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Volunteers in Resource Management: 
A Forest Service Perspective 

Jerry D. Greer 

One area in which volunteers are 
contributing significantly to our so­
ciety is in the protection and man­
agement of natural resources. The 
use of volunteer services in the U.S. 
Department of Agriculture, Forest 
Service, has increased dramatically 
over the past several years. Volun­
teers are turning out in large num­
bers to protect forests, to repair fa­
cilities, and to help other people. 

The Forest Service is the agency 
in the USDA charged with the man­
agement of National Forests. The 
organization is directed by the Chief 
in Washington, D.C. The Service is 
divided into nine regions each headed 
by a Regional Forester. Each region 
contains a number of individual Na­
tional Forests managed by Forest Su­
pervisors. Each National Forest is 
divided into a number of Ranger Dis­
tricts which are managed by District 
Rangers and staffs of technicians, 
volunteers and professionals. Most 
volunteers are found at the Ranger 
District level but every other level 
has accepted the services of volun­
teers. 

forest and range fires. They would 
work without pay and without any 
promise of financial aid if an acci­
dent occurred. But no records were 
kept about these volunteers. 

We know that people over the 
years have repaired trails and fences 
or have helped visitors to the forests. 
We really never acknowledged these 
acts as voluntary services, perhaps 
because we did not think in those 
terms. Boy. Scouts and Girl Scouts 
have for years and years done volun­
teer work for us. But it was often 
seen as something the groups were 
doing for their own benefit, not 
necessarily for the benefit of the 
public. 

This attitude slowly changed. In 
1969, Congress passed "The Volun­
teers in the Parks" Act. It permitted 
the National Park Service to accept 
the services of volunteers. Their 
volunteers were deemed to be federal 
employees in relation to tort claims 
and compensation for work injuries. 
In 1972, Congress passed the "Volun­
teers in the National Forests" Act. 
This act was nearly identical to the 
Park Service legislation but per-

BACK GROUND mitted the Forest Service to utilize 
The Forest Service has always had volunteer services in many more 

volunteers. When the Service was areas. Park Service volunteers were 
formed in 1905, people would or- restricted to working only in inter­
ganize to assist in the suppression of pretative and visitor services. The 
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Forest Service Act is more liberal 
and permits volunteers in practically 
any area of maintenance, public ser­
vice, management or planning. 

The U.S. Department of Interior, 
Bureau of Land Management also be­
came a participant in the volunteer 
program in 1972. The Bureau begain 
to organize volunteer efforts for the 
protection and management of its 
lands. 

FROM LEGISLATION TO ACTION 
Despite the passage of legislation 

in 1972, the Forest Service as an 
organization did not jump suddenly to 
the forefront as a leader in the na­
tural resource volunteer movement. 
In some cases, it took from three to 
five years for the knowledge that the 
Act existed to filter down to the 
lowest levels -- the levels where the 
program would be implemented. It 
was a full ten years later (1982) that 
the Forest Service appeared as a 
fully equipped, ready-to-go organi­
zation which recognized dependency 
upon volunteers. During March, 1982 
the first National Workshop on Volun­
teers in the National Forest was held 
at Colorado State University. This 
meeting was attended by many man­
agers who by now were heavily in­
volved in the field of volunteer ad­
ministration. 

Much of the delay in implemen­
tation can be simply attributed to the 
fact that most people are reluctant 
to try new things. The Forest Ser­
vice is a conservative agency com­
posed of conservative, generally non­
people oriented employees, so the 
slow start in involving volunteers was 
probably to be expected. 

Even today, we find the best pro­
grams on those units where some high 
level manager or staff assistant be­
lieves in the program. Although all 
managers have been asked to develop 
volunteer resources, many have not 
done so. Despite performance ap­
praisals and merit pay, there is no 
way to hold a manager personally 
responsible for either having or not 
having a program. In general, too, 

most managers have seen neither re­
ward nor recognition for developing 
good programs. As a result, managers 
who are hard pressed may opt for 
other ways to get the job done. 

THE WORK OF VOLUNTEERS IN 
THE FOREST SERVICE 

Although willing volunteers can 
help accomplish almost any job in the 
Forest Service, volunteers are not 
permitted to collect or handle funds 
which belong to the government. 
Also, they are not permitted to par­
ticipate in law enforcement actions. 
These are administrative determina­
tions based upon an interpretation of 
legal restrictions. 

Table l is a list of projects which 
are generally known to exist. It is 
admittedly incomplete. There are 
undoubtedly many other projects 
which have received little exposure 
across the administrative levels of 
the Forest Service. Some of these 
projects have had very significant 
impact upon the service given to the 
public by the Forest Service. The 
monetary value can be well calcu­
lated. The improvement in coopera­
tion between the public and the For­
est Service defies easy analysis and 
evaluation, but in some locations val­
uable lines of communications have 
opened and people are working with 
the agency instead of against it to 
solve problems. 

EXAMPLES OF FORESTRY VOLUN­
TEERING 
Trail Maintenance 

One of the most visible activities 
of volunteers is the trail construction 
and maintenance program. Across 
the nation, clubs and organizations 
have "adopted" trails or trail seg­
ments. Through formal agreements 
with the local forest officials (that 
is, the District Rangers) the groups 
agree to clean and repair trails to 
standards. set by the Forest Service. 
Vegetation is trimmed back, the path 
is leveled, erosion-preventing struc­
tures called "water-bars" are re-
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paired or installed. Trail signs are 
installed or repaired. Fence crossing 
or gates are maintained. Casual 
users of the National Forest trail 
system are generally unaware that 
the work is performed by volunteers 
unless a special effort is made by the 
District Rangers to give recognition. 

The Sandia Ranger District on the 
Cibola National Forest, Albuquerque, 
New Mexico was one of the first to 
have a very large volunteer trail 
maintenance program in the Forest 
Service. It is a small but heavily 
used District with a designated wil­
derness area abutting the city limits. 
Under the guidance of the Recreation 
Staff Officer, John Hayden, all 70 
miles of trail on their system were 
"adopted" by groups in the 1981 to 
1982 period. The District's "Adopt­
A-Trail" Program has received na­
tional recognition. Their solution to 
showing appreciation to the groups is 
to install a sign on the trail clearly 
marking "this trail is maintained by 
the-,----~ Club," so that the users 
will know who, at least in thought, to 
thank for having nice hiking trails. 
The value of volunteer services on 
this single District exceeded $70,000 
in 1983 for the trails program. 

Volunteers work not only on hik­
ing trails but also on special trails for 
the handicapped and on special trail 
routes for cross-country skiers. 
Routes are cleared, bridges are re­
paired, and signs are maintained. 

Another outstanding trails main­
tenance program was started by 
Steve Sams, Recreation Staff Offi­
cer on the Payson Ranger District of 
the Tonto National Forest in Arizona. 
In contrast to the program at Albu­
querque where volunteers were often 
within fifteen minutes of their trail 
project, volunteers at Payson would 
of ten drive up to three hours from 
Phoenix to reach their projects. 

Age and gender present no bar­
riers to the trail maintenance groups. 
Children from church and youth 
groups maintain trails just like the 
adult groups. Retired citizens at 
Sedona, Arizona spend strenuous hours 
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repairing trails on the rugged walls of 
Oak Creek Canyon. College students 
devote summers to trail maintenance 
on the Wallowa-Whitman National 
Forests in the scenic Eagle Cap Wil­
derness Area. 

Publications 
The trails program has had some 

unique spinoffs. For example, volun­
teers in the Albuquerque area did 
most of the design work on a map for 
cross-country skiers. The map was 
subsequently published by the Forest 
Service and it received instantaneous 
acceptance. Volunteers also con­
tributed editorial time, photography, 
and hours in field checks when the 
District published a new map for visi­
tors and recreationists. 

New Mexico also provided the 
pool of volunteer talent that wrote 
and published a small, excellent book 
about trail maintenance. The Forest 
Service through Floyd Thompson pro­
vided the technical guidance and the 
volunteers gave everything else. In­
cidentally, the parent group, Volun­
teers for the Outdoors, grew out of a 
formal cooperative effort between 
the Forest Service and the Appala­
chian Mountain Club. 

Service to People 
Some of the earliest people in the 

formal Forest Service Volunteer Pro­
gram were recruited to be "Camp­
ground Hosts." The years of 1974 and 
1975 saw an increasing participation 
in this program. Campground Hosts 
may be provided with a space to park 
their mobile home or camp trailer. 
They normally work during the sum­
mer recreation season to offer help 
to other recreationists who visit the 
area. The Hosts pick up Ii tter, make 
sure signs are posted and maintained, 
hand out literature and brochures, 
and answer questions about the area 
and the Forest Service. Problems in 
the campground may be quickly re­
ported to the District Ranger via 
telephone or radio. 

Hosts are often called upon to 
identify poison ivy, show new 



TABLE 1 

A LIST OF SOME VOLUNTEER PROJECTS IN THE FOREST SERVICE 

Trail Construction 

Trail Maintenance 

Sign Construction and Installation 

Install Off Road Vehicle Barriers 

Maintain Buildings 

Host Campgrounds 

Host Picnic Areas 

Wilderness Rangers, Wilderness Information Specialists 

Litter Cleanup 

Nature Talks and Guided Nature Hikes 

Fire Control Support Activities (provide special communications) 

Search and Rescue 

Cross-country Ski Patrols 

Cross-country Ski Trail Building and Maintenance 

Build and Patrol Snowmobile Routes 

Repair Fences 

Observe Areas for Illegal Activity 

Librarians 

Photographers 

Archaeological Site Assessment and Mapping 

Program Planning and Budgeting 

Map Design and Production 

Trail Maintenance Handbook Publications 

Writing Recreation Opportunity Guides 
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Stream Cleaning and Bank Stabilization 

Maintain Trails for the Blind 

Survey and Document Damage to Trails 

Mapping Facilities on Heavy Use Areas 

Mapping and Management of an ORV Area 

Reception and Office Based Visitor Services 

Operating Fire Lookouts 

Environmental Education 

Educating Groups in Wilderness Ethics 

Organizing and Implementing Special Litter Cleanup Sessions for Very Large 
Areas 

Roadside Cleanup 

Gathering Data about Wildlife Species 

Presenting Programs to Clubs and Organizations 

Planting Trees in Forests 

Planting and Maintaining Landscape Shrubs 

Repair and Restore Features Damaged by Vandals 

Gully Stabilization and Soil Erosion Prevention 

Wildlife Habitat Improvement (food plots, provide shelter, etc.) 

Mapping Locations of Abandoned Mines 

Assistance in the Preparation of Special Use Permits 

Designing Trails and Structures (engineering) 

Design and Prepare Visual Aids for Interpretative Areas (posters, signs, 
displays) 

Building Herbarium Collections of Plants 

Building Geology Exhibits 
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campers how to build a safe camp­
fire, or help people erect a tent. The 
Hosts may also be chased by dogs, 
verbally abused by visitors, or stung 
by hornets! Despite the hardship, 
they come back year after year to 
help care for a campground that be­
comes special to them. Retired 
husband and wife teams are common 
in this area of volunteer services. 

There is another program that 
provides a similar service for visitors 
to the backcountry of National For­
est areas. · Jim Bradley, now on the 
Toiyabe National Forest in Reno, 
Nevada, created the Wilderness In­
formation Specialist (WIS) Program in 
1974 while he was assigned to the 
Nezperce National Forest. The first 
volunteer in this activity worked in 
the Selway-Bitterroot Wilderness 
Area. Bradley started a greatly ex­
panded program in the Eagle Cap 
Wilderness Area in 1978. Volunteers 
in the "WIS" Program hike the trails 
of undeveloped areas helping visitors 
with their needs. They repair trails, 
pick up litter and trash, fix fences, 
repair damage to campsites and fix 
signs. They extinguish abandoned 
campfires and destroy campfire re­
mains to improve the scenic beauty of 
an area. 

The WIS Program was trans­
planted from Oregon to New Mexico 
where Karen Voight, working for 
John Hayden, developed the program 
which over a couple of years would 
grow into a very successful effort. 
The Chief Wilderness Ranger on the 
Sandia Ranger District at Albu­
querque is retired Army Captain Alan 
Korpinen. He has the full time vol­
unteer job of supervising the efforts 
of nearly twenty other volunteers. In 
heavy use areas such as the Sandia 
Mountain Wilderness, the volunteers 
do more with people and less with 
maintenance. They answer questions 
and give directions to the hundreds of 
"day hikers" who use the mountain 
much as a city park. This group of 
volunteers finds lost people, reports 
forest fires, and gives talks to local 
clubs and organizations about wilder-

ness ethics. A similar group of vol­
unteers in the Phoenix, Arizona area 
provides an identical service in the 
Superstition Wilderness Area. 

Management 
It is important to note that vol­

unteers for the Forest Service pro­
vide not only labor; they also help 
with management. Some have been 
(and continue to be) deeply involved 
in program management and develop­
ment. John Southwick is known by 
reputation throughout the Forest Ser­
vice as a leading volunteer in the 
management area. He was recog­
nized by the Chief of the Forest 
Service for his significant contribu­
tions in developing and ad­
ministrating the Sandia Ranger Dis­
trict volunteer project. John South­
wick also gave the time needed to 
speak with volunteers and forest 
managers as far away as Idaho and 
Colorado, to teach them about pro­
gram systems and techniques. 

The Forest Service has also re­
ceived the very long-term services of 
several people. Joan Wilkes is one of 
the Albuquerque volunteers who helps 
the Sandia Ranger District. She vol­
unteers about 24 hours per week to 
provide her services as a profesional 
archaeologist. 

All the Others 
It is always difficult to list only a 

few people who are doing notable 
work. Many others get left out. 
There are literally hundreds of people 
in the Forest Service whose volunteer 
work deserve mention. Perhaps this 
brief acknowledgement will signify 
that, in spirit, they are not over­
looked. The largest projects are the 
more spectacular and receive the 
most notice. The innumerable small 
projects have the most impact be­
cause they are the most common. 

