


As I See It 
Volunteering and the 
Future of Community 
By Stuart Langton 

Stuart Langton is Lincoln Filene Pro­
fessor of Citizenship and Public Af­
fairs and executive director of the 
Lincoln Filene Center at Tufts Uni­
versity. He is a vice-president of the 
Association of Voluntary Action 
Scholars, editor of Citizen Participa­
tion magazine, and director of the 
National Citizen Participation De­
velopment Project funded by the 
Ford Foundation. The following edi­
torial is adapted from his keynote 
address at tlrn Voluntary Action Fair 
and Luncheon sponsored by the 
Mississippi Governor's Office of Vol­
untary Citizen Participation in 
April. 

T he future is so important in shaping the civic direc­
tion of one's state and its communities. While volun­
teerism poses some problems we need to overcome, it 

nevertheless offers tremendous potential for addressing our 
most pressing community needs. 

The Potential of Voluntary Service 
I would like to talk first about the potential impact of volun­
teerism because I believe voluntary service, above anything 
else, can address the most critical problems in our communi­
ties. In particular, volunteerism can help us do three things to 
improve the civic life of our cities and towns: 

First, volunteerism can reduce human alienation. By 
alienation, I mean those feelings that all of us have had at 
times and many of our neighbors have much of the time--of 
feeling isolated, unconnected and unfulfilled. Serving others 
and helping to build our communities as volunteers is one of 
the most meaningful ways of overcoming alienation. As we 
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all know, sharing and caring contains its own special reward 
by helping one to feel more fulfilled, centered and connected 
with others. 

Second, volunteerism can be a key to meeting the needs of 
the most excluded groups in our society. In particular, there 
are five groups that do and will continue to need our help: 
• The elderly, who now number over 60 million and whose 
numbers are growing dramatically 
• Youth, who will increasingly feel great pressure to compete 
in a rapidly changing world economy and whose civic values 
continue to erode before the forces of careerism and material­
ism 
• Immigrants, especially Hispanic and Asian persons who 
constitute an ever growing proportion of our urban popula­
tion 
• The poor, who now constitute 20 percent of our society and 
who experience exclusion from the economic prosperity of 
the 1980s 
• The disabled, who seek to overcome their handicaps to 
achieve lives of independence and dignity. 

While the specific needs of each of these groups differ, they 
have one thing in common: Programs of government assis­
tance, while important and necessary, will not meet their 
greatest needs-to be included, to be appreciated and to be 
integrated into the community. Government cannot do this. 
Only we as citizens can do this by taking time to give of our 
resources, to care, to listen, to share values and concerns, and 
to provide the quality of human relationships reflected in 
voluntary involvement. 

Third, volunteers can do much to improve public policy. 
Volunteers can provide substantial guidance in making poli­
cy in our communities because they are knowledgeable about 
community needs, they represent public values and priorities 
often forgotten in the policy-making process, and they are 
influential and respected. 

Unfortunately, few of our communities know how to make 
use of volunteers as resources in policy making. There are 
some things that can be done, however. For example, govern­
ment officials can reach out to organizations who use volun­
teers to invite them to participate in workshops, briefings or 
public hearings to share their views on issues about which 
they are knowledgeable. 

Or volunteers who specialize as advocates for causes can 
spend more time and work with volunteers who provide 
direct service. There is too much isolation between these two 
types of volunteers. Direct service volunteers need to be en­
couraged also to be advocates or support the efforts of other 
volunteers who are advocating. And those who advocate 
need to stay close to direct service volunteers to remain in­
formed about what they know and what they feel should be 
done to improve our communities. 

There is one other thing-and that is to involve volunteers 
in public-private partnerships. These partnerships are in­
creasingly important as vehicles for developing public policy 
through the interaction of leaders from government, business 
and the nonprofit sector. One of the greatest dangers of part­
nerships today is that in some cases they become elitist, 
exclusionary, and dominated by a few "heavy hitters" from 
City Hall, large corporations and a few well-funded nonprofit 
groups. 

One way of avoiding this tendency and assuring that part­
Continued on page 30 
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Voluntary Action 

AIDS 'Buddies' Standing Fast 
Against the Sorrow 
By Elizabeth Kastor 

He sits down, vodka in hand, to tell his 
story, and something opens and the 
rush of words begins. The first death. 
The man whose cancer covered his 
body in purple blotches, darker and 
larger than leopard spots. The time he 
spent $450 of his own money for a cre­
mation. The lies he's told at work. The 
friends who can't understand why he 
does this. The friends he's lost. The 
hours he waited with a dying doctor 
who could no longer speak, could only 
lie still in pain, desperately clutching 
the hand of stranger after stranger there 
to sit with him. The hysteria when he 
thinks he will die himself. The memori­
al service where every friend was asked 
to take one of the dead man's books and 
he, crying and laughing, fell upon a 
murder mystery called A Queer Kind of 
Death. One remembered laugh after an­
other, one memorial service after anoth­
er, one final meeting, one wasted body, 
one sudden death, one that took too 
long. 

He has been caring for people dying 
of AIDS for three years. A successful 
Washington lawyer who believes his 

Elizabeth Kastor is a staff writer for The 
Washington Post, from which this arti­
cle is excerpted with permission. The 
subtitle of her report is "The Pain and 
the Rewards of Volunteers Who Take 
Sufferers Into Their Lives and Hearts." 
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boss would fire him if he knew he was 
gay, he has spent nights and weekends 
and long days writing wills, cleaning 
dirtied bodies, deciphering the intrica­
cies of Social Security, sharing meals, 
volunteering to face death again and 
again and again and teaching others 
how to do the same. 

"I stand back and say, 'What am I 
doing being a death expert at 37?' " he 
says. "All the time I want to wake up 
and the nightmare's over. The only way 

you can balance knowing the nightmare 
won't end is to wake up and say, 'Thank 
God, another day.'" 

There are now more than 500 volun­
teers working out of the Whitman­
Walker Clinic in Adams-Morgan fin 
Washington, D.C.]. Some answer the 
hot line, raise money, educate the pub­
lic. About 300 provide what is techni­
cally called "direct services." 

In San Francisco, such volunteers are 
called counselors. Here, they and the 
people they help are "buddies," a de­
ceptively lighthearted word, reminis­
cent as it is of childhood pals, for peo­
ple who bring strangers into their lives 
knowing they will soon cease to be 
strangers, and soon after that die, and of 
a disease that may one day kill them as 
well. 

If there have been no official buddies 
for victims of other diseases, that may 
be because there have been no other 
diseases like AIDS. It is almost entirely 
limited to young people, most of them 
unprepared for the massive hospital 
bills, the crises that accompany the ebb­
ing of life. Despite a growing realization 
that AIDS is not limited to one section 
of the population, for many it is still 
thought of solely in connection with 
groups society labels undesirable-ho­
mosexuals and drug addicts. And al­
though scientists repeatedly insist that 
AIDS is not transmitted through casual 
contact, fear of infection remains. So 
with the diagnosis comes a stigma as 
well as a death sentence; jobs are lost, 
friends-and often even family-disap­
pear. 

The [Washington, D.C.] metropolitan 
area is now home to about 800 people 
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with AIDS, and another 600 have died 
so far-small figures compared with 
those in New York and San Francisco, 
but devastating to the people who live 
within the battle lines. For them, the 
deaths are constant, the sense of the task 
ahead overwhelming. 

Washington painter Sandy Shapiro 
says he can no longer count the friends 
who have died. He volunteered at Whit­
man-Walker 18 months ago and soon 
was spending 50 to 60 hours a week as a 
leader of a volunteer team. This June, 
exhausted, depleted, he realized he 
needed a break after reading scientists' 
projections that by 1991, 250,000 Amer­
icans may have died of or been diag­
nosed with the disease. 

"I had a vision of standing at the bot­
tom of a funnel with all these bodies 
falling down on me," he says. "All I 
could see was their feet, and my job was 
to shuffle them off in the right direction 
and there were so many more of them 
than me." 

So he stopped. Everyone understood. 
One volunteer leader estimates that 60 
percent burn out, at least temporarily, 
with the first death and certainly with 
the second. But several days after Sha­
piro left, a friend from the clinic called 
him. I know, I know, he said, but there 
is this one case .... 

Shapiro returned to the shower of 
bodies. 

The Volunteers 
I really don't want to be doing this, quite 
honestly. It's time-consuming. It's draining. 
It's hard. J don't have the great need lo nur­
ture someone through their death. It's just 
that there are only so many people willing to 
do it.-Coleader of a volunteer team 

Bob Barker got the phone call from New 
York two years ago this winter. A close 
friend-perhaps the most supportive 
one during the years Barker was settling 
in Washington and coming out of the 
closet-had AIDS. As he speaks of that 
call, Barker's eyes fill with tears. He 
went to New York to be with his friend. 

"Without ever being a buddy, I was," 
says Barker, 41, a federal budget analyst 
and volunteer team leader. "I spent 24 
hours a day with him-he was in very 
bad shape. I decided he was going to 
have the best Christmas ever." But by 
the time Christmas came, his friend was 
too sick to eat the lobster and caviar 

Barker bought. They spent the night sit­
ting on the couch, quiet. 

"He died on March 21, 1985. I knew I 
had to do something here. It was too 
intense and too intimate and too impor­
tant to say, 'Well, that was something 
nice to do,' and stop. I wanted to con­
struct a living memorial to a very dear 
friend." 

It was, says Barker, a way to "make 
the tears productive"-the reason most 
prospective volunteers first call Whit­
man-Walker. But it is impossible to 
trace all of the impulses that draw peo­
ple to the clinic. Religious faith. A need 
for human connection. A fervent desire 
to participate in the world. 

As the lawyer who has been a volun­
teer for three years says, "No one reason 
is enough to make you get out there, to 
get you to do it. A lot of people get into 
the program with the motivation, 'If I do 
good deeds for others, I won't get it.' " 

One woman was jolted into action 
when a friend called and asked her to 
help. "I said I was pressed for time," she 
says. "My friend just repeated, 'Pressed 
for time .... '" 

Otliers volunteer believing they will 
participate in a death with what Whit­
man-Walker administrator Jim Graham 
called "a Dickensian, storybook quali­
ty." 

"If you think you 're going to be wear­
ing a halo and you'll be helping a dying 
person and you're talking about Life 
and Death, you're wrong," says the law­
yer. "If your motivation is either fear or 
nobility, you will not last, because the 
reality of actually doing it is so far dif­
ferent. One woman who works with us 
says, 'Listen, 90 percent of what I talk 
about with AIDS patients is their bowel 
movements,' and that's true." 

And those who look forward to an 
instantaneous kinship with their buddy 
usually have that expectation destroyed 
as well. "You may not be hooked up 
with a Maria Von Trapp," clinic serv­
ices director Jim Ringer tells new volun­
teers. "Some may be nice, but there are 
other people who are really obnox­
ious." 

Through several meetings, Barker 
found the first man he worked with un­
forthcoming and he chafed at a barrier 
he could not breach. Then, one night at 
a restaurant, the man began to talk 
about his disease and death. 

"I was so thrilled we were having a 
real conversation about a meaningful 
subject, I pushed it much too far and 
kept it going for two hours, even after it 
was clear he had had too much," says 
Barker. 

The man took it upon himself to end 
the discussion. He seized the table cov­
ered with nachos and tomatoes and oth­
er detritus of a Mexican dinner, and 
threw it over, leaving Barker wearing 
the meal. 

Training 
Don't think even if they say they want you 
that they welcome you with open arms. You 
remind them of things they don't really want 
to think of. If you think you're being a savior, 
then they're really going to resent you, be­
cause no one wants to be in the pitiable posi­
tion of being saved. And besides, you can't 
save them anyway. An even worse situation 
about coming in as a savior is they might let 
you try to do it. That means they've decided 
to give up their power and give it to you. 
You're there to help them increase the con­
trol they have over their life.-A young ther­
apist with AIDS to a group of volunteers in 
training 

At Whitman-Walker, PWAs (most peo­
ple involved with the disease prefer the 
acronym for Person With AIDS to 
words like patient or victim) are inter­
viewed and then assigned to one of five 
teams of 25 to 55 volunteers. The team 
leader then matches the PWA with a 
buddy, and generally with a case man­
ager. 

The case manager will probably have 
several PWAs, and tends to look out for 
the bureaucratic concerns-the Social 
Security applications, the housing, the 
logistics of medical and legal services. 
The buddy does everything else. 

Through a Saturday and Sunday of 
training, 50 or so prospective volun­
teers learn about the obscure diseases 
that attack people with AIDS, the legal 
problems they will encounter, infection 
control. They talk about AZT, the new 
antiviral treatment that has been vastly 
more successful than anything used be­
fore, just released from restricted testing 
for more generalized use. 

