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I NTRODUCTI ON 

Model Volunteer Project staff, through extensive work with volunteer man­
agement in the Cal ifornia criminal justice system, have identified a num­
ber of program characteristics which seem to be associated with successful 
and effective programs of volunteer service. This publication summarize~ 
these common characteristics or indicators. By providing such a measuring 
stick for volunteer management and by stating implicit guidelines for fur­
ther program development, the Model Volunteer Project hopes to promote the 
growing effectiveness of volunteer services in the criminal justice system. 

Managers of volunteer services may gauge the relative strengths and weak­
nesses of their programs by comparing individual program characteristics 
with the indicators explained in this publication. These indicators, col­
lectively, describe the state of the art of volunteer management in crim­
inal justice. By comparison, volunteer management may determine which 
program aspects need further development, for which areas management may 
congratulate itself and, in general, the current status of volunteer serv­
ices as measured relative to an ideal program. 

The following eight indicators are described in some detail: 

1) Ongoing Planning 
2) Goals, Objectives and Activities 
3) Administrative Support 
4) Program and Agency Staff 
5) Funding 
6) Program Activities 
7) Community Support 
8) Ongoing Evaluation 

My sincere thanks are extended to Christopher Klmble J who wrote and assem­
bled this publication; to John Taylor, for preliminary research; to Judith 
Embree, Anne Lassiter and Elizabeth Yost, Volunteer Servic~s Consultants 
whose expertise provided the raw material for this pUblication; and to 
Laura Viglione, for typing and clerical detail. 

V. Pearldean Golightly 
Volunteer Services Administrator 
Model Volunteer Project 



ONGOING PLANNING 

Pl?nning is an e5sA~tial and integral par't ~f both ~gAncy ard program 
nctivities~ and is not simply a nnc-tim~ affa:r. D!~nning is a contin­
UOllS, ongoing pl"OCesS which constant!" '"::::f1cct,'; ;.;n t } c~, '·,:.~;pon~.:;lvli' tn n8\'/ 

developments, new problems or solutions. and any relevant changes in the 
status of client, agency or community. 

E 1 emen ts of On90 i n9 P 1 ann! nft, 

1) Client, community and agency input: 
It is essential that program planning be responsive to the needs of cli­
ents, agency, community and volunteers. These various clements must have 
free, meaningful access to the planning prOCA~~ to Insure orogram support 
and th~ effectiveness of sflfvices provld~d to clinnts. 

2) Identification and definition of the problem: 
Problem Identification can be one of the most del !cate and demanding tasks 
in the p 1 c:;nn i r:9 prO(;~5~. Often symptoms an;! con')':\J~ed wi th the actua 1 cause 
of a problem; solutions to a problem formulated in SUGh a manner arc. in­
appropriate and generally ineffective. Upon reaching consensus on the na­
ture of the problem, planners should clearly state the problem In writing 
to clarify their purpose for other parties involved in the planning pro­
cess. 

3) Statement of agency's goals and objectives: 
Any program supported by an agency must ~e consistent with the gODls and 
objectives of that agency. It is thus incumbent upon planners to be aware 
of agency goals and to reflect them in program plans. Agency goals and 
objectives should be stated in print for the information of all planners. 

4) Statement of agency's goals and objectives for volunteer services: 
Planners must be responsive to any goals and objectives d~velopad by agen­
cy management for volunteer services within the agency. These goals and 
objectives delineate the expectations of volunteer services as defined 
from the perspective of agency management. 

5) Identification of the available resources of the agency: 
Resources provided by the agency such as funding~ space, staff time, etc., 
are the raw materials from \'Ihich an opetational vollmteer prognlm v/il~ 
be generated. Consequently they are the raw matet"ials with which rlanners 
will work, and should be carefully identified and defined. 

6) Identification of alternative resolutions available to the agency: 
By listing each possible solution to the problem and by carefully evalu­
ating the advantages and disadvantages of each alternative, planners may 
be relatively certain that their chosen solution is most expedient. Many 
im:~ffcctive programs have evolved fl'OO1 impulsive or careless planning. 
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7) Implementation plan: 
A realistic implementation plan incQrporates a specific time schedule for 
enaction of the program, and details both human and material resources 
which must be tapped. Although the implementation plan should be subscribed 
to rigorously, adequate provision for contingency is necessary. 

