eatablish the
relationship with each that will ease the tranWon from
newcomers in the agency to experienced, unkid staff
members.
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It is advisable to have a wend person available to attend
to such matters as takhwattendance, prepvine coffee,
distributing materia14 and taking messages

If small group discuselon leaders are needed, they may
be recruited Om staff and, later on, from experienced
volunteers. This group Should' be selected and preparid
well in advance of the first session. Thls involvement of
Paid end unpaid staff in the preservice training program
wIJI fur,thr facilitate the translation and integration of
new voluntein into the program.

Resoured

As a rule, the amount Of money available In an agency
budget to suptiort staff training is small. The amount
available for volunteer training will probably be even
less, despite the imeortance of such training. This fact
will challepee the ingenuity%f the training program pler
nen to deliver the best training Possible for the least
amount of money.

3 7'

The Organisational resources identified during the ax .
ploration phase will be of great help in getting started.
Some will be close to home:others will be far afield.

Start within the agency. Perhaps& staff member
has training experience that could be tapped.
Others Islay be interested in learning more
about training. They can help in the design and
may serve as small group leaders

An experienced trainer may beLloceted at a
nearby university, in an already established vol .
unteer program, or in the State alcohol agency
or volunteer bureau. This person Could be in-
valuable in helping to design the program.

Once the program is designed, the next step is
to identity the people and materials you will
need to deliver the training.

Look for existing programs in similar agencies
that might be open to your volunteers.

Does another agency have similar training
needs? Could you team up?

Collets faculty and students may donate their
time to develobaudiovisual materials.

College libraries may lend films and videotapes
from their congeals/1s orobtain them from a .

lamer university film library. Check their
catalOgi.

The National Clearinglrum for Alcohol infor-
mation provides free ifamphlets and other ma.
Oriels on request.

For certain purposes, experienced volunteers
and former clients may combine' the experience
and necessary capability to contribute to the
training program':



This Is onty a beginning list. Names and addreues of or-
ganiaations tO contact and suegested materials we listed
in section V.

f or ma I Recognition.
-

Some asencies mark the end of the preservici training
proiram with a simple ceremony. A brief welcome to
the agency by the director or board president, followed
by presentation of name pins or other identifying
barips, Is ones possibility..

Followup

in addition to the inservice training suggestions listed,
other formal and informal opportunities should be pro-
vided to volunteers.

Invite them to use the agency library.
Distribute a reading list of relevant fiction and
nonfiction.
include them in regular agency inservice
sessions.

Attendance at summer schools of alcohol stud-
ies will increase their knowledge of and involve-
mint with the field at large.

Evaluation

Evaluation of the training program may be simple or
elaborate, depending upon the resources available and .

the precision of the data that isneeded. Again, shit local
university may provide facults7or graduate students who

-would assist in this activity at little or no cost.

At minimum, training evaluation should include

observation of trainees' attendance, level of par-
ticipation, and oerail reactions to each training
session;

.written feedback from trainees on the value of
training at the end-of the last sesSion and-after

--a 3- to 64nonth interval;

observation of volunteer performance on the
job;

reports of paid staff reganiing volunteer per-
formance.

Sample evaluation forms are included in appendix B.

Deign Evaluation Plan

On the diagram illustrating the process of volunteer pro-
gram dvelopment; the evaluation plan Is the last step in
the pilot program design phase. This does not mean that
rto thought is given to evaluation until this point in pro-

gram design; on the contrery, as pointed Gat In section I,
evaluation must be a Oontinuous process from dub begin-
ning 9f program develOpmeht. What might be described
as an appraising habit of mind should cause one to
amnia, the effects of plans and actions at frequent in-
tervals even as the planning and Implementation are in
progress.

The interweaving of evaluation with plans and actions is
reflected throughout the guide:The end of the expipra-
lion phase is a checkpoint at which to awls the
thoroughness Ansi effectiveness of the efforts to secure
agency and staff commitment to a volunteer program
and to explore the feasibility of a volunteeqrogram in
the agency. Evaluation is referred to throughout the pi-
lot program design phase in the discussions of pro-
cedures, recruitment, selection, orientation, and training
plans. Reference is made in each step to tile relationthip
between that step and evaluation and to the indicators
of success of the design and implementation of that step.
For example, records ars essential tools for the col-
lection of quantitative evaluation data. The coMpleta-
ness, accuracy, and relevance of the data contained in
the records will be a measure of the attention given to
the design of the records and the procedures for keeping
them.

Te comments In this section will ponain primarily to
eialuating the pilot program after volunteers have been
working for at least 6 months. This evaluation effort will
lead to conclusions and recommendations about the fu-
ture direction of the volunteer program and the modifi-
cation of the pilot program design necessary to strengthen
the program.

Ob ler rives

The evaluation plan has two sets of objectives. First, the
objectives specified for the pilot program deterinine
what to look for as indications that program objectives
hawk been achieved. Second, qbjectives can be specified
for the evaluation plan itself.

The first program objective is to determine the extent
to which the prograln provides satisfying, purposeful
work for unpaid staff; the second is to determine
whether the program Is to be continued.

What to Look For

The evaluation plan should specify forms and procedures
for collecting both quantitative and qualitative data.
Quintltative data include those things that can be
counted: dollars, hours, and people. Qualitative data In-
clude how people feel about the prbgram and how they
perceive it. Both are equally *portant. The program
may be extremely efficient 41111brrns of the number of
volunteers recruited and trained per dollar spent, but if
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volunteers are dissatisfied or clients do no tln k the ;
program is heiptui, the efficiency of the rogrwn is
wasted. On the mho' hand, if everyone is setisflerf and
haipy but the tost of the program'exceeds the agency's
resources tO support it, a good program is very likely to
be discontinued.

Quantitative Data.The records of the volunteer program
should be designed and maintained to yield such info''.
mation as: 1

the number of hours of volunteer service,

the number of stiff hours spent in supervision
and training (ask both staff and volunteers in-
dependently how much time' they spend
together),

the cost of subporting the program (coordi-
nator's time, training costs, reimbursement of
expenses, materials, production, and so forth),

the number of clients served, and si

the number of volunteers who leave before the
end of their commitment. .

With this information, program stististics can be de-
veloped regarding

the ratio of staff hours to volunteer hours (one
program sets I to 15 as an acceptable standard
for a fully operating program), and-

the ratio between the value of volunteer service
and the cost of program support. (The standard
for the dollaNiue of volunteer time in one
program is $3 to $4 per hour; a more accurate
figure, if a prevailing wase is known, is what the
agency would have to pay per hour for equi-
valent services.)

Qualitative Data. Informal observation and listening are
two of the most usefulrnethods for collecting informa-
tion about the program. At meetings, during training, on. ,

the lob, and In casual conversations, what people do and
say provide valuable clues to the health of the volunteer

These Informal observations can be checked by sirgple
forms or questionnaires completed by staff, volunteers,
and clients. In 'addition, the Planning Committee Check-
list in appendix A can be adapted for evaluatrng continu-
ing commitment to the program. A fgurt? suggested
form is a checklist forievaluating airninistrat 4.proce-
dures, to be completed independentle by the volunteer
coordinator, matters of the volunteer committee, and
the agency director, and then compared. Sample forms,
in each of these categories are included in appendix B.

'Resources
es

Plan to get extra help to perform the evaluation tasks.
Expert guidance in deigning the evaluation may be
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found long local universitytfaCulty with experienee-in
research and evaluation andlhe Area Alcohol Educailon'
and Training Program. Volunteers can help with word-
keeping; tabulation of data; and distributinn and collec-
tion of staff, wilunteer, and clieteereaction forms.

Them are two imbortaht things to remember, about
evaluation: ,

Do it no matter how limited the resources; in
valuation does not nave to be technically
perfect to piovide useful intormation

Acbj.When you have the information, put
it to mmediately to strengthen what is .

gOod and'I,hprbvevhat can be better: Do not
forget to let people know what the evaluation
results are.

Plan Budget

Throughout the pilot programdesign phase, the volun-
teer criordinator vill be responsible for planning the alio.
catiort of the total amount of money allotted by -
the board to finance the volunteer program. Some of the
total amount mriy already be committed for the volun-
teer coordinator's salary and Insurance coverage. The re-
mainder must be apportioned among expenses such as
consUltant fees for conducting training, pUrchase or pro-
ductIon of materials, reimbursement of volunteer ex-
penses such as transportation, special stigpliel needed foe.
program activities (refreshments, craft supplies, and so
forth), and salads:1.9f other paid staff connected with
planning and implementing the volunteer program. t

As program design proceeds through planning of pro-.
cedurea, recruitment, selection, orientation, training, and
evaluation, the selected approaches must take intp ac-
count the limitations Impdsed tly the budget. It may be
necessary to modify decisions made in one or mtire
areas. For example, it might be determined that funds
would be better spent ko reimburse expenseyof volun-
teer staff than to hire a consuitant for the training
program.

One alternative when funds are limited is to elicit done-, .

tions orservices, such as printing or reproduction of vois
,unteer progiam materials, or of materials and equipment
such,es paint, paper, or recordplayer.
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SCTION IV

mplementatlon
Plan

This section concerns punk* the pilot volunteer pro-
pam into scion. Implementation Is the testing of all

- the plant developed In the pilot program deign phase:
.oring the job despriptIons; initiatipg volunteer program

procedures; launching rectwitmat, seleCtion, orienta-
don, and training df volunteers; iinraluating how well the
program Is achieving its goals antobjectives; deterinining
Whether or not to expand the volunteer program beyond

- the scope Of the pilot program, and, If so, whether or
not changes should be made in any pert of the program
*design.

To aid In the succeasful implementation of the pilot pro-
.-- gram, a discussion of.statT orlentation and volunteer re-

cognition is included In this section.

The Oilot program implementation r4cialkould be
time of continuak checking.

. Which propjet goaltind objeCtiVes need ad.
hasting?-

Are the plans and procedures flexible enough?

What is being learned that would indicate a
need to revise administrative Procedures; rt-
cruitmeni strateeies; the selection, orientation,
and training procets; and(or the biadgett

How hap staff andAllents been affected by the. -
:efforts of volUnteerst

HOw is volunteei morale?

Which volunteers are ready for leadership roles?
FOr new asslinments?

What are the indicators Of program success
which the board 'members will want to heat
about tiefora reCCiffldiendlni expansion 'of- the
prostarn beyond the pilot phase? .

Orient Staff

Orienting staff cto the use of vOlunteers is a communlca-
tions process that begins,with staff representation on the
planning committee and never ends. Without an orienta.
tiOn processand its outgrowth of staff commltment
and support of the volunteer programthe pilot volun-
teer prograrnipannot sucCeed, .

Oblectives of staftorientaton are

to develos&gfarierstanding of volunteer pro-.
grams and, as in outgrowth of that understand-
Int, stiff commitment to and suplort of the
proPosed Program;

to encourage and enable'staff to take responsi-
bility, both professional and personal, for the
success of the program andto derive satisfac-
lion from that resporisIbilitS,

e. to develop between staff and volunteers a Work-
ing and positive partnership in the offering of '
services to clients;

to achieve Otanges in attitudes throUgh the tit.
change of InforMetion about volunteer effeei
tiviness (there can be no staff trajning un,if
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there is enough staff interest in volunteers to'
mute a commitment to learning about them);
and '9

to develop a process of nogotiatibn And corn.
munIsatkm between stall And the volunteer
coordtnamr to deal with mutual concerns about
vokinleer/stan relationships and volunteer pro.
gram effectiveness. -

!

Staff Concerns

Specific staft concerns abbot vilunteers include the fears
that, volunteers will- not be effective with clients and may
Actually harm them; that thek own professional 5t44151
perhaps still being detertnined, will be undermineLby
volunteers; that the%y will lose ctfnVnlTiriatinieiaSe:
cauw they,are unpaid and therefore unaccountable to
the stall .md the agency; that volunteers Will we
and judge the dayto-day realities and perhapsinade-
.quacies of staff et for ts and talk publicly about thorn;
that soinething nes4 , tle volunteer -makes the world a
ilttle more unmanigeable, more difficult to cope with; (
and finally, stall May be relu lant to articulate their .

.conflic tins feelings about vol nteers, to criticize well-
intentioned; nice people who ving their time for
ree.

AI f these imicerns are real, but they can be Alleviated
through stagrientation activities,

The volunieer coordinator takes primary responsibility
for the orientation of staff to volunteers, although much
initial orientation work will have to be done by the plan-

. ming committee prior to the seleciion of she volunteer
ceordinator., Others assisting the volunteer coordinator
win be those stall members who have had experi-
ence with volunteers. veteranvolunteers, and, when ap-
propriate. outside exoerts In communications.

Orientation Phases

'Staff orientation and training can, be considered and
planned in two phases corresponding to volunteer.pro-
gram planning phases, preprogram orientation,at the ex-
ploration phasetind program orientation and training at
the pilot program design phase. Preprogram orientation
wlU include,

representation on the planning committee;

contribution to the selection of the volunteer
coordinator;

ventilmibn the exploration of I lel staff at-
-- -titudes in regard to volunteers a, e identi-

.