They are asked to consider how they 
would respond if a PWA wanted to dis­
cuss suicide. Although few PWAs actu­
ally kill themselves, tlie subject comes 
up, and some volunteers have had to 
face more than just the prospect of talk-
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ing about it. A volunteer who assists in 
a suicide to the point where he becomes 
legally liable must resign from the clin­
ic. 

There are other troubling issues. Al­
most half the clients are black, most of 
the volunteers white; more and more of 
the PWAs are intravenous drug users. 
Potential volunteers must decide if they 
would be able to work with someone of 
a different race or someone addicted to 
heroin. 

Three men with AIDS sit down be­
fore the prospective volunteers. All 
three are still in remarkably good shape. 
The first and second are jokers, nudging 
each other constantly, laughing and 
mugging. 

'Tm gaining weight!" the first an­
nounces, and the crowd laughs and ap­
plauds. The second has taken on a new 
part-time job and recently turned 40. 
"Lucky!" say the first, who probably 
won't make it that long. The third 
smiles less than the others and says he 
rarely leaves home. Chronic diarrhea 
dictates his life; he finds he has little 
interest in seeing people. 

A tentative young woman stumbles 
through a question. How can she speak 
honestly about herself with someone 
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her own age who is dying? Won't her 
plans for the future sound like a taunt? 

"You're 22?" the first asks. "I think 
that's a lovely age, and you have a lot to 
look forward to. I would love each of 
you in this room to stand up and say 
what you hope to do in your life. I 
dream they're going to find a cure-I 
love to hear people's dreams. It makes 
me feel good, to know you're going to 
continue, you're not going to let your 
buddy's death stop you." 

Hurdles 
The lawyer: "One of the most difficult 
things about doing this kind of work is 
the dissembling you have to do all the 
time. It's not enough that we are at risk 
and that we have to take care of dying 
people, but we have to lie all the time. 
Rather than be proud of what is proba­
bly the most important thing I've ever 
done in my life, I have to hide it or act as 
if I'm ashamed of it." 

Steven Zazanis, team leader: "One of 
the most difficult th.ings for a person to 
accept in working with a terminally ill 
person is that just supporting them 
where they are is taking a very active 
role. Just sitting in a room even if there's 
no conversation going on-what can 

you say anyway?-just sitting there, 
you are supporting them. Sometimes 
you feel that old urge to say someth.ing 
to brighten the atmosphere, to nudge 
someone in a direction you would like 
them to go in; you will feel yourself 
pushing them to an acceptance you 
would prefer to see them have. That's 
wrong." 

A team leader: "It doesn't take long to 
become a veteran at this work-three 
months at the clinic is five years. As a 
group leader and team leader and bud­
dy, you're in such overload there isn't 
time to digest it. After my buddy died I 
was waiting for an elevator; it opened 
and closed before I could get in and I 
started to cry." 

The Work 
You pick up the dirty foundry. You toke 
Pepsi because they only hove Diet Pepsi in 
the hospital and he won't drink Coke. You 
toke chocolate because he likes bittersweet 
chocolate. You run home and read a paper 
and rush to sleep and the next day you rush 
off to work and rush home and to the hospi­
tal. You stop at !lie snack bar and pick up 
some crackers. You shave him and you cut 
his fingernails and you wash his hair and 
you do all these good things and don't real­
ize how appreciated these thing ore.-A vol­
unteer. 

On Memorial Day, a pair of buddies 
spent the day together, eating at a Du­
pont Circle outdoor cafe, buying some 
lightweight pants to hide the Kaposi's 
sarcoma lesions on the sick man's legs. 

Within a week, he was in the hospi­
tal. During one visit, after plumping his 
pillows and mak.ing him comfortable, 
the volunteer walked over to shake the 
hands of his buddy's parents. They 
turned away, refused to touch the hand 
that had touched their son. 

By the time his buddy was released 
from the hospital, neurological damage 
had made walking difficult, and the 
man was obviously worried about 
climbing the stairs to his third-floor 
room in a house run by the clinic. 

"He looked at me with his huge blue 
eyes--'Can I go to your place?'" remem­
bers the volunteer. "I said, 'Sure you 
can go to my place.' Those turned out to 
be the best two weeks of my life.'' 

The way he tells it, the decision to 
bring his buddy home with him sounds 
almost inevitable, such a logical course 
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of action one need hardly discuss it. 
Clinic organizers emphasize, however, 
that his actions are not standard proce­
dure, that no volunteer is expected to 
take his buddy into his house, but much 
that happens with this work doesn't fol­
low standard procedure. 

"I did things for him I wouldn't do for 
members of my own family-for them 
I'd call a nurse," he says. "It's amazing, 
what you find you can do that you nev­
er thought you could do-I'm talking 
physically as well as mentally." 

On July 5, his buddy announced he 
wanted to return to the hospital. "I am 
sure he knew he was going to die. I am 
convinced he did not want to die at my 
house, he did not want to do that to 
me." 

The two were together in the hospital 
when he died on July 11. Afterward, the 
volunteer waited for the parents to ar­
rive, to discuss the will and the funeral. 
Most of what their son had left them 
they said they didn't want, including 
his ashes. The volunteer arranged for a 
memorial service at his church, friends 
from the Gay Men's Chorus sang and 
his priest said the ashes could remain in 
the chapel until it was decided where 
they were to go. 

"I cleaned out my house immediate­
ly, everything that was his, the bedpans 
and the canes, the stool he used so he 
could take a shower sitting down. Then 
I went to the clinic house to clean out 
his room. There were boxes and boxes 
of papers, the poems he'd written. That 
was a little too much .... " 

He left the job unfinished, and only 
returned later when his strength had re­
turned. He passed on the objects left to 

friends and took home several things for 
himself: an empty wallet, the manu­
scripts of the poems his buddy wrote 
and an earring. 

"After the dust settled, I realized I 
probably got more out of the relation­
ship than he did." Two weeks after the 
death, he began pestering Barker for 
more work. "I've gotta have another 
one. I've done all I could do for him." 

Barker held out for a month, insisting 
the volunteer give himself time to 
grieve, then gave in. He has a new bud­
dy now. 

Changes 
Barker: "I find myself oriented towards 
things that count, rather than paying at­
tention to the next episode of 'Dallas.' 
Not that these things aren't important, 
but perspective is altered." 

The lawyer: "Even having safe sex 
upsets the hell out of me. Even though I 
know literally I am doing nothing that is 
putting me at risk, it's like laughing in 
the face of the apocalypse." 

Gary Raymond, therapist and co­
chair of the clinic's AIDS Steering Com­
mittee: "I go out dancing twice a week 
faithfully. 1 used to be self-conscious 
when I danced, but now I remember 
talking to my buddy about when he got 
so weak that music would move him, 
but he couldn't dance. So 1 started danc­
ing for him. He's with me, and self-con­
sciousness drops away." 

Hope Reed, a volunteer: ''I'm spend­
ing less and less time with friends. I'm 
not getting any support from my 
friends, and I don't know why, if they're 
afraid or what." 

Shapiro: "People think I'm going to 
be painting like Goya, big black paint­
ings with dark witches. lf anything, I'm 
painting happier pictures. There's 
enough morbidity." 

Surviving 
Zazanis: "For me, the word depressing 
means something very specific. It's tied 
up with feelings of stasis-feeling use­
less, purposelessness, feeling life is not 
moving forward. It's a waste, time is 
going and it's going for nothing. I can't 
make things happen at the times they 
need to happen. It's daunting." 

Kel/er: "We feel we're invulnerable, 
but here's this disease-it's a tiny virus 
but look at what it can do. I have tre-

mendous respect for it. It's awakened us 
again to the world, to how this system 
works." 

Shapiro: "When I get upset, I spend 
money. As I was leaving to go to Peo­
ples Drugs to pick up some medicine for 
my buddy, a friend called. He had been 
diagnosed. I cried for an hour, but then I 
realized I still needed to get the medi­
cine. I went to Peoples and spent $150. 
$150 at the drugstore! I thought, 'Thank 
God I didn't go to a mall! lfl'd been near 
a furrier's, I would have come back with 
a bearskin rug!'" 

The lawyer: "You have to look at it 
historically to retain your sanity. I have 
never seen or heard of a community of 
people coming forward in great num­
bers to literally take care of their own 
the way gay people have. I believe some 
secret historian has been recording this, 
and someday people will look back and 
say, 'Look at what happened in the 
1980s in the United States-one of the 
most incredible movements rising up 
for all the right reasons.' When it 
spreads-and it will-and the straight 
people start biting the dust, suffering 
this way, they will sit back and say, 'We 
underestimated you. We didn't know 
what real men you were.'" 

Shapiro: ''I'm not scared of the dis­
ease any more. I don't want to get ii, and 
I'm afraid of what it would do to me. 
But it's like an enemy you know." 

Raymond: "These are my people. 
This is my life. This is where I belong 
and for better or worse, this is where I'll 
stay and I'll make the best of it. 

Copyright "1986 by The Washington 
Post. Reprinted by permission. 
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ADMINISTRATOR'S 
CORNER 
Building Self Esteem with 
Volunteers 
A sense of accomplishment helps de­
velop anyone's self esteem. When the 
accomplished task is performed by peo­
ple who have not had many "boosts" to 
their ego, however, it is a very reward­
ing experience for everyone involved. 

The Children's Aid Society of Metro­
politan Toronto has two programs run 
by volunteers in which the goal is to 
develop individual skills and build the 
participants' sense of accomplishment 
and worth. 

They are a karate and a tennis group. 
The karate instructor, Mark, has a black 
belt in this field. He approached the 
Children's Aid Society about volunteer­
ing, as he felt a karate program present­
ed structure, discipline and the oppor­
tunity to develop a skill that could be 
accomplished at one's own pace in a 
non-competitive environment. As the 
program grew, he recruited two other 
volunteers to assist him. 

The participants are from 11 to 16 

preached the agency in the same man­
ner as Mark. She is very interested and 
proficient in tennis, and wanted to 
share this skill with others who had not 
been exposed to the sport. She arranged 
for court time as well as racquets and 
balls for those who needed them. All 
the participants had to do was turn up 
for the lessons. 

The program was offered to young 
teens in the care of the Children's Aid 
Society as well as children we serviced 
in the community. Initially, the in-care 
people were the most consistent, while 
our community group was very small. 
Esther, however, was very committed 
and felt sure that if we kept offering the 
program it would grow. 

By the third year, it did just that. We 
had full enrollment this year, and the 
participants came out regularly (one of 
the mothers who brought her children 
even became involved). When the les­
sons were finished, the class asked Es­
ther if it could still practice and play 
together as long as the weather was 
good. The group may not be ready for 
Wimbledon, but who can tell what the 
future may bring! 

years of age, and they meet weekly. l"::::::::::::::::::::::::::::::-----------1 
They begin their session with apprmd­
mately 20 minutes of warm-up exer­
cises, followed by an hour of skill devel­
oping techniques and ten minutes of 
"cooling down," unwinding move­
ments. Everyone progresses at their 
own speed and when the instructor 
feels they are ready, he will test them on 
the required movements needed to 
move on to the next level. 

For many, karate was a new experi­
ence that provided recognition and en­
couragement for their individual at­
tempts without comparison or competi­
tion from others. It is indeed gratifying 
to see their satisfaction with themselves 
as they become more proficient in this 
area of the martial arts. 

We were fortunate to receive a dona­
tion from another volunteer (her hus­
band, in fact), and this money is used to 
buy the participants the official karate 
outfit and the appropriate colored belt 
as the students progress with their 
training. Some of them have grown 
since starting the program, and their 
outfits have had to be replaced. But we I-P_a_rt_lc-lp_a_n_t_i_n_T_o_ro_n_t_o_C_h_l_ld_r_e_n'_s_A_l_d---1 

feel this is money well spent. Society volunteer-run karate program 
Our tennis instructor, Esther, ap- gains confidence and self-esteem. 
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As the volunteer coordinator in­
volved in these programs, I feel a great 
sense of satisfaction and delight in hav­
ing the opportunity to work with such 
dedicated volunteers who are prepared 
to share their time and talents to help 
others develop their capabilities. It is 
also my pleasure to work with col­
leagues who appreciate the benefits that 
volunteers can offer the families ser­
viced by the agency and who readily 
accept, support and make referrals to 
the programs that are offered. We are a 
great team and by working well togeth­
er, we are able to enrich the lives of 
people we work with. 
-Alberta Weinstein, Coordinator of 
Volunteer Services, Toronto Branch, 
Children's Aid Society of Metropolitan 
Toronto 

Training, Talent­
Hallmarks of 
Master 
Gardeners 
Program 
By Judith Schwab and Diane Relf 

Master Gardeners are people who not 
only know their beans and bow to grow 
them, they are also volunteers who are 
willing to study hard in a horticultural 
training program and then utilize their 
knowledge to help others. 

Since the Cooperative Extension 
Service in the state of Washington be­
gan this volunteer program in 1972, it 
has spread to more than 40 states. "The 
concept is to share gardening knowl­
edge with a few, so that they in turn can 
share with many," says Tony Bilik, Ex­
tension agent in Pennsylvania. 