8) Operational guidelines: 
Operational guidelines delineate the procedures by which the program func­
tions and also delegate responsibi1ity for the operation of various proM 
gram aspects. The development of operational guidelines requires consid­
erable management expertise. Guidel ines must be consistent with other 
agency practices and activities. See PROGRAM ACTIVITIES. 

9) Monitoring, feedback, evaluation and modification: 
Through responsible evaluation and analysis of relevant recorded data and 
feedback elicited from clients, staff and volunteers, corrective action 
and program improvements may be instituted with a maximum of efficacy. 
The evaluation loop, like planning, is an ongoing process. See ONGOING 
EVALUATION. 

10) Recycling planning process: 
Effective planning never ceases. New developments, new problems and new 
solutions continually arise. Effective 3daptation to these new conditions 
means not only survival but, more importantly, succpss. 

'a 



GOALS, OBJECTIVES AND ACTIVITIES 

Every program of volunteer s~1rvices has goals. However, written state­
ments of goals have not been dev~loped for some programs; they are con­
sequently vaguely or incorrectly perceived, resulting in a lack of clear­
ly defined program focus. To clarify the purpose of volunteer services, 
to insure smooth program operation, and to provide a gauge for the measure­
ment of progress, planners should develop carefully written statements 
of goals, objectives and activities. 

Goals are achieved by objectives. Activities achieve objectives. The 
ful10wing examples illustrate these differences: 

a sample goal: to encourage appreciation of each individual's 
uniqueness through interaction of wards and staff with volun­
teer, from diverse social and cultural environments. 

a sample objective: to recruit, screen, train and assign fifty 
volunteers during the first twelve months of the operational 
volunteer program. These volunteers shall be representative 
of the ethnic/cultural composition of the community surround­
ing the institution. 

a sample activity: to arrange meetings with six loc~l service 
organizations of specific ethnic composition/inclination during 
the first two months of the prodram, for the purpose of recruit­
ing volunteers. 

Elements of Goals -
1) Goals are consistent with the Identified needs of client, agency and 
community: 
Goals which are not responsive to the problem or are not cunsistent with 
agency goals and objectives preordain failure. The appropriateness of 
goul statements is planners' top priority. 

2) Goals are written and prioritized: 
To avoid vagueness and consequently to clarify the purpose of volunteer 
~urvices, goals should be stated in print. By listing goals in order 
of decreasing importance or significance, goal priorities are immediate­
ly evident. 

3) Goals ar~ accessible to clients, staff, volunteers and the community: 
Goals which are not publicized and are thus unknown are useless. State­
ments of goals which are posted and distributed ill memoranda, brochures 
or other printed materials insure widespread awareness of the purpose 
nnd vnlu0 of volunteer services. 
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4) Goals are actively pursued: 
It Is self-evident that goals which are not pursued are meaningless. 

E.lyn~e!!..tR of Objectives 

1) Objectives possess all qualities of goals: 
Objectives Jre components of 90al~ and, as such, share all the character­
istics cf goals. Objectives are consistent with Identified needs, wrlt­
t0n and prioritized, accessible and actively pursued. 

2) Objectives are specific: 
Objectives describe a precise state of affairs. The specificity of ob­
jectives provides a yardstick by which progress may be measured. Exam­
ple: lito recrul t, screen, train and assign fiftl volunteers. II 

3) Objectives are measurable: 
I.ly measuring progress toward achievement of objectives, progress tovlard 
~I()n 1 <'len i evemont is determi ned. The ab ill ty to measure progress enab 1 es 
mnnagement to institute corrective modifications or other program improve­
ments. 

4) ObjectiVes are related to a specific time frame: 
A deadline is necessary not only to encourage the desired progress in 
iJchiovinfj objectives, but also to measure that progress. Example: lito 
recruit, screen, trnin and assign fifty volunteers 9uring the first 
twelve months .• ,II ._-""" 
5) Objectives arc results-oriented: 
(lbjcctivcs describe the specific results which are required to achieve 
that objective and are consequently necessary to attain a certain goal. 
Goal statements 1 ikewise describe results, but in a less specific manner. 