:kin of staff receptive to ,s4rking with
,

il'---klentificatkin with volunteers -activities and
role playing exercises designed to encourage

^ _

ts

Wilt to identify with volunteers and their
roles;

information activities and sessions designed to
make available to staff dat.s on the positive im-

pact ot volUnteers In agencies, descriptions of

well-manased volunteer programs;'and the
variety of volunteer roles and functions; and

staff needs identification and yolunteer job
processing-, *cavities designed to elicit staff
needs and corresponding potential volunteer
jobs and joh descriptionsi

Program orientation and training at the pilot program
design phase will include

.L...piliat-program design trid-procedttresintormv
tion sessions to inform staff of the specific
structure of and procedures foe the pilot pro-
gram and the various plans relating to its imple-
mentation;

staff trainiXtg in the form of regularly scheduled
small group meetings with stall to continuo ori-
entation to volunteers and for developing posi-
tive staff/Volunteer relationships; fnd

statf supervision of voluntehrs -a series of train-
ing sessions for staff who supervise volunteers
directly.

The rationale for staff representation on the planning
committee and for statt involvement in the selection of
the volunteer coordinator has been addressed, but, tO re-
iterate, those involvements aro "first steps" toward the
achievement of staff commitment and involvement In
the volunteer,program.

Ventilation

Informal "rap" or "ventilation" sessions, facilitated by
the planning committee coordinator, should be sched-
uled at the outset of the exploration phase. Sessions can
be continued throughout program development and can
include volunteers as the pilot program is implemented.

Small group sessions of from S to 10 stiff members will
allow the facilitator to begin to inform staff aboutthe
use and effectiveness of volunteers, to deal with in-
dividual staff attitudes about volunteers, and to identify

ose stIff members who may -later want to become
more htavily involved in the volunteer program.

Initial Sessions should be limited to staff only. The ad- '
ministrator can be present at the beginning of the first
session to deinonstrate his or her supportof the utiliza-
tion of volunteers.

In the first session, the facilitator shotild create an at- -,

mosphere allowing open, honest, critical discussion and
'sh4tild pleekteconfidentiality. Initial discussion'can be
centered on-basic misconceptions about volunteer roles

S.
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the effeetiVeness based on lack of information about
voluntheriem. These points should be made;

VOlunteeri supplement *ft they do hot res,
place stiff. Voirsosts extend staff cePabnities

SKIP* VtlitinthWican be lust about anyone.'
thjejcan do hot about anything. So resettle*
o at is needed by staff, leis likely that
someone can be found who an do It.

IdentificatIon St/(Ith the Volunteer

As a olintinuation of the ventilation sessions, the facili-
tator can begin to assist staff in identifYing with volun-
beers and their roles. Frequently volunWers and paid
staff cite similar reasons for choosing to work in the

field, An orientation exercise that encburtges
Gunton and comparison of volunteer and pale staff moti-
vation is one way to Illustrate this parallel. This exercise
helps' to create solidarity in a helping agency and, hence,
ease the IntegratIon.of volunteers into the agency. In ad-,
dition, understanding staff Involvement in the held and
understanding the volunteer's need to confkbute in
general May uncover stritegies for recognitio+f paid
and unpaid staff.

Analy sis of reasons for involvement tthcovers two main
motivations among volunteers; a particular inierest In
alcoholism WINICes and a primary interest in volunteer-insiper.se. Both groups have basic iiotivatlons tor

weer ueveldpment Attainment of knowledge,
skills, and contacts in the alcitholism field may
improve chances of paid Or uftpait job advance-
ment. Volunteer work may be applied for
credit in a collegeh university program.

Personal ResponsibilitY. An individual who
once had ad Alcohol-related problem, or knows
soMeone close who had or has sucii a problem
may went to pay a debt to the field for
personierecovery or learn more aboUt alcohol.
ism indthe available resources.

Social interaction. Volunteering may fulfill a
need to belong, to conform, to pin civic recog-
nition, or to meet new people.

Search for identity. Some personal needsto
fill a void, to fill time,to feel creative, -to com-
mit oneself- to a cause and feel worthwhile,
tO understand oneself better through under-
standing of othersare fulfilled by volunteering
in-an alcoholism apncy. .

MIscallanethis. "Trigger events"a talk with a
friend In the field, reading an article abOut al-
-coholism, or respoaing to a recruitment plea
may spark one's interest in voluntitoring..This
Initial, sometitnes undirected, interest and en

thuslasm, If encourapd and appropriately utli
lied, often leads to longterm commitment.

Another approech to anelyzing motivitIons for vol.
unteering is discussed in Voluntras Today by Harriet
Naylor. The complete citation for this book is contained
in Mellon V under Comprehensive Plannins: Overview,

Within the brbad definition of the volunteirdhytese
who does something for his commustitybecaus he wan*
to.--staff tan cilmuu their own experiences as volunteers.
They can analyze their own contributionsoludt relatien,
ships an volunteers with-agency staff, and their own el--
fectiveness as volunteers. Also valuable would be to link

*thlt staff's experience either 'as volunteers or collese in,'
terns to their career decisions or to paid job stain.
Drawing these parallels will help staff,to view the volun.
teer as fesp alien or threatening to staff.

Staff co also attend volunteer preservice and Insert/1M
orientation meetings. Rao sessions can oe scheduled with
staff and with veteran volunteen either from the agency
or from another agency nearby. Open discussion with
veteran volunteers will help to allay staff stereotypes of
volunteers. Sessions can also be designed to allow stiff

7 to exchange views with staff from agencies that have
well-managed itolunteer prbgrams

Information

Data on the positive impact of volunteers on clients in .

well-manased volUnteer programs, volunteer roles In rt.
lationship to those of staff, and the varieties of volunteer
roles can beprovided to staffin sessions des1gn4d sololf
for dqt purpose. Altemaeivelys or ade4onally, It may.
be incated in the dealt' of other odentation'activ
ides, such *the Initial rap or ventilation session. .

Staff Needs identification and
Volunteer 'job Processing

Activities designed to elicit needs-of staff in the explore,
lion phase of program planning include the "robs we're
doing" and "Jobs we want to do" and the needs overlap
analysis in the helping process (NOAH) proceduresde,
scribed in section iiThes. formats can be tailoredor
modified to meet individual agency structure.

Program 9rientation and Tra)nIng

This orientition information can be disseminated in
large group sessions Kior to pilot program linplementi
tion to furnish staff with the omits of all planning In
the exploration and design phases of program develelw
mint. It should cover the ipecifies of theeropoled pilot
program including its structure; goals, and objeCtIves; the
procedures and plans developed to implement it; andjob
desciptions, form), and contracts.
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Staff Training

4b volunteer coordinator. should be given time in pry
molar staff imerviee or preservics Meeting to contilide
staff orientation to the use of volunteers and to dial
with difficulties in staff/volunteer relationships as they
drlatt. In addition, the coordinator should schedule regu-
ker,,possIbly weekly, meetines with all staff directly in-
volved with the volunteer proeram to discuss problem
Ma or to train staff in the supervision of volunteers.

Staff Supervision of Volunteers

Staff supervising volunteers should be given the same
training that would be required to enable them to super-
v1se paid staff with adaptations based on the differentes
between volunteers and paid staff.,Special qualities of
the iblunteer are they are unpaid, part time, and
numirous (in some programs they outnumber staff),

,MaIor co4onents of staff training for supervising vol-
unteers include

basic supervision techniques;
teamwork and management, emphasizink lead-
ership tecbniques that are nondefensive and
democratic;
delegation of authority;
getting assistance from the volunteer program
.resources people; .
communication skills; and

.

motivation techniques. Because volunteers are
unpaid, staff must be skilled in giving people
other incentives to work.

Staff training for supervision should stress that volun-
teers are extensions of their capabilffies, nol a subititV
for)hem, and that initially the time spent iNsupitrvis
volunteers will equal the time voiun nd on tHe

`lob, but that this ratio will improve o me.

A sample staff supervision trainipg design is inf lUded in
appendix C,

'.

Recognition

Both staff and volunteers must derive satisfaction from
and be recoenized for their efforts in 'the volunteer pro-
gram. Staff will achieve that satisfaction and recognition
from their continuous involvement in the planning, do.
sign, and evaluation of the volunteer program. Because
volunteers do not ft paid, nonmonetary factors are crit-
ically Important to volunteer, satisfaction and supporte If
recoesition factors are not considered and built Imp the
volunteer program, volunteer turnover, will be high"

Incentives and support for volunteers can be considered
In three categories: formai recognition, natural by-.

e

products of good program mlisagernent, and Inform)
moetors.

Formal Recognition

Any of the following types of formal recognition events
or activities Can be selected for their appropriateness to
the agency and/or modified to fit individual-041nm'
programs..ff AO of these formal Modes are used, staff
should also be recognized for their leadership during the
event. In addition, vuntMir coordinators must be sena-

,tive to the fact that many volunteers do not wont public
recoenition of their work. Formal Modes include

volunteer recoenition banquets, generally MCA
a year, and/or informal picnics and parties;

volunteer I.D. cards or lapel pins;

swearing-in ceremonies;

a personal appreciation letter from a pliv7a7m

leader at the beginnihg of service and/or after a
successful tirm of service;

t-
acvotunteer recognition certificate afthe end of .
a successful term of service and/or for outstand-
Ins, 'long-term service (usually presented pub-
licly, often at the banquet);

"Volunteer of the Month" and/or "Volunteer
of the Year" awards, noted In the program
newsletter or in the news media;

published news or human Interest stories about
volunteers In the pr am; and

an honor roll of ac e volynteers.

Natural, Byproducts of
Good Program Leadership

The aptire yolunteer programIts attractlireness, its lead-
erslipi, and Its challengels the prime motivator for the
voluMeeri Every component of the program is critical to
volunteer incentive and support.

Good program planning guarantees that 4olunteers will
have worthwhile Jobs. Effective leadership and super-
vision by staff wins me committed to the success of the
volunteer program are vitally important, to volunteer
support and Involvement. Volunteer interest and respon-

volunteers In proam p ing, bY being glven.oppor-
sibility are by the inclusion of

gr

tunities for proniotion and training, and bylhe provision
of a special, regular workplace.

Good recruiting And screening of volunteers will helP to
ensure the selealon of the right and largely self-Motivated
person for the lob. 'it Is far iess difficult to provide
incentives for those Who, aro already motivated to work.
Training of volunteer§ will help to eliminate the volun-

teir 'who is. not Intenisted in teaming 'and growing.
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Matching of volunteers to the right jobs, clients, and
supervisors is also critical If matchedf/roperly, the
eat will become the chief motivator of the volunteer.

An equally important motivational factor is evaluation.
Because the goal of volunteer utilization is providine tho

'highest panty totykis Pais% le lb clients, the vol-
unteer's work must be evaluated for ttp good of the cli.
em as Well as that of the agency and tile volunteer. To
toms the serious volunteer's contlnu.cNn.reu in his
or her work, performance must be evaluatl construc-
tively; so he or the can make Impmvements or be
credited with having achieved &high level of performance.

A major deterrent toyolunteer satisfaction and motiva-
tion is isolation. Frequent communication with the vol-
unteer on the job, through or/service and inservice meet.
Ings and throuett mall group rep sessions, Is essential to,
keeping a volunteer.

Informal Motivators

Perhaps most Important to the volunteer is Informal
commdnkatbn and personal recognition. Three-second
motivaton"141, hoW are you? You did a nkit lob with
Torn Jones last week."can be far mom important to the
volunteer than being handed a certificate at a recogni-
lion banquet at the end of the year. In addition, a meas-
ure of recognition and resiSect of the volunteer for staff
member and the staff member for volunteer, is the talk
of personal concerns, children, reeularlob, and so forth,
or the asking for adviceam problenfs not related to the
volunteer assirmentthe natural, informal interactions
between people who like, respect, and value each other.
These Indicators of respect are to be encouraged; no
amount of formai recognition can replace them.
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This section identifies pertinent literature and other re-
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Women:s Organizations, Chapel Hill). Durham,
N.C.: Seeman Prinr, 1967.

Kroeger, Naomi. "Role oi the Volunteer in Contempo-
rary Society: A Survey of Literature," /00,000
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hfoors e Week: VolUnteers In Service to Youth and
Families. New York: National I adoration of Set .
dements and Nel4ghborhood Center's, 1965, pp. 73.
84.

Natiorial Social Welfare Assembly. Some New Material
on Volunteer,. New York: National Sotial Welfare

,
Assembly, 4966.

Scheier, Ivan H. Volunteer Programs In Courts: Col-
lected Papers on Productive Programs (prepared
for U.S. Depar tment of Health, Education, and
Welfare, Social and Rehabilitation Service, Offke
of Juvenile Delinquency and Youth Development),
Wathington, D.C.. U.S. Government Printing Of.
flee, 1969. $1.23.

Schindier.Rainman, Eva, and Ronald Lippitt. Mt VoI
untver Community: Creed* Use of Human Re-
sources. Washington, D.C. NIL instiVote for Ap.
plied Behavioral Science, 1971. (Availablo from:
NIL Learning Resources Corporation. $6.00.)

Smith, D#id Horton; Marge Schultr; Barbara Marsh; and
Cathy OfMt. General Voluntarism: An Annototed
Bibliography 1973. Washington, D.C.: Center for
a Voluntary Society, 1973.

U.S. Department of the Arrt4. The Volunteer: An An-
notated Bibliography for Use In Army Community
Servki, Pamphlet No. 608.25. Washington, D.C.:
U.S. Department of the Army, 1967.