LEARNING TO MANAGE A VOLUN­
TEER PROGRAM 

Learning how to manage a volun­
teer program in the Forest Service 
was somewhat like simultaneous dis-
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coveries in scientific research. 
Several people independently arrived 
at the same finding and made the 
same conclusions. Forest Service 
managers were generally unaware 
that a body of know ledge about vol­
unteer management existed or knew 
nothing about organizations such as 
A VA. As a result, many programs of 
the Forest Service more or less grew 
up on their own, isolated from other 
volunteer programs. All of the in­
dividual managers first involved 
found problems and faced them. It is 
notable that not only were the prob­
lems similar, the solutions were simi­
lar. Most of the management tech­
niques used by the Forest Service are 
the same ones used by volunteer 
managers in the more traditional vol­
unteer fields. 

Forest Rangers recruit and super­
vise, plan and administer, reward and 
recognize, and if necessary, ter­
minate volunteers in much the same 
way as other volunteerism pro­
fessionals do. Many Forest Service 
people now belong to volunteer ad­
ministration groups and organiza­
tions. They serve on the boards and 
committees of local and statewide or­
ganizations. They use their influence 
to improve their programs. 

INTEGRATING VOLUNTEERS INTO 
THE FOREST SERVICE TEAM 

The experience gained during the 
formative years of the Volunteer 
Program on the Sandia Ranger Dis­
trict led to one major conclusion: 
volunteers could not be treated as a 
separate group. Every single volun­
teer had to be made to feel an in­
tegral part of the organization. 

While there are some managers 
today who oppose this concept, most 
understand the need to treat em­
ployees and volunteers alike. This 
philosophy did not develop without 
pain. Some employees, for example, 
saw the encroaching tide of free help 
as a threat to their own jobs and 
security. They actively opposed the 
expansion of the volunteer program 
until they became convinced that 
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their jobs were not in jeopardy. 
These employees were reacting to 
the supposed threat in a normal man­
ner. The problem was solved by 
simply communicating with the em­
ployees on a unit. When the paid 
staff on a unit understood that there 
were no hidden objectives, they 
either stood in support of the pro­
gram or, at least, did not oppose it. 
It is essential for managers to re­
assure paid staff that there is no plan 
to replace them with volunteers. 

There continues to be some op­
position to permitting volunteers to 
serve as spokespersons for the Forest 
Service Agency, though the National 
Park Service has encouraged volun­
teer representation through their 
Volunteers in the Parks Program. 
These volunteers are referred to as 
"VIP's." Opponents do have fair 
ground upon which to base their op­
position. Only certain people in an 
organization can speak about certain 
things, especially the sometimes 
complicated programs of the Forest 
Service. For example, accountable 
line officers can make commitments. 
They can discuss and, within au­
thority, change a policy. Volunteers 
and many employees cannot do these 
things. 

The "spokesperson" problem in the 
Forest Service has essentially been 
solved. Managers who are extremely 
uncomfortable with volunteer speak­
ers or representatives simply do not 
have volunteers in these areas. Man­
agers who are comfortable in these 
situations have resolved their di­
lemma by: 1) carefully recruiting 
well-spoken volunteers who will be 
asked to represent the Forest Ser­
vice; and 2) by communicating with 
the volunteer. This communication 
step insures that the volunteer knows 
what to talk about and what not to 
try and explain. The result is a 
scattering of exceptional vob.mteers 
throughout the Forest Service who 
give dinner talks to service clubs and 
other organizations. They may also 
represent the Forest Service at 
meetings of groups such as the Sierra 



Club, Wilderness Society, or garden 
clubs, at which they present informa­
tive talks. 

A PERSONAL OPINION 
It is impossible for a rational per­

son to look upon the work done by 
volunteers in the Forest Service and 
not agree that the benefits far out­
weigh the costs of the program. The 
costs are minimal and the benefits 
are great. The benefits are of two 
kinds. 

The easiest benefits to quantify 
are those which can be reduced to 
dollar or money values. The work 
performed by volunteers in the For­
est Service can conservatively be es­
timated in the higher hundreds of 
thousands of dollar range. While this 
is especially appealing during times of 
tight budgets, the true value of the 
Forest Service Volunteer Program 
may very well lie outside the realm of 
accountants. 

Sociologists can better explain the 
second group of benefits. In many 
areas where volunteers are exten­
sively used, we have noticed an im­
proved tie to the community. Where 
openly hostile arguments over re-

. source management policies once 
echoed, there now exists a strong line 
of communication. While the adver­
saries may indeed have their same 
ideas and hold to their former posi­
tions, they now are able to communi­
cate. 

It is to the credit of everyone 
that this occurs. It was observed to 
have happened in Albuquerque after 
the Sandia District got their very 
successful program going. People 
still disagreed but somehow the ac­
ceptance of volunteers by the Forest 
Service made the Agency seem more 
a member of the community and less 
an enemy of the citizens. This kind 
of benefit is non-quantifiable. 

Benefits do not accrue solely to 
the Service. Each volunteer gains 
something from the relationship. 
This is no different from the situa­
tion in more traditional volunteer 

programs. However, Forest Service 
volunteers probably satisfy more per­
sonal needs associated with a desire 
to protect natural resources or to 
correct environmental problems. 
Many have less need to give direct 
help to people as is done in the social 
services. 

A COMING TOGETHER 
Slowly, managers in traditional 

volunteer areas are being joined by 
managers of volunteers in the less 
traditional resource management 
areas. Volunteers in both of these 
areas are also joining together for 
their common support. 

A good example can be seen in 
the Greater Albuquerque Volunteer 
Association. This dynamic group of 
volunteers and managers is composed 
of members of each realm. Together 
they work on statewide recognition 
ceremonies, training sessions, and 
conventions. It is notable that in 
1981, Mr. John Southwick was one of 
the recipients of the Governor's 
Award to outstanding volunteers in 
the state. He was recognized for his 
part in the Sandia District Volunteer 
Program. He may be the first volun­
teer to be recognized by a state 
governor for outstanding contribu­
tions in the field of resource manage­
ment and conservation. 

Managers of volunteer programs 
in the Forest Service may be willing 
and able to participate in the general 
volunteer program movement. Find 
out if National Forest units near you 
have a volunteer program. Deter­
mine who the leaders and managers 
are. Invite them to join your associa­
tions, to help organize events, to 
assist with training sessions. Many 
will be willing to serve as officers in 
your organizations. Others may be 
available to serve on Boards of Di­
rectors or as members of statewide 
or regional groups working to recog­
nize the work that volunteers are 
doing. 

Everything that we can do today 
to bring these two very different 
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SPECIAL FEATURE SERIES 

Alternative sentencing is a rapidly-developing area of volunteerism. The 
Journal has been seeking articles addressing the many issues related to this 
special type of volunteer service. We are therefore pleased to begin a series 
of articles that will run in three succeeding issues. 

First, we offer the following overview of the many aspects of alternative 
sentencing, based on a study in Dane County, Wisconsin. 

In the Fall 1985 issue, we will publish an article by Kay Taylor describing 
the experiences of the Durham County Library in Durham, North Carolina, 
with community service work performed by offenders. 

In the Winter 1985-86 issue, Katherine Noyes will share the results of an 
extensive study on this subject she has been conducting for the Virginia 
Division of Volunteerism. Her article will include excerpts of program 
materials and guidelines for a wide variety of agencies utilizing volunteers 
referred by the justice system. 

Readers with experiences to share about alternative sentencing are 
encouraged to send their comments to us for possible inclusion in this series. 
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Community Service Links Corrections 
to Volunteering 

JoAnn M. Hanson and James R. Stone m, PhD 

A 2l year old college student is 
required to provide fifty hours of 
community service in lieu of pro­
secution as the result of a retail 
theft/shoplifting charge. She 
works in an American Red Cross 
donor room to fulfill her obliga­
tion. 

A young man convicted of driving 
while intoxicated (DWI) is di­
rected by the courts to spend 
sixty hours of community service 
working with residents in a state 
institution for the develop­
mentally disabled. 

A fifty-five year old man con­
victed of forgery and placed on 
probation is ordered to serve one 
hundred hours of community ser­
vice renovating and repairing low­
income housing for the elderly 
through a local community-based 
progmm. 

to perform a specified number of 
hours in a given period of time, and 
provides the necessary monitoring 
and evaluation to make the volunteer 
effort a success (Jones, 1981). The 
following study was conducted to as­
sess the impact of the referral and 
supervision of offenders performing 
community service. 

BACKGROUND 
Restitution is often ordered by 

agents of the criminal justice system, 
whereby the off ender is asked to take 
responsibility for his or her actions 
and, in doing so, to make amends to 
those injured by the offense. For the 
purposes of this study, restitution re­
fers to community service in which 
the off ender provides volunteer ser­
vices to the community and for the 
"general community good" (Gandy, 
in Galaway & Hudson, 1977:199). 
Community service is a form of sym­
bolic or service restitution, as op-

These people are part of the in- posed to monetary restitution where 
creasing trend towards the use of the victim is reimbursed directly for 
community service volunteering as an damages or losses inflicted by the 
alternative to traditional court/jail offender. 
procedures for minor, or non-violent Offenders can be assigned com­
crimes. A typical community service munity service in at least three 
program places accused or convicted stages of criminal justice processing: 
offenders in unpaid positions with (1) pre-trial diversion or deferred pro­
non-profit or tax-supported agencies secution; (2) court-ordered in lieu of 
JoA.nn M. Hanson is a Ph.D. dissertator in the Department of Continuing and 
Vocational Education, University of Wisconsin-Madison. She presently works 
as Community Service-Volunteer Coordinator in the Dane County District 
A ttomey's Office in the Def erred Prosecution/First Off ender Unit. Prior to 
that Ms. Hanson served as Project Director for the University of Wisconsin­
Extension Criminal Justice Volunteer Development Center. She is conducting 
her Ph.D. thesis in the area of community service volunteerism. James R. 
Stone, Ph.D. is an assistant professor of Continuing and Vocational Education 
at the University of Wisconsin-Madison. He has conducted evaluations of 
volunteer programs and has presented workshops on the marketing of 
volunteer programs. 

THE IOURNAL OF VOLUNTEER ADMINISTRATION 11 
Summer 1985 



paying a fine or jail time; and (3) 
court-ordered as a condition of pro­
bation. In Dane County, Wisconsin, 
for example, community service is 
often included in a deferred prose­
cution contract when a first-time of­
fender is under a period of super­
vision. If the defendant successfully 
completes community service, he or 
she avoids the court system and a 
subsequent conviction record. De­
ferred prosecution has been ref erring 
defendants in Dane County into com­
munity service positions since 
August, 1980. 

A second major source of com­
munity service referrals is through 
the Dane County Traffic/Criminal 
Courts. Within the last eight years, a 
number of states including Wisconsin 
have developed legislation, author­
izing judges to invoke volunteer­
community service hours in lieu of 
fines or jail terms. Community ser­
vice as a sentencing alternative has 
most often been applied to those of­
f enders found guilty of traffic viola­
tions. The recent crack down on 
drunk driving has led to a large num­
ber of community service referrals 
and placement of volunteers in local 
public and private community pro­
grams. 

Finally, the courts have the op­
tion of imposing a community service 
order as a condition of probation. 
The disposition handed down places 
the defendant on probation, and or­
ders the offender to perform a set 
number of community service hours 
while under supervision by a pro­
bation and parole officer. 

Different agencies or individuals in 
a given community may be responsi­
ble for the administration of com­
munity service programs. Admini­
strators may be community service 
coordinators working in alternative 
programs such as def erred prosecu­
tion. Other administrators include 
defense attorneys, probation and 
parole agents, social workers from 
the county jail or in half way houses, 
and local voluntary action centers. 

Some of the programs ad­
ministering community service are 
more organized than others. The 
Def erred Prosecution Program in 
Dane County has been actively re­
ferring community service volunteers 
to local agencies since 1980. Pro­
gram staff have implemented a sys­
tematic intake, screening, referral 
and monitoring process where de­
fendants are supervised by deferred 
prosecution staff. 

FOCUS OF THE STUDY 
Community service can be a posi­

tive alternative for individuals who 
have been accused or convicted of a 
criminal offense. This alternative 
has many potential benefits to the 
defendant, the community, and the 
justice system. 

The process of matching a person 
to a program, or connecting 
people with people, through com­
munity service provides the of­
f ender with many and varied 
leaming opportunities throughout 
the greater community. The 
community service experience 
can potentially enhance the per­
son's sense of self-esteem, give 
the individual an opportunity to 
amend "a wrong" in a visible man­
ner, and give the person the sense 
of being a productive member of 
society providing a needed ser­
vice. (Hanson & Henderson, 1983-
4:16) 

In addition, work experience in the 
form of volunteer service is also 
cited as a means to overcome lack of 
experience in the job market. Oc­
casionally, a community service 
placement leads to permanent em­
ployment. 

Community service benefits the 
victim as well as the community at 
large. Victims of crime are repaid 
indirectly through symbolic resti­
tution in the form of volunteer ser­
vice with little cost to the taxpayer. 
Volunteer agencies are better able to 
serve their clientele with assistance 
of community service volunteers. 
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Both off enders and the agencies in 
which they are placed can benefit 
from the positive psychological ef­
fects of working together in a con­
structive effort to provide service to 
the community. 

Often through community service, 
a defendant is able to learn more 
about him or herself as a person and 
comes to know his or her own po­
tential as a human being. Such dis­
covery of new potential or capability 
may very well emerge through a 
change or readjustment in personality 
which often accompanies a positive 
experience with community service 
work. Learning experiences such as 
community service can provide help 
adult off enders feel more competent, 
autonomous, and unafraid as they 
face the remainder of their lives. 

This study was conducted to as­
sess the impact of community service 
in Dane County, Wisconsin. Speci­
fically, the study focussed on identi­
fying the nature of the problems and 
concerns community programs and 
public agencies were experiencing 
with the present system of com­
munity service referral and place­
ment, and their recommendations to 
improve the situation. The study also 
focussed on determining if com­
munity service volunteers make a 
contribution in their program goals 
and if the volunteer program staff 
perceive community service as a 
positive alternative over the tradi­
tional system of sentencing in the 
criminal justice system. 

The following questions were ad-
dressed through the study: 

(1) What are the attitudes of vol­
unteer agency staff towards the 
various referral mechanisms used 
by each of the seven community 
service referral sources in Dane 
County? 

(2) What are the attitudes of vol­
unteer agency staff towards 
monitoring and supervision pro­
cedures used by each of the seven 
community service referral 
sources in Dane County? 
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(3) Do volunteer agency staff in 
Dane County think adult of­
f enders performing community 
service contribute to meeting 
their program goals? 