6) Objectives are realistic: 
Unattainable or irrelevant objectives preclude goal achievement. 

Eloments of Activities 
~ ..... ---- ---
1) Activities possess all qualities of obj0.ctives and goals: 
Activities are components of objectives and, as such, share all the char­
uct~ristics of both objectives and goals. Activities are consistent with 
id0ntifi~d needs, written and prioritized, accessible and actively pur­
sued. Thoy arc specific, measurable and realistic statements which are 
results·orlented and related to a specific time frame. 

2) Activities are discrete and specific actions: 
An integrated set of activities describes the action necessary to achieve 
an objectlvo, An activity is one specific, discrete action. Example: 
obJ(~ctive··-lIto train fifty volunteers during the first month •. ,IIi 
c.lctivity .. -"to develop a volunteer orientation manual" by a specified 
dtHe. 



ADMINISTRATIVE SUPPORT 

Volunteer services operating within an agency depend on that agency not 
only for fiscal needs but also for more intangible forms of support, in­
cluding general agency philosophy, policies, and program staffing, A 
volunteer program that finds resistance or a lack of commitment in its 
agency's pol icies is severely limited. 

Elements of Administrative Support 

1) A statement of agency philosophy supportive of volunteer services: 
Such a written statement commits the human and material resources of the 
agency to volunteer services, while asserting its general orientation 
to unpaid staff: namely, that volunteer services are a valuable, inte­
gral part of agency operations and are to receive appropriate support. 
A supportive philosophy statment, in addition to committing resources, 
provides considerable impetus to volunteer motivation and enhances rela­
tionships of volunteers with staff members. To be effective a~d meaning­
ful, a philosophy statement must be written, known and practiced. 

2) Procedural policies consistent with agency philosophy: 
Agency policies relating to volunteer services must h~ written, known 
and practi~ed. They should delegate responsibility for program support 
by providing the leadership which: 

a) supports volunteer services by providing time, attention 
and guidance. Volunteer management does not exist in a vac­
uum and requires responsible advice and direction. 

b) provides material support: budget, space and services. 
Physical needs of the program must be met; material support 
should be on a level comparable to that received by other 
components of the agency. See FUNDING. 

c) facilitates and encourages active stGff involvement and co­
operation. The participation ~nd support of other agency 
staff .is essential for the inte~n·<:!tion of volunteer services 
uithin the agency. This cooperation should be enabled by 
agency policy clnd actively encouraged by oppropriate staff. 

3) Assignment of paid personnel specifically responsible for volunteer 
services: 
Volunteer management is equivalent In complexity to other management­
level responsibilities. The success of a program managed in a slipshod 
mnnner is unlikely; administrators of volunteer services should there­
fore be managerially skilled and held accountable for program operation. 
See PROGRAM SfAFFING. 
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4} Provision for staff and volunteer motivation and incentives: 
The greatest incentive for persons involved in volunteer services is the 
opportunity to provide meaningful service in a well-run program. There 
arc other motivators, however, which should not be overlooked. Manage­
ment should create opportunities for recognition of volunteers and staff 
involved in the program (news articles, certificates of app,-eciation, 
letters of commendation, etc.). Training I ikewise is a powerful motiva­
tor for many volunteers, and enhances the quality of their services. 
The opportunity to take part in planning program activity is a further 
incentive for staff and volunteers, which encourages program support. 



-------------------------~-----------~--------

PROGRAH AND AGENCY STAFF 

Volunt~Dr ~erviC~5 ara. Ideally, ar integral part of ag~ncy activities. 
Thev shollld tr~!refore "'0 $tt'l'~t!lred q~ the uH(:I~I:'Y t'l!' one: of th'1 vari~ty 
of altern~tives available =5 rC5cur~es to n~:f staff end Glle~t!. ~s 
a resourCA on a level consistent with other treatment modalities, vol­
unteer services may be utilized either exclusively 0f i~ conjunction with 
other trei'ltment alternatives. Several factors relC:lting to program clW.l 

agency staffing indicate this consistency of volunteer services with other 
treatment alternatives and the consequent integration of volunteer serv­
Ices and agency activities. 