Wiser, Betty H. Resources for Developing Volunteer Pro-
grants: An Annotated Bibliography. Raleigh, N.C.:
North Carolina State University, 1971. (New Lon.
dented veran available May 1976 by writing: Of-
fice of Citizen Participation, 409 North Wilming.
ton, Raleigh, N.C. 27061J

Publishers and Distributors

Adult Education Association
of the United States
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810 Eighteenth Street, N.W.
Washington, D.C. 10008

American Association of Volunteer
Services

(formerly American Association of Villunteer
Service Coordinators)

National Headquarters
18 S. Michigan Avenue
Chicago, I II. 60603

Leadership Resources, Inc.
1 First Virginia Plaza
Suite 344
6400 Arlington Boulevard
Fails Church, \O. 22042

National tenter for Voluntary Action
1783 Massachusetts Avenue, N.W.
Washington, D.C. 20036

S..Nional Clearinghouse for Alcohol Information
Box 2343
Rockvikle, Md. 20852

National Drug Abuse CenterVrite to:
National Drug Abuse Materials Diatrlbutioq Center
P.O. BOx 398
McLean, Va. 22101

National information Center on Volunteerism, ins.
P.0, Box 4179
Boulder, Colo. 80306
(303) 447-0492

NTL Learning Resources Corporation
2817.N Doff Avenue
Fairfax, Va. 22030.

U.S. Government Printing Officewrite to:
Public Documents
U.S. Government Printing Office
Washington, D.C. 20402

Voluntary Action Center
P.O. Box 459
Grand Central Station
Npv york, N.Y. 10017

s
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Part 2: Special Assistance

V *loftier:Related Asioctalons

ACTION
806 Connecticut Avenue, N.W.
Washington, MC 20625

programs: VISTA; National Studel,St Volunteer Programs;
Foster Grandparents, and Retired Sink), Volun-
teer Programs; Small Business Adminiswation's
%VICO Corps of Retired Executives and Active
Corps of Executives.

AMERICAN ASSOCIATION OF VOLUNTEER
SERVICES (AAVS)

(formerly Meer ken Association of Volunteer Service
Coordinators) --

National Hesdquarters
18 S. Michigan Avenue
Chicago, III. 60603

brochures: tie Certification Plan describes AAVS re-
quirernents fie certifying "professional personnel
in the field ot volunteer adrqinistration ... as set
forth by the Committee on Cenlfication."
The AAV3e describes the obOctives of the mod-
Won, membership requirements, and certification
for volunteer administration.

.LOS ANGE VOLUNT AR Y ACTION CE NT E R.
621 S. Virgil Avenue
Los Anieles, Calif. 90005
(243) 389-1221

!Devices: Ask for publications and information regarding
volunteer accessories and training materials.

NATIONAL ACADEMY FOR VOLUNTARISM
United Way of America

401 N..Fairfax Street
Alexandria, Va. 22314

brochdl:;1976 Courses, Seminars, Roundlet:ties" de-
scr s available training programs listed beloW.

programs: United Way Fund Raising Techniques (I,
Ill); United Way Planning; "Thinking Ahead"

I.

1996; United Way Communkiticeu (1,1410);
Professional Communications Skills and Techniques
Seminar; Management Ill); Mango-
men( %kills Seminar; Menegebsent of internal Ad.
ministration; Managing a United tygayB Primer
for New Executives; Government Relftel:ion

and

ns Sym-
Cesium; The Manasament of Inform
Referral Agencies; Profssalonal Selling Skillt; Pro-
fessional Developdsent Planner.

f NATIONAL CENTER FOR VOLUNTARY ACTION,
1785 Massachusetts Avenue, kW.
Washington. D.C. 20036

1
brochures: "Clearinghousi" (minipottfolloand maxi

portfolio) describes publications, portfolios and
notebooks, and serviees, including an at-cost con-
sultant networki a proposed training network, HO-
inga of State voluntary offices, end existing
program descriptions.

"A Nation of Volunteers" describes the center.

"CollegeUniversity Resources in Education and
Training for Voluntary Action" describes institu-
tions which are planning Of already hive courses
add training programs and workshops related to
volunteer program development.

proerams: (currenfly being developed by NCVA's edu,
cation and training depottment)
Planning and Conducting a Workshop; Organiza-
tional Goals, Obiectives, and Program Evaluation;
Training for improved Board Servite; Finance,
Legislation, Regulation, and Governinent Men-
cies; Training and Retaining Volunteers fiom Low-
income Communities; DevelePing and taining
,a Community Clearinghouse; Two-Ye rri.
cilium in Volunteer Administration.

NATIONAL INFORMATION CENTER ON
VOLUNTEERISM, INC. OilCIDV)

Ouvof-State inquiries:
1221 University Avenue
P.O. 11ox 4179

boulder, Cola 80302

44-
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In Colored*:
State Volunteer Services Coordinator
323 State Capitol ,

Denver. Colo. 80203

brochures: "Services and Publications" describes work .
shops, onsite consultative assistant* for volunteer
Program development, Information systims, and
publications.

"Educed Onal Opportunities" lists volunteer leader.

?hip course conluts.

Alcohol information Resourc Centers

ALCOHOLICS ANONYMOUS
P.O. Box 459
GrandCentral Station
New York, N.Y. 10017

ALCOHOL AND DRUG PROBLEMS ASSOCIAtION
1130 17th Street, N.W.
Washington, D.C. 20036

ACANON FAMILY GROUP
115 E. 23rd Street
New York, N.Y. 10010 .

Insurance Information

CORPpRATE INSURANCE MANAGEMENT
5301 Wisconsin Avenue, N.W.
Washington, D.C. 20015
(202) 244.7205

brochures: "Insurance Program for Members of Volun.
teens Insurance Service" describeethe insurince
package and contains an application form.

These companies have written policies to cover cturt
volunteerr

VOLUNTEERS INSURANCE SERVICE
Corporate Insurance. Management
5513 Connecticut Avenue, N,W.
Washington, D.C. 20015

VOLUNTEER WORKERS BLANKET ACCIDENT
POLICY

St. Paul Fire and Marine Insurance Company
St. Paul, Minn.

Foundation inforitation

Publications (Costs are approximate):
FoundadOn Directory, edition & 835.00

Foundation Grants Index $15.00

-Order from Columbia University PreSs-
Foundation Grants Index In foundation News

-Order froM The Council on. Foundations.-

58

&mod-won Animal legions on FNm.
Comsearch Printouts

-Order from the Foundation Center, Nevi Yost..
Available

Fournietion Ctitologpre lists over 20,000 (mind*

dons by mime.
Foundation Files includes philanthropic follnda.

tion information returns, Internal Rev***
SerYylce Form 990,A (1962-1969) tIstlngoM.
cirs, assets, pants; foundation reports, news.
letters; newspaper clippings. .

IRS FOrrOMIK 990.4r are indexed on microfilm
and mlitIfIche.

Foundeflon Owns index lists pant dewiptions .

by State (undir foundation name) and/or sub-
Oct field; indexed by key words.

Literature includes books and articles on Øtilan.
thropy ; niference collection; multIplg iplss of
the Foundation Directory, In ,QUar`
teriy, Foundetko Grob Index, 197 1972,
foundetion Now Also available is idbrmation
on "Seeking Foundation Funds" and "Prepa-
ins a Foundation Proposal."

Other Respurcee

ADULT EDUCATION ASSOCIATION OF THE U.S.A.
810 Eighteenth Street, N.W. ,

Washineton, D.C. 20006

brochtirsat "Adult Education Publications" describes the
publications cited in previous sections of the
resources.
"AEA Membership Information" describes the as-
soClati011- and itk role in field irvioes, legislative 1fr
forMation systems, special prolicts, conferences,

and its publications. _001

publicatIoni: "Leadership Pamphlet Seriu"-Incilviduet.
pamphleu which have been referenced under the
"Leadership," 'graining," and "Overview" re-

. Source set dons.

LEADERSHIP RESOURCES, INC.
1 First Virginia Plasa
Suite 344
6400 Arlington BoUlevard.
Falls Church, Va. 22042
(703) 5349200 .

brochures: "Catalogue describes monographs (complati
"Executive Libreria:" or individual copies) and
training aids concerning management and supervi-
sion, listed below.

publications: (The following "Executive Libraries,"
composed of a series of monographs, were refer-

s
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singed In previous sections of this resourc fisting.
Tbe Gal listed below rekn to the complete bound

,
set)

.

"Looking Into Leadership Series" $14.S0
"Ithe Management Series" $ I 0.50
" tha Marsagemant (,)014 b,it" $ 4 $0
"The Reprint $eries" (see "I taming

Theory!' res)urce section) $ 3.h0

NATIONAL DRUt8 ABUSE UN 1I R, wr
NATIONAL DRUG ABUSE MAI LRIALS
TRIOUTION CENIER

P. Box. 398
McLpan, Va. 22101

l

NIL LEARNING RESOURCES, INC,
281744109n Avenue
Fairfax, Va. 22030

brochures: "Publications and Learning Materials," de-
scribes many of the materials clad AO*

6 a.

59



APPENDIX A

Sample gocuminis
Related to
Section II:
Exploration Phase
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4.

SAMPLE

To be adapted tO agency requirements

Planning CoMmittee Checklist

Administrative implications bf a Volunteer Program

Protected Staff Time

.1s the agency prepared to

allocate 1 hour of staff time for 2 to 3 hours of volunteer time in the be.
ginning bf the provam?.

allocate 1 hour of staff time for 15 to 20 hours of volunteeraime when the
program is In full operation?

require participation in weekly or biweekly orientation sessions daring the
tarty months of the program?

allow compensatory time for overtime staff participation in volunteer
trainintand supervision?

Protected Administrator Time

Is the administrator prepired to

continue to participate directly in volunteer program planning?

If yes, how maw times per month?

if no, who would represent the administrator?

,'.tasimeasuresio clarify the coordinator's position, responsibility, and
authority to stiff; clarify)inesofscommunication; create channels for
the coordinator to be informed of staff needs?

communicate.with the volunteer coordinator.on the same regular and for-
mal basis as with other staff?

a

appear at volunteer training sessions and recognition gatherings as often as .

8, to 10 times per year?

Programs Leadership.

What special qualificatioNs are necessary in a volunteer coordinator for this

agency?

What position will the coordinator have in the agency (line, staff, reporting
to whom)?

1-imi many hours a week will be required to direct the program during the
first-year?

Will this position be paid or unpaid?

62
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If paid, what salary is contemplated 44 how does 0th relate to regular
.staff kw. Is'and structure?

Will the eolunieei.coordlnator be.full time or part time?

li pert time:how mattypours per week?

If full time, will the coordinator be expected to do other thingi for-the
ifjOhcy . such as general public relattons? Other?

Is the agency willing to allocate worktirne travel and registration tee funds
for the coordinattir to attend at least two or three training workshops a
year to improve leadership.sk ills?

.

'Willthe coordinator attend and participate in staff meetings?

Will time be set aside to, discuss the volunteer program with staff at such
meetings?

OD

Logistic and Budget Support

Will the vcilunteet program coordinator have secretarial %opt), t? Full-
time? Partiiiie?

Can space (a desk, meeting room, and so on) be set aside lor volunteer use?
0

Whicii of these Items must be budgeted lor, and how will this Wpdo.ne
(e.g., absorb In regular budget, solicit funds, look for in-kind dailations
and voluntoq services)?

mailing

office sypplies

telephone

recruitment/training materials

typing

reimbursement of volunteer workrelated expenses

11 other

.

-1

AO
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(7)
SAMPLE

To be adapted to agency requirements

VOLUNTEER COORDINATOR JOB DESCRIPTION

(in County Mental Hospitals)

he volunteer coordinator it. sublict to the direction of the agency administrator, As this position has both public re.
talons and clinical responsibilities, it is so placed on the holpital's table of organization chart.

Qualifications:

1. Of prime importance in this job is the ability to relate well with others at all social, professional, economic, and
ethnic levels both in and out of the institution setting,

2. Ability to supervise others and to stimulate cooperation among ill levels of staff whO work with volunteers.

3. Ability to speak before groups and write with some ease and skill.

-4. Must be flexible and able to cope with countless interruptions and a multitude of telephone, mail, and personal
- contacts.

5. Honesty, integrity, and tact of the highest .orderlare essential.

6. Commonity awarenessknowing the area well enough to recognize resource's for Volunteers and for filling special
needs of the patients that cannot be met through regular hospital budgets.

Specific Duties:

1. Assist In policy decisions wfthIn the agency regarding use of volunteers and hospital responsibility.to volunteert

2. Assisi agency administration in defining role df volunteers.

3. l nterprCt to the administration various programing ideas and standards relating to ilcilunteir services.

4.

4

1,

S.

6.

7,

Assist in Interpreting agency's need for volunteeu to the community.

Initiate pirrpOseful placement of volunteers in the agency.

Initiate purposeful recruitment, selection, and screening of volunteers.

Set up orientation programs, educational workshops, and regular recognition programs.

8. Assist agency staff to a better understanding and more purposeful use of volunteer se ices.

9. Develop written guides and instructional manuals as needed.

10. Accept phone calls and letters of inquiry regarditig donations and,promptly tkknowledgenli donations received.

11. Through contact with community groups, aSsist in the public education regarding the agency's operation.

12. Assist volunteers to a better understanding of their rolei and the mission of the agency.

13. Work cooperatively with 'other community agencies when called upon to do so by the administration.

14. Work closely with hospital adniinistration in setting up annual open house, conduct tours; and submit press releases
as deemed appropriate.

At .
1. jorgense , lames D., and Susan K. Bashant. Volunteer Training *nue/. DenverState of Colorado Judicial Depart .

ment, o unteer Services Coordination Project.
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SAMPLE
Tibe odaptod to agency toqUiromonts

JOB DESCRIPTION FOR DIRECTOR OF VOLUNTEER SERVICES2

The director of volunteer services is responsibla to the administrative divisiOn. His primary function Is to assist the the-
Institution in the delivery of comprehensive health care to the community by obtaining and retaining an adequate num-
bet of competent and satisfied volunteers to augment the services of the institution's personnel. As a department mina,
ow, he Must;

Plan for space and equipment, develop the budeet, and determine the staff required.