Gardening is a very popular pastime 
in the United States. According to Gal­
lup survey sponsored by the National 
Gardening Association, gardening is the 
number one outdoor leisure time pur­
suit of U.S. households-more popular 

Judith Schwab is the coordinator of the 
Virginia Master Gardener Program at 
Virginia Tech, and Diane Relf is an 
Extension specialist in home horticul­
ture at Virginia Tech. 
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than golf, fishing, camping or hiking. 
During the growing season, Extension 
offices are flooded with requests for in­
formation about horticulture. Master 
Gardeners initially volunteered their 
services to help meet these requests. 

Today, they continue to meet these 
demands and work at a great variety of 
other jobs, which are all related to horti­
culture. In Virginia, there are more than 
50 different jobs, ranging from garden­
ing with the handicapped to conduct­
ing experiments in trial gardens and 
producing television gardening pro­
grams. 

Master Gardeners in Virginia come 
into the program with a great interest in 
and considerable knowledge about hor­
ticulture. They are trained (often for as 
much as 50 hours) by specialists from 
Virginia Tech University, Extension 
agents and professionals from commer­
cial horticulture. Training covers such 
basics as botany, plant propagation, 
plant disease, insects and soils. Then it 
focuses on specific types of gardening 
such as vegetables, flowers, indoor 
plants, trees and shrubs. 

This rigorous course is highly valued 
by the volunteers. Some feel the train­
ing itself serves as payment for their 
volunteer services. In some states, the 
training is in such great demand that 
potential Master Gardeners are placed 
on waiting lists and must go through a 
screening process before entering the 
program. 

Classes are held in the winter so that 
Master Gardeners are ready to work 
when gardening fever hits in the spring. 
They have one year to contribute their 
volunteer time. The number of volun­
teer hours equals the number spent in 
training. Frequently, Master Gardeners 
not only exceed the committed number 
of hours but come back year after year, 
generously donating their talents to the 
program. 

In Hampton, Virginia, for instance, 
Master Gardeners Irene and Mercer 
Christian, Jr. regularly work at Bluebird 
Gap Farm, a public farm with 100,000 
visitors a year. The Christians each put 
in 86 hours in the farm's garden in only 
one month last year. Both are retired; he 
has recurring back trouble and she has 
arthritis. 

"I might as well hurt," Irene says, 
"doing the thing I enjoy." They both 
enjoy the children who visit the farm as 
much as they enjoy the gardening. 

In the Washington, D.C. area, the 
Metro Master Gardeners have demon­
stration gardens al the National Zoo and 
on Independence Avenue across from 
the Smithsonian's National Air and 
Space Museum. The produce from the 
zoo garden is fed to the animals. Exotic 
backgrounds and inactivity can lead to 
finicky eating habits among the ani­
mals, and the fresh vegetables are useful 
in overcoming this problem. 

"Master Gardeners at both sites talk 
with people from around the world 

who express interest in the garden, the 
plants and the cultural practices," says 
Liz Montgomery, Arlington, Va., Exten­
sion agent who was instrumental in 
starting these gardens. 

Extension agents around the country 
have found that after training Master 
Gardeners, they have a useful an.d very 
talented group of unpaid employees in 
their offices. In some urban areas, there 
is an incredible demand for horticultur­
al information. The Master Gardeners 
answer phone requests, staff plant clin­
ics at shopping malls, libraries and oth­
er public places, and work in plant dis­
ease labs within the Extension office. 

In Virginia, agents encourage Master 
Gardeners to coordinate their own pro­
grams and take as much leadership re­
sponsibility as possible. Agents find 
that the second year's new Master Gar­
deners, in cooperation with the inevita­
ble veterans from the first year, often 
supply enough manpower not only to 
meet the public demand for informa­
tion, but also to generate new horticul­
tural projects. 

Since Master Gardeners are not pro­
fessionals in horticulture, but accom­
plished amateurs, they bring the addi­
tional skills of their varied backgrounds 
to the program. Their private interests 
and talents as well as their job skills 
have been useful in working on such 
projects as horticultural therapy with 
the physically and the mentally handi­
capped, gardening with special groups 

1-----------------~~;;~~:.--------------; such as young offenders, halfway house 
- residents, Southeast Asian refugees, the 

10 

·----·-

MASTER GA1l0£N8H ~ 
Purdue Unh•cr11l1y ~ 

_......,_ --.......... ( _ _,,,__ 
c.-.. .. _, ___ .., ... ,. ... 

::--=-."::.~'"=:".':== 

Master Gardener logos from around the country. 

elderly, school children, hospitalized 
children and others. 

Sometimes the use of volunteers 
gives the agent enough time and staff to 
implement horticultural projects useful 
to the community that would not be 
possible without them. In Yorktown, 
Virginia, Master Gardeners have fielded 
gardening questions on a phone-in tele­
vision program. Other times, the Master 
Gardeners come up with the ideas 
based on their own experiences and 
needs. 

Virginia Beach Master Gardeners 
needed more horticultural reference 
books and raised plants and conducted 
plant sales in order to finance their own 
library. A Master Gardener in Minneso­
ta is collecting names and addresses of 
people across the country who promote 
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the program. A volunteer in Oregon is 
conducting a survey of Master Gardener 
programs. 

These projects are strengthening 
communication across the county and 
thus promoting the program. Open 
minded and creative agents are respon­
sible for seeing the potential that Master 
Gardeners bring to their offices, and 
equally creative agents follow their lead 
so that volunteers in this program are 
offered a variety of ways to be of service 
to the community. 

The Master Gardener program offers 
valuable models for the volunteer sec­
tor. The first is the volunteer training 
program, an important motivating fac­
tor that also helps identify the job to be 
done. Second is the diversity that the 
Master Gardeners bring to the program, 
which has led to management roles for 
some volunteers who have promoted 
far-reaching projects such as national 
surveys and, in 1987, the first national 
Master Gardener conference. 

Utilizing the volunteers' non-horti­
cultural talents has led to interagency 
projects. Experience shows that people 
who volunteer are likely to donate time 
to more than one project. Master Gar­
deners have worked with city recrea­
tion departments, the Boy Scouts, the 
National Park Service and other agen­
cies because they knew the cooperation 
would get the job done. 

The Making of 
FAMIL-A Manual 
for Families of 
Offenders 
By Dorothy Berger 

Maria Hernandez (not a real person) has 
just gotten her three young children to 
bed. She's worried about her husband. 
He's very late; that's not like him. Sud­
denly the phone rings. A voice on the 
other end advises her that her husband 
has been arrested. She hears strange 
words: custody, arraignment, bail 
What do they mean? What can she do? 

Dorothy Berger, a freelance writer in Al­
exandria, Va., has contributed other 
stories to VAL's News section. 
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For many families with no experi­
ence with the criminal justice system, 
little education or money, and a scant 
knowledge of the English language-­
learning that a family member has been 
arrested can create panic, bewilder­
ment, confusion. Volunteers in New 
York City, who have worked to explain 
the process to those who have been ar­
rested for a crime, have long recognized 
the need for a manual to explain clearly 
and simply what happens to a person 
from arrest to sentencing and the ac­
tions that a family member may take. 

For a time, volunteers tried to get in­
formation on the criminal justice sys­
tem to the families who needed it by 
working out of New York City's neigh­
borhood services offices. But the de­
mand for this service was so great that 
volunteer efforts alone were insuffi­
cient to handle it. 

Recognizing the need for paid staff 
support, these volunteers were instru­
mental in starting the Mayor's Task 
Force on Criminal Justice. Established 
in 1973, it consisted of representatives 
from the Police Department's Commu­
nity Affairs Division, Department of 
Corrections, Housing Authority Tenant 
Patrol, volunteer organizations and key 
individuals knowledgeable in the field. 
Other groups and agencies were already 
working on the problems of prisoners 
and ex-offenders, but none had worked 
on the problems of families of offend­
ers. The new task force concentrated on 
this neglected area by compiling infor­
mation for a manual. 

The project-"a tremendous volun­
teer undertaking," according to Karen 
Zimmerman, project coordinator of the 
Mayor's Voluntary Action Center in 
New York City-took ten years to com­
plete. "But now, for the first time," she 
says, "there are answers in one place-a 
manual explaining the entire criminal 
justice system in both English and 
Spanish. Forni/ was chosen as its title 
because it is the root of the word 'fam­
ily' in many languages." 

The manual traces the steps from ar­
rest through sentencing, with a chart at 
the beginning that gives a clear, visual 
picture of the process. The format pro­
vides answers to such questions as 
"What happens?" and "What can you 
do?" A simple glossary defines techni­
cal terms like adjournment, warrant, 

bail, arraignment and docket number. 
Rights of a suspect are explained, as 
well as instructions on where and how 
to file complaints. Finally, the manual 
provides addresses and telephone num­
bers of "where to get help." 

"Many volunteers gave up their time 
to help," Zimmerman said. "They spent 
long hours on the phone, asking ques­
tions, verifying answers, checking in­
formation. Without them, this manual 
would have remained just a dream. It 
would have been an impossible task­
much too expensive if the city had to 
pay for the many thousands of hours it 
took to put it together." 

Recruitment was never a problem, ac­
cording to Zimmerman. "People heard 
of our effort from the media, at work, or 
from friends who worked for us," she 
said. "They were eager to help out." 

Like so many other voluntary efforts, 
the volunteers came from all walks of 
life. Judges, lawyers and law enforce­
ment people, for example, shared their 
specialized knowledge. Housewives, 
clerks, taxi and truck drivers, teachers, 
senior citizens, students and others put 
in the many hours of phoning. One en­
thusiastic group consisted of disabled 
students who studied at home through 
closed circuit television in the Queens­
borough Community College Home­
bound Program. Delighted to be able to 
help others, they worked long hours on 
the phone getting information from in­
stitutions and agencies and recording it 
for the project. 

Although Famil has been published, 
the volunteers' task is not finished. 
"They're working on Famil, Part II, of 
course!" Zimmerman says. "This guide 
will cover varying rules and regulations 
of the widespread New York State crim­
inal justice system. 

In the meantime, the Mayor's VAC is 
distributing free copies of the first Fa­
mil to families who need them as well 
as various departments in the criminal 
justice system who work with detainees 
and their families. Since one depart­
ment often has little knowledge of the 
functioning of other departments, Zim­
merman says, having this information 
in a single manual fills the gap. 

Copies are also available for $9.95 
(plus $2.50 shipping/handling) from 
Volunteer Readership, 1111 N. 19th St., 
Suite 500, Arlington, VA 22209. 
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Research 
Views and Experiences of New 
Zealand Community Service 
Sentence Sponsors 

By Julie Leibrich, Burt Galaway and Yvonne Underhill 

T he practice of sentencing convict­
ed law breakers to perform unpaid 
community service for govern­

mental or nonprofit organizations has 
been firmly established in the last 15 
years. England introduced community 
service sentencing in five pilot areas in 
1972 and made the sentence available 
throughout the country in 1975. The 
practice of sentencing offenders to per­
form unpaid community service is found 
in all 50 American states and ten Canadi­
an provinces either as a condition of pro­
bation or as a statutory permitted sen­
tence. The practice has gained support 
through the English-speaking world as 
well as several continental nations. 

Community service sentencing pro­
vides both opportunity and challenge for 
human service agencies. Opportunities 
exist for a steady flow of "volunteers" to 
perform needed work and services for the 
agency and for the agency to assist in the 
community's response to offenders. But 
challenges exist in relating to criminal 

Julie Leibrich is a research officer with 
the Department of Justice, Wellington, 
New Zealand; Burt Calaway is a profes­
sor in the School of Social Work, Univer­
sity of Minnesota, Minneapolis; and 
Yvonne Underhill is an advisory officer 
with the Department of Justice, Welling­
ton, New Zealand. 
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justice staff and offenders and integrating 
offenders into the volunteer programs of 
the agency. An extensive literature has 

The majority of sponsors 
reported their organization 
had benefited from 
participating in the 
community service sentence 
scheme. Several mentioned 
enjoying being a sponsor and 
an increase in social 
awareness as well as 
describing the jobs that had 
been done. All the sponsors 
thought at least some of the 
people they had had on 
community service had 
benefited from the 
placement, and 22 percent 
described continued 
involvement of an offender 
with the organization after 
the hours had been 
comDleted. 

developed regarding the community 
service sentence (Calaway, Novack, Hud­
son, 1984). Most of the literature exam-

ines the sentence from the perspective of 
offender and criminal justice officials. 
There is little known in regard to the ex­
perience and views of community serv­
ice sponsors-the organizations that re­
ceive offenders and provide work oppor­
tunities for them. 

This study describes the views and ex­
periences of community service sponsors 
in New Zealand. It was part of a larger 
survey of how the community service 
scheme is administered. Sponsors in sev­
en probation districts were interviewed 
to gather information about their day-to­
day experiences with the scheme and to 
discover their opinions about communi­
ty service sentence aims, benefits and 
possible improvements. 