51em~!l!.~_9,.t Program Staffing 

1) Voltmtnr"r utilizution expectation: 
Job descriptions for agency staff should list the utilization of extra­
agency resources, including volunteers, as a condition of employment. 
The use of v01unteers in case services will thereby be an expectation 
of all st(lff. 

2) Evaluation of staff I.ltilization of volunteers: 
Regular evaluation of staff performance should include consideration of 
the creative use of outside resources and unpaid staff. See PROGRAM AC­
T I \II'TI ES and ONGO I Nt; EVAI.UAT I ON. 

3) Classification of volunteer services management: 
Paid and unpaid staff respon~ible for management of volunteer services 
are, ideally, clas~ified at levels that are comparable to those of other 
agency management positions and are consistent with necessary qualifica­
tions and experience, the required levels of responsibility and account­
abl1ity, and the relationships with other agency staff involved. The 
follo''iing rnanaflemcnt hierarchy is chnraeteristic of 1al"go programs and 
would apply selectively to smaller. simplor programs: 

a) Director of Volunteer Services - directly accountable to 
the chief administrator of the agency, the Dlre~tor is 
responsible for planning, budgeting, st~ff training, eval­
untion and supervision of other volunteer services mana­
gers. 

b) Program Manmgers - classified at a supervisory level and 
~upervrsed by the Dlrector p the Program Mnna8er plans and 
implements specialized volunteer activitirq o~ programs 
such os RSVP, student internships, etc. 

c) Volunteer Coordinator - accountable to the Director, the 
Vnluntcer Goordinntor develop!> I"(~()ourcc·. rlrHl prnvidc<, vol" 
urltl~f:r!; to tpe Prnqrom M.noflqer'i. The' Coprdit'lt1tnl' is 
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responsible for recruiting, screening, orientation, train­
ing, placement and collection of relevant data. 

d) Volunteer Services Spetialists - line staff designated 
Volunteer Services Specialists serve as resources to other 
line staff in addition to performing their regular duties. 
They advise and train their peers regarding volunteer u­
tilization, and are accountable both to their supervisors 
and to the Program Manager. 



FUNDING 

V(lll1flt(~Or~- ';;;::! \·/ork ·,dt::.olj!; ,,2ty, h!l~ U,."\ ~~!lPD'1 .. t cd :11"ir servic~s rc­
qlli !,,~s r,~nn'Y-'. i" .. bt; ,:.nl1<;i:'t2,t wi tl, <'Ig(;n(:,/ nhi h):,Vir)!-,y ,J;1d pcl ky, fll<1~ 

tcrin", prouranl rvca<1S should !:I" rilet VJ1,~1-- r:"r.5;'k:r~tL"Ii1:,r tho:: dlgnitv (111(' 
value of the st~ff and volunteers involved. Fund~d elements in~lude 
Personnol, Supplies~ Traininq and Reimbur~ement. 

_!~..1!!mrnts of Personna 1 Fund i ng 

1) PAid rnanager(s) specifically responsible for volunteer services: 
Whether the position of volunteer services manager or director is full­
or p~rt-tlm~ is dependent upon the size and complexity of Lhe program; 
In mnny cases more th~n anA manager Is necessary. Man~9nrs should re­
o!i'}': iJrpt'i)PliaU;; £;nlari~s vlhlch are consir-.tanr with the I'equir€'ci 1e\lels 
o~ '~~~onli~iiity. See PROGRAM AND AGENCV STA~F. 

7) An ev~n ratia of clerical staff to managerial staff: 
FGr o.:lcb fuli-time volunteer ffi(lnagef, Qn'~ flll1-time clerical positi()n 
should be funded. Clerical support consistent with rt'~quired manr:Jgerinl 
responsibility is essential. 

3) Commitment of supervisor"s time: 
The volunteer services manager will require advice, guidance and direc­
tion from his supervisor. A percentage of that 5upcrvisor's time to be 
devoted to volunteer service! should be specified by the agency. 

4) Supportive services of other agency staff: 
The sel"vices of other agency staff members, ~uch as training officers 
and ::!xtra clerical help, ~'I,Iill sometimes be needed by the progt'ammana­
gn~. Agency pol icy (Inri budget should provide for those needs. 