Develop criteria for the assignment of volunteers.

Develop policies and ptocedures for the.department.

Devilop and maintain records and forms and prepare reports required by adminiration.

Continuously survey she institution's needs for volunteers and volunteer service% analyse potential assign-
ments for lunior and adult volunteers, and develop lob descriptions for all assignments.

Recruit and interview volunteers; arrange for their placement, Orientation, training, and supervision; and eo-
sure that all tolunteers end volunteer services are evaluated regularly,

Maintain a working relationship with the staff and personnal of the institution and the auxiliary, communica-
tion with individual volunteeirs, and contact with community organizations as approprikte.

The director of volunteer services must be able to relate to any person of whatever age, background, skill% and ability.
,He must have an understanding of human need's, behavior, and motivation, and the ability to develop the clpabilities
of others. He also must be a skilled communicator and a capable manager and planner.

Although no one field of experience is directly applkable to this position, knowledge of social sciences, business ad-
ministration, adult education, and personnel administration is particularly helpful. 4

The person employed as director should also have had experience in a position in which he has demonstrated the de-
sired qualifications.

1 American Hospital Association. The Volunteer Services Deplartment In a Heel. Care instItutio.n. 'Chicago: American
Hospital Association, 1973. pp. 5 and 6.
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SAMPLE

To be adapted to agency'requirements

PROGRAM ALS THAT bESCRIBE POSSIBLE VOLUNTEER ROCEt

Good Grooming Objectives

1. To conduct ongoing patint/voluntier sessions for the development and maintainance of good grooming habits.

2. To bring community interest and concern into an institutional setting, thereby attempting to communicate to the
patients that they continue to be members of the human community. ,

3. To provide the material necessary for basic grooming needs to those indlviduals,for Whomsuch items are unavailable
or unaffordable. 4

Fashion Therapy Objectives

1. To provide a volunteer/patient relationship tbat is structured, supportive, andcaring in a hospital setting. The
patient-volunteer relationship, with Its empbasis on a sincere human concern, is always the pivotal point on which
the entire program ls based. 4

2. To reawaken and/or enhance the patient's aWareness of his or her appearince in relationship. to the specific plans for
a specific patient.

.3. Td encourage the patient to assume responsibility for personal grooming hatit's.

4. T9 explore and invite development of a positive self-concept.
%.

4

5. To encourage personal choice, i.e., acknowledgement of the individual's need and right to be and look as he or she
chooses.

6. To provide material means to work toward the above objectives through cosmetics, clothing, hair styling, ?Ind so on.

7. To providd contact with pimple from the community against whom the patient can`see, telt, and judge his or her re-
flections and sense of reality,



I
VPLUNTEER JOB DESCRIPTION 2

SAMPLE

"To be adapted to agency requirements

Function: To work on a onti-to-one bale witb young people who ate under court supervision or. who have come to
the attention of the court and to establish a warm, stable, suppott-friendship relationship.

Responsible to: Volunteer coordinator

Responsible for:

1. Providing artextension of the services offered by poplar staff members In an innovative and purposeful man-
ner for theenrichment of the child.

2. ACting in a conscientious and concerned manner relative to the nods ot the child, i.e., friendship, support,
companionship, Ind to cooperate with the policy, peocedures, and practices of the court.

3. Participating In training sessions, "rap" sessions, anchupervisory conferences and striving continuously for
growth and development in understanding young people in conflict.

4. Keeping anyjecorde required.

Qualifications andbilities:

1, Must possess maturity and sound judrent; an enthusiastic and healthy philosophy of life; a sensitive and
warm personality; emotional and phYsical stamina sufficient to carry out the task; ability to build a friendship
on respect, dignity, and concern; and the ability tp keep information confidential except to authorized court
personnel.

2. Must enjoy working with troubled children Ind be willing to continue the work for a period of 9 Months, 3
hours per week.

3. Must be of good moral character and have a desire to help others.

4. Must have the flits, to be open and honest in relatiOns with others,

est
Minimum Requirements:

1. Some experience in working with children.

2. A valid Vfashington State driver's license and insurance to carry passengers.

3. An application with references on file.

.4. Completion of orientaion and basic training coUrse.
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..
, S. Be'able to be reisonably Comfortable in a 4.4)rk situation in which results of one's efforts may not be apparent for

a long time or may never be very clearly evident.* r4. B. innovative and creative in the relationship with the.pltiont, as needs.become apparent.

SAMPLE

To be adapted to apncy requinnents

t

AFTERCARE VOLUNTEER PROGRAM-
WELCOMEMOME AIDE JOB DESCRIPTION

Purposes of thIr Program:

1, To provide a volunteer service that will help mentally and/or emotionally ill patients, who are county residents,
to make the transition from hospital life to community life, This will be done by offeringa human relationship
which nothing is required of the exnatient other than his existence-and'his permIssliot,

2. To be Informedof what aftercare facilities... available, viz., outpatient care, medications, social rehabilitation;
and other types of services, and keep written records of contacts with these resources which can be used for evaluation
purposes.

3. To determine what kinds of resources are needed for returning hospital patients and how well present facIlltiet In
the county are meeting these needs. As an outgrowth of this, to pfnpoint where and to what extent gaps exist and to
help, where possible and feasible, to mobilrre the community resources necessary to meet such needs.

Qualifications of the Volunteer:

B. able to relate to another human being in a warm, friendly, and accepting manner; care about another person;
and provide.the support they might need to make their own decisions and reach their Own goals. ,

2. B. openminded about, and interested in, methods of jundling problems of living that may not be in accordance
with the volunteer's own set of values.

5. Be very reliable about fulfilling commitments and be able to make only promrses that can be positively be kept
and accept only those patient referrals that can be handled with available time and interest.

6. Observe strict6, the confidential nature of any information regarding the patient.

7. B. aware of minable facilities and/or how to get Information about facilities.

B. B. willing to Mt the State hospital occasionally to meet the patient shortly before he or she is scheduled for
disctutry. Thls is very seldom necessary.

9. Submit semimonthly written progress reports.

10. Attend supervisory meetings, in the county, for 1 houis, twice a month.

70°
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SAMPLE

To be adapted to agency requiremints

STATISTICAL kEPORT-VOLUNTEER PROGRAM 4

3d Quartet, July 1 through September 30, 19

Namur Agenty

Doper tment Superv isur

I. CLIENT DATA

A. I. No. of Clients Being Serviced by Volunteers,
End of Last Quarter

2. No. of New dients Assigned to Volunteers
During Quarter

1. Total Caselo.id During Quarter
4. No. of Clients Terminated T rum Caseload

Miring Quarter
S. No. of Clients Being Serviced by

Volunteers, Pnd of This Quarter

D. No. of,Cliatrits Sting Serviced Directly
by ;he Volunteer'Coordinator During
Quarter

Of }he clients no longer being serviced by volunteers:
I. clients discharjed.
2, clients transferred (not committed).
3. clients no longer need service.
4. volunteersleft.

II. VOLONH ER DATA

A. Type of Service

i, Individual Counwling
2. Tutoring Only
3. Clerical/Office Work
4, Group Work Only
S. Profestional Services
6. Intake Work

TOTAL
8. ()that

Number of
People -Number of

Number of Receiving Hours Donated
Volunteers Service Per Quarter

04 1. Number of Nelv Volunteers Trained During Quarter
2. Number id New Volunteers Assigned During Quarter
3. Total Number of Volunteers Traifted From Start of Program to End of Quarter
4. Total Number of Volunteers Assigned Frpm Start of Program to EMI of Quarter



. SAMPLE
To be sdeptod to money n'maew ts

VOLUNTEER HANDBOOK s
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4.

The
VOLUNTEER
SERVICES OFFICE . .

... at Anoka State
Hoepital is in the Basement of the Vail BuilcM in Room 8,C
30. Volunteers and other visitors may park in any of the
several nearby parking lots.

The Volunteer Services Coordinator is' Richard Bokovoy and
he is in qhsege of the office and of all Volunteer Activities. He
is also the Director of Public Relations for the hospital. To
reach the office by telephone, call 431-3010 satiation 907. 'The
mailing address is, Richard, Bokovoy Volunteer Services
Office, Anoka State Hospital, Anoka, Mi11114110t1 51003.

We're Glad You're Here

.WE AT ANOICA are delighted you' 'Volunteers are
here . . because we couldn't do nearly as much for ow
patients if you weren't.

You Volunteers .bring to the 1300 men and women the
*vital serves 'sat year the flavor of "the real world,'" The

tors staff worts hard to give patients the besi
. trestment modern science makes possible. But

our I can never be large enoughotor have facilities or
time enough, to offer the personal warmth that comes from
unselfish huMan sympathy freely given. 'this is your con;
tribution.

So, no matter how well we do atr jobs, we know that our'
patients can profit more fully from what we do because of

e what you do. You help your patient-friends to realise that
their stays here are temporary ; your example spurs them to
confidence in their ability to live witheut either you or us.

With gratitude and deep belief in what you and we can ac-
compliah together, we welcome you. We are indeed glad
you're here.

5
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What Is a Voldihteer?

A VOUINTERR is a patient's hien&

P'riendship is the golden quality that Volunteers brifitIo the
Hospital. Patients are often lonely people . they're away
from home, they're away trom families. Volunteers bring

. X them understanding, the chance to talk about things they
went to talk about, the savor ot the world they will some day
go hackle. Nothing is more vital to their happiness or their
evenkial return to heelth.

A Volunteer la not a trained therapist; but he'smore than an
amateur. It's fair to call him a semi-pro, for he has to know a
lot d things about the best ways to ;serve his patient-friends.
The Volunteer Coordinator at in Hospital arranges aeon-
tation programa for new volunteers, and provides materials
and counsel to help them do their jobs well.

1

This booklet Is-one such aid (on the pap
next to the back cover is a list of books that
Volunteers will find helpful).

What do Volunteers do? Later in these
m4es you'll find some detailed suggestion.
In general, they provide services to patients
that the regular staff hasn't time to offer,
services that usually mint Come from
"outside." They visit their patient-friends;
any help 'patients te make "outside"
contacts, perform "outside" errands. They
obeerve what the Hospital is 41A4 (their suggestions often
help the staff to do better). Thwprovide the "extras"
that MOM so much mew, women; and childrmi in an in-
stihdional setting. '

. This booklet tell; new Vclunteers what they misd to know to
become geed Volunteers. Read ft, and keep it at Mind.

MANY AMERICAN HOSPITACShke AnokacenduCt
volunkeer ~ems as a continuous part Of their service to
petiole. The -payees of these highly orpentaed efforts is to
malls sure that the generesity of "outliers" is toed to best
*pelage. Under, the candidly-guided system, their
services aro always those
requested end needed in one
part of the Hospital or
another, The. wogiftm helps ANOKA'Shon-protessional fries*
'of the hoelgtelioed to P°01 VOLUNTEERtheir snorter-to make sure

byedw:ialsnigialteitlair cogig PROGRAM
for their fellows will be made
most effective.

At Anoka Vohmteers centlibute efforts through the Volunteer
Servicm office, Vail Building. Here the yolunteer Coor-
dinator meets them, OM them training, plans actIvitles.for
them, channels their services so that all Holpital arees aro
reached andoone neglected. The Coordinator's office 111Zgoicrble as well for recruiting Volunteers, for keengi

of their work, and for the awards that recognise dWr
meritorious contributions.

The. Coordinator also seats and organises tbt rvl
ps .of Volunteerschurch groups, service club 'groups,sch 1 grouhs, many other community groups that want .to

con bute to the Hospital's work. Som. 40 groups hwolvilig
than SOO monlbers participate each year , in the

Besides 'these, thertare many indioltkll Volun-



' Orientation sessions conducted by the Coordinator provide
both training sessions Melons for new Volunteers and an
annual conference, usually in the fall, for all individuals and
groups in the program. Sessions for individuals involve tours
of the Hospital and instruction in its purposes and the many
phases of its work: The annual conference usually offers
talks bycloctors, nurses, and others of the Hospital staff and
personal accounts ot experiences by.. the individual Volun-
teers. "

Many In:mpg or individuals make financial contributions. MI
checks or money orders should be made piqa bit to the Anoks

, State Hospital Volunteer Council Fund. This money is used
not only at Cbristmas time, but through out the year for the
benefit of the patients or for special projects for which there ,
is little or no provision in the regular hospital budget.

The Services Office accepts and distribute(' many
for the patient's benefit. You may ask the Volunteer

rvices Office to discuss with you the needs of the hospital
The gift Program igoes into high gear at Christmas, when
giftepour into the Volunteer Services office from groups and
individuals. The office at this season looks like a big bazaar,
and it serves every patient.

Finally : Certificates of merit are awarded every two years to
individuals to recognize faithful Volunteer service. A
Volunteer mUst have made at least four visits in a year to the
Hospital to become eligible for a certificate.

4 ANOKA STATE HOSPITAL

mr,

What Does a Volunteer Do?
MIS QUESTION has no codtplete answer, and no prna-
nent answer. For one Answer is "almost everything,' and
another must recognize that patients' needs which Yolun-
tears can meet today are dArent from yesterdpy's, and that

tomorrow they will change . again. Volun-
teers' activities and contributions to Anoka
patients are as varying ns the world itself.

is possible to say clearly, hovdver, that
are some kinds of activity Volunteers

are ot asked to undertake. They are not
th pieta-Alleys& not provide the techni-
cal services the trained staff offers. They do
not assist in the administrative and mana-
gerial tasks d the Hospital. They are con-

sidered supplementsprecious swplethentsto Hospital
serf ices, for they bring human and personal relationships
into the sometimes formalized institutional life of patients.