The community service sentence was 
introduced in February 1981 and is ad­
ministered by the Probation Division of 
the Department of Justice in each of 35 
probation districts. Community service 
of between eight and 200 hours may be 
imposed on any person convicted of an 
offense punishable by imprisonment, 
provided that the sentence is appropriate 
given the offender's character and per­
sonal history, that the offender under­
stands the purpose and effect of the sen­
tence and consents to the sentence, and 
that suitable service is available. 1n 1981, 
1,722 community service sentences were 
imposed; 1,991 in 1982, and 2,483 in 
1983. 

Methodology 
Eight of the 35 probation districts were 
selected to provide a group that shared a 
sufficient frequency and range of charac­
teristics to provide a general picture of 
community service throughout New Zea­
land. The final study group consisted of 
seven districts-Auckland, Dunedin, 
Gisborne, 1nvercargill, Levin, Lower Hutt 
and Nelson. Unfortunately, Rotorua, a 
district with a large Maori population, 
had to be dropped from the survey be­
cause of travel difficulties. 

The sponsor population was all those 
organizations who had acted as a com­
munity service sponsor during the year 
prior to the study for any offender sen­
tenced in a court served by one of the 
district probation offices. A list of all 
sponsors used in the past year was re­
quested from each district office. A one in 
four random sample of sponsors was 
drawn from these lists, which yielded a 
sample of 80 sponsors. 

An introductory letter requesting an in­
terview was sent through the local proba-
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tion officer, who followed this up two or 
three days later to set a time for an inter­
view. Structured interviews were held 
with 65 (81 %) of the 80 sponsors in the 
sample. Each interview took approxi­
mately an hour, was usually held during 
the daytime, and at the sponsor's home or 
workplace. Sponsors were mostly inter­
viewed by one person but logistical diffi­
culties occasionally involved use of a se­
cond interviewer. Both interviewers 
were members of the research team, not 
local probation officers. 

The structured interview consisted of a 
pool of questions assembled from exist­
ing questionnaires in the same research 
area, suggestions from colleagues and the 
results of earlier open-ended interviews 
with sponsors. A final version was pro­
duced after revisions and a pre-test. 
Questions were designed to secure infor­
mation about the sponsors, reasons for 
participating in the community service 
scheme, experiences with tl1e scheme, 
perceptions of the purpose of the scheme, 
and views of benefits, strengths and sug­
gested improvement in the scheme. 

Findings 
Types of Sponsors. The organizations 
who acted as community service spon­
sors varied in their activities and size. 
Thirty-two percent (21 of tl1e 65 inter­
viewed) were day and residential centers 
for people needing special care-hospi­
tals, rehabilitation hostels, centers for the 
disabled, emergency accommodation 
homes. In many cases, the community 
work of these groups extended to private 
homes. Nineteen percent (12) were spe­
cial interest groups, including conserva­
tionist organizations, political concern 
groups and Maori cultural organizations. 
Seventeen percent (11) were sporting and 
recreation groups, fifteen percent (10) 
were schools and pre-school centers, 
nine percent (6) were service groups and 
eight percent (5) were churches. 

Fifty-four percent (35) of the sponsors 
used both paid and voluntary staff, 21 
percent (14) used only paid staff, and 25 
percent (16) depended entirely on volun­
teers. 

Seventy-eight percent (51) were aware 
of the scheme before they were directly 
recruited; 46 percent (30) had read about 
the scheme in newspapers or leaflets or 
had seen something about it on posters or 
television; 19 percent (12) knew about it 
through links with the Justice Depart­
ment, and 14 percent (9) had heard about 
the scheme through other community 
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groups. 
Two-iliirds (43) of the sponsors had 

been recruited by the local probation offi­
cer and 23 percent (15) by an offender 
seeking a placement. Only 11 percent (7) 
of the sponsors initiated a request to take 
part in the scheme. 

Reasons for Involvement. Sponsors of­
fered a variety of reasons for becoming 
involved with the scheme; no reason pre­
dominated. Twenty-five percent (16) said 

The community service 
sponsors varied in size and 
activity: 
■ Day and residential centers 

for people needing special 
care-hospitals, 
rehabilitation hostels, 
centers for the disabled, 
emergency accommodation 
homes {32%} 

■ Special interest groups-­
conservation, political 
concerns, cultural {19%} 

■ Sporting and recreation 
groups {17%) 

■ Schools and pre-school 
centers {15%} 

■ Service groups {9%} 
■ Churches {5%) 

they had jobs that needed to be done, 22 
percent (14) thought tl1ey could help of­
fenders by being sponsors, 11 percent (7) 
saw mutual benefit as their reason, 28 
percent (18) became sponsors because of 
ilie strength of their relationships with 
the probation service, and 15 percent (10) 
cited a general commitment to being in­
volved in the community. 

Acceptable Offenders. Seventy-one 
percent (46) of the sponsors had some 
reservations or requirements about ac­
ceptable offenders; the rest said they 
would "try anyone at all" on the scheme. 
The reservations included not wanting 
violent or sex offenders (13 sponsors); 
dishonesty being undesirable (8); not ac­
cepting a person with psychological or 
addiction problems (45); and tattoos be­
ing unacceptable (1). 

Over half the comments related to posi­
tive requirements; 13 persons mentioned 
positive personality characteristics (e.g., 
nice, responsible, motivated, friendly). 

11 sponsors wanted offenders who were 
particularly appropriate or interested in 
their organization (e.g., single parents, 
Maori, accepting of handicapped peo­
ple). and eight sponsors wanted offend­
ers wiili specific job skills. 

Only 15 percent (10) of the sponsors 
reported iliat they had rejected an offend­
er referred for community service. Seven 
offenders were rejected because of a lack 
of appropriate work or supervision and 
three because the offender was unaccept­
able to the sponsor. 

Sponsors were asked what they 
thought they needed to know about the 
person to be placed wiili them. There was 
considerable variation about what and 
how much information they needed; 18 
percent (12) said iliey did not want to 
know anyiliing at all-"! take them on 
face value," "I accept them as I find 
them." 

The majority, however, did want some 
information; 20 percent (13) needed only 
information particularly relevant to their 
organization, such as the assurance that 
they would be alerted to any special diffi­
culties such as "if I can't trust them near 
drugs" or" if there is a medical problem." 
Twenty-three percent (15) wanted to 
know one specific piece of information 
such as offense or work skills or home 
circumstances; 39 percent (25) wanted a 
more complete picture, including the of­
fense, personal circumstances and back­
ground-"Anyiliing is helpful," when 
people would serve their hours. Sixty­
eight percent (44) of the sponsors report­
ed that set times were arranged. Nineteen 
reported the hours were set by ilie spon­
sor, eight by ilie offender, and 17 by nego­
tiation between offender and sponsor of­
ten with ilie involvement of the proba­
tion service. 

Where set times were arranged, 27 
were day-time hours on weekdays, 13 
were weekend or evening hours, and four 
offenders fulfilled their hours over a 
short, intensive residential period. Thir­
ty-two percent (21) of ilie sponsors did 
not set regular hours for offenders, al­
though in some instances an agreement 
had been made to do a certain minimum 
number of hours per month. Several 
sponsors trusted the offender with keys if 
he or she needed to come to a building at 
off hours, and in two cases offenders did 
the work in ilieir own homes. 

Type of Assignment. Twenty-three of 
the most recent offenders placed were 
women and 42 were men. Although of­
fenders were assigned to a range of tasks, 
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cleaning and maintenance work were the 
most common. In several cases, however, 
an offender's specific skills such as 
sports, mechanics, knitting or carving 
were used to the benefit of the sponsor. 

Most offenders spent a good deal of 
their time with other people while doing 
community service. Seventy-seven per­
cent (49) of the 64 most recent place­
ments who had begun the job at the time 
of the survey spent at least half of their 
time with other people--34 of these were 
with others all the time. Twenty-three 
percent (15) spent less than half of their 
time with other people, and nine of these 
offenders worked completely alone ex­
cept for receiving instructions from their 
sponsor supervisor. 

Thirty-nine percent (25) of the 64 of­
fenders met only members of the group 
for which they worked. Most, however, 
also came into contact with people out­
side the organization, since in many 
cases services of the sponsor organiza­
tions were extended to the general pub­
lic. Four offenders worked in private 
homes. 

Twenty-three percent (46) of the 202 
placements experienced by the sponsors 
had ended without all the hours being 
completed. For 34 of the 46 cases, spon­
sors knew that the placement had ended 
and knew the reason. For the other 12 
cases, sponsors believed the offender 
would not return but did not know what 
had happened; several complained about 
a lack of feedback from the probation 
agency. 

Problems. Eighty percent (52) of all 
sponsors reported at least one problem 
relating to an offender. This included 
both problems caused directly by the of­
fender and problems caused by other 
people's way of relating to the presence 
of an offender. Fifty-one percent (33) of 
all sponsors reported at least one prob­
lem relating to the probation service. Fif­
teen percent (10) of the sponsors said 
they had experienced no problems at all. 
• Poor attendance was by far the most 
common problem relating to the offender 
with 63 percent (41) of sponsors having 
had some difficulty in this area. 
• Many sponsors felt frustrated by poor 
attendance-"It put strains on the rela­
tionship," "What can I do?" "I need to 
know that a job will be done," "They let 
me down," and "It's wearing thin." A 
related problem of poor punctuality was 
identified by 20 percent (13) of the spon­
sors and problems related to finding a 
mutually convenient time for the work 
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was mentioned by 23 percent (15). 
• People not trusting the offender was 
identified as a problem for 22 percent 
(14) of the sponsors. Most trust problems 
were a general apprehensiveness and un­
ease -"just an underlying feeling." 
• Difficulty adjusting to having an of­
fender around was identified by 20 per­
cent (13) of the sponsors. Examples of 
this were one sponsor's arduous fight 
with its committee to accept a drug ad-

Sponsors offered a variety of 
reasons for becoming 
involved: 
■ They had jobs that needed 

to be done (25%). 
■ They thought they could 

help offenders (22%). 
■ Mutual benefit (11%} 
■ Strength of their 

relationship with the 
probation service (28%} 

■ General commitment to 
community involvement 
(15%) 

diet on the community service scheme 
and members of an organization unwill­
ing to give an offender a ride to the job 
place. Occasionally staff members were 
openly resentful -"Why do we have to 
have them here?" In most cases, these 
problems were gradually resolved as peo­
ple became more acquainted with the of­
fender. 
• Poor quality of work or the need for too 
much supervision was identified as a 
problem with at least one offender by 20 
percent (13) of sponsors and unaccept­
able appearance by 14 percent (9). Prob­
lems arising from people treating the of­
fender badly, the offender's unwilling­
ness to accept supervision, the condition 
in which they turned up for work, or the 
offender thought of as taking work away 
from other people were each identified as 
problems by less than ten percent of the 
sponsors. 
• Twenty-two percent (14) of sponsors 
mentioned problems not listed. These in­
cluded inconvenience caused by the of­
fender's needs for transport, feeling un­
comfortable about the relationship be­
tween offender and sponsor (too 
dependent, seen as authoritarian, not 
trusted by the offender, etc.) or material 

being wasted. The most unusual problem 
mentioned was that an acquaintance of 
one offender asked the sponsor if he 
could pay off the person's hours. 
• Not having enough information about 
the scheme was the commonest problem 
relating to the probation service and was 
identified by 31 percent (20) of sponsors. 
Most wanted details about how the com­
munity service sentence usually worked, 
background of the sentence, and what 
other sponsors did. Many complained 
about a lack of feedback-what hap­
pened when a placement broke down, 
what happened to an offender after he or 
she had completed the required number 
of hours, and how did the probation offi­
cer think they were doing as sponsors? 

Aims of the Sentence. Sponsors were 
asked to describe the aims of a communi­
ty service sentence and were encouraged 
to identify as many as possible. The aims 
mentioned were later classified into five 
categories, three of which were more spe­
cifically subdivided. Six sponsors were 
asked to describe one aim of the sentence. 
• The largest category (39 percent of all 
aims) was benefit to the offender. Aims 
that specified or implied beneficial 
changes lo the offender were placed in 
this group. General notions of offenders' 
personal growth were most frequently 
mentioned and included ideas of reha­
bilitation, increased self-esteem and 
learning one's value. Some sponsors fo­
cused more specifically on behavioral 
benefits to the offender-learning work 
routines and discipline, new skills and 
interests, meeting new people. Others felt 
minimizing disruption in the offender's 
life was an aim of this sentence. 
• Benefit to the community constituted 
23 percent (31) of all mentioned aims; 
most of these statements specifically in­
corporated a notion of paying something 
back. A few saw the benefit simply in 
terms of work done. Ideas of community 
and offender integration such as two-way 
involvement, acceptance and help were 
expressed as 17 percent (22) of all aims. 
Punishment and provisions of an alterna­
tive sentence were ideas each expressed 
in 10 percent (13) of all aims. Nine of the 
13 sponsors who mentioned alternative 
sentence related the alternative sentence 
aim specifically to prison. 