(4) Do volunteer agency staff in 
Dane County think the community 
service alternative has a positive 
effect on the adult offender as a 
result of his or her community 
service experience? 

METHODOLOGY 
The population for the study con­

sisted of seventy-one agencies in 
Dane County that had experience 
working with community service vol­
unteers. In November, 1983, the Vol­
unteer Service Bureau (VSB) mailed a 
short questionnaire to volunteer 
agencies from their volunteer re­
ferral bank. One of the items on the 
questionnaire asked if the program 
accepted court-ordered community 
service volunteers. From those who 
responded that they had accepted 
community service volunteers, a list 
was compiled and combined with 
those programs used for placements 
through the Dane County Deferred 
Prosecution Program/First Off ender 
Unit. 

The survey was mailed to 71 vol­
unteer programs in Dane County. 
Seventeen of the volunteer programs 
indicated no experience working with 
community service volunteers. Of 
the remaining fifty-four agencies, 44 
returned a completed survey yielding 
a response rate of 81%. The re­
maining ten respondents indicated 
they were too busy or simply did not 
want to fill out the survey form. 

The high return rate was encour­
aging. However, there are volunteer 
programs working with community 
service referrals that did not take 
part in this study. As indicated 
earlier, the sample list of agencies 
developed originated with returns 
from the November, 1983 VSB survey. 
VSB staff expressed concern over 
the low response rate they had re­
ceived, indicating some programs in-



volving community service volunteers 
in Dane County did not respond to 
the survey and, therefore, were not 
included in our sample and are a 
possible source of bias. 

A second methodological problem 
with the survey sample deals with the 
high number of programs (17) in­
dicating they had no experience with 
community service. It raises the 
question of the accuracy of the VSB 
furnished list. However, because of 
the size of the sample, the authors 
believe the sample is a representa­
tive sample of volunteer agencies. 

RESULTS 
Question 1 

The returned survey data were 
tabulated and showed a mixed review 
of community service programming 
by the Dane County volunteer com­
munity. It apears that private and 
public supported agencies have had 
experience with community service 
for quite some time. Most of the 
programs (34%) responding to the 
survey had worked with community 
service volunteers for one year or 
less. Thirty-two percent reported 
having worked with such volunteers 
three years or more. Twenty-seven 
percent of the respondents have 
worked with community service vol­
unteers for one to three years. In 
addition, several programs (9%) re­
ported they had dealt with com­
munity service volunteers sometime 
in the past but were not presently 
working with such referrals. 

Given the long history of com­
munity service involvement with 
some of the volunteer programs, the 
authors sought to determine which 
court-related program enjoyed the 
most use by the volunteer com­
munity. Sixty-five percent of the 
respondents indicated working ex­
perience with the Deferred Prose­
cution Program/First Off ender Unit's 
community service project. Of these 
volunteer progams, the majority had 
worked with first off enders and also 
with court-ordered community ser-

vice in lieu of fine or jail (65%). A 
smaller proportion (25%), had worked 
with court ordered community ser­
vice only. And six percent had 
worked with community service as a 
condition of probation only. 

Over half (55%) of the referrals 
for volunteer placement originated 
with a criminal justice agent. The 
rest of the referrals originated with 
the Volunteer Service Bureau, an at­
torney, walk-ins, or a combination of 
the above. There was evidence of 
concern over the amount of informa­
tion received and who was responsi­
ble for the offenders' accountability. 
Respondents indicated that better 
compliance was achieved with formal 
referral and pre-placement coun­
seling. 

Question 2 
A related monitoring issue is the 

handling of offender problems during 
their volunteer service. The results 
suggest that two-thirds of the volun­
teer agency staff will either call the 
referring agency or handle the prob­
lems themselves. Often a telephone 
call or the generation of a warning 
letter by the community service ad­
ministrator will stimulate the of­
f ender to continue his or her com­
munity service involvement. 

If the problems continue, the of­
fender is told that the program no 
longer needs his or her services and is 
terminated as a volunteer. Program 
staff seem to make every attempt to 
restructure the situation within their 
program limitations. They talked 
about alternatives. If the situation 
was not resolved and no contact per­
son was available from the criminal 
justice system, the program staff 
person said the off ender was simply 
released from the community service 
position and the action reported to no 
one. 

The last monitoring issue ad­
dressed in the study was the presence 
of and type of report-back procedure 
used when the offender completes his 
or her hours. The majority of volun-
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teer agency staff indicated that they 
filled out an evaluation form or 
wrote a verification letter which in­
cluded the number of hours com­
pleted and comments regarding the 
defendant's ability, dependability and 
responsibility towards the volunteer 
position. In cases where no report­
back procedures were used, volunteer 
agency staff commented: 

The court assumes compliance un­
less I tell them otherwise. 

We can only assume that the vol­
unteer him/herself is reporting 
back to the court but could say 
nothing. No one ever verified 
with us. 

Probation doesn't send any form 
for me to fill out. It would be 
nice to have one uniform form. 

The survey concluded by asking 
several questions regarding the vol­
unteer agency staff's thoughts and 
opinions regarding the present state 
of community service as it is cur­
rently administered in Dane County 
and what effect community service 
with offenders had on meeting vol­
unteer program goals and individual 
goals of the community service vol­
unteers. The data show that 61 per­
cent of volunteer agency staff have a 
positive or qualified positive response 
to community service. 

A number of the respondents 
commented on the program: 

Very good. We have had several 
excellent volunteers placed with 
our program and many have con­
tinued on after completion of 
their hours. 

I'm happy with it. I need volun­
teers constantly and this provides 
me with volunteers and the in­
dividual with options. 

I would Uke to see the program 
grow. I think it's a great idea. 
Volunteering is a rapidly changing 
field and we can no longer rely on 
traditional (i.e., women not in the 
work force) volunteers to fulfill 
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our needs, we must look to new 
alternatives. 

A valuable resource of male vol­
unteers. 

Those respondents (20%) giving a 
qualified, positive response gave the 
following comments to back up their 
answers: 

We sure have two good people, 
but there sure is no supervision or 
follow-up. 

We appreciate the volunteer ser­
vice, however, would like more 
communication. 

Generally favorable, more super­
vision as to daily commitment is 
necessary. 

Those respondents (23%) who 
were not pleased with the program 
commented: 

I see no communication from 
Dane County to agency. 

It has little effect on our pro­
gram. This is probably due to the 
loose nature of our operation. 

Our program depends greatly upon 
consistency and reliability. It 
seems community service volun­
teers do not have these qualities. 

Our experience with it has not 
been good generally. 

I get too many requests and have 
to tum a lot of people away. 
Drunk drivers don't seem to be 
monitored or assisted very well 
with their placement. 

We tried it and didn't like it. 
Don't really know about other 
programs. 

While overall response to the sit­
uation or existence of community 
service in Dane County is generally 
positive, several respondents raised 
the issues of the lack of supervision 
and monitoring of community service 
volunteers. 



Question 3 
There are a variety of sources of 

community service referral and dif­
ferent systems of monitoring and 
supervision of off enders by these pro­
grams. In spite of this, 71% of the 
respondents think adult offenders 
performing community service con­
tribute to meeting their program 
goals: 

Referrals are a great recruitment 
source of volunteers. 

The market value of the labor 
provided, hundreds of volunteer 
person-power hours is great. 

Provides an opportunity for paid 
staff to do more direct service 
because of the volunteer involve­
ment. 

Volunteers can meet the needs of 
clients that paid staff often can­
not. 

It provides an opportunity for the 
off ender to give of themselves, 
some have volunteered beyond ini­
tial commitment. 

Of those respondents (18%) who 
did not think community service vol­
unteers contributed to meeting their 
program goals, several indicated 
limitations that any person attempt­
ing to provide volunteer services may 
potentially face. For example: 

They do not have the skills and/or 
transportation. 

Limits on areas where we can 
place such volunteers, especially 
if we have little information 
about them. 

They are usually short term, more 
concemed about their time re­
quirements than the client needs. 

They are a very small part of our 
program. 

Question 4 
The survey-questionnaire con­

cluded by asking respondents about 
community service alternative's ef­
fect on the adult offender. The ma-

jority of respondents believed that 
community service has a positive ef­
fect on the offender. The reasons or 
evidence they gave to support this 
claim centered around the issues of 
increased self-esteem and meeting 
the off enders' needs; educational and 
learning aspects of skill and personal 
development through the community 
service experience; the fostering of 
positive social contacts; the offender 
being responsible for his or her own 
actions; and, community service al­
lowing them a chance to contribute 
to others. 

BENEFITS OF COMMUNITY 
SERVICE 
Most of the respondents in this 
study reported that community ser­
vice volunteers made significant con­
tributions to their programs. One 
main contribution was the volunteer 
recruitment potential that com­
munity service can provide local pro­
grams. Community service has: 

••. become an important volunteer 
recruitment tool for local pro­
grams who rely on diverse 
methods of attracting volunteers. 
In this sense, community service 
referral is a valid and legitimate 
method of volunteer recruit­
ment ••• This is especially true for 
those programs which have had 
difficulty recruiting male volun­
teers, as the majority of ... of­
f enders •.• are men. (Hanson & 
Henderson, 1983-84:17) 

A second major contribution cited 
was the number of volunteer person 
hours provided a program. The Wis­
consin State Historical Society re­
ported that in 1983, community service 
volunteers working with the Society 
contributed labor equivalent to a 
market value of $14,790 based on the 
limited $3.34 minimum wage figure 
and seven percent for social security 
and worker's compensation. This fig­
ure is increased when consideration is 
given for those who continue to vol­
unteer beyond their community ser­
vice obligation. Community service 
volunteers provide many additional 
hours to the volunteer programs that 
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may not have been available or pro­
vided to them otherwise. 

A third contribution is that com­
munity service volunteers enable paid 
staff to provide more services to 
their clientele. Paid staff are freed 
up to develop and explore new or 
additional areas of direct client ser­
vice. Similarly, the community ser­
vice volunteer provided service in 
meeting client needs that a paid staff 
person cannot. Of ten a volunteer 
will gain the trust and cooperation of 
a client more readily than a paid 
staff person who is not in quite the 
same position or relationship with the 
client. They may be more open with 
a volunteer and more willing to coop­
erate with staff directions. 

It should be noted that these 
benefits were not universal to all 
programs. The reasons given why 
community service volunteers may 
not significantly contribute to meet­
ing program needs were few in num­
ber but important. The lack of skills, 
problems with transportation, and the 
fact that the volunteer program re­
ceives too little information on the 
offender to make an adequate volun­
teer placement were given as reasons 
why community service volunteers do 
not contribute to meeting program 
goals. All of these reasons could be 
resolved through the implementation 
of a more systematic and formalized 
referral process where a pre­
screening and orientation to com­
munity service is conducted with the 
offender prior to actual referral to 
an agency. 

The fourth contribution is the ef­
fect of community service work on 
the offender. The majority of volun­
teer program respondents felt that 
the community service alternative 
has a positive effect on the offender 
as the result of his or her volunteer 
involvement. This is encouraging. It 
appears that volunteer program staff 
have seen educational and, in some 
cases, therapeutic potential of com­
munity service experience with of­
fenders. 
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Respondents mentioned increased 
self-esteem, constructive involve­
ment, payback to the community, 
learning and personal growth, skill 
development and increased awareness 
of other people's problems and needs. 
One respondent stated: "Maybe they 
realize, after seeing so many in­
capacitated people, the potential 
that they themselves have and put it 
to good use." Another person re­
sponded with: "Volunteers have com­
mented that their volunteer work has 
benefitted them. Volunteers' self­
esteem tends to increase, as they 
learn to meet others' needs and gain 
appreciation." 

Community service has the po­
tential to facilitate personal growth 
and development of the off ender. 
This seems to be particularly true 
when the community service experi­
ence is handled from a volunteer de­
velopment perspective. In other 
words, the same principles of volun­
teer program management apply to a 
community service program in terms 
of interviewing, screening and 
matching of offenders to volunteer 
jobs in the community. 

The principal exception is volun­
teer recruitment. Certainly no one is 
actively recruiting people to become 
offenders in the criminal justice sys­
tem. However, as was noted earlier, 
once the off ender is in the com­
munity service process, referrals can 
be considered a very important vol­
unteer recruitment tool for public 
and private non-profit agencies in the 
community. The objective of the 
referral process should be 

••• to facilitate the highest possi­
ble chance of successful comple­
tion of community service hours. 
A good program-volunteer match 
produces mutual benefits for the 
defendant-volunteer, the place­
ment agency, its clientele ••• and 
ultimately the community at 
large. (Hanson & Henderson, 
1983:18) 



PROBLEM AREAS 
This study found several areas of 

concern in Dane County's community 
service programming efforts. Most 
volunteer programs in the sample re.lo, 
ceived formal referral information 
about the community service volun­
teer. However, because of a lack of 
adequate supervision and monitoring, 
volunteer program staff had to con­
tact attorneys or probation officers 
to verify information that the of­
fender gave them. This suggests vol­
unteer coordinators had to spend val­
uable time making phone calls after 
the fact, rather than having the in­
formation available to them prior to 
interview and placement in the com­
munity service volunteer position. 
Even if community service referral 
information is received and a contact 
persons exists, it does not guarantee 
that someone will be monitoring the 
off ender while performing com­
munity service work. 

The majority of volunteer pro­
grams do not have volunteer positions 
available to accommodate a small 
number of hours or that can be 
worked eight hours in a given day. 
There are a few exceptions, but most 
volunteer positions are from two to 
six hours a week and ask for a com­
mitment over time. For example, a 
Big Brothers/Big Sisters program asks 
for a year commitment on the part of 
the volunteer and the volunteer 
should be prepared to meet with the 
child three or four hours each week. 
One respondent summarized the con­
cern about a more uniform system of 
community service hour assignment 
by agents of the criminal justice sys­
tem: 

I strongly support this program 
but feel it needs better structure 
to be effective. Also, some of 
our potential placements require 
e.rtensive pre-service training and 
we are reluctant to invest that 
much time in training a volunteer 
who is not dependable or who has 
a limited time of service required 
if that is very brief. We have 
other placements which do not re-

quire such training, but these are 
in areas such as grounds-keeping 
or food preparation and not of as 
much interest to the volunteer, 
and absenteeism is a problem. 