What are specific Volunteer contributions?
Group activities (which involve the largest number of
Volunteers and the largest number of patients) are of a
hundred kinds. Examples:

Church groups bring choirs tor patient entertainment. Other groups
arrange trips tor patients to each places Is the Como Zoo; they organise
picnics for time; they come to the Hospital to provide both partners
and musjp.fr dances (some of these activitiat are occasional, some

reader schedules). They may take patients in small groups
to Viking f Twine pm', to the Guthrie Theatre or other theatres, to
libraries or art galleries or concerts. They provide Christmas cookies ,

for Christmas parUes; they hold rummage **lea to suppoit khe Volun-
teer Fund; they send tomb, re for wiird service as nurse's WO* or
orderlies. They take responsibility tor baking birthday cakes (in one
year eleven church roups constittiting the "Birthday Club" contributed
On individual *May cakes wel) individual patients).- They oome to
the Hospital on July 4 and other holiday* to put on recroational
programs. They aid with the Christmas Openitouse. Thsy take pilaw
to Aquatennial or Winter Carnival events.-

All such activities are planned in consulation with the
Volunteer Coordinator. Sometimes suggestions move from

VOLU NDBOOK



the Coordinator to poupa, sometimes the other way. But all
plans are approved by the Coordinator.

Individual Volunteer activities are planned and coordinated
in .the same manner, and many ot them are like group-
sponsored activities: Work in wards under nurses' super-
vision, forestample. Individuals smdertake scores of other
tiervices, however..An individual may *Company a patient
on a shopping trip to Anoka or the Twin atter He may taken
young patient for a visit to his own doctor. He may help
patients to use the Hospital library. He may assist pn oc-
cupational or rehabilitation therapist. H. may play golf with
a patientt or go with him for a walk along the ftn River, or
aid him in letter-writing.

Individual Volunteers may serveon a regular basisonce a
Week, once a month, more often or lessor he may serve "on
call." Volunteers in nearby communities are available on
days they epecify to accompany patients to other hospitals, a

or boarding homes, or off-the-grounds appointments
Uhe ospital provides cora and drivers), . thus avoiding
tabs* regular emPloyees off duty.

More and more important in the Volunteer scene is the One-
to-Ons program so widely employed recently in America in
treatment of the mentally ill. UWar Onskto-Ons, a Volunteer
responds to a Hospital request for an individual OD establish a
relationship witkan individual patient. In its most intensive
application, the One4o-One rtionship often involves a
weekly visit by the Volunt "his" patient ; he is
vised carefully in his rola

i, and activities,
e!14`C.learns not to confuse the fri relation with therapy. His

purpose is to provide to the pa smt as intimate arW sym-
pathetic a contact as is considered helpful; he becomes
friend adviser, confidant as well es a living link to the out-
We-tie-Hospital World.

Orte-teOne VoluMeer relationships on a lem Intensive
basieperhaps one contact 4 menthare also common,
usually through Whiniest* awdePsed to Anoka by wits of the
fdionseole Association for Mental Health.

Volunteers alwarr *sr*" wider the spegfio direction and

AMU WATS HOSPITAL

supervision of the head or supervisor of the department to
which they are assigned. a nurse, a therapist, a medicall
officer, a social worker. .The Volunteer Coordinator is not
looked to fOr specific supervision, but rather for initial
training and aminent.

The Responsibilitiei
of Volunteer Service

MOSTNOLUNTEERS become Volunteers because theya re
moved by t*t Dr. Francis J. Braceland has called "the
higine4 thimin value, man's concern for his
Vaunteers at Anoka are men sad women, youi and
dislike inequality of opportunity and condition, and
contribution to others welfare more satisfying than
convenience.

Most d thole who become Volunteers are aware that the
service they.are about to offer entails both obligations and
rewards. Abed the rewards this booklet will say ii Wethey
multiply as service continues. But some of the obligati= aro
not always at first visible. Let's talk about them.

Acceptance a Responsibility a "good" Volunteer knows that
dependability is primarh Not. only the Hospital but gm
more the pethmt must knoW that a Volunteer is as good as his
word:. That when he says he will vthit a patient regularly, he
will do so; that when he promises to escort a patient on a
shopping trip, his car be at the right door at the rinht
time. Hospital procedures will suffer, perhaps only a little, if
he fails; but a Alt lithe Us not *idly
mended.

FriendaMP, 'set Charity Thessential gift of a Voltstner to a
patient is friendship, merously ern warmly offered.
Patients in a hospital are torooted peepitsi &IWO% OUt
of the lime and the !Wilkie they know. " VoluMeers
may he thsdr only cintacts witk the world' have left
more than any, they need to find in gents* the
assurance Of a kindred laitnap's interest In their welfare.

441\.



AMM114 knew a time vibes dedicated oinene hsllsud Sal
had MOW. meth et thane thrtutude when they had

Medi their annual contribution Ito ekarithiale or service
' enthreriess. Today we know this is net samIgh. Support el

Service orginimftne .16 vital. But no cheeki whatever its
-ides, will mean as much 40, or Ale m mut* fer, a *BOW
patient as a band-clasp wid the security that a "ies you next
week" le a guarantee, not a mere 4:curtsey.

The Patient's sPrivacy A hasic tenet of all of the helping
,prefessionemedicine, the c W, social work, and
Othersis that relatiaaWpe the needfUl and the
helpers sr. confidential By the nature of Volunteer-

. Patient intimacy, a' Volunteer ga na insights into the
: secrecies of the lives of his patient-triends, 'certain kinds of
-: knowledge about them, that mint not be revealed. Volunteers

bear as much burden ea do members of the professional staff
to protect the right of patients to live in self-reepecting
privacy.. ...

-
The Use el Guidance As this boqidet pointed out earlier,
Volunteers are not expected to be doctors, nurses, or there-
plats. They serve another (Unction, one that staff doctors,
nurses, and therapists rarely have time to
perform. Moreover, Volunteerseven
should they happen to be professionally
equippedare not in charge of treatment
plans, and they don't usually have full

. information. Consequently they are expec-
ted to model their relationship -.with
patients according to the guide-lines or
instructions proviesd b lhe ehriervieere

°of departMents to which they are assigned.
Not to do so might Seriously interfere
with petient progress.

ANOKA STATE HOSPITAL

viiiannutat at
Anoka State
tal work unds7-
oral Dian as is
booklet has el-
ready bid you.

How to Become
a Volunteer

If you are a member of a grouiia ihurch group, a civic or
luncheon club, a social greupinterested i4 contributing 40
the welfare of Who -need you, you can Merest Ha

in arreng spOnsor a program at tho ithlOtal. TO
so, you consult e group (usually of IO to 26 membms) to

make sure that ill are in position to devote time to the ac-.
tivity (amounts of time given by different -groups vary
.widely, from a few hours a month to regular weekly visits).
You then telephone or visit the Volunteer Coordinator', SC 30
Vail Building. (telephone 4214040, Extension 397). YoU will
arrange appointments for interviews with the Coordinator,
who will then assign your group td a service requested in
some area of patient . care and schedule.. the necessary
orientation and trainini sessions.

If you wish to serve as akindividual, apply to
the Coordinator and arrange for an interView.
After the interview you will . be given an
assignment on which you agree. You will
begin your service following orientation.

.

Full records of your &crevice will be kept at
the Coordihetor's officeyour registraV1
form, your aseignments, your hours of
It is a Volunteer's responsibility to see that.

hours are recOrded.

(If you live nearer one of the other Mlle WOW) thenAnoka, yes Mil
wish to voltatteer for service there. The other mental hospitals are atFarosFalb, Hastinse, Moos Lake, Rochester, St. Petit% and *Mbar;

. 'faCilities for tbe men(ally Warded ara at althatrt Cambridge.
lraribault, Minnesota Valley, Owatonna, and Shakopee.)

VOLUNTEERS' HANDBOOK 9
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BOOKS for VOLUNTEERS
VOLUNTEERSand everybody who wants to understand
menial health and illness--will find exploration among thebooks named below a fascinatift and helpful adventure.
Many of them "read like novels." All are worth anybody'stime.

Buis, Clifford W., A MIND THAT FOUND ITSELF
Woubleday, 1953)

Ilitd, Brian, TALKING WITH PATIENTS
4Lippincott, 1955)

Dainia, Lorraine, PSYCHOLOGY OF HUMAN BE+
HAV1OR FOR NURSKS (Sanders, 1962)

Goffman, trying, ASYLUMS (Doubleday, 1961)

Green, Hannah, I NEVER PROMISED YOU A
ROSE GARDEN (Holt, 1964)

Hackett, Paul, CARDBOARD GIAN'13 (Putnam, 1952)

Hoffman; Peggy, A FOREST OF FEATHERS
te(trcourt, 1966)

It
Jones, Maxwell, THE THERAPEUTIC CommUNITV(Basic, 1953)

Jones, Maxwell, BEYOND THE THERAPEUTIC'.
COMMUNITY (Seale, 1988)

Kaplan, Bert, THE INNER WORLD OF MENTAL
. ILLNESS (Harper, 1964) s

Menninger, Kari, LOVE AGMNST HATE,
(Harcourt, ISM)

Alice, THE UNBELGNGING
, .'.

Louise, THIS STRANGElt MY SON
m, 19M)

itttiovi sTkrz 'map VTAL
,0



SAMPLE

TA. adapted to agency -requirements

INTERVIEW LOGISTICS CHECKLIST

Before the applicant arrives, the following items should be reviewed to ensure that the interview will take place in a
Comfortable, nonthreatening environment and that the interviewer Is wull-organlred and prepared tor the meeting
Before applicant arrival, the intjrviewer shoulddetermine which of the items below are applicable to his/her prow AM

Will there be sonreone to greet the applicant and, il necessary,
administer the proper for mil

Recept ronist
Refreshments:

(coffee, tea,
croamer, sugar,
cups, titc.)

Wriling table
and pencils

. r mins:

apPlicat ion
sign-in sheet

choice sheet
. references

2. Is there a CA) tortable place for the inters,ewr .. , Adequate furniture
S'

Temperature .
Private:quiet

. "'room. ,.

Well-lit
s

Clean .

1
( (but not sterile)

.`

3.. Has the interviewer: lntervievukiesheet
reviewed all available applicant informatiort? lob descNbtion
become familiar with prowarnipals.and objectives? Copies of information
gathered the forms he/shepaa complete during the ,,interview? and response sent...

jotted down questions to be asked during interview? .. io applicant
have all necessary informatiOn at his/her disposal during the Interview? Application form..

references.

_effoies.sheet
Agency referral file
Schedule of orienta-

tion and training ,,,'

...01, . 4unteer-agency,
' ,,-----)-.ontract

14. If the applic t is to be given a to A the ty origency, has the.
reit of the sta f beennotified?

79
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gAMPLE
To be adepett-to esency reqbirements

COMMUNITY RESOURCE REFERRAL FILE
(to be updated periodically)

MIA

Name of Asency:

Address:"

1 elephone Number:

Contact Person:

typo Of Agency (briefly describe, e.g., alcohol residential treatmOt center ):

How to Refer Applicants:

Kinds of Volunteers Nesditri a Apncyt

I eedback (describe gency receptivity to volunteers-and note date and source of feedback):

(Include any updates on t6ck of card.)
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SAMPLE

To be adapted to aiency requirements

LUNTEER INTERVIEW GWOESIkET

. ,

,

-1
f1poticapt's Name:

Pais:

Time Interview
begins: '

.04

Rekvant knformation abbot applicant that is not includegl on application fc;rm:

raperiance:

Interests:

Other:

ei

lit

° t?

'17o & Co mpleted After Applicant Leaves

.y

Time interview ends:

tS

colmants/reactibits (include- tiow apiSicant relates to you and he/she, responds to quescgns):.

AM,

Rikiinimendation:

!' .ccOt
,
Refo to inOtAer igency

SpcIfy
..4

nip.le Of agencylr_.=.

Refer triAnother Indlyidual

wllhIn thissagenty

g 4

Cr

.

Jo

I

I

(Specq'Y
.0

!lame) t'"

z

,

;



V

Explain recommendation If nOt Incorporated Into 'general comments:
. . .

Suggested assignment (include days and OM):

Interviewer's signature:

1,

Oft

6
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I, 0 To boodoptod tolipitoy noquironi§mts

-

(to bo'not as rocolvolt ",
'LOG OFfVoLIANTEER !HONE INQUIRIES,

.

. ."

',DAte
*.

. '
iNQUIRER'S NAME/ADDRESS C

et

VOLUNTEeR,CATEOORY
.

I Individual volunteer
2 Group servki
3 Special contribution
4 Donor

-

ACTION TAKEN

I Application mailed
2 Interview scheduled
3`Refbrred to individual

within agency
4 Referred to another agency

st

;

t.

11,

11
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SAMPLE

To be adapted th egency requirements

INVITATION TO INTERVIEe

...

S.

. Thank you for Your interesi In the N.nIaj4iealih Association ofitiontsomery County Volunteer Corps. i hope the
followineinformftion will help you decliS If you with to *poly to the Corpe.

