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As directors of volunteer services very capable people to trivial re­
can expect greater responsibility and sponsibilities or experienced indi­
recognition in the future (Alderman, viduals to routine tasks in an unre-
1983), the effective utilization of lated area results in individuals be­
personnel is certain to be a challenge coming dissatisfied with their volun­
to anyone whose job includes the re- teer activities. Instead of starting at 
cruitment and assignment of volun- the bottom, a volunteer should be 
teers. After job descriptions have placed appropriately from the be­
been deve_loped in an agency, volun- ginning to make immediate use of the 
teers must be recruited and selected training and experience the individual 
to fulfill the specific tasks of work brings to the agency (Naylor, 197 3). 
assignments. Henderson (1983) stres- Roepke (1983) offers support for this 
ses the importance of matching the approach in a study reporting that 
volunteer's abilities and skills with when volunteers are assigned to task 
the organization's tasks. In analyzing force groups utilizing special skills to 
the scope of tasks in the organiza- respond to specific needs, they re­
tion, tasks may be assigned according ported higher levels of satisfaction. 
to function, in other words, tasks to These individuals consistently re­
be performed (a) with people, (b) with ported that their volunteer efforts 
things, and (c) with data. Categories were meeting their expectations, 
of volunteers can then be related to providing a good feeling about them­
those tasks (Lauffer & Gorodezky, selves, and offering an opportunity to 
1977). For example, home visits and feel fulfilled. 
initial interviews are examples of Individuals tend to volunteer with 
tasks performed with people; repair- certain kinds of expectations that 
ing wheel chairs and designing bro- provide a motivational climate for 
chures relate to tasks performed with the person (Henderson, 1983). Volun­
things; and evaluating the effective- teers with a salaried work history 
ness of the service program is an often relate expectations in a volun­
example of a task performed with teer role to work values held in their 
data (Lauffer & Gorodezky, 1977). past or continuing work experiences. 

Consideration must be given to For example, a retired individual who 
designing work assignments for vol- had high recognition needs in his or 
unteers that divide responsibilities her work history, may well need a 
into manageable and interesting com- volunteer role that will produce ad­
binations of tasks (Naylor, 1973). miration from others and continued 
Naylor further stresses that an often recognition for accomplishments in 
occurring mistake made with volun- his or her life. The identification of 
teers is underplacement. Assigning expectations usually occurs in the 
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screening process and orientation 
session. If expectations based on 
personal goals and past work values 
are not identified in the beginning, 
the expected motivational climate 
may not develop for the new volun­
teer. 

The purpose of this article is to 
present the director of volunteer ser­
vices a systematic approach for ef­
fective utilization and retention of 
volunteers. This approach is based on 
the skills and abilities volunteers de­
velop through work and life experi­
ences and, also, expectations derived 
from values and personal goals to 
provide an appopriate motivational 
climate for the prospective volun­
teer. 

JOB ANALYSIS RESOURCES 
Saxon and Roberts (1983) pre­

sented a discussion on the effective 
utilization of an individual's past 
work in relation to future job alter­
natives based on a transferable skills 
and abilities profile. By obtaining a 
work history from each volunteer and 
also considering his or her past hob­
bies, recreational activities, and past 
volunteer positions, the same concept 
may be applied to the selection and 
assignment of volunteer workers. 
According to Saxon and Roberts, an 
in-depth work history should include, 
at least, the following information 
for each job: 

1. Job title 
2. Description of work performed 
(including processes, materials 
and materiels) 

3. Length of employment 
4. The factors most and least 
liked by the individual 

Once this information is collected, a 
skills and abilities profile can be con­
structed using resource materials. 
These resource materials include. the 
Dictionary of Occupational Titles 
(DOT) (U.S. Department of Labor, 
1977); Guide for Occupational. Ex­
ploration (GOE) (U .s. Department of 
Labor, 1979); and Selected Charac­
teristics of Occupations Defined in 
the Dictionary of Occupational Titles 
·csco) (U.S. Department of Labor, 
1981). 