RECOMMENDATIONS 
Most recommendations given by 

the volunteer agency staff centered 
around the referral, screening, and 
monitoring of community service vol­
unteers. The responses indicated vol­
unteer coordinators wanted: 

(l) better and more referral in­
formation prior to the placement 
agency interview, and that there 
be a more uniform referral pro­
cess in place; 

(2) better and more frequent 
communication from the criminal 
justice referral programs; 

(3) the presence of a contact 
person who is knowledgeable 
about each volunteer and who 
could be contacted when ques­
tions or concerns arise in the 
placement; 

(4) screening of offenders to 
take place prior to referral to the 
volunteer program. 

Two volunteer program re­
spondents gave their comments in 
ways that express the main concerns 
and recommendations of many of the 
survey respondents. Both sets of 
recommendations and comments are 
presented. 

By far the most successful re­
ferrals are those that are moni­
tored by the referral agency. The 
First Offender's Program has been 
a model in this area ••• The staff of 
that office provides excellent re­
ferral, monitoring, problem­
solving and follow-up on their 
people - which we know to be an 
essential component of a success­
ful program. VSB (because it is 
not their role) does not provide 
this follow-up and support, and 
thus is a far less effective option 
for the mandated volunteer. 
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We really feel the need to stress 
the importance of this com­
p011ent, and add that we as an 
agency would be far less likely to 
be willing to participate in a 
court-ordered program that is not 
strr.tctured with a resource staff 
for participants. We had the op­
portunity to receive many, many 
referrals from a wide variety of 
agencies and have leamed that a 
good coordination and follow-up is 
necessary. 

The second respondent expressed 
it this way: 

A volunteer community service 
coordinator could alleviate the 
present problems, serve the vol­
unteer better and coordinate the 
entire program to be more effec­
tive. A central office and staff is 
needed to screen community ser­
vice volunteers prior to place­
ment interview. A VCS coordina­
tor is needed to report failure of 
volunteers' commitment to com­
plete service. At present, if a 
volunteer does not show up, the 
time agency staff spend in trying 
to locate the individual to deter­
mine the reason for absence can 
be extensive. 

A coordinator is needed to de­
velop with the court system cri­
teria for the number of hours 
equitable to each offense. A cen­
tralized office could keep in file 
a copy of the contract written be­
tween the agency and the volun­
teer. The office of the coordina­
tor could have a file from each 
agency, their criteria for accept­
ing community service volunteers 
and a listing of the criminal types 
of offenses they could not accept 
for volunteer placement. This in 
tum would save the volunteer 
time and alleviate the feeling of 
rejection in an agency interview. 

CONCLUSIONS 
Survey results show that the ad­

ministration of community service 
with offenders is an important issue 
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for volunteer agency staff working 
with such volunteers. Specifically: 

(1) Administration of a com­
munity service program utilizing 
a formalized system of screening, 
referral and monitoring should be 
implemented for all community 
service programs. 

(2) A community service coor­
dinator should provide offenders 
with an orientation to community 
service and conduct a pre­
placement interview where of­
f enders are screened and ref erred 
to the appropriate volunteer 
agency. 

(3) A community service coor­
dinator should monitor the of­
fender on a monthly basis during 
the community service placement 
to assist the volunteer program 
staff with supervision responsi­
bilities. 

(4) A coordinator should be re­
sponsible for obtaining documen­
tation from the volunteer place­
ment agency as to completion or 
non-completion of community 
service hours. 

The information provided by the 
volunteer programs working with 
community service volunteers in this 
study and the suggestions given pro­
vide criminal justice administrators 
and practitioners, judges, prose­
cutors, county officials, and state 
legislators with valuable insight into 
the current problems of community 
service programming. 

This study also found that com­
munity _service is accepted by the 
volunteer community as a positive 
alternative to traditional means of 
dealing with offenders in the criminal 
justice system; and that community 
service experience can be rewarding 
and beneficial to the offender, as 
well as the program clientele served, 
and the community in general. 

It is hoped that these findings and 
recommendations provided will stim­
ulate and encourage improvements in 



community service processing and, in 
doing so, provide maximum restitu­
tion benefits to the offender-volun­
teer, the victim as represented by 
the non-profit agency in the general 
community, and the criminal justice 
system. 
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Pricing Volunteer Consultants: 
A Skillsbank Experience 

Wm. Lynn McKinney 

In early. 1983 the Board of Direc­
tors of Volunteers in Action (VIA), the 
voluntary action center in Provi­
dence, Rhode Island, charged its Re­
search and Evaluation Committee 
with responsibility for evaluating the 
work of VIA's Community Skillsbank •. 
The Skillsbank is a special program 
that recruits volunteers to serve in 
consulting capacities to area non­
profit agencies at their request. 
Board members had considerable data 
to show that the Skills bank was work­
ing effectively; what we wanted to 
learn was the perceived dollar value 
of services contributed to the com­
munity by Skillsbank volunteers. 

With the advent of President 
Reagan's exhortations of the volun­
tary sector to support human services 
and of his and David Stockman's suc­
cessful efforts to reduce federal 
spending for these services has come 
a widespread surge of interest in 
measuring the quantity and quality of 
volunteer contributions. Trying to do 
this raises a host of problems, and 
there are few sources which are 
helpful. How do we measure the 

Neil Karn has provided us guid­
ance for valuing volunteer time using 
replacement costy of equivalent paid 
work as a basis. Further, he has 
urged us to aggregate volunteer hours 
into full-time employee (FTE) equiv­
alents and to calculate real fringe 
benefit costs. He has made an im­
portant contribution, but VIA faced 
problems which were different in two 
significant ways. 

First, we were not concerned in 
this study with the value of volun­
teers at VIA. Rather, we were in­
terested in determining the value of 
the efforts of volunteers VIA placed 
with its constituent agencies. So this 
was not an in-house job. Our second 
problem was even more difficult. 
Skillsbank volunteers serve in a con­
sulting capacity in what ;arn would 
call an "as needed" basis. So their 
efforts cannot be treated as ordinary 
employee work. To do so would have 
undervalued their contributions. Be­
fore explaining what we did, a bit of 
background on the Skillsbank would 
be useful. 

impact of volunteers on an agency, THE COMMUNITY SKILLSBANK 
on agency consumers, or on the The VIA Skillsbank began opera-
larger community? tion as a program of Volunteers in 
Wm. Lynn McKinney, Ph.D. is Associate Professor of Education, Director of 
the Program in Human Science and Services, and Assistant Dean of the 
College of Human Science and Services at the University of Rhode Island. 
His interest in volunteerism began in 1978 while on sabbatical which he 
extended into a leave lasting until the end of 1982. During this time he 
served as Executive Director of Indianapolis Settlements, Inc. in Indianapolis, 
Indiana; an agency which benefitted greatly from the time and energy of 
volunteers. Since retuming to Rhode Island, Dr. McKinney has become a board 
member of several nonprofit voluntary agencies, including Volunteers in 
Action; he currently serves as Treasurer. 
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Action in 1979. With a grant to VIA 
from the Rhode Island Foundation 
(our major local community founda­
tion) in 1980, a Skillsbank Director 
was hired. Both "experts" and agenc­
ies-in-need were recruited. For bet­
ter matching of expertise and need, 
work categories were created, for 
example, Personnel, Fund-raising, 
Statistical Analysis, Management 
Consulting, and Public Relations. 

The process of making a match is 
a painstaking one. While copious 
marketing materials describing the 
Skillsbank are available throughout 
the community, agencies must con­
tact the Skillsbank in order to re­
ceive an application. Once a com­
pleted application is received, a staff 
member arranges an interview with 
an agency representative to clarify 
the nature of the task requiring con­
sultation. The bank of volunteers is 
then scoured for a suitable person. If 
such a person is found, s/he is phoned 
about the possible match. If inter­
ested s/he is instructed to contact 
the agency to arrange an interview. 
If both parties are satisfied, the 
match begins with a mutual signing 
of an agreement which describes the 
task to be done. The entire match is 
then documented by a checklist com­
pleted by the volunteer. Skillsbank 
staff members monitor the progress 
of each assignment and are available 
to both agency and volunteer through­
out the implementation. The match 
ends with each party completing a 
confidential evaluation of the match. 

METHODS 
From its creation until March, 

1984 when the study began, the Skills­
bank had recorded a total of 449 
requests from agencies, 127 of which 
had come during the previous ten 
months, the time of our study. Of 
these 127, some had been withdrawn, 
postponed, ref erred elsewhere or 
were inappropriate for Skillsbank vol­
unteers. Still, a total of 55 matches 
of consultant and agency had been 
made and completed. We ignored 

matches completed before May, 1983 
because they were considered to be 
too old to recover; we were con­
cerned that memories of the experi­
ence had faded. For purposes of this 
study, then, we found 41 matches 
which had been initiated and com­
pleted between May, 1983 and March, 
1984 and for which all paperwork had 
been completed and was available. 

Some of the matches involved 
more than one volunteer. The 41 
matches provided us with 52 com­
pleted placements involving 54 volun­
teers. The quality of the data for the 
52 matches varied. Results were 
complete for 22 matches and incom­
plete but useable for 18. In five 
matches, data were available only 
from the agency, and in four only 
from the volunteer. Two agencies 
and one volunteer either could not or 
would not provide requested data. 
Since we were concerned primarily 
with the agency's assessment of the 
value of the service, those matches 
for which agency-only data were 
available were included in the analy­
sis but volunteer-only data were ex­
cluded. This left us 46 matches for 
which we had data. 

The study began with our sending 
a letter to each Skillsbank volunteer 
and to that individual's agency con­
tact for each Skillsbank match com­
pleted between May, 1983 and March, 
1984. The letter briefly explained the 
study, informed the recipient that a 
phone call would be forthcoming and 
announced the question that the 
caller would ask. The volunteers 
were asked to estimate what they 
would charge the agency based on 
their actual time spent on the as­
signed task and the nature of the 
task. The agency was asked to es­
timate the cost, had it been neces­
sary to budget for the help. Each 
was informed that the other was be­
ing called. 

Next, the Skillsbank Director re­
cruited seven volunteer telephoners. 
These people were required to attend 
a one and one-half hour training ses­
sion. At this session the study was 
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explained and discussed; protocols for 
speaking with volunteers and agency 
representatives were distributed, and 
calls were rehearsed. Possible "diffi­
cult" responses were discussed and 
agreement was reached on how to 
respond to, and record, difficult re­
sponses. Through role playing, 
several phone calls were simulated. 
For example, the completed evalua­
tion forms for each assignment in 
most cases stated the time that each 
party estimated the project had 
taken. The telephoners were told to 
confirm these estimates in the phone 
call and then use these to help re­
spondents arrive at a value estimate. 
Each caller received a list of names 
and phone numbers of completed 
matches and was given two weeks in 
which to complete the calls. The 
data were tabulated manually. Sum­
mary statistics were prepared, and 
the Research and Evaluation Com­
mittee then attempted to explain the 
findings and discern meaning. 

FINDINGS 
The skills most frequently sought 

by agencies were public relations (16) 
followed by organizational planning 
(9) and personnel management (6). 
Each of the other skills had been 
requested only one or two times. Al­
though time estimates were not es­
sential for our analysis, we did com­
pile them. The range of time re­
ported for the consulting ranged from 
15 minutes to 60 days, with roughly 
one-fourth under five hours, another 
fourth from six to ten hours, and 
another fourth from ten to thirty 
hours. 

We had assumed that volunteer 
declarations of time on task would be 
most accurate since the volunteer 
was asked to keep track of time 
spent. Further, since much of the 
work was done away from the 
agency, agency representatives would 
not necessarily know how much time 
was used. We predicted that in cases 
where there was a difference, the 
report of hours from the volunteer 
would be higher than that of the 
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agency. In 23 cases, there were 
incomplete data, and in ten cases the 
agency and volunteer agreed on time 
spent. Volunteer estimates were 
higher in nine of the remaining 12 
cases. The greater the number of 
hours reported, the greater the dif­
ference. The most dramatic dis­
agreement involved an agency 
which estimated 36 days, but the 
volunteer reported 60 days. 

Of the completed matches, agen­
cies assigned a dollar value to 44 of 
them and volunteers to 39. The vol­
unteer estimates ranged from $15 to 
$9,000 and the agency estimates 
from $15 to $10,800. Of the 39 
matches for which we had both 
agency and volunteer values, there 
was exact agreement on only one. In 
21 cases the agency made a higher 
estimate and in the others the volun­
teer estimate was higher. 

What were the results? What did 
VIA learn from this? Briefly, the 
total estimated value of the matches 
as reported by the agencies was 
$41,475, or about $943 per match. To 
our surprise, the volunteer estimates 
averaged considerably lower at $829 
for a total of $32,340. But what do 
we see in the data? There seem to 
be four kinds of responses. 

1. "What We Ho~ed to Find." 
First, for a few mate es, the volun­
teers were utilizing professional con­
sulting skills and thus knew the mar­
ket value of their time and the 
agency also used professional associ­
ation guidelines for determining the 
rate. In these cases both the agency 
and the volunteer had taken the time 
to prepare a considered response to 
the phone call promised in our intro­
ductory letter. We believe that these 
estimates are good and useful, but 
only four of our matches are in this 
group. 

2. "Not Since Shirt Pockets." 
Second, in a few cases the agency so 
loved the volunteer that its estimate 
of value either by the hour or in total 
was extraordinarily high. In one 
case, for example, the volunteer es-



timated the task as being worth $300 
while the agency estimated $5,000. 
In another, the agency estimated an 
hourly rate of $60 while the volun­
teer estimated $6 or $7. The op­
posite also occurred: maybe we 
should call these "Don't Call Us." In 
one case an agency was thoroughly 
dissatisfied because they felt the 
task had not been completed even 
though the agency and the volunteer 
agreed that 60 or more hours had 
been volunteered. 

3. "I Don't Know Nuthin' 'Bout ••• " 
Both volunteers and agencies were 
guilty of this. Because many non­
profit agencies have little or no ex­
perience in dealing with "experts," 
and because many salaries in non­
profits are lower than in the private 
for-profit sector, agencies do not 
have the knowledge or experience on 
which to base an estimate. Whether 
or not volunteers could accurately 
give a rate depended on how close to 
their professional fields the con­
sulting was done. If a volunteer did 
the task regularly, s/he was more 
likely to be accurate. 