. , Volunteer Corps training coMpristo 35 hours o(generallsed Instruction and 10 hours of specialized skill training and .

meets totice a week for 4 weeks. The training program Is cpnducted by a variety of mental health professionals. It is
"'pared for those Interested In becoming volunteers actively Ongaged in unique helping relationships with-hospitalized
and formerly hospltallzed.mental patients. ,

We have no educational requIremeks.for volunteers; rathfr we look for individuals who exhibit the &billy to be oornl'
fortable, carIng.and noniudgMatal with personAufferIng from yaryIng deeress of mental Illness. A personal interview
is reqUited 'foto applicants and all applicants myt agree tb:

OCCOMII a Member of the Meimal NeoldrAssociation.

giVe a minimum of 190 hoUrsper year in service itrainkietime Included), These will include also aminimUm of
50 hours service at Springfield State Hospital, In SykesvilleeMd.,'or ono fifmotIvatIon Proton; Settee.:
..make a 2-year tqninsitmentto thelaprps.
take 35 hours' Newel trainlpg indip to 20 hours of specialized tialnini
purailaw any required' training matorials:(Cost Milt* $5.00.) . . .

As an, initial placement, it is reommended that new Volunteer Corps members participate in the lternotlyation Pro.
114111 as thelrhegInnIng commitment to Springfield State HOspltal. Worsugrat thls as a first placement for threereismu

1. to proolde a structurpd experience for new volunteers,
.2: to acquaint the volunteers with the-hospltal.system and.the volunteer's foie-wit:Th that system and,
3. to ensure chit as many.of the hospital patients as possible can mcelve the VoluntoempontortdReMptivation

Series, Which is now considered an easential.component of tho'hoapItal's rehabilitation program.

Following the 50 hours".commItment to Springfield State Hotpltal, volunteer ottirtunities Inc rlude tient Sponso,
ship, the WelcomeHome Aide Provem, md/or participation In vail ounty. tal Facility Progrjms, ell of which'
Will be fully -exPlalpedtluring the training-. With tke exception of the Pa t spottier unit', the* pla ts Operate ki
liontgomety County and become eiallable acCortling to> need.

If you are Interested In exploring your voluntst4ossIbIlities h thls program, pleatOcall the MHAMeoffkie (904254 7
to arrange (*can interview. For thcoe intertisteen.an evening training program ami-itiaceptenti, Amino Interviews cp
be arranged. The encimt4 venation should Ns corpleted and brought with.'yok at tividme of the Interview.

f look forward to meetIni you and discussing the Volunteer Corfu PrograM WIth.you. thank you *pin for rur Illtorl4

It

,SIncerely
- . .

Offnafor0
, Volunteer
Wimp*



SAMPLE
...To be Adapted to agency requirements

VdLUNTEER APPLICATION,FORM 7

Noma__

Address

Occuttation

ip Phone

Name at spouse Spouse's occupation

Place and date of bir th

Number of childtcn Ages

Schools Attended

Degrees, certificates, etc., and when obt.tined

If a college grapte, what was your major

Experience as a paid employee

Emir le volunteer

77 .1.... _..,-

What tra, it any, have you had related to t eld of akoholism?

.

a

*

-r-

what ati your special intere rssts, ills, hobbies,-etc,?
I ./

4

(continued nex,t page)
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Applkation form (coned)
a

How many hours n yOu serve weekly, and what hours do you prefer, on whal days of the week?

Ii
r^'

iitAY TICK,thiC is Your lidlethile?

Do yoU hoe your own transportation?

Would you he willing to pmyide transportation to clients and their families?

ipt

flow did you kam about thk program (if through .newspaper, please sPecl(V)

What Ittyjts you to this pr tt?

111) VDU feel ab5ut

a. wog .m alcoholism agency?

_4._

,...*Opli.

wmptisw.14 alcoholic people?

Which community group at filtatio4r1Mve NO, important for you?

Please specify.

hutch

S.

Setrice groups

Professional grOups

N'tnith organyataons .
.g

'Numbers to contact In an emergency:

Spouse's tnisinew telephnne;

. -
Individual AO than spouse:

Name Phone



AppHIiun orm (cors(t))

Addren
.

'

Relationship ,

Mate list thtee personal teleit.n.qs

Noy

2.

, thorn

411

Indicate the areas ol inyolvenseut that interest

Administrative !

accounting

typing

fund, aising

planning

other

Counieling

OccUpationat
- therapy

. Publk relations/
publkItY

public speakin;

speech writing

speakers bureau

other

Oifts/artistic ,

,

1

(spt.sily)

&signing paniphl ts, etc.

new...releases

tadin sprits

Photography _

(specify

iip

IP

4ft.

' 87
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SAMPLE

To be adapted to agency regylrements

NOTIcE OF ACCEPTANCE/INVITATION TO ORIENTATIONS

Dear

Congratulations and welcome to (name of apncy)'s volunteer force, We are delighted to have you Join us and will do
our best tb help you have a satisfying and rewarding expeilence. The next step in your volunteer experience will be / _

ibrientatlon. You'll meet our staff, tour the facility,iiiscuss program polkies and confidentiality regulations, and receive
Iretraining informa*. We are confident that the presentation at the orientation will prepare you for the upcoming
training. We look forward to seeing you at-hinja), on (date) at (place).

Sincerely yours,

(Sleneture)
Volunteer Coordinator

88
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SAMPLE
To be adapted to apncy requirements

NOTICE a REJECTION/REFERRAL9

want to thank you alain for your interest in our Volunteer Corps. One of the most positive aspects about our pro-
vim Is the response we get from caring individuals such as yourself.

Because of the nature of the volunteerine we ark our graduates to engage In, we are not elWays able to accept all those
who apply. We earnestly try to make assignments compatible with individual interests and talents.
Your application is being kept on file, as we will ceruinly let you know of any additional volunteer opportunities in the
field of mental health which might be appropriate in view of your specific background and qualificitions. in the mean-
time, you might find one of the volunteer opportunities listed In the attached sheet of interest to you.
I appreciate your efforts in applying to our VOlunteer Corps; I'm lust so sorry that we can not use all of e excellent
applicants who responded.

Sincerely yours,

aignoturr)
Volunteer Coorchnator

-_ Volunteer Corps

,,,,,13

s
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SAMPLE
10 be adapted to agency requirements

AGENCY-i-VOLUNTEER CONTRACT °

41

.

(name of volunteer)

Date:

0
The agency Agrees to provide the volunteer' with e

)(I
ucation and tral;ing to prepare the volunteer for his/her service,

an assignment both useful and latify frig, acceptable working conditions, and accePtance by both clients and staff as
a %ember of the agendy te4m..

Thi agency agrees to pros'fide a 2.mosith probationary periodtefore grantipopermanent volunteer statu..<4supeKis.lon,
periodic evaluation, inser'vice aducation, and change of Asignntents as appropriate.

The voluntearagrees ttl Garry out as'signments to the best of his/her abiHty, following the agency's guidelines and re
specting both clients and staf f as members of the team.

The volunteer will use structured channels of ommunication exclusively to repOrt prehem situations, to request cony
sultations or a change of assignment, and to provide feedback and suggestion. He/she will strictly observe the time-
frame for his/her assignment, anif report well in advance when he/she mUst be late for or miss an appointment.

The volunteer will respect the dignity of the client and the integrity of the agency by maintaining confidentiality of
infonnation received In the course of service.

90

(Signed)
Volunteer coordinator

(signed)
Volunteer



SAMPLE
To be adapted tp agency roquIromonts

VOLUNTEER BILL OF RIGHTS"

1. The right to he treated as a coworker-4ot just as free help, not as a prima donna.

2.. The right to a suitable assignment with consideration for personal preference, temperament, life experience, edu-
cation, and employment background.

3. ..The right to know as much about the organization as possibleits policies, its people, its program.
4. The right to training for the job-training thoughtfully planned and effectively presented.
S. The right to continuing education on the job as fallowup to4pitial traininlAinformation about new development%

and training for greater responsibility. .
6. The right to bound guidance and direction by someone who is experienced, well informed, patient,.and thought-

.ful, and who has the time to invest in giving guidance.

7. The right to a place to work; an orderly, designated place, conducive to work and worthy of the lob WI* done.
The right to promotion and V.Wety of experiences, through advancement to assignments of mOre responsibility,
through transfer from one actWity to another, throusti special assignments.

9, The right to be heard, to have a part hi planning, to feel free to make suggestions, and to have respect shown for
an honest ()Onion.

10. The right to recognition in the form of promotion and awards, through day-to-day exPresslorft of appreciation,
and by being treated as a bona fide coworker.

er,

4.
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SAMPLE

To be adapted to stoney tequirrintents

VOLUNTEER.PROGRAM AND TRAINING DESIGN-
THE COTTAGE.PROGRAM" 4r

Assncy Overiesw
t s . .

The Cottaga Progrem is a community-bawk, family4;14ed treatment program (or families with alcohol abase ralted
problems. It is Nrtho a primary education, preventiWaral early Intervention program dealing with attitudes and rein-
forcivtbehaviors that perliwiate substance abate.

The treatment moddijy functiom in relative sinsecity. T pking membersOf a family are involved in a two-
part series of the meeting process. In an itfoirhal family melting, the Cottage molting moderator confronts the
Illneus oidenlid ( Mary aspecref alcohol abuse) with the family. nur family is Shin *Peak toad lo tering of be-
havior change rel to the unhe drinking beigylor and a thorough recognition of self-responsibility in the per.

,petuation of the ProbIWl.t an imate 1-weWperiod, the family participates in the second Cottage meeting
wherein the reinforcing roi king member is playing are exposed and discussed. Specific behavior changes
as a moans of ending the le are initiated, cour.sed with emphasis on the necessity far focus directed
away from the drinking m .self,

q44
This completes the two-part Cottage meeting process, and although\kmoderttor may meet with a family a maximum of
six times, we are not In the business of long-range family counseling. 'No skills needed by a family to deal effectively
with Its own abusive dr/Akins problem are .adwuately imparted in this tWo-part process. Families or an individual may.
however, articipaW in the program series as many times as they wish. \
The Cottase accepts program participants from a variety of reibUrces1 inclsiding direct referral from odier agencies.
There is no fee to participants or referral source. Our primaly objective is to reach as many people as possible and break
the cycle of perpetu3tion of alcohOl abuse. There are no screening criteria for program participants. If a participant, af-.
ter the cottase meeting process, is in need of extended or lonk-range treatment, appropriate referral is then made.

Please feel free to visit the Cottage and further explore the possibilities of direct referral. We welcome the opportunity
to meet with you and to share our program as a meaningful resource to your agency and to yourself as an individual.

92
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SAMPLE

To he adapted to agency requirements

VOLUNTEER TRAINING

s

Volunteer training is An often overworked phi Ase And 1 generally misunderstood concept. Quite simply, it Is the proces.
by which unpaid and, therri cur:Ally , intrained IndooduAls become integrated mto the process And design of a program.
It will provide the volunteer with Adequate information And skills to be able to function within the program Ina man.
.ner that is positive And enhancing for both the volunteer and the program.- will relevant, enlightening, and motive '.i be
Ina to the volunteer And potential volunteer experiences. Specific tralnintin sic communicadon and human relations .

skills is essential t:i volunteer perfornunce in human services oriented prograttrs. Clearly, It can and will have a signifi. .

cant impact on the volunteer's program performance, but perhaps even,more importaRt, on his personal levet.
of functioning. I \ .

. )
,

The Cottage Program volunteer training program Atternpts to pstrvide thew skills At the very minimum, Over and above
these preliminary skills and program orientation, it will attempt to provide a co.nprehensive &chanced trebling process
by which A volunteer May further develop his skill level. The Cottage Program volunteer training program also has a

builtin structure to enable volunteers to become effective trainers.

The ultimate goal of the training process is to provid4 a vehicle that will maintain continued program relevance and that
will ultimately be designed and executed by the volunteers themselves. the process for the development ofa total vol-
unteer program to he initiated and Administered by volunteers is the goal. The initial training experience: in conlunction
with the advanced training experience, is designed And implemented toward fulfillment of this goal.

(-
Volunteer Role Statement and Structure

The concept of The volunteer is critical in the Cottage Meeting Program. Volunteers Are unpaid people who are able to
give limited time to be of help in something that they deem worthwhile and personally rewarding. They bring with
them a variety of resources, interests, And perso rAl areas of expertise. Ihe program must be sensitive to these common
denominators of volunteerism and design its volunteer structure to befadaptable. The I-4Ne4Ogram has adopted a
volunteer hierarchy that provides a structure and framework through which volunteer may function and progress.

lite role of the volunteer. is multifaceted. Without the volunteer, some of the very real n ds of she program partici.,
pants might never be met. The volunter provides an intermediary step between the panic ants and the program itself.
Volunteers are trained to fulfill the role of moderator And villunteer trainer As ),yell as sever other roles. The volunteer,
through his warm, nurturing, and accepting approach to patticipants, provides a very necessa element to creating and
wstaining the healthy environment in which the staff's related roles may be best coMplimente

The Cottage Program volunteer system will soon develop into an autonomous organization that works in conjunction
with the program staff, ensuring continued program relevance and continuity. The process for this transition has al.
ready been implemented and i% ohgoing. In the interim, however, efforti are being made to provide the programmatic
and supportive services essential to a successful volunteer program..

V s
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To he adapted to agency remultementg

NcIGHBORHOOD WORK

Neighbot hood Work is the mokt4tal patt of the Cott Age Pcogram. This is where we expecirce the real stigma, Myths,
and denial ot alcpholism that ate so prevalent in all our.communities.

/I.;
I in years WO have been treating tne 111 trI al4,Ohdlib4fl with ProltrAM that Justus oZiteating 114 alcisholk 1hew pro'
rams ate hlsly commendable, but attoholitm stlU remAins the number one health ancEttscial problem in this country.
Out prewnt treatment prosy ams do0 evt begin to keep pace with the Illness. We can all sit on our hands for the rest
of out lives lantasiting about the nicethihgs wo are going to do. but what we need now is ACTILV4 AC NON ditected
towatd the people in out own community, for It it in out communities that we find the fertile soil whete the weds of
alcoholism gtow into fullblossom, there we find the one who is ill that porton we all the "alcoholic."