The DOT is based on more than 
75,000 on-site analyses and contains 
approximately 20,000 jobs from the 
work world. The DOT presents a 
systematic description of each job 
and lists the level of worker involve­
ment concerning data, people, and 
things for each job. The job data in 
the DOT is presented in six basic 
partsfor each job description: 

(1) The Occupational Code Num­
ber 
(2) The Occupational Title 
(3) The Industry Designation 
(4) Alternate Titles (if any) 
(5) The Body of the Definition 

(a) Lead statements 
(b) Task elements statements 
(c) "May" items 

(6) Undefined Related Titles (if 
any) 

The levels concerning worker in­
volvement with data, people, and 
things are described numerically by 
the middle three digits of the nine 
digit occupational code: 

DAT A (4th digit) 

0 Synthesizing 

PEOPLE (5th digit) 

0 Mentoring 

THINGS (6th digit) 

0 Setting up 
1 Coordinating 
2 Analyzing 
3 Compiling 
4 Computing 
5 Copying 
6 Comparing 

1 Negotiating 
2 Instructing 
3 Supervising 
4 Diverting 
5 Persuading 
6 Speaking-Signalling 
7 Serving 
8 Taking Instruction/ 

Helping 

1 Precision Working 
2 Operating/Controlling 
3 Driving/Operating 
4 Manipulating 
5 Tending 
6 Feeding/Off bearing 
7 Handling 
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A major benefit of the DOT is in 
determining worker transfer able po­
tential into alternative jobs. Mean­
while, the GOE organizes and places 
each job into one of 12 interest areas 
with further division into 66 work 
groups, describing the skills and abili­
ties needed to perform jobs within 
~ach work group. The GOE provides 
information under five headings: 

What kind of work would you do? 

What skills and abilities do you 
need for this kind of work? 

How do you know if you would 
like or could learn to do this kind 
of work? 

How can you prepare for and en­
ter this kind of work? 

What else should you consider 
about these jobs? 

A specific four digit code identifies 
each work group. Jobs included with­
in a work group in the GOE "are of 
the same general type ofw'ork and 
require the same adaptabilities and 
capabilities of the worker" (p. 1). 

~he SCO provides specific infor­
mation concerning physical demands 
(e.g., strengths, worker movement of 
objects and self); environmental con­
ditions (e.g., location of job, temper­
ature, hazards, dust); mathematical 
and _ la~guage d~velopment (e.g., 
funct~onmg levels m reading, writing, 
spE:akmg and mathematics); and spe­
cific vocational preparation (the 
amount of time required to become 
an average worker in that position). 

After the new volunteer is inter­
viewed and a work history obtained, 
these resource materials may be 
used. It should be noted that the 
resource materials have instructions 
in each book for complete use and 
that only part of the total informa­
tion available is used in this ap­
proach. 

SPECIFIC STEPS IN USING RE­
SOUR CE MATERIALS 
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Each job listed in the volunteer's 
personal work history is located in 
the DOT. This is accomplished by 
looking up each job in the "Alpha­
betical Index of Occupational Titles" 
beginning on page 965. A nine digit 
occupational code is given for each 
job and is then used to locate the 
actual job description .in the body of 
the DOT. Jobs in the body of the 
DOT are presented in numerical or­
der. When locating a specific job in 
the DOT, the industry designation as 
well as the job definition must be 
carefully compared to the volunteer's 
verbal report. Selecting a correct 
jo_b title in _an inappropriate industry 
will result m the construction of a 
false profile for the volunteer. 

Jobs may also be located within 
t~e DOT using the "Occupational 
Titles Arranged by Industry Designa­
tion" beginning on page 1157. Indus­
try. designa~ions are presented alpha­
betically with alphabetical listings of 
occupational titles included under 
each. 

In the GOE, the job title is lo­
cated in the "Alphabetic Arrange­
ment of Occupations" beginning on 
page 336. In addition to the nine 
digit occupational code which may be 
use~ to verify that it is the same job 
~s ~n the DOT, a six digit GOE code 
1s hsted. The first two digits of the 
GOE code identify interest areas and 
~he _second two digits categorize the 
Job mto work groups. Skills and abili­
ties are presented for each of the 66 
work groups. After the volunteer's 
job has been located in the appropri­
ate work group, the presented skills 
and abilities a~e compared to the 
volunteer's description of his/her 
work to determine the appropriate 
ones. 

The SCO indicates the length of 
time required to complete the spe­
cific vocational preparation period. 
Once an individual has been trained 
for this length of time, it is assumed 
that the skills and abilities required 
on that job are present. 

The following is a summary of 
specific steps in identifying a volun­
tee~'s skills and abilities through vo­
cational resource material: 



1. Locate job title and nine digit 
occupational code and verify job 
description in DOT. 

2. Locate the six digit code and 
determine appropriate skills and 
abilities in GOE. 

3. Verify completion of specific 
vocational preparation period in 
sco. 

WORK VALUES 
Since volunteers are "workers," 

work values appear to be important 
considerations in the utilization and 
retention of these individuals. Ac­
cording to Super ( 1970), work values 
are "those attributes or qualities we 
consider intrinsically desirable and 
which people seek in the activities in 
which they engage" (p. 4). A volun­
teer's work values reflect individual 
needs and satisfaction of these needs 
provide important motivation to 
maintain a work assignment. Since 
many volunteers have an established 
work history, certain work values 
have been established by individuals 
who, through volunteer activities, 
will continue to strive for satis­
faction of these needs. In other 
cases, individuals will strive to 
satisfy intrinsic needs through volun­
teer activities that cannot be satis­
fied in their present paid employ­
ment. 