4. 11rm Just A Volunteer." This is 
a problem which is of the most con­
cern. Some agencies put a low value 
on the service and then explained by 
saying,~_"if s/he had been a 'real' ex­
pert ••• ," as if to suggest that "real" 
experts did not volunteer their time. 
Volunteers devalued their contribu­
tions, too, especially if the consulting 
task was outside the field of their 
work efforts. Our unspoken response 
to this, of course, is that people 
ought not volunteer their consulting 
skills if they do not consider them­
selves to be expert. 

CONCLUSION: A NEW VALUATION 
TOOL 

The study was valuable to VIA in 
a number of ways, and it produced 
immediate practical results in chang­
ing our communication with volun­
teers and agencies. We perceived the 
need to devise more imaginative 
strategies for impressing volunteers 
and agencies with the worth of volun-

teer time and the importance of con­
sistent, conscientious recordkeeping 
in this respect. Second, we learned 
that it was not possible to arrive at a 
meaningful estimate of the dollar 
value of Skillsbank volunteer time 
through a study such as this one. 

Therefore, the Research and 
Evaluation Committee determined to 
create a schedule of realistic consul­
tant fees for each area of expertise 
in the Skillsbank, by getting th_e ad­
vice of local consultants. This was 
accomplished, and the Service Value 
Reference Sheet in Appendix A was 
the result. It contains such not~tions 
as: Public relations, $30-$50 per 
hour; group work consultation, $25-S40 
per· hour. At the time of the volun­
teer's final evaluation of the Skills­
bank experience, a letter from VIA 
will request: " ... estimate the dollar 
value of your contribution using the 
enclosed Service Value Reference 
Sheet, trying to keep your estimate 
within the range provided." 

When the volunteer's estimate has 
been received, the customary wrap­
up letter to the agency will now 
include a statement such as: 
"$550.00 is the estimated value of the 
recent Skillsbank volunteer service to 
your agency. You may wish to use 
this figure when reporting in-kind 
donations to your program." When 
this system has been in effect for a 
year, the Committee will review the 
results and evaluate the process. 

As a result of the study, we be­
lieve that the benefits from the 
Community Skillsbank work far ex­
ceed the costs of VIA. We want to 
strengthen our conviction. We en­
courage further research. Do volun­
teers undervalue as much as we be­
lieve? Do agencies overvalue volun­
teer consultant time? With time and 
experience will the range of these 
estimates narrow? What are the 
most effective methods for measur­
ing the value of volunteers who work 
in consulting capacities? 

For fl,\rther specific information 
and samples of any of the instru­
ments described m this article, 
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please contact Volunteers in Action, 
229 Waterman Street, Providence, RI 
02906. 

FOOTNOTES 

1Neil Kam, "Money Talks: A 
Guide to Establishing the True Value 
of Volunteer Time," The Joumal of 
Volunteer Adminstration, (Winter 
l982-3 and Spring l983). 

2Neil Kam, "Addendum to 'Money 
Talks,"' The Joumal of Volunteer Ad­
ministration, (Fall l984). 

The authoP gr'atefully aaknow­
led,ges the assistanae of Katie 
OstPandeP, Pr>ofessoP of Soaial 
WoPk at Salve Regina College, 
NeuipoPt, RI, in both tabula­
tion of the data and aPPiving 
at aonalusions. 

Appendix A 

VIA, Inc. 
The Community Skillsbank 

Service Value Reference Sheet 

Please review the fees suggested for the services you provided in this 
particular assignment and, in the appropriate space on the evaluation form, 
give us your estimate of the value of your contribution. If possible, stay 
within the ranges provided. Thank you! 

Service 

Research 

Organizational Planning 

office management 
organizational planning 
program development 
board/ organization development 
board/ staff partnership 
record/information systems 
library development 
grant writing/fund development 
insurance 
other 
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Service Value Range 

$35-$40/hr. 

$30-$40 except where 
noted 

$35-$50 

$75-$100 



Service 

Fiscal Management 
budgeting 
bookkeeping 
auditing 
accounting 
fiscal controls 
fiscal management 
purchasing 
other 

Program Evaluation 

Legal 
legal issues 
agency coalitions/agreements 
advocacy /legislation 
other 

Site Planning &: Maintenance 
building repairs/renovations 
energy conservation 
land/building use 
other 

Special Skills 
computer skills 
translation/interpretation 
inter-cultural sensitivity 
planning education skills 
casework management/interviewing 
other 

Personnel 
personnel management 
recruiting 
supervision &: evaluation of performance 
training/ development/ education program 
benefit plans 
grievance procedures 
affirmative action 
other 

Group Facilitation 
conflict resolution 
conference planning 
effective meetings 
other 

Service Value Range 

$35-$75 

$35-$70 

$60-$75 

$35-$60 

$30-$75 
$15-$25 
$25-$30 
$25-$40 

$50-$75 

$25-$35 
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Volunteer. Program Development 
recruitment/ retention 
in_terviewing/placement 
supervision and evaluation 
job description 
training/development 
vol. reimbursement/benefits 
other 

Public Information-- PR 
flyers/ newsletters 
campaign development/ advertising 
radio/TV /press relations 
audiovisual materials 
report preparation 
awards/recognition 
speakers' bureau 
other 

Arts (Music, Fine Art, Drama) 

Recreation 

Health 
administration 
planning 
direct services 
other 
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$25-$35 

$35-$75 

$50-$75 

$30-$40 

$35-$50 



Job Skills Developed in Volunteer Work: 
Transferability to Salaried Employment 

Vicki R. Schram, PhD 

Volunteer administrators, voca­
tional advisers, and others have long 
maintained that volunteers develop 
valuable job skills which are trans­
fer able to paid employment. The 
Association for Volunteer Admini­
stration and VOLUNTEER: The Na­
tional Center have been particularly 
active in seeking recognition of vol­
unteer work experience by em­
ployers. Many corporations, state 
and local governments, and the Fed­
eral government now provide a place 
on job applications for relevant vol­
unteer work experience. 

Volunteers individually are en­
couraged to develop their skills and 
demonstrate these to potential em­
ployers. The I Can series, for ex­
ample, consists of a checklist of 
competencies to help volunteers 
recognize and establish areas of ex­
pertise (Council of National Organi­
zations for Adult Education, 1981). 

Some people participate in volun­
teer work as a way of getting job 
experience. Surveys over the past 
few years indicate that students at 
Michigan State University have in­
creased their interest in using volun­
teer work to explore career alterna­
tives and to get work experience 
(Service-Learning Center, 1983). 

Research on job skills and volun­
teer work has been minimal. Mueller 
(1975) found that volunteer work par­
ticipation was higher for women who 
expected to work in the immediate 
future. She concluded that women 

volunteer, in part, to gain on-the-job 
skills and work experience. In an 
effort to help "displaced home­
makers" to obtain jobs, Hybels (1978) 
studied the transition from volunteer 
work to paid work for women. She 
found that skills gained in volunteer 
jobs were seen as transfer able by 
the volunteers. Also, volunteer job 
contacts frequently were useful in 
getting a paid job. 

PURPOSE AND OBJECTIVES 
Recently, Ellis (1984) cited the 

documentation of job-related skill 
development as an important area for 
research in volunteer work. Such 
research could help to convince em­
ployers that volunteer work does pro­
duce transferable skills. It could 
also help to identify the range of 
skills acquired and the type of volun­
teer jobs in which they are de­
veloped. 1 Thus, the purpose of this 
research was to investigate job skill 
development in volunteer work. Spe­
cific objectives were: (1) to deter­
mine whether job skills acquired in 
volunteer work are used in paid em­
ployment; and (2) to identify types of 
volunteer jobs which produce speci­
fic, transfer able skills. 

METHODOLOGY 
Data used in this project are from 

a larger study of spring 1980 bac­
calaureate graduates of Michigan 
State University. The larger study 
included both volunteers and non-

Vicki R. Schram is an Assistant Professor in the Department of Family and 
Consumer Economics at the University of Illinois-Urbana. Dr. Schram has 
published research findings on the influences of women's volunteer work 
participation. She currently serves on the Advisory Board of the Central 
Illinois Consumer Services, a student-run volunteer program handling con­
sum er problems. 
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volunteers. To ensure that both 
groups were in the final sample, one­
half of those surveyed were identi­
fied as volunteers. Records availabl 2 
from the Service-Learning Center 
were used to facilitate this. All the 
volunteers were surveyed since their 
number was relatively small com­
pared to the total student population 
in the graduating class. A random 
sample of the non-volunteers were 
surveyed. The resulting sample size 
was 906; 472 completed question­
naires were returned. There were 59 
questionnaires returned as undeliver­
able. 

The researcher developed a mail 
questionnaire. One part of the ques­
tionnaire was an inventory of 4 5 
skills which could be obtained in vol­
unteer work. This list was designed 
after reviewing the relevant litera­
ture and lists of skills developed by 
others (e.g., Ekstrom, 1980; Associa­
tion of Junior Leagues, 1981). Other 
parts of the questionnaire dealt with 
volunteer experiences while re­
spondents were students, volunteer 
work following graduation, sub­
sequent employment, and demo­
graphics. 

Data were collected on both vol­
unteer work and internship experi­
ences that graduates had while stu­
dents at the University. Since unpaid 
internships are similar in nature to 
volunteer work, they were defined as 
volunteer work in this study. Paid 
internships were excluded from an­
alysis. Although this is a limitation, 
measuring the two separately on 
various aspects was judged too in­
volved to provide reliable data from 
respondents. There were 351 re­
spondents characterized as volun­
teers; this group comprises the sam­
ple for this study. 

FINDINGS 
The average volunteer in the 

study was a white female, aged 25 
years, with a personal income in the 
$10,000-$14,999 range. She was more 
likely to have majored in social 
sciences, business, language/ 
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communication/fine arts, or educa­
tion than in any other major. Of all 
the volunteers, 335 reported they had 
obtained skills in their volunteer 
work; 281 indicated they used these 
skills on the job. 

Table l lists the skill inventory 
and the percent of volunteers indi­
cating they had obtained a skill in 
their volunteer work. All 45 skills 
were obtained by some portion of the 
respondents. This documents the va­
riety of skills that one can get as a 
volunteer, at least when one is a 
college student or graduate. This 
table also shows the percent of those 
who obtained a skill and subsequently 
used it on a salaried job. Of particular 
interest is that so many skills were 
used on the job by more than half of 
those who obtained the skill. For 
example, more than three-fourths of 
the volunteers who got some type of 
managerial skill used this on the job. 
Thus, volunteers seemed to be very 
likely to use the skills they developed 
in volunteer work when they enter 
the labor force. Although these data 
measure the respondents' perceptions 
of skills and their transferability, not 
quality of skill, they are important in 
establishing the role of volunteer 
work in job skill development (again, 
at least for college graduates). 

Respondents also were asked to 
indicate the type of volunteer assign­
ment in which they develope~ the 
skills used on the salaried job. The 
volunteer jobs, "group leader" and 
"giver of direct services," provided 
the greatest variety of skills; re­
spondents indicated they had ob­
tained 40 of the skills used on the job 
from these types of volunteer assign­
ments. Other volunteer jobs which 
resulted in 35 to 40 different skills 
used in employment were: 
(1) teacher, tutor, or teacher's aide; 
(2) internship (i1ot specified); and (3) 
organizer, planner. Given these re­
sults, it seems reasonable to assume 
that any volunteer job has the po­
tential to allow a volunteer to de­
velop several salaried job skills. 
What seems to be important is for 



Table 1 

Percent Distribution of Volunteers Obtaining 
Skills and Using Them on the Job 

Arts and Crafts Skills 
era fts, ceramics 
Needlework, knitting, sewing 
Painting, sculpture, pottery 
Photography 
Woodworking 

Child care Skills 
Custodial care: feeding, etc. 
Supervise activities 
Plan learning activities 

Clerical/Secretarial Skills 
Computer/calculator operation 
Filing, general office work 
Typing,-dictation 

Education Skills 
Demonstrating 
Teaching, tutoring, training 

Financial Skills 
Accounting, bookkeeping 
Budgeting 
Comparison shopping 
Fundraising/solicitation 
Grantsmanship 

Health Care Skills 
CPR, first aid 
Testing: blood pressure, etc. 
Lab work 

Household Skills 
Cooking, cleaning, laundry 
Gardening, lawn care 
Home maintenance: painting, 

wallpapering 

Managerial Skills 
Delegating tasks 
Leadership 
Organizational 
Program development 
Supervising 

Cl:>tained Skill* 
I 

28 
8 

14 
24 
7 

43 
127 
114 

29 
71 
40 

135 
173 

27 
27 
22 
50 
13 

43 
32 
41 

25 
14 

11 

125 
163 
183 
157 
147 

Skill Used on the Job 
I % 

13 
2 
8 

14 
3 

26 
87 
77 

21 
54 
32 

106 
130 

19 
17 
10 
24 

8 

22 
18 
29 

11 
5 

2 

97 
127 
148 
118 
11'9 

46.4 
25.0 
57.1 
58.3 
42.9 

60.5 
68.5 
67.5 

72.4 
76.l 
80.0 

78.5 
75.l 

70.4 
63.0 
45.5 
48.0 
61.5 

51.2 
56.3 
70.7 

44.0 
35.7 

18.2 

77.6 
77.9 
80.9 
75.2 
80.9 
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Table 1 (continued) 

Chtained Skill* 
# 

Mechanical Skills 
Auto repair; small engine repair 8 
Household repairs: plumbing, 

electrical, etc. 12 

Public Policl Skills 
Lobbying 26 
Public policy formation 44 

Public Relations Skills 
Advertising 40 
Oral co11111l.Jnication 171 
Sales 23 
Writing, editing 104 

Research Skills 
Analysis 115 
Evaluation 118 
Writing reports 116 

Technical/Professional Skills 
Computer progranvning 12 
Counseling, advising, listening 113 
Drafting, engineering 14 
Mathematics 14 
Translating languages 20 

*N = 335 
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Skill Used on the Job 
# % 

4 50.0 

5 41.7 

9 34.6 
20 45.5 

28 70.0 
145 84.8 
20 87.0 
81 77.9 

87 75.7 
88 74.6 
86 74.0 

9 75.0 
88 77.9 
13 92.9 
12 85.7 
13 65.0 



the volunteer to be aware of skills 
desirable to develop and for the vol­
unteer administrator to help in that 
job skill· development. These results 
also can be used to help educate em­
ployers about the diversity of em­
ployment skills that can be developed 
in any one volunteer job rather than 
assuming that only a select few skills 
are developed in a particular volun­
teer job. 