Comments by sponsors about the help­
fulness of the offenders on community 
service were enthusiastic and positive­
"The tasks she did have really helped the 
school," "He did a job that wouldn't have 
got done otherwise," "It's a poor area-
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now the local people can Jet their kids on 
the beach safely," "It's meant the people 
can have a community center," "We've 
had an extra pair of hands and technical 
skills at no cost," and "Everyday tasks are 
getting done around here." 

Several sponsors (13) mentioned not 
only the jobs done but also some extra 
positive outcome for the organization­
"I've really enjoyed the contact with 
him," "They've created a good example 
for the trainees," "We gained a keen vol­
unteer who did extra hours and eventual­
ly became a valuable employee," "He 
went beyond his hours-made and main­
tained a contact as friend with the kids," 
and "We've learned that given the chance 
certain people can come up with the 
goods." 

A few (7) felt the organization had in­
creased its awareness of other people's 
difficulties and there had been personal 
growth from the involvement-"Made 
me aware they are like us," "It created a 
good feeling at the home, and people can 
see someone improving themselves and 
helping themselves; I've enjoyed it," and 
"It's given us insight, more community 
involvement, more understanding of 
people and their problems." 

All sponsors thought at least some of 
the people they had had on community 
service had benefited from contact with 
the organization. The most tangible ex­
amples of benefits to the offender came 
from the sponsors who reported contin­
ued connections between the offender 
and organization after the hours had been 
completed. 

Sponsors were asked to indicate what 
they liked best about the sentence. A flex­
ible sentence, one that cotild be used to 
keep people out of prison or save them 
from getting into further trouble if unable 
to pay fines, was seen as the best feature 
for 36 percent (22 of the 61 sponsors who 
said they liked the sentence). 

They also saw it as a more positive 
sentence than other alternatives-"lt 
doesn't divorce a person from society," 
"It doesn't label someone so much" or 
"It's more constructive than a fine." The 
feeling that they were helping an offend­
er was the best feature for 25 percent (16) 
of sponsors. It gave "the opportunity to 
help someone who wants to be helped," 
and gave "the ordinary person a chance 
to be available and know that there's not 
just a left-out-in-the-cold feeling." 

A needed service given to the commu­
nity was identified as the best feature by 
17 percent (11) of the sponsors. The op-
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portunity for personal growth and occa­
sionally for "something special" to hap­
pen was most liked by 19 percent (12) of 
the sponsors, and several gave illustra­
tions of the growth of relationships and 
mutual benefit for offender and sponsor. 

Seventy-four percent (48) of the spon­
sors said that they would take more of­
fenders on community service. A further 
19 percent (12) would take offenders giv­
en certain conditions; for example, if 
there were jobs to be done or if the person 

The community service 
sentence sponsors learned of 
the program from different 
sources: 
■ 51% were aware of the 

program before they were 
recruited. 

■ 46% had read about it in 
newspapers, leaflets or 
posters, or had heard 
something about it on 
television. 

■ 19% knew about it through 
links with the Justice 
Department. 

■ 14% had heard about it 
through other community 
groups. 

■ 66% had been recruited by 
the local probation officer. 

■ 23% were recruited by an 
offender seeking a 
placement. 

■ 11% initiated a request to 
take part in the program. 

was suitable. Only eight percent (5) of 
sponsors said they would not take on 
more people because there was no work 
to be done, they had become worried 
about putting their good name on the 
line, or the procedure had been too much 
trouble. 

Summary 
The majority of sponsors reported their 
organization had benefited from partici­
pating in the community service sen­
tence scheme. Several mentioned enjoy­
ing being a sponsor and an increase in 
social awareness as well as describing the 
jobs that had been done. All the sponsors 

thought at least some of the people they 
had had on community service had bene­
fited from the placement, and 22 percent 
described continued involvement of an 
offender with the organization after the 
hours had been completed. 

Although sponsors generally enjoyed 
their involvement with the community 
service scheme and were enthusiastic 
both about its present operation and po­
tential growth, they also acknowledged 
difficulties in several areas. The most 
common problem was poor attendance 
by the offender. Other problems men­
tioned included inadequate information 
about the scheme, lack of feedback about 
the progress of the placement, difficulties 
organizing time and staff, and volunteers 
not trusting the offender. 

A variety of improvements to the 
scheme was suggested including greater 
involvement from the probation officer 
with routine calls, hours more fixed for 
the offender, reimbursement for sponsor 
expenses, better discipline to finish the 
hours, publicity aimed at getting more 
varied placements for offenders, clearer 
instructions for the sponsor, and an ini­
tial meeting between the sponsor, offend­
er and probation officer. 

The study identified, from the perspec­
tive of the sponsor, three main issues that 
needed to be addressed in developing a 
community service program. 
1. Many sponsors felt unclear about what 
was expected of them. In particular, they 
were curious about the division of re­
sponsibilities between themselves and 
the probation officer. The roles and re­
sponsibilities of the sponsor, offender 
and probation officer need to be clearly 
defined. 
2. Almost a third of the sponsors reported 
that they had not been given enough in­
formation about the scheme, and several 
complained about the lack of feedback 
when a placement broke down. Routine 
communication between all three people 
would make it easier to deal with prob­
lems early on. Ongoing feedback might 
also enable sponsors to have a stronger 
sense of being supported and to feel con­
fident about things going well. 
3. Although community service place­
ments may be expected to suffer from any 
problem normally found in the work­
place, poor attendance is clearly a major 
difficulty for the sponsor. Offenders' not 
turning up was the main problem report­
ed by sponsors, with nearly two-thirds of 
them having experienced some difficulty 
in this area. 
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IMPROVING THE PAID STAFFNOLUNTEER RELATIONSHIP 

I I I twas a marriage made in heav­
en!" We don't often use this 
phrase to describe marriages 

these days. Most of us have come to the 
conclusion that good marriages are 
formed and sustained through hard work, 
cooperation and consideration. 

Unfortunately, people frequently as­
sume that paid staff/volunteer relation­
ships "just happen," but actually these 
"marriages" are also formed through hard 
work, cooperation and consideration. The 
dynamics of paid and non-paid employ­
ees working through an agency or organi­
zation for the benefit of the community are 
complex. No matter how many theories on 
motivation one reads, several facts remain 
clear-individuals are working together, 
for whatever personal reasons, for the 
greater good of the client/organization/ 
community and must respect each other's 
motivation, knowledge and time. 

In almost every instance of paid staff/ 
volunteer difficulty, the relationship was 
initially formed with the best of intentions. 
Good intentions are easy to set aside mo­
mentarily, however, as workloads in­
crease, budgets decrease, and egos and 
tempers collide. 

Assuming that the volunteer program 
manager has already developed some 
valuable preventative medicine in the 
form of clear, concise job descriptions, 
agency personnel are often startled when 
problems arise between paid staff and 
volunteers. If everyone knows what his or 
her job is, and is doing it, how can there 
be trouble? 

Deborah Schroder is the director of 
growth in ministry for Our Savior's Luther­
an Church in Milwaukee, Wisconsin. 
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MARRIAGE BE SAVED? 
Thoughts On Making the 
Paid Staff Nolunteer 
Relationship Healthier 
By Deborah Schroder 

As with any other kind of relationship, 
the potential for trouble often lies buried in 
the subconscious minds of the individuals 
involved. No matter how enlightened we 
may consider ourselves, unconsciously 
we may still be harboring some false ste­
reotypes, misguided assumptions or un­
realistic expectations about our working 
relationships with one another, whether 
we are paid staff or volunteers. 

Some of the more common nonproduc­
tive scenarios of paid staff/volunteer rela­
tionships are as follows: 

Nonproductive Paid Staff/ 
Volunteer Relationships 
1. Parent/Child-An easy relationship to 
fall into-we're all so familiar with it. The 
volunteer has very limited participation in 
the decision-making process of the orga­
nization. Paid staff tends to "talk down" to 
the volunteer and doesn't usually feel that 
the volunteer is as capable as a paid staff­
er. The volunteer is not held accountable 
for his or her actions; therefore, he or she 
does not feel a strong sense of responsi­
bility for those actions. The staff person 
always knows best. 
2. Child/Child--"lt's mine, mine, mine'" 
Picturing this scenario is easy-one 
needs only to imagine two 3-year-olds 
fighting over a pile of blocks. Each partici­
pant is saying, "I want the decisions, I 
want the responsibility, I want the credit­
this is my program, and I don't want to 
share. You can do the stuff that I don't want 
to do, isn't in my job description, you're 
getting paid to do, volunteers always do." 
3. Trainer/Poodle-If the volunteer will 
only jump through enough hoops, he or 
she will earn the promised reward. Paid 
staff dangles some strange carrots, never 

bothering to find out why the volunteer 
showed up in the first place. Each volun­
teer wants a lapel pin after five years, 
right? Paid staff is not open to sugges­
tions, comments or, heaven forbid, criti­
cism. 
4. Captives/Pirates-A small band of 
paid staff held captive by the whims of the 
volunteers. The captives are notorious for 
begging, pleading for more time, more 
energy, more commitment. These cap­
tives, or paid staff, rely heavily on guilt­
trying to make the pirates give in and 
serve on that board, bake those cookies, 
raise those funds. The volunteers some­
times seem to enjoy the power they hold 
over the paid staff. After all, they can quit 
any time-they're "only volunteers." 

While these scenarios are undeniably 
exaggerated to illustrate the situations, 
they do exist in many organizations and 
agencies. 

Productive Paid StaffNolunteer 
Relationships 
Some examples of more productive paid 
staff/non-paid staff relationships are: 
1. Teammate-Paid staff and non-paid 
staff work together as equals in order to 
accomplish the agency's goals. Paid and 
non-paid staff share a feeling of owner­
ship of the program, each valuing the oth­
er's contribution. All positions are consid­
ered equally important to the good health 
of the program, with volunteers involved at 
all levels of planning and decision-mak­
ing. 
2. Employer/Staff-slightly more hierar­
chical than the "team" concept. Clearer 
lines of authority exist with non-paid staff 
usually directly responsible to paid staff. 
Volunteers are included in the planning 
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process, however, and their participation 
in it is an important facet to the success of 
this relationship. 
3. Organizer/Entrepreneur-Paid staff 
essentially outlines what needs to be 
done or needs to happen (non-paid staff 
may also participate at this level), and vol­
unteer staff "takes the bal I and runs with 
it." This relationship features great flexibil­
ity and creativity for the volunteers, but to 
be optimally effective, must have some 
solid guidelines in place and periodic re­
view sessions for purposes of account­
ability. 

It becomes obvious that clear and fre­
quent communication plays an important 
role in the development of productive 
paid staff/volunteer relationships. As with 
marriage, a sense of honesty and mutual 
trust is the best enabler for a healthy rela­
tionship. But one factor not touched on 
yet, and perhaps the most important of all, 
is a good sense of humor. We must all be 
able to laugh at ourselves as we work to­
gether to provide human services. If we 
can't, we risk denying the "human" ele­
ment of human services. 

As we continue to work together-paid 
and non-paid staff-it is beneficial peri­
odically to evaluate our "way of work"­
our working style. A good way to do this is 
to introduce some consciousness-raising 
entertainment into paid staff/volunteer 
meetings. 

A skit or a one-act play is a fun way to 
"break the ice" and encourage people to 
open up and share feelings and concerns. 
Involve both paid staff and volunteers in 
the skit-it's fun to have them switch roles 
and have a chance to experience each 
other's position. 

If we can laugh at exaggerated carica­
tures in a skit or play, we are often more 
able to see the tendencies for those same 
behaviors or attitudes in our own agencies 
or organizations. 

A,skit can be written to cover any num­
ber of situations or problems. The follow­
ing skit has been used at a variety of meet­
ings and workshops and usually promotes 
laughter followed by some thoughtful 
sharing. 

