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Assessing the information gathered
from the survey, we noted that two trends
emerge: 1) satisfaction of needs; and 2)
perception of needs.

Satisfaction

There is wide spread agreement that
satisfaction is a key ingredient in re-
taining volunteers (Naylor, 1967; O'Con-
nell, 1976; Scheier, 1972; Wilson, 1976).
Volunteers are motivated by a broad range
of things. Some of the things focus on
personal needs; others focus on perceived
societal needs. In any case, we believe
that initially the volunteers are motiva-
ted by dinterest and altruism. We also
believe that the motivation to come or
volunteer initially and the motivation to
stay are different for many people. Al-
truism, contributing to the public wel-
fare, meeting the needs of a client group,
or participation in a social club may
provide a reason for volunteering, but
those motivational pushes will not suf-
fice to maintain the volunteer in the
program if his or her needs are not met.

Some use the Concept of Achievement
Motivation as developed by Maslow, Herz-
berg, and McClelland and Atkinson to ex-
plain participation in volunteerism (Wil-
son, 1976). These theories stress the
need for achievement, power and affilia-
tion as basic human needs. Volunteering
can met a person's basic needs. In Mas-
low's terms, there is a hierarchy of needs
with self-actualization resting on top.
These theories focus on the individual's
needs as the primary motivations for par-
ticipation in volunteer activities.

In both cases, meeting personal
needs or meeting social needs can account
for initial involvement. We suggest that
in any case volunteer programs must meet
the needs of the volunteers or the volun-
teers will not remain. Volunteers want
to be part of a good (well-managed) pro-
gram.

Harriet Naylor (1967, pp. 64-65) al-
so suggests that the things which cause a
person to become a volunteer may be very
different from those which keep a person
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an active volunteer. Volunteer satisfac-
tion includes a sense of belonging and
being comfortable, reaching goals, par-
ticipation, responsibility and respect.
Satisfaction is influenced by a number of
things, many of which have to do with the
climate of the program.

Marlene Wilson (1976) suggests that
program success is dependent upon creating
a climate in which volunteers can func-
tion effectively and creatively. She
points out that the managers of a volun-
teer program are one of the major deter-
minants of the type of institutional cli-
mate created. The climate created by the
manager determines motivation and affects
greatly satisfactionand levels of perfor-
mance. The task of the volunteer program
manager is to create a climate in which
work 1is achievement and fulfillment and
in which the needs and satisfaction of
the volunteers are adequately addressed.

We suggest that the satisfaction and
needs of the managers are important de-
terminants of the program climate. Much
has been written about the volunteer needs
and motivation and about the impact of
satisfaction on volunteers. Given that
organizational climate, satisfaction and
productivity are Tlinked and the critical
role the manager plays in determining in-
stitutional climate, the needs and satis-
faction of the managers of volunteer pro-
grams are critical factors in program
success.

The volunteer program manager is the
leader of a group of paid staff and vol-
unteers or unpaid staff. If the leader
is not satisfied with the accomplishments
of the program, then other members of the
group are not likely to be satisfied.

Herzberg and Snyderman have investi-
gated satisfaction and dissatisfaction
(Bobbitt, Bienholt, Doktor, and McNaul,
1978). They suggest that hygiene or main-
tenance factors influence dissatisfac-
tion. Satisfaction, on the other hand,
is linked with motivation. Motivations
include achievement, recognition, respons-
ibility, advancement, growth and the work
jtself. Our study includes information
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which will allow us.- to assess satisfac-
tion with accomplishment and the work it-
self.

The questionnaire focuses on basic
aspects of program operations. The prim-
ary areas were recruitment, training,
matching, supervision, management, and
public relations. Items sought informa-
tion about techniques and methods, problem
areas, success and assistance. Success
was measured for training, matching,
supervision, management and public rela-
tions. In these items respondents were
asked to rate their efforts on a four-
point anchored scale ranging from very
successful to extremely unsuccessful.

The items were anchored with statements
such as '"program operates with no con-
flicts, interruptions of services or

major. problems" and "program is stalled
most of the time with conflict, interrup-
tion of services or major problems."

Table 1 presents the responses mana-
gers made to the five items measuring
success. For purposes of comparison,
this type of scale is most informative
when viewed as a dichotomized scale. From
this perspective, our respondents are
most satisfied with their training and
matching efforts. In both cases more
than 90 percent identify their operations
as successful. While supervision and
management are not perceived as success-
ful, both are rated in the upper 80 per-
centage range (88 percent, 87 percent).
PubTic relations is indicated as the Teast
sucgessfu] function (74 percent success-
ful).

Public relations is usually not per-
ceived as a vital part of the day-to-day
operation of the volunteer program. Many
of our respondents indicated that public
relations was a problem for them (201).
Only 51 of the respondents indicated that
public relations was ranked low on their
1ist of priorities. The two most common
problems with public relations indicated
were insufficient finances (112) and in-
?uff;cient time to build public relations

130).

We noted that we had a Tow response
to the supervision item. We suspect that
this reflects the number of criminal and
juvenile Jjustice programs which do not
supervise their volunteer programs. In
criminal justice, some programs recruit,
screen, and train volunteers. These vol-
unteers are then provided for agency
staff as resources. The agency staff pro-
vides supervision.

On the whole, our respondents are
satisfied with the operation of their
programs. We have noted that in the itmes
dealing with problems, these managers
have recognized that they do have prob-
lems. In most cases, however, the respon-
dents were able to identify specific
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causes of these problems. Problems then
are not seen as failure. They are seen
as things which must be remodeled.

Perceived Needs

We support the position that program
climate is crucial to volunteer satisfac-
tion and to program success. We recognize
that a number of factors such as agency
staff, attitude, volunteer task enrich-
ment and recognition play an important
role in program climate. However, the
most crucial element in this setting is
the volunteer program manager. If the
volunteer managers' needs are being met
and they are satisfied with their work,
then positive, supportive program cli-
mates will exist.

VIP-NCCD (Volunteers in Prevention,
Prosecution, Probation, Prison, and Parole
— a division of the National Council on
Crime and Delinquency) is devoted to pro-
moting the use of volunteers in justice
settings. We week to assist in the de-
velopment and dimprovement of volunteer
programs. While a primary focus has
traditionally been the volunteer, we also
place emphasis on meeting the needs of
those who develop and manage volunteer
programs. A primary purpose of our pres-
ent survey efforts is to identify the
needs of justice system volunteer mana-
gers. By meeting these needs and increas-
ing manager satisfaction, we improve pro-
gram climate and the quality of justice
system voluntarism.

Table 2 summarizes our respondents'
preferences for types of assistance. The
independence and common sense nature of
the volunteer movement can be seen in the
types of assistance preferred by our re-
spondents. The two types of assistance
most frequently requested in all categor-
ies were how-to manuals and training mod-
ules for the respondents' staff. These
resources increase the ability of the
managers to improve their programs at
their own initiative. This also indicates
that these managers are satisfied with
their performance given the material with
which they have to work.

In every case, the managers preferred
the training and manual resources to con-
sultants or other types of resources. We
note the high need areas are recruitment,
training for staff, supervision and public
relations. It is interesting to note that
matching is another area where the most
managers indicated that they did not need
assistance.

Training for staffand how-to manuals
are two aspects of the same thing. Both
summarize the setof skills and techniques
needed to function effectively. Training
is active presentation of the material in
the manuals if effective manuals are avail-
able. Unfortunately, comprehensive train-
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