To understand further the role of 
volunteer work in salaried job skill 
development, respondents were asked 
about the importance of volunteer 
work in obtaining their first job, re­
lated to their education, following 
graduation. Slightly more than one­
half of the volunteers indicated that 
volunteer work was somewhat impor­
tant or very important. By far the 
reason given most frequently for the 
importance of volunteer work was that 
it gave the respondent practical ex­
perience between the classroom and 
the work world. Thus, these data 
indicate the important role volunteer 
work has in undergraduate education 
and can have in any program which 
prepares people for paid employment. 

IMPLICATIONS 
Voiunteer work does produce 

transferable job skills as measured in 
this study. Results of this study are 
useft.ff in educating employers, volun­
teers, and others. The data also 
suggest that people needing job train­
ing, and not eligible for government­
funded job training programs, could 
find training in volunteer work. 

The results of this study are im­
portant, but the sample limits gen­
eralizability of the results beyond a 
university population. Future re­
search could diminish this limitation 
by sampling a broader spectrum of 
the population. Or, a different type 
of selected sample could be used, and 
results compared with those of this 
study. Another research possibility 
would be an in-depth study of job 
skill development in one type of vol­
unteer job or within one type of vol­
unteer agency. It would also be of 

interest to investigate the opinions of 
employers. Any of these approaches 
would build on the results reported 
from this study and enhance know­
ledge of job skill development in vol­
unteer work. 

FOOTNOTES 

1 This study was funded by a Hu­
man Ecology Research Initiation 
Grant and an All-University Research 
Initiation Grant, Michigan State Uni­
versity. Data were collected by the 
author while a faculty member at 
Michigan State University. 

2The Service-Leaming Center at 
Michigan State University coordi­
nates student volunteer placements 
in the Lansing-East Lansing, Michi­
gan area. It is one of the country's 
largest student volunteer programs. 

3 A table with all the cross-tabu­
lations is available from the author. 
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Youth Views on Volunteering and Service Leaming 
from the Chicago Area Youth Poll 

Karen J. Popowski 

Ed. Note: This article is an excerpt reprinted with permission from a booklet 
entitled, "Chicago Area Youth Poll: Youth Views on Volunteering and 
Service-Leaming," by Karen J. Popowski, Cook Cowtty (Illinois) Sheriffs 
Youth Services Department, 1985. The Cook Cowtty Sheriffs Office has 
pioneered a wtique program of delinquency prevention through the encourage­
ment of youth volwtteering. 

INTRODUCTION 
Several hundred teenagers par­

ticipated in this first Chicago Area 
Youth Poll to discuss their opinions 
and experiences with volunteerism 
and service-learning. Our goal is to 
provide a comprehensive and insight­
ful look, from the adolescent's point 
of view, at the conditions and factors 
that are important to giving time and 
talents to others - both in the com­
munity and at school. 

To explore this concept, high 
school students were asked about 
their image as teenagers in general, 
and more specifically about their im­
age as providers of service. Specific 
issues about motivation, recruitment, 
management, external influences 
(family and friends), and receptivity 
by others are considered as well as 
specific types of volunteer activities 
provided by teenagers in the com­
munity. 

The Cook County Sheriff's Youth 
Services Department was prompted to 
conduct this study for several rea­
sons. First, to provide a process 
wherein Chicago area teenagers have 
a forum to express their views and 
opinions to adults who make decisions 
and provide services that affect their 
lives. Based on the very successful 
Minnesota Youth Poll, which was first 
conducted in 1979 and has explored 
numerous topic areas since that time, 
the Chicago Area Youth Poll strives 
similarly to "expand factual and 

theoretical understanding of youth by 
learning how they perceive and u!\­
derstand issues significant to them." 

Second, there is an increasing de­
mand for volunteers to assist in the 
continuance of human services within 
our communities. Youth have often 
been described as an untapped re­
source; yet, most community organi­
zations and services do not utilize 
youth as volunteers in their program. 
Before encouraging program chair­
persons and · administrators to con­
sider greater youth participation, 
asking youth themselves to provide 
insights to the feasibility of youth 
volunteerism seems an essential first 
step in program planning. 

Third, some local school districts, 
individual classroom teachers, as well 
as recent reports such as the 1983 
study on the American high school 
prepared by the Carnegie Foundation 
for the Advancement of Teaching, 
have included "community-service 
components" in the high school cur­
riculum. Such service-learning plans 
are based on meeting both the educa­
tional needs and civic obligations of 
the student as well as meeting the 
service needs of individuals and or­
ganizations within the community. 
Learning by doing or learning better 
by teaching others is the basis for 
experiential education. Learning 
good citizenship through personal in­
vestment and involvement of time 
and talents creates, not only a more 
responsive citizen and a more respon-
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sible young adult member of the 
community, but also a student who 
feels better about himself or herself. 
These assumptions will be checked 
out with the students whose learning 
depends on t~m. 

Fourth, low self-concept, a feel­
ing of alienation or · a sense of not 
belonging and boredom are frequently 
described as significant factors con­
tributing to juvenile delinquency. 
The Cook County Sheriff's Youth Ser­
vices Department is committed to 
reducing delinquency through creat­
ing conditions that promote the 
healthy development of youth. Vol­
unteering in community service ac­
tivities may be regarded as a stra­
tegy for delinquency prevention 
through positive youth development. 

We anticipate that through the 
exploration of the issues involved in 
youth volunteerism, we will be pro­
vided with valuable insights into un­
derstanding those conditions that 
promote psychologically heal thy, 
contributing young members of the 
community. 

This report is divided into four 
parts. Part One describes the re­
sponses to group discussions on the 
image of teenagers and the pros and 
cons of various factors of volunteer 
involvement in the community. Part 
Two focuses on service-learning as a 
component of the high school cur­
riculum. Part Three is a statistical 
summary of the results of an in­
dividual survey completed by each 
student. Part Four is a summary of 
the findings with some recommenda­
tions and implications for school and 
community program planners. 

YOUTH PARTICIPATION 
To assure greater youth involve­

ment in designing this youth poll, a 
small group of students from three 
Chicago area high schools were se­
lected to attend the Great Lakes 
National Leadership Conference 
(NLC). This unique ten-day experien­
tial-leadership program offers its 
participants the preparation needed 
for developing service projects in 
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their home communities. NLC is 
based on the philosophy of Servant 
Leadership which recognizes eff ec­
tive leaders as people who are 
granted genuine authority and al­
legiance because of their ability to 
serve others. 

Designing a youth poll on volun­
teerism and service-learning became 
the designated back home service 
project for this Chicago group. The 
students met regularly to design the 
poll, having lengthy discussions on 
the definition of volunteerism and 
whether to include such school ac­
tivities as sports and entertainment 
which "helped create a better com­
munity spirit." After a spirited de­
bate, the final decision was made not 
to include these school activities into 
our definition but to acknowledge the 
contribution of the time and talents 
freely given by those participating in 
these extra-curricular school activi­
ties. The students were invaluable in 
refining questions and selecting 
words to more clearly express the 
Youth Poll questions. Of critical 
importance was their caution against 
our use of the word "community ser­
vice" in the poll, fearing it might be 
negatively associated with military 
or mandatory service. 

In addition to their own discussion 
of the design, they conducted an in­
formal pre-test among their friends, 
made the proper revisions, and then 
arranged with their school admini­
strators to conduct a formal pre-test 
with another student group. After 
the Chicago Area Youth Poll was 
conducted in each of their respective 
schools, the students assisted in en­
tering the data from the individual 
survey into the computer and coding 
the responses from the Youth Poll 
discussions. 

Because of the many hours of 
time and energy invested in this pro­
ject, the students were very in­
terested in seeing the tabulated re­
sults of the survey which they played 
such a key role in designing. With 
their school administrators, they at­
tended a luncheon to discuss the ini-



tial findings of the poll and to re­
ceive well-deserved certificates of 
appreciation in recognition of their 
significant contributions to this 
study. 

METHOD 
Approximately 440 students in 90 

discussion groups from 3 Chicago Area 
high schools participated in the 
study. The three schools represent a 
diversity of student bodies in the 
Chicago metropolitan area -- an in­
ner city, all black public school; a 
suburban, integrated public school; 
and a private Catholic, all girls 
school, drawing students from the 
city and surrounding suburban com­
munities. 

Each school administered the 
questionnaire among classes which 
would provide the broadest range of 
opinions through a diversity of ex­
periences, age and abilities of the 
students. The students were asked to 
form self-selected groups of four to 
seven persons. One member of the 
group assumed the role of discussion 
leader and recorder and was in­
structed to write down as much of 
the discussion as possible, even in­
cluding comic remarks. 

As each group completed their 
discussion of the final question, the 
recorder read the instructions and 
distributed the individual survey for 
each group member to fill out anony­
mously and in silence. 

The group questionnaires were an­
alyzed using qualitative methods and 
also treating each school separately. 
Answers to each question were then 
analyzed for recurring themes and 
patterns of responses. They are re­
ported in order of the frequency of 
students' responses. Several ques­
tions required the recorder to poll 
the members and report the actual 
number of "yes" or "no" responses to 
that item. Exact percentages are 
therefore reported for this data as 
well as for all the information ob­
tained on the individual surveys. 
Students' opinions and perceptions 

gathered from the group discussion 
on several questions are compared to 
the actual quantitative data obtained 
from the individual survey responses 
and charted on graphs or tables 
whenever possible. 

Listening to the opinions of youth, 
however, is most effectively done by 
ca ref ull y reading the actual quotes 
from the Chicago Area Youth Poll 
participants. The reader will be 
treated to a smorgasbord of honest, 
thoughtful humorous, and at times, 
poetic and sad, words of teenagers. 

A discussion of each section of the 
survey is presented in the complete 
booklet. Only the summary fallows. 
For more information, contact the 
Cook County Sheriff's Office, Youth 
Services Department, l40l South 
Maybrook Drive, Maywood, IL 60153. 

SUMMARY AND IMPLICATIONS 

ON VOLUNTEERING 
1. Even though many of the Youth 
Poll respondents were above average 
students and involved in many posi­
tive activities at school and in the 
community, more than 97% of their 
comments indicated that these stu­
dents felt people held a very negative 
image of teenagers. They felt teens 
were viewed as lacking in maturity, 
responsibility and respect for others 
as well as lacking in caring and con­
cern for others. Others felt per­
ceived as being excessively involved 
in partying, drinking, using drugs and 
having sex. Some felt labeled as 
troublemakers, delinquents or simply 
BAD. 

Hopefully, these young people have 
a better and more positive perception 
of themselves than the negative 
stereotype they think others have of 
them. Hopefully their responses 
would have been more positive if 
they were asked how others per­
ceived them as individuals, rather 
than as part of a group called "teen-

36 THE JOURNAL OF VOLUNTEER ADMINISTRATION 
Summer 1985 



agers." Fortunately for society, all 
teenagers don't live up to the nega­
tive image they think others have of 
them. 

2. Every student polled expressed 
some plea to shake this negative 
stereotype and be seen in a positive 
light. While the normal developmental 
process through adolescence includes 
a strong association with peers and a 
persistent questioning of societal 
values and ideas, teenagers neverthe­
less clearly asked to be considered, 
first of all, in a positive regard and 
secondly, as individuals and as per­
sons who are emerging beyond child­
hood and growing into adulthood. 

· Through discussion groups and 
brainstorming sessions with young 
people, the challenge of finding ways 
to promote a more positive image of 
teenagers can be pursued. 

3. Forty-five percent of the students 
said they thought that most teen­
agers would want to be involved in 
helping others in their community. 
There were significant variances 
among the participating schools: 
7296 of city school students, 5696 of 
private school students and 2996 of 
suburban school students perceived 
their peers to be willing to help. 
However their perceptions clearly 
underestimated the actual willingness 
of teenagers which is almost 7 596 , as 
reported in the individual survey. 

Students and adults alike need to 
be made aware and assured that the 
great majority of teenagers are will­
ing to volunteer and therefore put to 
rest the negative stereotype of teens 
being labelled as lazy and uncon­
cerned about their community. 

4. Self-esteem, caring about others 
and community pride were the major 
themes expressed as motivators for 
why teens would get involved in ser­
vice. Feeling self-confident and re­
sponsible, feeling proud and ne_eded, 
recognized and trusted or simply 
feeling better about yourself ac­
counted for nearly one-half of the 

THE JOURNAL OF VOLUNTEER ADMINISTRATION 37 
Summer 1985 

responses. Enhancing self-esteem 
and promoting personal growth are ex­
tremely important to these young 
people. Other pe~sonal benefits i~­
cluded new learning, new experi­
ences, and new friends, as well as 
preparation or explora~ion for futu~e 
careers and a better image or posi­
tive perception by others. 

Since the perceived benefits of 
volunteering are often similar to the 
ideal image hoped for by teens, a 
discussion relating these two issues 
may be a useful strategy for program 
planners, teachers, youth workers and 
counsellors who are concerned with 
improving the general image of teen­
agers in the community or the self­
esteem of an individual adolescent. 

It is interesting to note that al­
though the majority of students ~~d 
not been involved in volunteer act1v1-
ties they have very definite, clear 
exp~tations of the intrinsic benefits 
that are gained from serving ottrers. 

5. Eighty percent of the comments 
from students who had previously 
performed some vo!u!'teer ~ork 
clearly affirmed pos1t1ve feelings 
about their involvement. They felt 
their work was meaningful, impor­
tant, and needed as reflected in the 
appreciation shown by those whom 
they directly helped. Other volun­
teers were more aware of how their 
services assisted the community or 
organizations with which they were 
involved. 

Once again, the students used ~h.eir 
own personal feelings of recognition 
as a barometer of the meaningfulness 
and importance of their work. 

6. Reasons given for why teen~gers 
might avoid volunteering were ~1~her 
external or personal factors. L1m1ta­
tions of time was an especially fre­
quent reason given by private school 
students. Negative peer pressure and 
the need for money, especially among 
juniors and seniors, were equally 
problematic. Simply being "not in­
terested," self-centered, or the lack 



of prestige, recognition or parental 
support, as well as a list of fears such 
as failing, feeling humiliated, feeling 
stupid, or afraid of not knowing what 
to expect or of not being able to 
handle the pressure, were also seen 
as obstacles by the students. 