"Secret Thoughts" (A Skit) 
Our story takes place in a medium-sized 
nonprofit agency. "Maggie" is a paid staff 
person in the senior outreach program. 
"Laura" is one of the program's volun­
teers. The story also features "Maggie's 
Thoughts" and "Laura's Thoughts" 
(props-it's nice to have red devil's horns 
for the "Thoughts" to wear). 
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Maggie: I'm so happy to see you today, 
Laura. I'm sorry that l called at the last 
minute and didn't give you any notice. 
Maggie's Thoughts: Good grief! You final­
ly showed up! It's about time-probably 

Agency personnel are 
often startled when 
problems arise between 
paid staff and volunteers. 
If everyone kno~s what 
his or her job is, and is 
doing it, how can there 
be trouble? 

had to drag yourself away from "As the 
World Turns." 
Laura: Oh, it was no problem. I'm always 
happy to help out when I can. I never get 
that much done at home on my day off 
anyway. 
Laura's Thoughts: I was only in the middle 
of cleaning the living room, doing nine 
loads of laundry and making a week's 
worth of casseroles. 
Maggie: Sue called and said she couldn't 
come in and we are just swamped with 
paperwork. Would you mind getting her 
reports caught up? 
Maggie's Thoughts: I want you behind that 
desk until the in-basket is empty! 
Laura: Oh, I don't mind at all. I know how 
quickly the paperwork gets piled up 
around here. 
Laura's Thoughts: If the staff at this place 
did more than just drink coffee, the paper­
work would be done. 
Maggie: I hope that these funding reports 
make sense to you-statistics can be so 
confusing. 
Maggie's Thoughts: If you even came to 
any of the volunteer training sessions, you 
might have a clue about what needs to be 
done. 
Laura's Thoughts: I sure wish you'd re­
member that I never said that I was good 
at this kind of stuff. Do you ever look over 
the volunteer registration forms? 
Laura: By the way, how are the plans for 
the spaghetti fundraiser coming along? 
Maggie's Thoughts: If you ever came to 
one committee meeting, you might know. 
And it's been in the agency newsletter­
but then you probably just toss that in the 
trash. 
Maggie: Oh, just great. We're hoping to 

raise 30 percent more than we did last 
year. I hope that you're still planning on 
serving. 
Laura's Thoughts: Sure, slopping spa­
ghetti around for 200 people sounds like 
great fun. And what will you be doing? 
Probably showing up in a designer dress 
to give a little thank-you speech at the 
end. 
Laura: I'll be there-our spaghetti dinner 
is such a nice annual tradition. 
Laura's Thoughts: It'll probably cost me 
$15 to bring my family so they can eat a 
dinner that would have cost me $5 to make 
at home. 
Maggie: I just don't know what we'd do 
without the community's support for our 
fund raisers. 
Maggie's Thoughts: I can't believe my sal­
ary depends on stuffing 200 people full of 
Italian food. Maybe I should have gone 
into some other line of work. Mother al­
ways said that I would have made a great 
dentist. 
Laura: Have you ever thought about ask­
ing Karen Clark to help plan the dinner? 
You know, she's in charge of all the cater­
ing and banquets at the City Center Hotel. 
Maggie:Well, I wouldn't want to ask some­
one to volunteer to do the same kind of 
thing that they do at work all week. 
Laura's Thoughts: Well, I suppose I'd bet­
ter get busy on these reports. I really enjoy 
volunteering here. 
Maggie: I don't know what we'd do without 
you. 
Laura's Thoughts: Volunteering is for the 
birds! It definitely should be illegal. 
Maggie's Thoughts: Volunteers-can't 
live with them, can't live without them. 
Maggie and Laura, in unison: This agency 
wouldn't last ten minutes without me! 

THE END 
Sometimes it may seem that getting a 

relationship to a productive, equally ben­
eficial stage isn't worth the time and effort. 
In the case of the paid staff/volunteer rela­
tionship, a concentrated effort on every­
one's part usually pays off in very positive 
results, to the benefit of not only those 
involved, but to the organization and the 
greater community. 

Keeping the big picture in mind of what 
the combination of volunteerism and com­
munity organizations can accomplish of­
ten helps those of us involved in paid staff/ 
volunteer relationships come to the con­
clusion that yes, "This marriage can be 
saved!" Not only saved but reinforced and 
strengthened through hard work, coopera­
tion, consideration and a dose of 
laughter. 
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Volunteers who are treated in a pro­
fessional manner tend to become 
more professional. They see 

themselves as part of a professional team 
and not merely as free labor. Their self­
esteem is enhanced. When people feel 
good about themselves and the work they 
do, their productivity increases. 

Volunteers viewed as "volunteer-staff" 
work "hand in glove" with paid staff to 
achieve the goals of the agency. The two 
groups are mutually supportive. This spirit 
of teamwork and high morale is depen­
dent in large measure on the style of su­
pervision selected by the professional 
staff in a volunteer agency. The manage­
ment team conveys attitudes to paid staff 
and volunteers through its perception and 
application of management principles. 

Individuals with direct supervisory re­
sponsibility should be trained. Training 
volunteer supervisors and paid supervi­
sors together says a great deal about the 
agency's philosophy of supervision. It can 
also build the team spirit. 

No one supervisor has all the traits list­
ed in the "art and science" checklist. 
When possible, they supplement their 
skills by bringing in other staff or volun­
teers who complement their personal 
characteristics. That is team building at its 
best. 

The characteristics of a good supervi­
sor are part of the personality. There are, 

Nancy Macduff is president of Macduff/ 
Bunt Associates, a company in Walla Wal­
la, Washington, that specializes in train­
ing and public relations to governmental 
and nonprofit volunteer organizations. 
She adapted this article for VAL from her 
book, Volunteer Recruiting and Retention: 
A Marketing Approach. Her last article in 
VAL, "Know Your '4 Ps' Before Advertising 
and Promoting Volunteer Opportunities, " 
appeared in the summer 1986 issue. 

18 

IMPROVING THE PAID STAFFNOLUNTEER RELATIONSHIP 

ASSESSING YOUR 
SUPERVISORY SKILLS 
By Nancy Macduff 

however, principles of supervision that 
can be learned, measured and improved. 

Volunteers Must Understand What 
Is Expected of Them 
Volunteers need to have a full understand­
ing of the organization and how it works. 
They especially need to see themselves in 
relationship to the whole-like those 
maps in shopping mal Is that show the en­
tire complex with an arrow that says "You 
Are Here." The volunteers need to under­
stand "where they are." 

Volunteers' most immediate needs are 
related to the job they will be doing for the 
agency. If a volunteer has been asked to 
serve on a board or advisory committee, 
there would be an orientation session to 
help them understand their job and the 
expectations of staff, clients and other vol­
unteers. 

Once the volunteer understands the 
job, he/she needs to be told how the quan­
tity and quality of work will be evaluated. 
Good supervisors should never let volun­
teers guess how they will be evaluated. 
There should be no surprises. Good su­
pervisors spell out expectations. 

Coaching 
Modern American businesses are using a 
new term to describe the ongoing guid­
ance people should have in their work. 
They use "coaching" to describe the proc­
ess of continually providing information, 
offering techniques to do the job more ef­
fectively and suggesting steps for im­
provement. 

In this context, coaching is used to de­
scribe the encouragement and direction 
that are akin to parenting. It is an apt word 
to describe the supportive nature of super­
vision. 

Recognition 
This is the one function of supervision that 

supervisors perform least well when rated 
by volunteers and staff. Most agencies are 
good at formal certificate and award pro­
grams, but it is the small thank yous and 
pats on the back for a specific job that are 
the most meaningful. 

Constructive Criticism 
Volunteers want to do a good job. They 
appreciate hearing from supervisors how 
to correct mistakes or improve on new 
skills. Adults are more apt to change 
through a process of positive sugges­
tions, rather than by hearing the negative. 
Supervisors need to find ways to support 
desired behavior and let volunteers know 
when their behavior is not up to standard. 
If a volunteer is chronically late, for in­
stance, the supervisor could start by sug­
gesting a schedule change. If that fails, 
then perhaps a conversation about the 
problems causing the delay is in order. 
The supervisor is focusing on the problem 
but not shaking a stern finger at a hapless 
volunteer. 

Opportunity for Growth 
Volunteers need to be advised by the su­
pervisor about growth opportunities within 
the agency, including employment. Su­
pervisors should offer volunteers the op­
portunity to try new things. For example, if 
the manager of the volunteer program is 
establishing a short-term task force to 
evaluate recruiting, a supervisor might 
recommend one or two volunteers to serve 
on that committee. If that is successful, the 
volunteer could become a member of a 
standing committee. 

Some volunteers are happy doing one 
job. A volunteer should not be rushed into 
a new job until he or she is ready. Supervi­
sors should provide opportunities and 
freedom for them to say no. 

Good supervisors persuade; they do 
not coerce. 
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THE 1987 PRESIDENT'S VOLUNTEER ACTION AWARDS 

The spirit of voluntarism is deeply ingrained in us as a nation. 
Indeed, when asked by pollsters, most Americans state their belief 
that no matter how big government gets and no matter how many 
services it provides, it can never take the place of volunteers. In other 
words, the American people understand that there are no substitutes 
for gifts of service given from the heart.* 

Ronald Reagan 

From the early patriots striving to build a free nation to neighbors helping in community bam-raisings to present day 
neighborhood and community groups, one common trait has continued to distinguish the American people-the desire 
to help one's neighbor through volunteer service. Today nearly half-or 89 million-adult Americans volunteer in time 
of emergency or disaster as well as in addressing longstanding community problems. They give of their time and talents 
through their churches, social clubs and civic organizations . . . they help as individuals and in groups. The recipients 
are family, friends, neighbors, total strangers. Volunteer service is such an integral part of the American way of life it 
often goes unnoticed and unrecognized. 

The President's Volunteer Action Awards were created in 1982 to honor those individuals and groups who make 
unique contributions to their communities through volunteer service and to focus public attention on these outstanding 
and innovative volunteer efforts. The 94 recipients of the first five President's Awards include established national 
organizations with thousands of volunteers, newly developed grassroots movements with national scope, local 
organizations and groups of volunteers, individuals, groups of labor union volunteers and major corporations. Some of 
the award winners are well known; others, known only to those with whom they work. 

Anyone may nominate an individual or group involved in volunteer activity. Specific guidelines governing the 
nomination process are on pages 2 and 3 of this form. 

The President's Volunteer Action Awards will be presented in Washington, D.C. during the spring of 1987. 

The President's Awards program is cosponsored by VOLUNTEER-The National Center and ACTION . 

• 

VOLUNTEER-The National Center, a private, nonprofit organization, was created in 1979 to strengthen 
the effective involvement of all citizens as volunteers in solving local problems. Among the wide range of 
technical assistance and support services VOLUNTEER offers to volunteer-involving organizations are the 

National VOLUNTEER Conference, a variety of publications on citizen involvement, Voluntary Action Leadership 
( quarterly magazine for volunteer administrators), a wide range of information, consulting and training services as well 
as sponsorship of demonstration projects and national volunteer advocacy and public awareness activities . 

. l ~"' .. , ACTION is the federal volunteer agency. Its purpose is to stimulate voluntarism in general and, in 
; ~ ; particular, to demonstrate the effectiveness of volunteers in ameliorating social problems. Its programs 
""'~, .. ~".. include the Foster Grandparent, Retired Senior Volunteer and Senior Companion programs, VISTA 

(Volunteers in Service to America), the Drug Use Prevention Program, and a variety of activities in the areas of 
assistance to refugees, runaway youth, illiteracy and neighborhood development. 

*From remarks made at the Volunteer Action Awards luncheon, 1986. 



Procedures for Completing and Submitting the Nomination Form 

In order for a nomination for the President's Awards to be considered, page 4 of the nomination form must be 
completely filled out and a statement of not more than 500 words describing the nominee's activities must be 
attached. In addition, a nomination may Include appropriate supportive materials (described in C below). 

(A)The Nomination Form 

Item I. Indicate the individual or group's complete name, mail• 
ing address and telephone number. If the nominee is a group, 
Indicate the name of the appropriate contact person within 
the group along with his/her address and telephone number. 

Item II. Awards will be made In the following categories: 

• Arts and Humanities-cultural enrichment 
• Education-pre-elementary, elementary and secondary 

education, Informal and supplementary education 
services 

• The Environment-volunteer service resulting In slgnifl• 
cant enrichment and conservation of the environment; 
recreation 

• Health-medical care, mental health and development• 
ally disabled services, community mental health 

• Human Services, to include Jobs and Material Resources 
-volunteer services to youth, family and elders; employ• 
ment, job creation and training, economic development; 
food and nutrition, clothing and furnishings, housing, 
transportation, consumer protection; areas not specific• 
ally covered by other categories 

• International Volunteering-ongoing volunteer work per• 
formed by Individuals or groups whose primary residence 
or headquarters Is within. the U.S. or Its territories and 
benefiting the residents of foreign countries or ongoing 
volunteer work performed within the U.S. or Its territories 
and benefiting the residents of foreign countries 

• Mobilization of Volunteers-to address a variety of 
problems 

• Public Safety-crime and delinquency prevention, 
justice services, protective services, disaster relief, fire 
protection 

• Youth-volunteer services by youth to age 25 

• Workplace-volunteer activities sponsored by or sup• 
ported by either a corporation or labor union. NOTE: 
Nominations must be submitted on special Corporate or 
Union nomination forms. 

Check the most appropriate category. Some nominations 
can flt appropriately into more than one category. Please 
choose the category you feel most appropriate. Categories 
are meant as guidelines for the selection process; thus, 
where appropriate, the selection committee may choose to 
put a nomination Into more than one category. 

Item Ill. Indicate name, address and telephone number 
plus title and organization (If appropriate). 