~li1en~!:..5 of Supp 1 i es. Tra i n i n9 and Re i mbursement Fund i ng 

1) Hard sup~l 1es: 
Hard supplies include office furniture and equipment such as desks, type­
\vrit:(!rs, fllin9 cabinets - the obvious needs of any office. Paper, en­
VP 10P"S a~d postana ne.ds require adequate funding as do the printing 
of volu!1te'Jr training materials ilnd the brochurH!l, flyers und posters 
ncr:,~ssftry for rec.ruitment and general flubl ic "~'l(lti()ns. 

2) Soft supplies: 
Soft supply funding provides for SlJch sl!cmlng 1ncident:<lls as c,offee funds, 
mn als for volunteers working in institutions nnd other miscellanea impor­
tant for smo~th progrRm operation nnd vQlunteer satisfAction. 
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3) Training opportunities: 
Funds should be available to finance volunteers' attendance of relevant 
workshops or conferences 1 and for occasional extra-agency trainers. 
Additionally training for volunteer management and staff training in vol­
unteer utilization may occasionally be available outside the agency. 
See PROGRAM ACTIVITIES. 

4) Volunteer reimbursement: 
Volunteers work without pay; it therefore behooves the agency at least 
to reimburse such incidental expenses as auto mileage accrued in the per­
formance of volunteer activities and specified out-of-pocket expenses 
incurred on the job. The lack of volunteer reimbursement can discourage 
persons characterized as IIlow-income" or "disadvantaged" from volunteer­
ing, even though their services may be most relevant to work in the crim­
inal justice system. In some cases (low-income, retired or student vol­
unteers), the agency may wish to provide a partial subsistence stipend. 
The option to deduct expenses from income tax in lieu of accepting reim­
bursement may be left to the volunteer. 



PROGRAM ACTIVITIES 

Estab'!sbn~ quldQ~lnes ard ~rocadurcs ·,t0njardl~e nrOrrA~ pct:vlties and 
~li::'~C :;·:~)O,:t·"'(t·i ;1.,:; knn\~ri1 ;:*"J 1'31'~ :-ihaf~.. .,,(..~-.,~ fl(~\t~~~·,Jt'\~r:;"' ... rtt c:; f~hr:5e prO~I"anl 

m.:lr.agelilent PI"(,)C·!c1tli"S5 at .. ! ~.4l:idei;t1E!:-l 11'"' :::t,?ff i""·j,-,'Ivem(mt \' .. :::h Vc·illntRe~·s 
reqllires ~crsiderable forethought ~nd managerial expRrtise. These guide­
lines and procedures must be written, kt10Wn and pt"acticed. 

Elements of Guidelines for Staff Utilization of Volunteers 

1) Training in the utilization and supervision of volunteers: 
All 3gcncy staff who involve the services of volunteers require adequate 
training in volunteer utilization and supervision, to Insure the effec N 

tive usc of \lohmt('~·r services. Such training may be provided by the 
ag~n~v Irai~lng offi~Ar~ by v!)lunteer m~nagement. or hy nn extra-agency 
tr:liner, 

1) Established procedures for volunteer request and referral: 
Staff involving volunteers should subscribe to established procedures 
for r9quesling volunteers. These procedlJros should be written and de­
tailed, and entail the approval of the staff member's supervisor and/or 
the volunteer management. 

3) Preparation of clients to work with volunteers: 
It is the responsibility of staff members involving volunteers to pre­
par8 their clients for work with volunteers. Staff should inform cli­
ents of what they may expect from volunteers, and what may be expected 
of clients. 

4) Responsibility for volunteer supervision: 
Staff responsible for the daily supervision of volunteers working with 
their clients should therefore be accountable for volunteer work done 
under tbeir supervision. 

5) On-the-Job training for volunteers: 
Agency staff should not only orient volunteers prior to the initial con­
tact of a volunteer with a client, but should also provide on-the-job 
trnining relevant to the volunteer's duties. 

6) Participation in evaluation of volunteers' services: 
Feedback from staff is a primary source of information by which to eval­
uate the cerformance of volunteers. The active participation of staff 
in thi5 process is essential for definitive evaluation. 