Some of these factors can be 
handled quite easily in creative prob­
lem-solving sessions dealing with ma­
naging time and responsibilities. 
Special attention, however, needs to 
be given to issues of peer pressure 
and the real fears of failing or 
getting involved. It is important that 
prospective youth volunteers be made 
to feel a part of a group, preferably 
of other peers and supported by a 
host organizat!on. A genuine promise 
of clear expectations, adequate pre­
service and on-the-job training, and 
supportive supervision will help allay 
some of the fears of failing. 

7. Almost one-fourth of the students 
polled indicated that they had been 
involved in a volunteer project but 
subsequently quit. Time conflicts 
were reasons given by 50% of the 
private school students but only 10% 
of the suburban school students. 
Boredom, unrewarding or unin­
teresting work or not enough respon­
sibility topped the list of juniors and 
seniors. Lack of respect, impatience, 
adults being too bossy and over­
working the volunteers were used to 
describe the negative treatment 
leading to their termination as volun­
teers. 

Aside from problems of time, most 
reasons for leaving were internal to 
the organization: i.e., management, 
the attitudes of the adults, the na­
ture or pressures of the tasks, or the 
lack of responsibilities. Program ad­
ministrators need to apply the same 
standards of quality management to 
their youthful volunteers as they do 
for adults. Also, adults may need 
special preparation in dealing with 
adolescent development needs and 

schedules as well as a sensitivity~_to 
avoid becoming too personal with 
them. 

8. Respect, Recognition and Reward 
were offered as primary motivators 
for making volunteering more popular 
among teenagers. Greater diversity 
and interesting jobs as well as 
greater peer involvement - the 
chance to make new friends and have 
fun - were other suggestions. The 
principles of sound management 
again are seen as absolutely essential 
among teens. 

Unique, however, to recruitment 
among young people may be the 
attention that needs to be given to 
"popularizing" the concept. Market­
ing strategies that use popular 
people, adults and teens, as positive 
role models or welcome groups of 
friends to become involved may well 
increase the ranks of volunteers. 
Some schools require that a service 
component be included in each and 
every school sponsored club or organi­
zation. Therefore, athletic, musical, 
drama, and other students' groups, 
certainly can help promote the notion 
of service. 

9. Sixty-eight percent of the com­
ments reflected a positive or neutral 
reaction frorri their friends regarding 
the students' potential volunteer in­
volvement. 

While the majority of students do 
not expect negative peer pressure, 
the fear of being teased, ridiculed or 
ignored by friends cannot be treated 
lightly since some teens seem far 
more affected by peer reaction than 
others. Group discussions on the 
benefits of volunteering as well as 
promoting facts and statistics on stu­
dent involvement and reactions may 
serve to reduce these fears. 

· 10. More than ninety percent of the 
students' commments reflected a 
positive or neutral response when 
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asked about parental influence on de­
cisions to volunteer. Less than 1096 
predicted a negative reaction from 
parents. 

Since, for most students, parents 
are seen as setting the example or at 
least providing the encouragement to 
volunteer, time and attention might 
well be given to soliciting the help of 
parents in reinforcing the values of 
such activities. As one student com­
mented, "if parents don't volunteer or 
at least talk about it, the kids won't 
care." This message can be rather 
easily promoted through school no­
tices and newsletters, PT A meetings, 
and parent and community education 
programs as well as public service 
announcements. To avoid a rebel­
lious response, especially among 
teenagers, care must be taken to 
support and encourage rather than 
absolutely insisting on such acti­
vities. 

11. Students were split on the issue of 
whether they felt informed and wel­
come to volunteer in their com­
munity. Although nearly 7096 of pri­
vate school students reflected an at­
titude of acceptance, only 2596 of 
their suburban counterparts felt so. 
About 5096 of both city and private 
school responses indicated a lack of 
information about volunteer oppor­
tunities. 

As especially evidenced among 
suburban school students, there ap­
pears to be a strong correlation be­
tween students' perception of peer 
involvement in helping others and 
their perception of the community's 
receptivity to them. This should sig­
nal a warning to planners to look at 
both sides of the supply and demand 
of volunteerism. Are students reluc­
tant to become involved because they 
don't feel welcome? Are orga­
nizations reluctant to create roles 
for youth because they feel the stu­
dents won't respond? And, where 
would students go to find out about 
volunteer activities? 
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A notice in the school bulletin or 
high school newspaper may indeed 
provide a communication link to the 
students. If students are to be 
genuinely invited to volunteer, a cen­
tral resource or clearinghouse would 
be most helpful. At least, students 
need to be certain of where to go to 
obtain this information. Making it 
hard to find out certainly makes it 
hard to volunteer. 

ON SER VICE-LEARNING 

1. By a margin of 2 to 1, students 
reflected on the positive advantages 
to the recommendation of the 
Carnegie Foundation Report, to set 
up service learning programs in high 
schools. Students clearly saw the 
educational value of this experiential 
learning. They also considered job 
readiness, civic contributions; in­
creased self esteem and social oppor­
tunities as advantages of the plan. 
Disadvantages listed included time 
conflicts, too much work, or fears 
that the experience might not be 
helpful to the student or the re­
cipient. 

2. Three-fourths of the responses in­
dicated that receiving credit would 
certainly boost participation among 
students. The secondary personal 
benefits that come from the recognition 
given by the school and the long-term 
lesson in learning to serve others 
were articulated. Some students, 
however, felt the program may be 
viewed as an "easy" class or for 
slower students. 

3. Forty-seven percent of the stu­
dents indicated that they had per­
f or med some type of service as part 
of a class assignment. However, 
there is a significant difference 
among the students: 7296 of city 
school students, 5696 of private 
school students and 3096 of suburban 
school students reported these class 
projects. This difference is similar 



to the students' perception of their 
peers' willingness to get involved in 
helping others. 
Perhaps class projects which include 
service to others may either help to 
create an image of volunteerism 
among students or, conversely, it may 
reflect the teachers' assessment of 
the attitudes of their students to be 
either positively or negatively 
disposed to these activities. 

In light of the previous discussion 
regarding the benefits of service­
learning and credits, teachers can 
feel encouraged to incorporate the 
concept of service-learning within 
the curriculum. 

4. As a graduation requirement, 5896 
of the students reacted negatively to 
a mandatory service-learning com­
ponent. However there was again 
much diversity among the partici­
pating schools: 4096 of city school, 
5396 of private school and 6396 of 
suburban school responses were nega­
tive. 

The diversity of reactions and the 
intensity of feelings would suggest 
the need for a clearly defined educa­
tional program with many options and 
objectives to suit the diverse needs 
and interests of the students if such a 
plan were mandated. On the other 
hand, a strong reaction to any addi­
tional mandatory requirement might 
well be expected. 

In either case, care must be taken to 
assure that both educational and ser­
vice objectives are met and that both 
student and client, organization or 
community, benefit from and are 
better because of this plan of learn­
ing to serve while serving to learn. 
Some schools have introduced the 
service learning program as an elec­
tive course before mandating its en­
rollment. Other schools have re­
quired that each school-sponsored 
club, organization or sports team 
must include a service component 
among their approved activities. 
Tapping into the untapped resource -
i.e., the community as an extension of 
the classroom, or youth as fully par-

ticipating and concerned citizens of 
the community - can provide an ex­
citing challenge for the educational 
system today. 

INDIVIDUAL SURVEY 

1. Nearly 7596 of all high school stu­
dents either are or would consider 
volunteer involvement. 2696 of the 
students are currently performing 
volunteer work. 

2. City school students report a 
higher level ( 4096) of current volun­
teer service than their suburban 
(2496) or private (2296) student coun­
terparts. 

3. Teens significantly under­
estimate, by 2996, the willingness of 
their peers to get involved in helping 
others. 

4. No clear patterns of volunteerism 
emerge among the four classes at the 
survey schools. However for seniors 
at least 7 5% at each school can be 
seen as current or potential volun­
teers. 

5. Male students at the city school 
are just as likely as their female 
counterparts to volunteer. While 
there was no difference among the 
schools in the females' responses, the 
males at the suburban school were 
considerably less likely to volunteer. 
Still, the majority of young men 
(5796) were willing to consider volun­
teer involvement. 

6. The better the student performs 
academically, the more likely that he 
or she will be involved in a volunteer 
service. However, the correlation 
does not exist for potential volun­
teers. Students at all performance 
levels indicate a willingness to be 
involved. 

7. Students who perform well aca­
demically are also more likely to be 
involved in extra-curricular activities 
as well as volunteer involvements. 
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8. While every student group had a 
level of current volunteer involve­
ment that was well below that of 
their family members and friends, 
their potential interest would be 
greater than the current level of 
family and friends. 

9. When considering specific skills, 
females were nearly three times as 
likely to be a pre-school aide or day­
care aide as their male counterparts. 
Almost twice as many females than 
males also felt they could provide 
patient care, companionship or chore 
service to seniors, assist in church or 
religious education, and be a hotline 
listener. 

Males, however were 1-1/2 times 
more likely to want to coach and more 
willing to donate blood. While fe­
males were 1-1/2 times more willing 
to be a tutor or teacher's aide or 
provide clerical or telephone ser­
vices. 

10. On specific areas of service there 
was somewhat less divergence be­
tween the genders, al though the re­
sults again supported current sex role 
distributions. Males were extremely 
reluctant to become involved in areas 
dealing with the handicapped or 
senior citizens as compared to the 
willingness of their fem ale counter­
parts. Assisting in emergency service, 
i.e., food, transportation and housing, 
and in the areas of cultural programs 
and correction services saw a signifi­
cant gender gap where fem ale in­
volvement was far more likely. 
Recreation, arts, crime prevention, 
music, alcohol and drug programs, 
theater, school, church, ecology, 
legal aid, and consumer affairs are 
areas where there seems very little 
gender preference among teenagers. 

11. More than 90% of the students 
felt that volunteering should begin by 
age 16 and more than 60% suggested 
that by age 14, children should begin 
getting involved in helping others. 
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1 Details on the philosophy and 
methodology of the Minnesota Youth 
Poll are available in The Center 
Quarterly Focus, ''The Minnesota 
Youth Poll" by Diane Hedin and 
Haward Wolfe, Spring 1979. Copies 
may be obtained by contacting the 
Center for Youth Development and 
Research, 386 McNeal Hall, 1985 
Buford A venue, St. Paul, MN 55l08. 
(6l2) 376-7624. 



Dear Editor: 

This is to express my appreciation 
for your publication of my article 
about Larimer County's Senior Tax 
W orkoff Program in the last issue of The 
Journal of Volunteer Administration. 
As a direct result, my department 
has had inquiries from the City of 
Milwaukee about starting a Tax 
Workoff there. The ABC news con­
tacted us after seeing an article 
about our program in The Denver 
Post, and we will be featured in late 
Apr11 on the ABC Nightly News. The 
JOY A article provided them with the 
background material they needed, 
and brought their attention to the 
implications for volunteerism as well 
as tax relief for older homeowners. 

My than ks for your encourage­
ment and your timely help in publi­
cizing the Tax Workoff program. It's 
great to know that JOY A is not only 
being read, but is resulting in the 
spread of valuable programs nation­
wide. 

Sincerely, 

Lorrie Wolfe 
Assistant Director 
Larimer County 
Senior Tax Workoff Program 
Fort Co Uins, CO 
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To Remember ... 

HARRIET NAYLOR 

When Hat Naylor died in May, she left a legacy of words and actions that 
continue to grow in meaning. Though we honored her in recent years for her 
past achievements in building the field of volunteerism, Hat was very much a 
part of present day activities, continuing to write and lecture up to the day 
of her death. 

The Journal would like to document and share -- and thereby preserve -­
the current thinking of Hat Naylor. Anne Honer and Ivan Schei er were two 
people who had been in recent correspondence with Hat and have volunteered 
to develop an article (possible more than one) based on her newest concepts. 
The Journal expects to publish this important tribute to Hat in the Winter 
1985-86 issue. 

If any of our readers have recent letters or other materials on volunteer 
issues from Hat that would be of value to others, please help us to develop 
this special section. We also welcome workshop notes. 

Contact: 

Anne Honer, Director 
Volunteer Skillsbank 
Volunteers in Action 
229 Waterman Street 

Providence, RI 02906 

Please let Anne know of your interest in contributing no later than 
September 15. Thank you. 
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( Training Design ) 

Becoming a Consultant 
Marcia Hellman 

PURPOSE: 
To teach consultant skills and give participants a chance to practice 

them. 

USES: 
Serving as a consultant is a useful training activity for Board members 

who visit individual chapters or units to serve as consultants. It also can be 
used by salaried staff as they work with their volunteer members. 

TIME: 90 minutes. 

MATERIALS: 
Newsprint and markers 
"Roles" for Role Play. 

PROCESS: 

A. Introduction 

HOW WOULD YOU DEFINE THE CONSULTANT ROLE? 

Discuss at tables. Ask group for a few definitions. 

CONSULTATION -- GIVING HELP. The relationship is: 

voluntary - client comes to you for help. You may choose to answer 
the call for help. 

temporar~ 

supRortive 
discipline~ 

- relationship will focus on a particular plan or need. When 
you fulfill the need the relationship will end. 

- consultant focuses her help to support the client's need. 
- both the client and consultant recognize the need for a 

clea! working contract so that the need will be met. 

WHAT ARE THE SKILLS NEEDED TO PERFORM THE ROLE? 

Ask the group, then clarify with this mini-lecture: 

Communication Skills -- Both Verbal and Non-Verbal 

1. Attentive Listening 

2. Clarifying, Facilitating, Replying; Reflecting and Understanding 
Feeling~ 

Marcia Hell man is Training Coordinator for the Association of Junior 
Leagues. She Designs and delivers training for individual Leagues and 
Association programs. 
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This response conveys that you not only hear the words being 
spoken (content),' but also sense the feelings behind the words. 
You are picking up the components of the message that are hidden 
to the average listener, for you ·deeply desire to see the other 
person's world as clearly as you possibly can. For example: 
"When you describe that situation, you sound very upset." 

By showing the person that you have heard their pleasure or their 
pain, you have opened up an emotional bank account with them. 
Each time you listen attentively, ask open-endecf questions, 
clarify or summarize their message, or reflect their hidden 
feelings, you make another deposit in this account. Thus, one goal · 
you will find beneficial is to "increase the frequency of the high 
facilitative responses" in your verbal interactions. With practice, 
you will be able to integrate them comfortably into your com­
munication style. 