Item IV. Since award finalists' references wlll be contacted 
for verification of the scope and extent of activities, It is Im• 
portant that this section be completed. Nominations with 
fewer than three references will be disqualified. 

Item V. In the space provided describe the goals of the 
volunteer activity nominated. 

Item VI. Enter the name of the Individual. or group being 
nominated and signature of the person making the 
nomination. Nominations not signed by the nominator will 
be disqualified. A person may nominate him/herself. 

(B)The Statement 

Because nominations will be judged based on specific 
criteria, the statement of activities (of not more than 500 
words) attached to the nomination must address the 
following items: 

Community need for the activity-How Important was the 
activity to the overall welfare of the community? For exam-· 
pie, establishing an education and training facility for 
handicapped children In a town where there was· none 
would be a more important contribution than expanding.an 
existing recreation program. 

Recipients' need for the activity-This may or may not be 
different from the community need. A facility which serves 
handicapped children may be equally important to bpth th.a • 
recipients of the service and to the general public. In some 
cases, however, such as providing access to a kidney· 
machine, the recipient's need for the service is total, wfllle : 
the community's need for kidney machines may be slight in 
relation to other needs. 

Scope of the activity-The concern here Is with the paten• 
tlal impact of the activity or service. Something that Is na­
tional or regional In Impact is not necessarily "better'' than 
something that • is local. Projects of very limited scope, 
however, such as sponsoring an annual picnic for 50 senior 
citizens, would not be considered to have a major impact. 

Achievement-Actual accomplishments of the voluntary 
activity or service should be considered, as opposed to the 
stated goals or objectives of the project. 

Unusual challenges overcome-Such challenges might in~ 
elude public apathy or hostlllty toward the project or pro­
gram, a critically limited supply of resources,. or a J,andlcap 
on the part of the person or persons doing the volunteer work. 

Method-Method relates basically to the way in which the . 
activity or service was performed. Consideration should in­
clude the vigor, efficiency and overall organization of the 
effort; the extent to which the Individual or group mar.;. 
shalled other volunteer resources in support of the effort; 
and, where appropriate, evidence of broacf community or 
grassroots support for the activity or service. 

Innovation-Innovation takes into consideration the 
degree to whichthe service or activity represents a new use 
of volunteers In a certain capacity and/or a signlficahtly • 
new approach to solving a particularly.pressing prol:)lem. 

(C)Accompanylng .Materials 

Not more than 10 pages of supplementary material ,nay be 
submitted along with the nomination. Accompanying 
materials can include letters, testimonials, news clippings, 
pamphlets, etc. Do not submit tapes, .cassettes, display 
materials, films, scrapbooks, books, etc. as they wm not be 
considered in judging the nomination. All materials sub• 
mitted become the property of VOLUNTEER andwillnot_be 
returned; thus, when preparing accompanying materials, 
keep the materials cost to a minimum and submilphoto~ 
copies when possible. • • 



I.· NOMINEE: Please specify if. nominee is an individual ----•. • a group ____ , or a family ___ _ 

NAME: ___ ___,...__,.-------------------------------:-=----:::--:--:--=:---:-:--::---
1und1Vldua1, Indicate Mr., Ms., Miss, Mrs.; (Area Code) Phone Number 
If nominee ts group, enter full name of group. 

If nominee Is group, enter name of contact person. (Area Code) Phone Number 

Complete address City State Zip 

II. CATEGORY: Check one. Some nominations will flt appropriately into more than one category. Please choose the category you feel 
mosJ appropriate. Categories are meant as guidelines for the selection process; thus, where appropriate, the selection committee 
may choose to put a nomination Into more than one category. 

_____ Arts and Humanities 
_____ Education 
_____ The Environment 
____ Health 
_____ Human Services, Jobs and 

Material Resources 

Ill. NOMINATOR: 

_____ International Volunteering 
-----'-Mobilization of Volunteers 
____ Public Safety 
_____ Youth 

Name: __________________ ....;. ________________________ _ 
(Area Code) Phone Number 

Title and organization, If appropriate. 

Complete address City State Zip 

IV. VERIFICATION: In order to qualify for consideration, a nominee must have three references who may be contacted to verify the 
scope and extent of the nominee's volunteer activities. References should be persons familiar with the volunteer accomplish­
ments for which the person Is being nominated and may not Include the nominee or any person related to the nominee. 

Name: _________________________________________ ...,..._ 
(Area Code) Phone Number 

Complete address City State Zip 

Name: __________________________________________ _ 
(Area Code) Phone Number 

Complete address City State Zip 

Name: ___________________ ....;_ _____________ --- __________ _ 
(Area Code) Phone Number 

Complete address City State Zip 

V. SUMMARY: In this space describe In one sentence the goals of the activity for which the nomination Is being made. Then attach a 
500-word statement that addresses the criteria outlined In sections on page 3. 

VI. NOMINATION: I herebynominate __ ~----------------------------­
Name of Individual or group nominated for the President's Volunteer Action Award. • 

Signature of Nominator Date 

Nominations may be submitted on this form 
or a: facsimile thereof. 



General Information 

• An individual or group may submit separate nominations for as many different individuals or groups as desired. 

• Only nominations accompanied by a self-addressed, stamped postcard will be acknowledged. Because of 
the volume of nominations the President's Awards screening committee will not be able to respond to any 
queries regarding the nomination form or the status of a specific nomination. 

• A list of the recipients of the 1987 President's Award will be sent to those who include a self-addressed 
stamped envelope marked "WINNERS." 

• Pertinent supplementary material may be submitted along with the nomination form. See "Procedures for 
Completing Nomination Form" (page 3) for guidelines. All nominations must be complete in one package 
when submitted. Separate letters, materials and other documents received later will not be processed or 
considered in judging. 

• All entries and supplementary materials become the property of VOLUNTEER and will not be returned. 
Materials will be held by VOLUNTEER for six months following completion of the judging process. 

• The screening committee may request additional information from applicants or references for the judges' 
consideration. 

• All nominations must be submitted in English to be considered for the President's Award. 

• Decisions of the judges are final. All entries for the 1987 President's Volunteer Action Awards must be 
postmarked before midnight, January 16, 1987. 

Who is Eligible for the President's Volunteer Action Awards? 

• Any individual, group or family actively engaged in volunteer activities that benefit the community, state or 
nation may be nominated. 

• For those individuals or groups who are paid any amount for activities for which they are nominated ( other 
than reimbursement for out-of-pocket expenses), the nomination statement must clearly indicate the extent 
of salaried or stipended activities. 

• Individuals involved in "work released time" and student course credit are eligible but must clearly indicate 
that in the nomination statement. 

• Except for the International Volunteering Category, all volunteer activities must be performed within the United 
States or its territories. 

• No employees or immediate relatives of VOLUNTEER or ACTION or members of VOLUNTEER's Board of 
Directors or ACTION's National Voluntary Service Advisory Council may be nominated for awards. 

• Recipients of previous President's Awards are not eligible for the 1986 awards. 

Submitting the Nomination 

Send all entries to: 
The President's Volunteer Action Awards 

Post Office Box 37488 
Washington, D.C. 20013 

Do not send entries to VOLUNTEER or ACTION. 

Entries must be postmarked by midnight, January 16, 1987. 

0MB Approved 3001-0097 
Expires 9/88 



Safe and Healthy Environment 
All volunteers deserve to work in a safe 
and healthy environment. Good supervi­
sion requires an attention to lighting, ven­
tilation and equipment. It is critical that 
safe working conditions prevail. 

Supervisors of volunteers should peri­
odically evaluate their skills. This can be 
done through self-testing, standardized 
tests, use of a consultant or by taking 
classes. 

An honest appraisal of skills can lead to 
developing an improvement plan. Super­
visors who want to improve their skills 
need to write measurable objectives and 
check them periodically. 

Tips for Good Supervision 
1. Know all you can about your volun­
teers. The more you know about their 
strengths and weaknesses, the better your 
ability to supervise. Outside factors have 
a way of interfering with the volunteer job. 
A knowledgeable supervisor can help vol­
unteers with problem-solving, but only if 
they know what is going on! 
2. Learn to give orders. Good supervi­
sors find ways to outline clearly their ex-

pectations. The goals should be measur­
able and observable. This needs to be 
done directly, but in a non-authoritarian 
manner. 
3. Ask volunteers to help. Getting help 
from volunteers starts with asking. The 
more informed volunteers are about the 
entire operation, the better chance of get­
ting help. They need to be involved in 
problem-solving and even encouraged to 
dissent. Supervisors learn the most and 
make the best decisions by exploring all 
facets of an issue. 
4. Make decisions. Do not stall decision­
making. Devise a logical sequence of in­
formation gathering and opinion testing. 
Then decide. If you make decisions 
promptly, you can change direction if the 
original course of action proved incorrect. 
The longer decisions are delayed, the 
less flexibility for change. 
5. Settle grievances. For most managers 
of volunteer programs, settling grievances 
is the most difficult supervisory problem. It 
is especially difficult when two volunteers, 
or staff and a volunteer, are in dispute. The 
good supervisor is objective. First, gather 
the facts. Get the best information from the 
most impartial people. Second, follow 

agency policies. Sticking with written poli­
cies can save heartache for everyone. The 
supervisor needs to move as quickly as 
possible to a solution. The faster you 
reach resolution, the sooner the volun­
teers and staff can return to providing cli­
ent services. 
6. Deal with problem volunteers. Start by 
checking your own supervisory tech­
niques. What do you know about the vol­
unteer? Do your volunteers know what is 
expected of them? Have you talked about 
the problem? Have you explained how 
their behavior affects the clients and the 
whole organization? Avoiding the prob­
lem is like setting a time bomb in the front 
lobby for everyone to see! The bomb be­
comes the topic of conversation instead of 
services to the clients. It will blow up 
eventually and then the supervisor has 
lost control. 
7. Maintain a sense of humor. There are 
few problems in the world that will not 
benefit from a sense of humor. Even if you 
are not endowed with a generous sense of 
humor, look for what is amusing in any 
problem situation. Knowing when to be 
serious and when not to be relieves stress 
and tension for volunteers and staff. 

The Art and Science of Supervision Checklist 
Directions: Rate yourself on the characteristics of good supervisors. 

always sometimes rarely working on it 

1. Know that leading is hard work. 

2. Be interested in people. 

3. Have patience. 

4. Have sympathy and tolerance. 

5. Be loyal. 

6. Accept constructive criticism. 

7. Be tactful. 

8. Objective and impartial. 

9. Dependable. 

10. Cooperative. 

11. Democratic. 

12. Enthusiastic. 

13. Keep a sense of humor. 

14. Use imagination. 

15. Apply common sense. 
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Supervision Skills Inventory 
Directions: Think about your skills. Rate yourself honestly using the following descriptions: 

A = Always S = Sometimes R = Rarely W = Working on it 

A S R W A S R W 

VOLUNTEER DEVELOPMENT COMMUNICATION 

1. Develop/use clear job descriptions. 23. Speak clearly and concisely. 

2. Recruit appropriate people for jobs. 24. Encourage participation by others. 

3. Interview fairly and effectively. 25. Listen. 

4. Conduct standardized interview. 26. Don't make assumptions too quickly. 

5. Provide coaching/supervision 27. Write with clarity. 
process on ongoing basis. 

28. Understand roles of people working 
6. Evaluate performance regularly. in groups. 

29. Compromise. 

PLANNING 30. Mediate. 

7. Set goals that are measurable. 31. Analyze group behavior. 

8. Set objectives with people that are 
achievable and challenging. 

32. Be sensitive to personal feelings. 

9. Involve people affected in planning 
33. Control dysfunctional behavior. 

process. 34. Understand incremental nature of 

10. Develop back-up plans. 
achieving change. 

11. Integrate budget and planning. MOTIVATIONAL 

12. Anticipate problems. 35. Praise specific tasks well done. 

13. Regularly evaluate plans. 36. Consult with volunteers before 
making decisions that affect them. 

ORGANIZATION 37. Provide promotion and growth 
opportunities. 

14. Coordinate functions of various areas 
of organization. 38. Be fair. 

15. Delegate tasks. 39. Seek consensus. 

16. Analyze and direct work flow. 40. Support individuals in face of group 
pressure. 

17. Try to improve or simplify tasks. 

DECISION-MAKING 
PERSONAL DEVELOPMENT 

18. Participate in problem-solving 
41. Manage stress. 

process. 42. Work to resolve conflicts. 

19. Seek opinions of others in problem- 43. Seek feedback. 
solving. 

20. Solve problems early. 

21. Establish criteria for making 

44. Delegate. 

45. Understand personal motivation. 

decisions. 46. Manage time. 