The Cmdase Prowess it thr only ptogram today that isymking to solve the problem by Attualfy wing into the neigh,
bothoods talking with people, dellveling inforrnation, and holding* Cottage Meetings a eductatepeople about
alcoholism.

The Cottage Plogram it a people progratund the heart of it it the Beautiful Volunteei, Thew are the people who want
to'betomo helpers and given human nourrshment to other people in our communlw, whether they chink of not.

We all need-td change our attitude toward the ow of akohol, it we are go.ng to whip the illness of akolism.
The moblett ls A 1 MODE :

The antwer it E.UUCA I ION FOR AWARE NISS .
awanfness for OIANGE

change 4or PREVINTION.

We need to treat the illness of alctsholism 41$ we !mat malaria. Let's stop gunning around swatting the mosquito when
the 1wAmp I% still infested. LET'S 1 REAL THE SWAMP.

Nyrrinirre)
Volupteei lrainer

94
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ator

SAMPLE
11..1;:ELIYERY SYSTEM FLOW CHART
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9,100 -

12 months
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SAMPLE

To be adaph ;o agency reqUirements

INIITIAL VOLUNTEER TRAINING

9

Cycle!,

10:00 a.m. or 7:00 p.m.

Miterials needed;
e

.

Training begins

Orientation and award description

Fill out locator card alsd pretest
1. Volunteer InfolroatIon sheet '

DiscuSs Cottage approach and modeling

Outreach methodology
1. Need to educate the community; statistics
2. Door-knocking conceqt (sheet)

Door-knocking in neighborhood.

Critique experience
1. Turn In tnd complete locator carcts
2. Describe locator al system

vs.

Governor's letter
Locator cards, mail-in cards
Awareness sheets
Docrknocking sheets ,

CyClell

1000 a.m. or 7:00 p.m': Training begins

Overview of Cottage Program
1. Denial handout' and discussion
2. Assign stage and reacting role memOritation

Door:Knocking in neighborhood

.400

Materiali needed:

j. .Critique experience
1. Complete locator card system

Volunteer time service 'repo;ts
.1. When to complete and turn in
2. geplace yourself thtough all growth chart phases

Assign comoderator of Cottage Meeting No. 1

h.)Governor's letter
Locator cards, mail-1 cards

,



10:00 LA; or 7:00 q.m.

Materials Needed:

CYCle IV

1000 a.m. or 7:00 p.m.,

Materials.needed:

Cycle V

, 10:00 a.m1 or 7:00 pan.

Materials needed:

,
4

1

es

Tr nine begins

livery system handout and presentation

/ Related dependencies discussion

Roorknocling in neighborhood

Critique experience
1. tomplete system

I.

a

r

Main comodaw of Cottage Meetinp No. 1 and No. '4

Governor's letter
Locator cards, mall-in cards

Tiinlizg !pains

%Men questionnaire for knowledge galp

Ilnless of &mill, related dependencies

Door-koOcking in neighborhood

Critique experieW .
1. CoNmlete sys4ro

Assign crisis I terirnilon trairiln(

Governor's I ter
Locator card , maii.lr cards

'ft..
. Trakning begins, '? /

. . a./ .

.

' yoluntecr-moderator assists in volunteer training,,.,
.

ytle begins again ., ..

Dooftnocking in neighbor-1,18°d

Critique experienci
1. Complet; lysterA

Assign:
Extended ci:isis intervention training
Expanded knowledge of alcoholism

Governor's letter
Locator cardp, mall-in cards

1

a

*.
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a

To be adapted to agency requirements
se

THE COTTAGE PROGRA11 AWARENESS SHEU

ft

TheCottage Program is a way for faml s to solve drinking problems liktheirhomes. In fact, it Is one of the few pro-

proms fOr the family ot the dri4er in thi United States today. At the same time, the Cottaie Protiram In/gives the en-

tire community through educaitIon, prevention, and early intervention. The program works because it recoNzes that

aldohol abuse is a sociabillness. It always involves two or more people, never Just thd drinker in isolation. By affectil

the Avironment around the problem drinker, the problem itself can be, affected. a

Changing the environment around the drinker meal-is changing ittitudes and behavior In the famUy and the entire com-

munity. The first step is educ4tion because educatIonrcreates awareness, awareness creates chantio, and change in atti-

tudes and behavior leads to the prevention of alcohol abuse. Very simply, if we change our behavior, we ehange the

behavior of those around us: If the community changes its behavior by recogniging alcohol abuse as a social illness, by

learning the facts, rather than the' myths about alkohol abuse, and by removing the crippling social stigma it attaches to

alcoholism, then behavior of others will change. People with potential drinking problems will, therefore, be able to sepk

and receive knowlegge and help. It takes all of us to combat the social problem of alcohol abuse. 1\lop

The Cottage Progiarn has been operating in the Salt Lake area since Febpary 1972 and plans to extend Intoler areas
of the SAte. We welcome interest in our program and invite you to visit Or terVphone for motif information. .

I t

#
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SAMPLE

Ta be adapted to aselcy requirements

COTTESGE PfOGR6M DOOR APPROACH

A. Mittel& is
1. Governer's letter
2. Locator card

B. Attitude J
1. Warm, friendly, smiling*, . N'

C. Introduction I 1 . A 1

1. '0 am -'-' , a volenteer from your neighborhood Cotugel Center."
1. "We're talkie* to everyone in your nethborhood about our program dealing wIth education and prevention

of alcohotabuse."
.413. "Here Is a letter from the Qovernor introducing our program."

i , i /D. Allow time to read the letter '.
E. What are.your feelings about alcoholism?'

. \
.

t

F. Would you life some free information about bur program and how It works?
4

au;

-11

G. Complete itcator cardfront and back. I.

`

s .

-

\

'

,5

rt

read
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SAMPLE
To be adapqd to army requirements

-

ZOTTAGE PROGRAM RECRUITING LETTER

Dear Resident:

Our tumMunitydis faced wIth a very real and immediate crisis. The illness of alcOholism is having a farreachIng effict
on Aki. of us. tubsticce abuse has no respect to age, nationality, or sex; It can touch all walks of life.

One out of five Utahans Is directly Involved in alcohol abuse and four out of flve people of this State are Indirectly af-
A totted by our Nation's major health problem..The effects of this problem are astronomical and, ultimately, e bear the

colts.

Something CAN be donbibout the enidemic growth of alcohol abuse. As a responsible cltizenof thistommunIty, YOU
can help. An extiting alcohol abuse pfevention program, has been developed which Kis enabled thousands of people to
understand and significantly reducikhe problem of alcohol abuse. This is accomplished by working with petiole In their
honsel and neighborhOods. The Cottage Meeting Program Is locorikin your area, and I urge your support to help defeat
the tragic occurrenct of vbstance abuse.

b
1 am asking that you loin us In learning how we can 4.rto defeat this crippling papblem giving a brief portion of
your time to this much needed effnt.

100

Siker-01y,

1

governor of Utah
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I SAMPLE

ro Ise adapted to along requirements

DELIVERVOF INECCIIMATiON PACKAGE-PRE-COTTAGE MEETING

1. Telephone (example) "Hello, Mrs. this Is from sibur local Cottall

Center. Wc Are going to be io your neighborhood pn (give date), and wo would like to drop off the informatbn that

you requested al this tithe/

I
.

,,, v
1 Packet delivery (waim and friendly) "Hello, Mrs. ... , I am , a volunteer

.e.

from your Cottage Center. Here is the inlormatio you have requested." Conversation ould than foot ward per-

sPnalizi g the alcoholiun problem tpothis individual by using the ;xamples below. (Use he wor4s "you feel")

Re,fonse Examples

-a. "Yoir feel concerned becaCrie alcoholism is a coal problen1Thn our communiiy."

.1You feel upset because you haven't been able to help these people."

c. "You feel disthrbed because you cannot help and you would like to."
,

3. Setting u Cottage_mettyil "There is a great deal you can do and, in doles so, be of great service to yckur comx
Of

munily." s4 up Cottage,Meeting at 'this time: "trim the interest you have shown, I am sure you would like getting
-

together me of your relatives, friends, or hbors for an education I Cottage Meeting either in your home or at the
.

,

Cottage Center here in your area.

IMPORTANT! Sel tentative date at this time,

w .

a

C.

.

cz,

'

a

fr

s

.00°.



\a.

COTTAGE MEETING I

SAMPE .
To be adapted to-age cy requirements

p.

The materials that you will need to take wit.you are: Locator Cards, Prequestionnaires, Myth and Fact,Sheets, Illness

of Denial Handouts, A Merry-Go-Round Nadoed Denial pamphlet, and Guide for the FamAy of the Alcoholic pamphlet.

'These materials can all be found on the supply shelves.

Always arrive at the home 5 minute& earlyt introduce yourself to the hostess; and address each me7ber of

the group individually. 4
Begin the meeting ty setting the climate in the group. Create'an open, warm, and friendly atmosphere. Distribute the

locator canis and explain that they will receiVe l.year, prepaid subscription to the Utah, Alcoholism Foun-

dation Newsletter.

Piss out the Orequestionnaire, explaining that its, primary purpose it2 determine the group's attitudestegarding alco-
hol abuse and to help u4improve our proffam by letting us know the ttitudes that we are most in need of changing to

begin tcbalter the deteriorating Tamily cycle.

Distribute the myth and fact sheet. Briefly present the concept of the myriad myths which surround alcohol abuse and

.the role of perpetuating the problem that these myths play:Explain that the myths on the sheet,are some of the Riost

common and most serious that serve to reinfOrce the protflan. Parallel the information on this sheet to the

prequestiOnnaint.

Piss Out the illness of denial handout ind go through it thoroughly. Encourage rninimkdiscussion, but maintain the fov,

cus on denial.

Distribute the two pamphlets and ask them to read them before the next meeting. Associate the material you have pre-

viously gone through to these pamphlets, explaining that much of what you have been talking about is very well ex.

plained ind will be made more clear by reading them.

Set the next meeting and leave. Thank everyone for allowing you.to meet them. Be gracious and courteous always.

102
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TO be adapted tomency" requirements

,

, ,

COTTAGE ME4TING II

tw.

The:materials tba*you will need to take with you are: The Postquestionnake and the Related Dependencies handout.

Arrive at.the hpse 5 minutes early and greet the hostess, Addrdss each member of the group individually. Set the cli- ..
mate and shaime of the experiences group members may have had regarding the drinking member since the last

meeting. / .

Distribute t andout arkl go thgh it thoroughly. Relate much of the material to e Merry-Go-Rourki pamphlet

that was dis uted At the last meet g, explaining that the roles in the circle are very well explained in the pamplilet.
as

Referque s, where possible, to t e patillgslets, encouraging rereading of them. .

tlIstribu d administer this Postquestiannalre. Explain that it is the usher questionnaire as the one given at the first .

, meeting will brused td determine the degree of attitude change that has taken place within the group regai4ng .

aloohot and abuse.
, .

1

This Is rend of the second meeting. Explain that the Cottage Program consists of two'specific meetings, bu t they are

Wel , individually or as a group, to participate In the series again. Also, referral may be appropriate at this time, but f
consi it AV before Initiating.

. Th them all for their time awl invite them to the Cottage.

) .

at

a

-

S.
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SAMPLE ,
To be aciagted to agency requirements

4-) STAFF REAKTIONS TO VOLUNTEER PROGRAM 13

,

116

Thls questionnal% is riot just to make more tiaperwork for you. It's because.we want your frank Ideas on the Impis.
mint of our volunteer program.

1. How long have you had any sort of contact with the volunteer program?

2. How muchtime during an avepge week aro you in any sort of contact with volunteers?

3.
,r+

How do you see your main role in relation to volunteers?4,direct supervisor; they work with records I also work
with; they help with routine around the office, etc.) Please specify.

4. Could the agency use more volunteers now/ Fewer volunteers? About the same number?

5. ?How could volunteers do their present jobs better?

6. What jobs, if any, could volunteers usefully perform that they don't now?

7. Could any jotts volulneers now perform probablY be done better or more efficiently using paid staff? ,

s\'-

( 104
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1

8. Whit are some of the things you see as particUlarly helpful In the volunteer program/

St What are soMe of the things that could be Improved?

10. Any other comments you'd care to make would be most lc

Jr

e

I I P

ft,

l :
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SAMPLE
1 To be Liapted to asency requirements

.1 k

STAPP EVALUATION FORM 14

ei
11.

In an attempqo enceurapo positive growth and change, we are asking you so take.a few minutes of your time and helpus evaluate our volunteer program.

1. How do the volunteer program objectives fit in with your perception of the agency's program goals?

2., To what extent have These objeNlumbeen achievedr.

\
,

3. What do'Voti wd as the strongest stpects of the volunteer program?A

r '

.{

,4. What do you see as the area most in need ot change the voluntedr program?

5. In what areas would you like to see the volunteers have
sidditional training and bac oAd? ,

6. In general...16dt are your reactions tolhe volunteers performan e and overall program?.

106
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,
,

7. How %timid you describe the clients' reactions to-the tduntese program?\

4.

8:What additional comments would you care to mike?

Unit

ew"--.444,

C.

et:

N.:

1 u 9

Date \

107
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SAMPLE
7, .

.To be adaptdikso jgency requirements
I

VOLUNTEER REACTIONS TO VOLUNTEER PROGRAM"

We need your help tigaln -your ideas to help us Improve our-volunteer/program.