3. Confirming 

4. Clarifying Questions - Effective Interviewing 

Questions that start with what, when, how and who encourage the 
answerer to open up and share personal perceptions. 

5. Summarizing 

B. Activity: 

With your partner, please interview each other and practice clarifying and 
confirming responses. 

Questions fo! interviewing: 

1. How do you feel about your new position on the Council? 
How do you feel about your new position on the Board? 

2. How was your trip to this meeting? 

Process Questions: 

Did the listener respond and reflect feelings? 
What type of body language did the client use? 

C. Lecture on Process Consul ting 

Next give a mini-lecture stressing these points: 

Two types of consultation: 

1. Purchase of Consultation-Client desires information and asks expert 
for it. -

a. Success of this type depends upon whether client has correctly 
diagnosed own needs, and 

b. Whether client has correctly communicated those needs to the 
consultant, and 
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c. Whether client has accurately assessed the capability of the 
consultant to provide the right information. 

This process often does not meet with success because of these 
variables. 

2. Process Consultation - involves the Consultant and Client in a joint 
diagnosis. 

The importance of a joint diagnosis derives from the fact that the 
consultant can seldom learn enough about the organization or that 
particular group to know the best course of action for them. The 
Consultant helps the Client to become a good diagnostician per­
sonally so thats/he and her or his group can then solve the problem. 

ST AGES IN PROCESS CONSUL TING: 

1. Establish Relations 
a. Determine more precisely what the problem is. 
b. Determine next steps. 
c. Establish contract--can be spoken agreement of what problem is 

and what you plan to do. 

2. Select Method of Work 

a. Establish who and when to observe, e.g, you might interview the 
Board, observe a meeting, sit in on an important committee 
meeting. (This reinforces the idea that the consultant does not 
already have pat answers and standard expert solutions.) 

3. Gathering Dat~ 
a. Ask group how. 
b. Direct information. 
c. Individual or group interviews. 
d. Review questionnaires (can be too impersonal). 

"The way you ask questions gives you an opportunity to intervene 
constructively." 

4. Intervention 
a. Agenda setting interventions 

1. Questions which direct attention to interpersonal issues. 
2. A Board meeting devoted to interpersonal process: "How is 

our group functioning?" "How do we make decisions?" 

b. Feedback of Observations - To group; To individual. 

"Your decision making process seems to be mainly a minority 
one. How does this affect your group function?" 

c. Coaching or counseling of individual or group. 

d. Structural suggestions pertaining to Group Membership. Struc­
tural Suggestions pertaining to Communication or Interaction. 
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"Your meetings are way too long - members get bored and 
leave." 

e. Suggestions pertaining to allocation of work or assignment of 
responsibility: e.g., Nominating Committee meeting one full day 
a week. This committee needs to look at its method and 
functioning. 

5. Evaluation -- Disengagement -- Both agree that client will work on 
solutions and use questioning techniques suggested by consultant. 

Termination 

D. ACTIVITY 

Role Play - this role play can be done at tables or in front of the group. 
The role - play takes place at a Board meeting of a volunteer women's 
organization. The parts may be changed to include men. Give each 
person a role assignment, as follows: 

Role Play - CONSULT ANT 

The President of the local chapter of a volunteer 
women's organization in Berwick, PA has invited you 
to visit her chapter. She wants you to be a speaker at 
a membership meeting and then meet with the Board 
to discuss some problems the chapter is facing. 

You attend the membership meeting. The business 
section of the meeting takes two hours and then you 
speak for one-half hour. Many members leave after 
the business meeting. 

The next morning you meet the Board at a break­
fast meeting. One of the main topics they wish to 
discuss with the consultant is how to keep their 
members motivated and the antagonism that exists 
between the paid and non-paid working women in their 
organization. 

Role Play - DONNA, 

TREASURER 

You are the manager of the First National Bank of 
Berwick and a competent working woman. 

You are disgusted with the inept way the chapter is 
being run and attempt to takeover the leadership 
because you have lost your patience with the situation. 

You speak up so something gets accomplished as Mary 
lets the conversation go on and on and never calls for 
consensus. You hope the consultant has some brains 
and can teach Mary some leadership skills. 
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Role Play - JOAN, VICE PRESIDENT OF LOCAL CHAPTER 

You are a competent, well-organized, take-charge 
type of person and are at your wit's end because of 
Mary's inept leadership of the chapter. 

Both the Board and membership meetings go on in­
terminably and many members are as disgusted as you 
are. This year is definitely an off year and you can't 
wait until you are in charge. 

Role Play- MARY, PRESIDENT OF THE LOCAL CHAPTER OF 

A VOLUNTARY WOMEN'S ORGANIZATION 

You are not very well organized in your life and have 
tried to run the chapter by the book. So, you have all 
your groups report to the membership at every meet­
ing. You get bored with these long meetings at times, 
but believe in participatory democracy and are deter­
mined to keep this format. 

You have sensed an uneasiness and some hostile feel­
ings in your Board toward you and your leadership 
style and hope the consultant can iron out these 
difficulties. 

Role Play - VALERIE, CHAIRMAN, EDUCATION AND TRAININq 

You are a good friend of Mary, the President, and feel 
the team is not operating synergistically. You realize 
that Mary is trying, but the group is not responding to 
her leadership style. You feel that Donna is a big 
hindrance as she always dominates the conversation, 
and si very destructive of all the Board attempts at 
change. 

You hope the consultant will put Donna in her place. 

Allow discussion for 5 to 10 minutes. Then 
raise the following "process questions" with the 
entire group. 

PROCESS QUESTIONS 

1. What was happening in the role play? 

2. What part should the consultant play? 

3. How should the consultant help the group to solve 
their problems? 
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4. How did the consultant gather data? 

5. What type of feedback did she give? 

6. What suggestions would you make to the consul­
tant for actions she should take before attending 
the meeting? 

7. Have you been in similar situations? How would 
you have handled them? 

The original source of this material is unavailable. 
The training session has been modified and the author 
has modified and added her personal method and 
design, but does not claim to have originated the 
concepts. 
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HOTEL RESERVATION FORM 
PLEASE PRINT OR TYPE 

Thank you for requesting reservations at the Westin Hotel, 
Seattle. Our entire staff would like to take this opportunity to 
extend a warm welcome to you during your upcoming meeting. 

Make check or money order payable to: 
The WESTIN HOTEL 
1900 Fifth Avenue 
Seattle, WA 98101 

PLEASE RESERVE THE WESTIN HOTEL, SEATTLE ACCOMMODATIONS 

NAME _____________ COMPANY ______________________ _ 

ADDRESS ____________________________________ _ 

CITY/STATE/ZIP· ______________________ PHONE ___________ _ 

SHARING ROOM WITH _________________________ D Please indicate ii room w,11 be 
shared by a third adult; (over age 19) 

IF YOU ARE SHARING A ROOM. PLEASE SUBMIT ONE FORM ONLY. 

Please include first nights deposit to confirm reservation .•. Or use your American Express or Diners Club credit 
card lo guarantee your reservation. 

Card# and Type _____________________ Expiration Dale _________ _ 
I understand that I am liable for one night's room and tax which will be deducted from my deposit. or billed through my credit card 
in the event that I do not arrive on the date indicated, or cancel 24 hours prior to arrival. (Reservations not guaranteed will 
be held until 6:00p.m.) 

Signature __________________________________________ _ 

Please circle preferred rate below; 

ACCOMMODATIONS STANDARD MEDIUM DELUXE 

SINGLE (One person) $67.00 $72.00 $77.00 

TWIN (Two persons) $82.00 $87.00 $92.00 
with two beds 

Please add the current Washington State Sales and Guest Room 
Taxes of 12.9% to above prices. 

Arrival Date 

Arrival Time 

Number of Nights 

RESERVATIONS MUST BE RECEIVED BY 
OCTOBER 1, 1985 

The Westin Hotel, Seattle (206) 728-1000 
Telex 152-900 
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THE 1985 AVA NATIONAL CONFERENCE ON VOLUNTEERISM fJJ 
A SOUND APPROACH 

■ 

CONFERENCE REGISTRATION FORM 
Ple■M type or print clearly 

NAME ____________________________________ _ 

POSITION ______________ REPRESENTING, _______________ _ 

ADDRESS __________________________________ _ 

CITY ___________________ STATE. _______ ZIP _________ _ 

DAY PHONE ( EVENING PHONE C.---J.-------------

Full conference registration fees include 
Workshops, Keynote Breakfast with 
Brian O'Connell, President's Reception, 
British High Tea, "Making a Difference" 
Banquet, and Marlene Wilson Breakfast. 

D Yes, I would like to attend AVA 25th 
Birthday Celebration on THUR. 
6:30-9:30. 

liJ 

FULL CONFERENCE REGISTRATION FEES: 

□ AVA Member 
D AVA Affiliate 

Affiliate Name 

EARLY BIRO 
DISCOUNT 

BEFORE 7 /3/85 

$130.00 
$145.00 

D Non-AVA Member $160.00 
D Add $20.00 late penalty fee after 9/13/85 

ONOR 

i7f3:l s AMOUNT 
$180.00 
$195.00 

$210.00 

TOTAL 



AVA STATUS 
□ AVA MEMBER 
0 AVA CERTIFIED MEMBER 

___ c.v.A. 
___ C.A.V.S. 

D AVA AFFILIATE MEMBER 

ORGANIZATION 
D NON-AVA MEMBER 

OTHER MEMBERSHIPS ATTENDING 
CONFERENCE (Please indicate ii a member/ 

D WASHINGTON STATE SOCIE1Y OF DIRECTORS 
OF VOLUNTEER SERVICES IN HOSPITALS 

D NATIONAL SCHOOL VOLUNTEER PROGRAM 

AVA CERTIFICATION 
WORKSHOP 

This performance based cer1ilicat1on program is open to 
all expenenced profess,onals In the field of volunteer adm1nis• 
tration. both salaried and unsalaried. 

AVAs Certification Program is based on competency stat6-
ments and performance critena identified as necessary 
to admInIster a volunteer program. This professional creden­
tialing system ut1hzes por1foho development to assess 
professional competence demonstrated in work experiences. 

Candidates may proceed at their own pace. A workshop is 
reQuired: however all must purchase a ··Preparation tor Cer­
tiflcat1on" packet. begin completing their apphcat1on, and 
attend a Certification Workshop. Saturday from 1 :00 to 4:00 PM. 

All certification mformallon w,11 be sent from the AVA 
Boulder office. 

D Yes. I would like to receive AVA Certification 
Workshop Information. 

The Conference wi 11 
be limited to 1000 
participants, be an 

EARLY BIRD! 

ONE DAY CONFERENCE FEES: (Workshops only) 

□ TUESDAY, October 22, 1985 
D WEDNESDAY. October 23. 1985 
□ THURSDAY, October 24, 1985 
D FRIDAY, October 25, 1985 
D SATURDAY, October 26, 1985 

SPECIAL EVENT FEES: 

WED. TILLICUM VILLAGE 
D First Boat 5:30Pfy1-9:45 PM 
D Second Boat 7:30 PM-11 :45 PM 
D WED. LUNCH with !VAN SCHEI ER 
D TUE. D SAT. PIKE PLACE MARKET TOUR 
D TUE. □ SAT.SEATTLE TOUR BUS 
D TUE. D SAT. UNDERGROUND 

SEATTLE TOUR 
D SAT. FUN RUN to celebrate 

Volunteerism (shirt incld.) 

$65.00 
65.00 
65.00 
65.00 
65.00 

No.of 
TICkets 

$ 

TOTAL 
X $22.00 $ 

X 15.00 $ 
X 5.00 $ 
X -9.00 $ 

X 3.00 $ 

X 5.00 $ 

EXTRA TICKETS FOR CONFERENCE EVENTS 
(Available to ONE-DAY registrants and guests) 

OWED. BREAKFASTwith BRIAN O'CONNELL 
D THUR. BRITISH HIGH TEA 

X 12.00 $ ____ _ 

X 11.50 $ ____ _ 

D FRI. "MAKING A DIFFERENCE" BANQUET 
D SAT. BREAKFAST with MARLENE WILSON 

X 40.00 $ ____ _ 

X 8.50 $ ____ _ 

CONFIRMATION PACKET with additional con­
ference information will be mailed to all persons 
registered by 9/13/85. All other packets should be 
picked up in Seattle at the conference. 

CANCELLATIONS received before 9/13/85 will be 
refunded minus a $50.00 handling fee. No refunds 
after 9/13/85. 

FOR MORE INFORMATION CONTACT: 
305 SOUTH 43rd. RENTON. WA 98055 
CALL: PAT O'DELL (206) 226-0210 

PAT LANNING (206) 362-4949 

TOTAL$ __ _ 
Make your check payable to AVA, sorry no deferred 
billing. US currency only, your signed voucher is 
acceptable. 

PLEASE MAIL THIS ENTIRE PAGE TO: 
AVA 
P.O. BOX 4584 
BOULDER, CO 80306 
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Subscription Form 
□ I would like to join the Association for Volunteer Administration and receive 

TheJournal as a benefit of membership. Please send me more information. 
D I would like to subscribe to The Journal of Volunteer Administration for 

one year (four issues) at S20. 
□ I would like to subscribe to The Journal of Volunteer Administration for 

three years (twelve issues) at S50. 
Name __________________________ _ 
Title __________________________ _ 
Organization _______________________ _ 
Address _________________________ _ 

□ Check or money order (payable in 
SUS) enclosed, made out to: Association 
for Volunteer Administration. Please 
note: subscribers outside the United 
States must add S3.00 per year for 
additional postage and handling costs. 

Zi 

□ Charge to my □ VISA □ MasterCard 
Card No. __________ _ 
Expiration Date _______ _ 
Signature __________ _ 

Complc1e and return 10: Association for Volunteer Adnilnlstr-,ltion 
P.O. Box 4584, Boulder, CO 80306 303 497-0238 

L--•--•-••••••-•••••••••••••••••••••••••••••••••••••••••• 
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ASSOCIATION FOR VOLUNTEER ADMINISTRATION 

Where will you be October 22 to 26? 
Join everyone else in Seattle 

atthe 
1985 National Conference on Volunteerism 

Don't delay ... reserve your place, too. 
Details inside! 
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