Certain personal values have been 
identified through research that re­
late to major dimensions of a person's 
domain (Knapp & Knapp, 1978). 
These value dimensions include in­
vestigative, practical, independent, 
leadership, orderliness, recognition, 
aesthetic, and social. The following 
is a summary of the above value 
dimensions as reflected and measured 
by the Career Orientation Placement 
and Evaluation Survey (Knapp & 
Knapp, 1978): 

1. Investigative: This dimension is 
characterized by the values of intel­
lectual curiosity and the challenge of 
solving a complex task. Individuals 

scoring on this scale value concrete 
and well-defined ideas that generate 
observable results of their efforts. 

2. Practical: Appreciation of re­
ality-based, practical and efficient 
ways of doing things and maintaining 
environmental property are primary 
values in this dimension. Low scorers 
on this scale look to others to take 
care of property and maintain things 
in good working order. 

3. Independent: This dimension 
reflects a need for independence 
from rules and regulations and the 
freedom to be self-directed by social 
obligations. Persons with low scores 
on this scale value supervised activi­
ties that involve clear directions and 
regulations. 

4. Leadership: Supervising, de­
cision-making, and group direction 
are valued functions on this dimen­
sion. High scorers on this scale seek 
levels of importance and positions of 
leadership while low scorers value 
activities in which they can partici­
pate without having to direct others. 

5. Orderliness: Characteristics of 
this dimension include keeping things 
orderly and meeting expectations of 
the work assignment. Individuals 
with low scores on this scale value 
activities in which they can take 
things as they come and assignments 
that do not require a great deal of 
structure and orderliness. 

6. Recognition: Individuals who 
seek recognition and the admiration 
of others, value being well-known, 
and need to be looked up to by other 
people, score high on this dimensional 
scale. Low scorers value private 
activities and do not seek high levels 
of recognition. 

7. Aesthetic: Artistic apprecia­
tion, emotional sensitivity, and en­
joyment of music and the arts are 
valued functions on this scale. Per­
sons who score low on this scale 
value activities that do not focus on 
artistic qualities or primary use of 
senses and intuition. 

8. Social: Working with people, 
helping others through services, 
meeting and getting to know people 
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are valued by individuals with high 
scores on this dimension. Persons 
with low scores seek activities in­
volving material objects, as well as 
assignments requiring limited con­
tacts with others. 

The Career Orientation Place­
ment and Evaluation Survey (COPES} 
is essentially self-administering and 
results are displayed on a profile that 
specifies the volunteer's percentile 
on each work value (Knapp & Knapp, 
1978). Use of the COPES or other 
similar survey should be discussed 
with each volunteer as a means of 
identifying appropriate placement 
options for the individual. 

SELECTION AND ASSIGNMENT 
PROCESS 

The selection and assignment of 
volunteers may be viewed as a pro­
cess of matching skills and abilities 
to requirements, and work values to 
job activities. To maximize utiliz­
ation and retention of volunteers, the 
director of volunteer services is at­
tempting to assign volunteers to ac­
tivities that meet each person's ex­
pectations and needs and that pro­
duce high levels of satisfaction. If 
skills and abilities also match the 
activity assignment, the value of the 
volunteer to the agency will be en­
hanced and the contribution to the 
agency will be maximized. 

The following is an example of 
the application of this concept of 
transfer able skills and abilities, work 
compatibility, and expressed work 
values. Jane D. is a 62 year old 
female who has recently presented 
herself for volunteer activity in a 
hospital volunteer program but was 
not sure of what she could off er. She 
is now retired but had worked for the 
past 15 years as a remittance clerk 
for a local electrical company. Be­
fore that job she worked for 20 years 
as a teacher aide in an elementary 
school with the first grade. She 
indicated that these two jobs were 
her most significant past work, since 
she had only held several short term 
positions as a "helper" before these 

THE JOURNAL OF VOLUNTEER ADMINISTRATION 43 
Summer 1984 

jobs. On the job as a remittance 
clerk, she received payment from 
customers directly or through the 
mail, recorded the payment and is­
sued receipts and any change due 
customers, and explained charges to 
customers. Jane indicated that she 
liked meeting different individuals, 
but disliked the recordkeeping aspect 
of her job. Her job as a teacher aide 
included assisting the teacher in the 
preparation and implementation of 
classroom projects; reading stories; 
keeping order in the classroom; and 
assisting students with various class­
room assignments. She enjoyed re­
lating to the students in a helpful 
role, but disliked the supervisory as­
pect of her work. Jane stated that 
she enjoys reading and painting land­
scapes as her major leisure time ac­
tivities. 