7) Evaluation of staff involvement with volunteers: 
Staff should be periodically evaluated on their supervision of volunteers 
by their supervisor and/or volunteer management and by clients. Staff 
shou1d contribute to this evaluati~n and be responsive to the consequent 
feedback. 

. , 
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Elements of Program Management Procedures 

1) Volunteer job descriptions: 
Written and specific descriptions of volunteer jobs available to the"pub­
lic, to agency staff and to clients should identify all expectations from 
the perspectives of client, volunteer, staff and management. A well-writ­
ten job description which is adhered to by all parties can solve many 
problems before they develop. 

2) Recruitment: 
Recruiting methods based on specific objectives are designed to select 
volunteers whose skills are most appropriate to available jobs. Media 
advertisements, printed recruiting material, speeches, etc., should re­
flect this selectivity. Recruiters should be sufficiently flexible, how­
ever, to find or create fUnctions for volunteers with unique and rele­
vant skills. 

3) Screening: 
Screening criteria based on specific objectives are designed to maintain 
the quality of volunteer services. However, the following considerations 
should not be overlooked: 

a) considerate screening - those responsible for screening 
should be considerate of individual feelings and needs. 
Through selective recruiting, referrals to other agencies 
and opportunities for self-screening, candidates who are 
not accepted may maintain dignity. 

b) unique volunteer skills - some potential volunteers may 
have highly valuable and unique skills which, although 
not appropriate for available jobs, may nonetheless be 
utilized effectively. 

c) evaluation - the effectiveness and appropriateness of 
screening criteria and objectives should be periodically 
evaluated, and indicated changes instituted. 

4) Orientation and training: 
Adequate initial orientation and ongoing training programs based on spe~ 
cific learning objectives are designed to outfit volunteers with the skills 
needed to perform their jobs. 

a) self-screening - potential volunteers should not be offi­
cially enlisted prior to orientation in order to allow 
opportunities for graceful self-screening, should candi­
dates decide on the basis of orientation that they do not 
wish to volunteer. 

b) extra-agency training - volunteer management should be 
aware of extra-agency training opportunities relevant to 
volunteers, and should make these opportunities available 
to volunteers. 
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c) library - ideally, a library of material relevant to volun­
teer needs is to be maintained. Such a library is also use­
ful to staff involving volunteers. 

d) evaluation - the appropriateness of learning objectives and 
the effectiveness of orientation and training programs should 
be evaluated periodically. 

5) Matching and placement: 
Criteria for matching or placement should be based on specific objectives. 
Matching may be based on intuition or on s~~e objective criterion such 
as personality testing, availability or area of residence. Regardless 
of the criteria employed t the effectiveness of matching or placement should 
be evaluated by means of its impact on the client, the community and/or 
the agency, whichever may be appropriate. 



COMMUNITY SUPPORT 

Vnlui'toer snrvlr:~s ;""l~'i ilt·on the p:"rt1df')at::(", and supportive resources 
";If the C.1;-(!.n·"iI~>~~/ . .i\ddjt:\::~'l~':~I~ ager,r;v f'"CPOI't and coopel":.ltinn with other 
agencies sel-vlng H,E', GO!TImllnity wiil enh;H,es ::h3 ~fff:ctivenes~, of volunteer 
services. These elements can, in the long run, determine the success or 
foilure of a program. 

Elements of Community Support:. 

1) Agency support: 
Agency staff should maintain a high level of awareness of community re­
sources and needs) and actively share this information. Such awareness 
facilitates the capacities of volunteer services and the agency as a whole 
to utnizE.' nvai1<lb'le I'"l'!sources and to satisfy community needs. Agency 
staff, by attending volunteer orientation and training sessions, will im­
prove their working relationships with urpaid staff. See ADMINISTRATIVE 
SUPPORT. 