1. Now long have you been in the volunteer program?

2. Please describe briefly your voluntber job(s).

311

S.
Where does your volunteer time go in an average month?

hours with client, or otherwise on the job
hours consulting with regular staff
hours in various volunteer meetings .

hours filling fIlut reports, paperwork (oot part of job itsclf)

4. What are the main reasons you joined up as a volunteer?

S. What are some of thr main satisfactions you're getting from your volunteer work novte

0.

-



6, Whet ere some of the main Itrtistrations?

1*7. . Wha) o you see as soMe of tho good things about the whole volunteer prograrknOw?

Nib '

8. Wheat do you soe as some of the things that could be Improved?,

9. Please describe any suggestions you may have on useful new jobs volunteers might fill In thiiprograni .

10. Any other comments you'd care to make would be Most welcome.

drab

109
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SAMPLE

. To be adapted to agency requirements

4'

VOLUNTEER EVALUATION,FORM.164

Please Sign and Return

1. Witat blalkquallflcations do you feel are necessary for volunteer in'your particulai.placement?

What kihds of things do you do best? _ lh
.7

3. In which areas do you feel you need more skill and/or knowledge?

4. What changes in your attitudes or performance have taken place as you gain experience as a volunte.

4

q

, 5. What could the agency offer that Would help you to learn to perform your job more effectively? (topics for work-
4rps, discussion groups, individual learning).

6. How many clients have you worked with during the past year?

Approximately how much time was spent with each client?

Approximately how long was an average Meeting with last client?

7. How would you qu'alify these relationships for the client? (Successful, unsuccessful, in terms bf client needs
and program goals.)

110



s

8. How s4silld yosAqualify these relationships (successful, unsuccessful) for yourself? (in terms of you'r Individual and
.program goals)

.
,

../ . .
9. What would ydu suggest in the way of changes, additions, or 114vIons In thisivaluatiOn procedure? /AA

.

? \. -
J ). .

Name

Placemene°

Date

to

to.

41'

4
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(. SAMME
To be'adapted to agency feimirements

VOLUNTEER SELF-EVALUATION FORM"'

411

Confidential

t.

4ra

As a volunteer, did yt enjoy your assignnient?

2. About hoW fOrig did your, issignmegt last?

PROGRAM

es Generally

. / Did the program demand A reasonable or unreasonatite arriount of your time?

About how much time per week did you spend?

l)id ,YOU have-good communkation with:

Stott
supervis4r

, ..Corirdinitor
Clients .

Yes . Generally . No
Yes Generally No
Yes Generally No

Generally No

you needed assistance, was it given promptly?
Yes Generally No Anything specific?

1

. A

1. .Do you think the prbitam was too rigid? Yes Generally No

too tOrSse? Yes Generally No

Please explain: 01-

Did yriu benefit from the monthly meetings?

y suggestions?,

'°



1

What was of ivsost Quo to you?

. ,

Agsrwith so,be leastianad?, fl

am When?

.

11. Do you have any "tends you would recommend at volunteers?
so, ploit: .

Slanature
.

Date 1

alb

5),

r

ti
a

1 1 5
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..To be idapted to a$sr requirementsIt

III

'1

CLIENTRikTIONS

a.

II

We would like yoy to give us your ideas qn how the volunteer program can be made tiatter fot all Aus. Thanks a lot;. we appreciate your help.
. .:

qtr.

JP.

1. Wliat are spine of the things volunteers do that you"Vjnd helpful?

2. What are some of the things volunteers do that you don't find helpful or woultrrather they dldn't do?

3: Arelhere any additional things you would like to see volunteers doint

4. Ck you feel there are any ways you coulrhelq volunteers in Cheir-work?

S. Is there anything else You'd like to say about the volunteer program?

114
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SAMPLE s.

To be adapted to agency requirements

CURT VOLLiNTEER PROGRAM

'ADMINISTRATIVE CHECKLISTe

Scorecard

Went to we how you'redoing? Below are some representative questions to help you take the temperature
of.your program. Of course, not aN questions are equally relevant ao all courts, andyou might even want .. ,
to Make up tome of your own scoreboard questions.

Place Lucnecks on each line if you're sum It's true for you
Place one check on each line if you're uncertain or It's only partly true
Leave the line blank if It's not true for your program .

1. Spent at least 3 monthsplanning our program, before It searted, carefully consulting all relevant
people .

*2. During this time, welooked into at legit three national publications on subject

3. We have written vOlunteer job descriptions, at least two paragraphs long
4. Dellberat;;;Tout aiter the kind of people who can fill our volunteer jobs
S. At least half of rair Volunteers are personally and consistently involved working directly with

probationers
6. Definite plans or efforts to involve new types of people as volunteers: minority, younger, older,

poor, etc.
7. Before accepting volunteer% we use and study a volunteer background registration form
8. fach volunteer Is Inprvlewed at least once before acceptance
9. Each volunteer is interviewed at least twice different people

107 At least half of the clients we think could nefit from volunteers have the(n

11. Require at least 5 rs' volunteer orientat on before assignment
12. ledge and/ r regular, ff are closely involved In volunteer orientation
13. We have in s! trainl meetings monthly or-more often
14.! Flints, tapes, II ..ws, nd/or role plays used for at lease25% of the total training time
15. Epch new voluntee s and keeps a written orientation manual
16.
17.
18.

assassins both volunteer and probationer
19.* In addition to intuition, we employ-specific compatibility criteria such as home location,

Interests, sex, age, etc,.
20. Volunteers sign or explicitly assent to a work'contract of specific time commitment ove

Maximum period Of at least 8 months
21. During past year, we have been forced to terminate at least'one volunteer

'122 we have a regular position of volunteer coordinator or director .
23. He or she feels he has enough time to do the job adequately
24. Volunteer coordinator is suitably paid

Systematic effort to orient staff to working with volunteers
We have t least two main alternative work roles for yolunteers
We deliberately seek maximum compatibility of volunteer and probationer by asking MA..

.10

*raft..

,
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26.

-4 27.

28.
29.
30.

31.
32.

, 31.

4

I.

Our volunteer coordinator has attended at least 3 days of training Institute conference also

has read at least .150 pages In this specific area, in the past year
Our voluriteer coordinator has his office near other stall And is regularly ins;ited to tend Laff
meetlisgs

a

Not more than 40 volunteers for eackdirect supervisor of volunteers

Each volunteerihas An I.DNeard or lapstpin or other suitable identification
Certification and/qr volunteer recognition meeting at least once a year . .

Regular or supervisory staff are also recogQIod fbktheinleadership ro)6 in yolunteer programs
Vstunteers have a desk or oiher designated ce larQ0st at court r 1

Provisioh for good, experienced volunteers to move up in resPonsIbillty and status as volun-
r

teers, e.g., head volunteer, volunteer advisory board
At least one of our exyolunteers Is now on regular paid staff .

,i. Of volunteers, who complete training, at least twcithir s are with us at the end of a year (or
their aisigned hitch)

.

35. At least a third of our now volunteers are brought In by present volunteers

36. Within 5 minutes, we can tell you (a) exactly how many voit;nteers we have, and also (b) for
any individual volunteer, current address, lob, and assigned probationer, If any

37. Volunteers 11 e requiredIo report at least once a month by phone or by report form, and we
enforctthis . r

38. At leasOtwice a year we systematically sk regular staff what they think of volunteer programs

39. Ditto, both volunteers and probation s, what they think
40. Generally, voluntetrs are actively Inv ved (e.g advisory board) In decisions regar'cling their

pwn volunteer program
41. We have a regular statistic valuative component supervised by A professional in the area . .'. .

42. We prepare a regular, carefully considered budget for the volunteer program
43. We keep good account books and formal r ords on the program
14. At least oneif of our volunteer prograni unding is from local sources
45. At least one-half funding Is incorporated i egular State or local probation parole budget
*N
46. We have a newsletter for our .volunteers, monthly or bimonthly
47. Main (or only) local newspaper has at least three favorable articles or editorials on volunteer

. program, each year

48. At least one of those is not deliberately requested by us
42. Regular staff invited to talk on program at least 10 times a year
50. Both police And welfare agency have expressed approval of our volunteer prograrp

SCORING YOURSILT JUS1 COUNT THE CHICKS

.
Total Volunteer Program Score

11m.

.*

Roughly:
0:25, you have a long way t*go, as you probably know

25-50, you still have a way to go
50-75, about average, maybe a Ilttle-above
75-100, good for you, but keep the excelsior spirit!

Notes: Naturally, newer programs don't have as much chance for high scores; it takes several years to reach
anywhere near your lull potential, so why not score yourself again in 6 months or a year to assess

progress?
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souRçESF0R SAMPLE DOCUMENTS

4-\

Sample documeAts have been used with the permission of the following sources:

1. Monsgomery County Mental-Health Acsociation, In4c 10920 'Connecticut Avenue, Kensington, Md.,2079s. I loin
.

material devered tor use In their volunteer service program..
c

2. Bashant, Susan K., Volunteer Progium Des+lopment Manual. envor: State of eolorado Judit ial Dep.0 talent,
Voluntar SerVicestoordination Prject, 1973. Appaellx B.' , - t,

3. Montgomery County Mental Hea6 Association,,Inc., 1092B Connecticut AVenue, Kensington, Md. 20790.1 rom
material developed for'use In their volunteer service drogram.

Bashant, Susan K., op. cit., pp. S and 6.4.

5,

6.

7,

4,
Anoka State Hospital, Anoka, Minn. Handbook developed for use In their volunteer servi ogrant.

....,
Montgomery County Mental Health Association, Inc., 10920 Connecticut Avenue, Kensin , Md.'20795. I ioni
material developed for ttse in their volunteer service program.

c

8. Ibid.

10; National Center tor Voluntary Action. Helping the Volunteer
I.

.Sjorted: The Role of the Volunteeftoter

9. 'Ibid.

Washington, D.C. National Center for Volun'tkV Action, September 1972. Material adapted from 'Carel 6.
11. Scheler, Ivan H., and Judith Lake Berry. Serving Youth As Volunteers. Boulder, Colo.: National Information

Center oil Volunteeris, Inc., 1972.

12. Cottage-Program literature used with permission of Bernie Boswell and Sandy Wright', 736 S. I ilth Street,
Lake City, Utah 84115,

13. Montgomery Coonty Mental Health Associatioo, Inc., 10920 Connecticut Avenue, Kensington, Md. 20795.
14. Ibid.

15. Ibid.

16. Ibid.

17. Ibld.

18.
.

19.- Court Volunteer Program, National Intorropon Center of Volunteers in Courts, P.O. Box 2150, Boulder, Co1.19.
80302.

Ii
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APPENDIX C

Sample Documents(
Related to
Section IV:
Invieniehtdtionc-Phase

.1 eit

10,

.

44P

4

t,
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SAMPLE'

To be adapted to agency requfrements

--STAFF SUPERVISION TRAINING DESIGN'

,
. . .:,

The fojlowlng is an example of ta, training desigh for Staff supervision of volunteers.
.

%

, .
Needs Auessmenl

-
Paid staff have been of vital importance to the operation of cileint services, but through the years, experience has
shown that paid staff often lack the specialized training tPdeal 'with (a) resources and referrals, (b) in-office resources
(conference call, pcbfessionat backup, manuals, files, and so on), (c) identifiable techniques in working.with volun-
toys, (d) volunteers in crisis (intervention/confrontation), (e) leadership versus directorship, (f) providing constructive
positive and negative feedback, and (g) how to mandatipersonal anger and pressure.

The above areas of need involve skill. and knowitdge training interventions. Therefore, the following is designed \to
meet the.abpve cokerns with appropriate training sessions.

Training Objectrves

By.the completion of training, participants will be 'able to:
a. List personal styles in managing volunteers as to their effectiveness or lack thereof.
b. State at least six reasons for persons volunteering for client service.
c.. Identify mOtivational needs of volunteers.
d. Determine and intervene in the mishandling of a call by another phone aide.
c. State the purpose for such an intervention (personal and program).
f. Elst responsibilities while Qn duty as paid staff.
g. Effectively utilize techniques compatible with personal style* in providing (and accepting) feedback to

volunteers.
h. State the times when personal expression of anger, tension, and/or pressure would be useful to self

an.d volunteers.
i. list rationale for recognizingpi staff feelings in sealing with Volunteers.

Trainee Population Characteristics

Male and female, predominantly white, group of 12-20, all paid partilme, previous training and various experiences,
been inlIved with program 6 months to 4 years, resistant to training, different rates of learning, learn hest by experii
ence, h tile to power, know iach other, sensitive and fairly open.

I

Materials and Methodology
a.

Newsprint (3 pads), felt pens, films, videotapes, audiotapes, projectors, monitors, tape decks, trainers, printed
manuals, consultants,.scrers, facility, transportation to outside resources, minilecture, small group discussion.
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SAMPLE
To be adapted to asency requirements

TRAINING DESIGICONTENT AGENDA

411Ai

Small group discussion:
Definition of paid staff
Definition of volunteer
Staff attitudes toward volunteer
Volunteer attitudes toward stir

Minliecture-1,01aracteristics of volunteers
Small group:

irRerventions, personal style
Confrontation and counseling
Techniques for dealing with office problems

Session II

Utilization of serykei'analysis
Site visits r
sue visit teams' reports on service

SeSSion III

Minilecture -Detachment with care message
Resources and referrals in the metropolitan area \
Staff frustrationssharing exercise

Session IV

Evaition

one,

atiOVflt5f511-NIT 1111-1N1ING 01 ICI 19/8-261- 765/ I/ 21
-4
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