The position of remittance clerk 
has a DOT code of 211.462-034 and a 
GOE code of 07.03.01. The SCO lists 
aspecific vocational preparation 
period for this job of "over 30 days up 
to and including 3 months" (p. 473). 
According to the GOE, an individual 
would need the following skills and 
abilities to perform the job of remit­
tance clerk: "use math to make 
change; use eyes, hands and fingers 
at the same time to operate an add­
ing machine calculator, or cash regis­
ter; deal with the public with tact 
and courtesy; perform work that is 
routine and organized" (p. 235). 

The position of teacher aide has a 
DOT code of 099.327-010 and a GOE 
code of 11.02.01. The SCO lists a 
vocational preparation period of 
"over 2 years up to and including 4 
years" (p. 473). According to the 
GOE, the following skills and abilities 
are'needed to perform this job: "un­
derstand and use the base principles 
of effective teaching, develop special 
skills and knowledge in one or more 
academic subjects, develop a good 
teacher-student relationship" (p. 
287). The most complex level of data 
(2), people (2), and things (2) involve­
ment was obtained by combining both 
jobs. This indicated involvement 



with analyzing data, instructing 
people, and operating-controlling 
things. Jane received payment 
issued receipts, and any change du~ 
customers, and explained charges 
(example of analyzing data); she as­
sisted students with various class­
room assignments (example of in­
structing people); and she operated a 
calculator and cash register (example 
of operating-controllings things). 

On the COPES, Jane expressed 
work values that were consistent 
with her work background and leisure 
time activities. Value dimensions 
with high expressions were social 
(94th percentile) and aesthetic (85th 
percentile). Orderliness (55th per­
centile) and recognition (35th per­
centile) were expressed at a lower 
level and other values occurred at 
below the 10th percentile. As a 
result, Jane expressed a need to work 
with people and highly values contact 
with others. From her interest in 
art, she values artistic activities. 

Based on the above analysis, Jane 
0. was assigned by the director of 
volunteer services to the discharge 
desk in the hospital. Her assignment 
included the discharging of individual 
patients from their rooms in a wheel­
chair, obtaining their prescribed 
drugs from the hospital pharmacy, 
and checking them through the 
finance office. Through this assign­
ment, Jane has an opportunity to 
interact with patients in a helpful 
role on an ongoing basis. She was 
also requested to assist in coordinat­
ing the annual art auction, a fund 
raiser for the hospital. In her volun­
teer assignment, Jane is therefore 
able to assume a responsible role 
commensurate with existing skills 
abilities and expressed work value; 
which relate to social expression and 
aesthetic activities. 

CONCLUSION 
The ability to involve volunteers 

effectively and retain these indi­
viduals is a primary goal of directors 
of volunteer services. In order to 
achieve this goal, the following ob-

jectives are considered important: 
(1) match the volunteer's skills and 
abilities with the agencyts tasks• (2) 
relate the assignment to the v~lun­
~eer's established work values; and (3) 
mvolve the volunteer in activities 
~hat respond to personal needs and 
mterests. The extent to which these 
objectives can be achieved with a 
volunteer will determine the level of 
volunteer satisfaction and effective 
agency utilization of the individual. 

A systematic approach was pre­
sente? here to assist the agency in 
reach1~g the above objectives. By 
analyzmg transferable skills and 
abilities from a past work history or 
present occupation, the agency can 
match the volunteer to work assign­
ment at an appropriate level. To be 
m~t~vated in performing and main­
tammg a work assignment, the volun­
teer must be able to satisfy a set of 
established work values and personal 
need expectancies. An analysis of 
these values permits the director of 
volunteer services to select work as­
signments that will facilitate the re­
tention of volunteers. 

Among the significant manage­
ment functions of the director of 
volunteer services is the selection 
and assignment of volunteer per­
sonnel. In order to fully utilize vol­
unteers, they must be assigned at an 
appropriate level and in order to re­
tain them, need expectancies and 
values must be met, at least to the 
satisfaction of the volunteer. When 
both agency satisfaction and volun­
teer satisfaction exist at significant 
levels, effective volunteer utilization 
and retention are greatly enhanced. 
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Note also that the DOT, GOE and 
SCO can be used in conjunction with 
an assessment of the "true dollar 
value" of volunteer work assignments 
as described by G. Neil Karn in his 
two-part article in THE JOURNAL, 
Winter 1982-3 and Spring 1983. 

We look forward to hearing from 
you on this--and any other--subject. 