2) Inter-agency cooperation: 
The cooperation of agencies serving the same community can stimulate in­
novative efforts, avoid the duplication services, and enhance the general 
quality of services provided by each agency. Elements of such cooperation 
include: 

a) policy of cooperation - mutually approved written policy 
which states the needs for and the support of inter-agency 
cooperation will formalize inter-agency ties. 

b) staff involvement - when appropriate, staff members may be 
freed or assigned to work with other agencies in capacities 
such as board or committee members. 

c) contractuel agreements for services - monagement should not 
hesitate to contract with other agencies for needed 'servlces 
such as recruitment or training. Formal contracts are effl~ 
ciant. managerially sound, and indicate a firm commitment 
to inter-agency cooperation. 

d) sharing of resources and information - the free interchange 
of information and the sharing of resources such as volun­
teer pools and funding sourc~s should be maintained for 
mutua I benef it. 

e) joint planning - by collaborating in both 10ng- and short­
term planning, agencies may ~void duplic~tive efforts and 
improve the quality of overall services. 
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3) Direct community support: 
Sufficient volunteer participation is most indicative of the level of com­
munity support; accurate and supportive media coverage of program needs 
and activities is also conducive to support from the community. Addition­
ally, volunteer management may initiate the formation of an advisory board 
or committee as a forum by which to communicate both agency and community 
needs. 



ONGOING EVALUATION 

Evaluuti,," is t;'h~ fcu:~rlf.tU(m O~~ prf1qrfl.1i i;itpr:)V~~hl~nt"l. Yo he t'CS!llH"lslve 
to ch<lIIgir.~; ~,it,lation~ ::\n,1 ';"; ·~{)rr\,~"'7.t: ,:'lO:/!'-.il' <l"r:i;:~,~ r;,(I'~;I:JNI1"nt nUlst eVi,l­
lIate and ret:pond tC' C()i'I~~h.1U,:,:r·t tcc,.j\.)acL C:V.i~I.',~i:';'·I. 1 n,(! oi;lnnin!~, is 
an onfjoing procefis. As volunteer s~rvices al'e an integrci part of ,1Heli~':y 
activities, any agency-wide evaluation will include consideration of the 
effectiveness and efficiency of volunteer services. 

E laments 2i.. .. 9...!'19P i n~~ Eva 1 uat 101}. 

1) Volunteer Hervices record-keeping and m0nrtoring syst~m: 
As a basis for accurate evaluation of the efficiency of program operation, 
Adequ9te sYGtems and proce~ures for record-keeping shoilld be maintained. 
SlIch sy:,tcni:" record tho fol1owinrl Information: 

a) current totals of the number of active volunteers, the num­
bel' of hours of service provided, and the costs of the PI"O'" 
g,'am to date 

b) complete files for each volunteer, consisting of applica­
tions, lists of hours served, placement information, Jobs 
performed, etc. 

c) the numbers. types and cu~rent status of volunteer requests 
and refe rra 1 s 

d) the current volunteer turnover rate, listings of reasons for 
the non-completion of any volunteer assignments, and listings 
of the numbers of volunteers successfully completing their 
assignments 

e) the current average tim9 lapse from volunteer recruitment 
through interview, orientation and training to final assign­
ment 

f) an indication of the accuracy and timeliness of reports 

2) Quarterly evaluations of progress toward goals of volunteer services 
and the agency: 
The purpose of volunteer services is defined bV its goals and objectives 
as we 11 as by the goa 1 sand obj ect i ves of the agen(;y; pt'(I!) t'ess tOWel rd these 
goals and objectives is a measure (,If the effectiveness of vcl1unteer serv'" 
ices. The means by which effectiveness 15 evaluated may be either subjec­
tive or objective, but should, generally, evaluate the impact of volunteer 
services on clients, the community. volunteers, paid staff and the ~gency 
i tse 1 f. 
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a) subjective means to measure progress - by ascertaining the 
reactions of clients, volunteers, staff and the community 
in general to volunteer services, management may make in­
ferences regarding the effectiveness of volunteer services. 

b) objective indicators of effectiveness - evaluators should 
measure behavioral changes in clients, clients' successes 
or failures in finding and keeping employment, and requests 
for services by clients or their referrals of other clients 
to volunteer services. Some Inferences based on recidivism 
statistics may be significant. 

3) Reaction to evaluAtion: 
Evaluation without action is pointless. The raw data obtained through 
evaluation should be analyzed by those responsible, and corrective ac­
tion or other modifications should be planned, implemented and evaluated. 
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