22. Make decisions promptly! 47. Accept help willingly. 

Adapted from "Goals for Personal Development Inventory" in J.W. Pfeiffer and J.W. Jones (Eds.), The 1976 Annual Handbook for 
Group Facilitators, p. 59, University Associates, 1976. 
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IMPROVING THE PAID STAFFNOLUNTEER RELATIONSHIP 

12 TIPS FOR ACTIVE LISTENERS: 
Leaming to Detect the Real Meaning 

Behind a Volunteer's Words 

Do you serve coffee? The question 
sounds innoce~ enough, and it 
is-to a volunteer administrator 

skilled in the art of interviewing and super­
vising volunteers. What a good listener 
hears with a question like this is a hidden 
wish-I'd like you to think well enough of 
me to supply me with a cup of coffee when 
I come to donate my time and services to 
you. 

The art of listening is very important for 
a volunteer administrator or volunteer. By 
learning to hear the real question behind 
the stated question, a good administrator 
can keep a volunteer happy and involved 
in the program, or a volunteer can extend 
the kind of effort needed to have someone 
with a problem at last tell another human 
being the truth. 

Practice is the only known method for 
becoming an expert listener. But watching 
for gestures, listening carefully to a tone of 
voice, or being alert to the context of the 
question-these things are all clues to 
proper interpretation of meaning. One 
psychologist called the ability to listen 
well and intuit what the speaker really 
means as "listening with a third ear." That 
third ear to use when listening is one's 
own intuition-a gut reaction to what the 
person is really trying to say. 

Here are some practical tips to keep in 
mind whenever someone is interviewing. 

Diane Sherwood is a freelance writer and 
consultant in Washington, D. C. 
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By Diane Sherwood 

1. Catch the feeling behind the 
words. 
One volunteer administrator said that 
once at an orientation session, a potential 
volunteer asked, "Is there parking?" The 
administrator felt that this senior woman 
was worried about walking back to her car 
alone at dusk when her work at the hospi­
tal ended. Sure enough. That was the 
problem. 

He told her where the parking lot was­
in this case, behind the hospital-and fol­
lowed up on her question with a question 
of his own, asking whether she was afraid 
of the walk to the parking lot. When she 
admitted her fear, the administrator told 
her that she could use any hospital inter­
com and dial the security police who 
would walk her to her car. Then he 
thanked her for raising a question that may 
also have been on the minds of the other 
volunteers. A look of blessed relief spread 
over the volunteer's face. "And that wom­
an is still with us, continuing to handle the 
information desk," the administrator said. 

2. Pick up on a volunteer's special 
interests. 
"But your face just lit up when you said 
that," a volunteer administrator told a po­
tential volunteer in an interview. "Tell me, 
is it working with children, then, that espe­
cially interests you?" Very often it is the 
non-verbal clue that will tip off where the 
potential volunteer's feelings really are. 

In an initial interview, a volunteer, in tell-

ing about her hobbies, might really bright­
en up when she mentions photography. A 
skilled volunteer administrator will make a 
note of that ski 11 or interest and perhaps 
integrate it when appropriate into the pro­
gram. 

In one case, Linda Tossman, volunteer 
coordinator of New Phase Career Center 
in Montgomery County, Maryland, lis­
tened carefully when a potential volunteer 
told her about her real love of horses. "But, 
if that's the case," Tossman said, "I'm go­
ing to direct you to the Therapeutic Riding 
Center where you can volunteer because 
there your loves will be combined: help­
ing people and horseback riding." 

Needless to say, the woman was de-
1 ighted to be redirected in her volunteer 
efforts, and she remains a constant and 
enthusiastic worker at the riding center. 

3. "Know thyself." 
An old adage, trickier than it sounds. If a 
person works toward understanding one's 
own likes and dislikes, convictions and 
biases, he/she can understand better a 
volunteers's likes and dislikes, foibles and 
quirks. This is really more of a lifelong 
goal than a casual half-hour's work. How­
ever, being aware that we are all limited 
by our parochialisms gives us that sense 
of humility needed to "stand under"-i.e., 
"understand" other people. 

As a consequence, when an older wom­
an calls volunteers "dear" and they in­
wardly cringe, they might be reflective 
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enough to recognize that for this woman, 
the term "dear" is acceptable and she 
means no inappropriate endearment. 
These volunteers can further recognize 
that they are faintly intolerant of persons 
who use language too familiar and sticky. 

Sandra Roberts, volunteer coordinator 
of A Woman's Place of Montgomery Coun­
ty, Maryland, says, "Words have to be run 
through our own computer. Therefore, we 
need to know ourselves very well to know 
our own pitfalls. What we hear, after all, is 
running through our own personalities." 

4. Try to determine what the 
speaker really means. 
Determining what the speaker means is 
especially important for volunteers who 
handle hotlines or interview people to find 
out what they need. For example, a wom­
an might call to enroll in a legal seminar, 
but a volunteer, trying to determine what 
the speaker is actually saying, might dis­
cover the nature of the real concern. That 
caller might be facing a separation or di­
vorce or experiencing some domestic vio­
lence. It takes time, support and some 
good listening skills to make her feel com­
fortable enough to share the realities of 
her life that would otherwise be hard to 
share. 

5. Listen, then use follow up 
questions. 
If listeners are unclear about what some­
one is saying, they should not hesitate to 
follow up the volunteer's response with an­
other question. In the parking situation, 
the administrator had the distinct feeling 
that perhaps this woman was afraid of go­
ing to the parking lot-so he asked her! 

Sometimes, however, it is not so easy to 
guess what the problem is. Sometimes 
deep listening will prompt more ques­
tions. Certain questions elicit a factual re­
sponse: "What time of day are you most 
comfortable volunteering?" "Do you like 
working with children?" Other questions 
probe for feelings or challenge the volun­
teer to risk sharing certain intimate details 
about his/her life. 

Paula Long, manager of the Volunteer 
Support Program for Proctor & Gamble, 
tells of interviewing a company employee. 
The woman was expressing her interest in 
working with girls from neglected homes 
who often find themselves on the street 
and who are taking drugs. 

"I asked her why she felt she could deal 
with these girls," Paula said, because she 
did not want to place a woman in this 
difficult drug scene without thinking the 
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placement could be successful. "I knew 
this woman would have to have had expe­
rience with drugs; otherwise, the girls on 
the street would never listen to her. 'Go 
ahead,' I told her, 'You can tell me any­
thing. What you say here is confidential. 
Were you ever involved with drugs?'" 

After that direct follow-up question, plus 
all the non-verbal assurances Paula gave, 
the woman tearfully told of her manic de­
pressive mother and alcoholic father, of 
her years of running the streets because 
she did not want to go home, of her in­
volvement with drugs and her successful 
fight to steer clear of them. 

If a volunteer 
administrator works 
toward understanding 
his/her own likes and 
dislikes, convictions 
and biases, he/she 
can understand better 
a volunteer's likes and 
dislikes, foibles and 
quirks. 

Face value statements from potential 
volunteers sometimes need to be followed 
by a question: Why do you think you can 
do this job? What attracts you to working 
for the Cancer Society? Why do you want 
to work with old people? What makes you 
think you can work with dying patients? 

Otten it is this kind of follow-up question 
that will bring the tears, the depth of feel­
ing, the confidence, the true motivation. 
But a volunteer administrator must create 
the space in which this confidence can 
occur, first by listening carefully, then by 
following up with the right question. 

6. Create a "listening" 
atmosphere. 
This is especially important for all ongo­
ing volunteers. Somehow, they have to be 
made aware that when they are experienc­
ing difficulty with a member of the staff or 
another volunteer, or if they do not like the 
program where they have been placed, 
there is someone to whom they can go 
and privately, confidentially, tell what is 
on their minds. They need to know, both 

verbally and non-verbally, that they are 
welcome to tell the volunteer administra­
tor what their problems are. 

Most organizations that involve volun­
teers have yearly or semi-annual meetings 
where this kind of information is most 
properly shared. Sometimes, however, the 
volunteer does not wish to wait that long to 
process the information. He or she wants 
to share it immediately. Hence, the atti­
tude of the volunteer administrator to­
wards the volunteers is very important in 
creating this atmosphere. 

Some programs have no carryover. The 
initial interview with the potential volun­
teer might be the only contact. Denny Bar­
nett, Volunteer Center development officer 
at VOLUNTEER, states that when he was 
the executive director of the Volunteer and 
Information Center of Sioux Falls, South 
Dakota, he created a "listening" atmos­
phere by just telling potential volunteers, 
"We may never see each other again, so 
let's be honest with each other. I want 
what's best for you and what's best for the 
organization that needs volunteers." This 
honest approach goes a long way towards 
creating a listening atmosphere where a 
person can feel comfortable telling the 
truth, expressing real motivation, sharing 
genuine needs and desires. 

"I always start by asking who the per­
son's boss is and sharing a story if I know 
one," says Long. "Or, I ask if the person is 
married and has kids. Then I tell a story 
about my kids." The idea here is that some 
shared common ground will help get the 
interview off to a good start, creating the 
listening atmosphere that makes commu­
nication click along. 

7. Help the speakers listen to 
themselves. 
Jim Warwick, director of crisis and infor­
mation services, Green River Comprehen­
sive Care Center in Owensboro, Ky., says, 
"A lot of times listening does more than 
just help you understand where a person 
is coming from. It helps the person under­
stand where he/she is coming from. Lis­
tening is a dynamic process." 

Active listening means that you are 
making an attempt to understand. If a lis­
tener does not understand what the per­
son is saying, then the right questions or 
attempts to draw out the meaning of what 
is being said will help the person who may 
be confiding in another human being at 
this level of depth for the first time. By 
summarizing and giving feedback, the lis­
tener can finally get clarity about what is 
really troubling the other person-or what 
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he/she is really looking for. 
Warwick recalls the time when he had a 

woman on the phone who was hysterical; 
her conversation was wild and seemed to 
be going nowhere, just around and 
around. Warwick had a hunch, a very 
strong hunch, and played it. "Are you be­
ing abused?" he asked point blank. 
"There was dead silence for what seemed 
to be an eternity," Warwick said. Finally, 
the woman acknowledged that that was 
the problem. She listened to herself for the 
first time admit she had a problem. 

8. Listen to problem-solve. 
Tossman says that when training volun­
teers, a volunteer administrator has to be 
especially attentive to what might cause 
them problems on the job. For example, 
she was listening most carefully when a 
volunteer asked her to go over the me­
chanics of handling the phones-how and 
when to put a cal I on hold, how to get back 
to the first caller. 

Tossman thought it over carefully and 
then devised a solution to the volunteer's 
problem. "I showed her how to keep a 
blank sheet of paper by the phone so she 
could write down the names o1 each caller 
on each line, so that if she had to put them 
on hold, or if a staffer didn't pick up on the 
transfer, she could get back on the line 
and know who was there waiting." 

9. Listen to the body language. 
So much of this discussion also falls un­
der this very dynamic point. Tense shoul­
ders, a turn of a head in a painful way, a 
faint smile, the "ah!" look of recognition in 
the eyes, a person's general appearance, 
eye contact-the list is endless. There are 
so many ways we communicate with our 
bodies. "If the patient won't speak," Sig­
mund Freud once said, "their hands will 
cry out." 

Tossman once interviewed a woman 
who was very well groomed and pleasant 
mannered. She had a superb educational 
background. She was articulate and took 
notes on a yellow pad she had brought 
with her. But she shook when she spoke, 
fidgeted with her pencil, and persisted in 
minimizing her skills. 

"I realized that this woman had lost all 
her self-confidence," said Tossman. "She 
was a displaced homemaker. Because of 
the breakup of her marriage, she had lost 
all belief in her abilities. However, after 
listening carefully to her, and especially 
watching her body language, I concluded 
she had potential." 

Tossman placed her in a project where 

Fall 1986 VOLUNTARY ACTION LEADERSHIP 

she could grow. She accomplished one 
job after another, receiving external vali­
dation and feedback. Gradually her self 
image changed. From starting out as a 
vicarious achiever, she ended up achiev­
ing in her own right. "Her volunteer experi­
ence," Tossman concluded, "gave her the 
confidence, skills and experience she 
needed to get a good job and continue on 
with her life, which, of course, includes 
volunteering." 

10. Be in shape to listen. 
One volunteer coordinator never allows 
any of her volunteers to work on the phone 

Practice is the only 
known method for 
becoming an expert 
listener, but watching 
for gestures, paying 
close attention to a 
tone of voice and 
being alert to context 
are all clues to proper 
interpretation of 
meaning. 

for over four hours. If a phone handler has 
to say something 100 times a day and 
listen to the same questions or queries 
over and over, he/she can begin to show 
annoyance. If difficult active listening time 
is kept down to four hours a day, the 
chances of "blowing up" will be greatly 
reduced. Also, if a phone handler listens 
to a person who is anxious and frustrated, 
the temptation might be to mirror back that 
same anxiety and frustration. 

Getting enough sleep, having a solid 
breakfast, having the vitality that comes 
from good health-these basic health 
habits are important and cannot be over­
looked. If anyone with a tough listening 
job is depressed and sick and does not 
feel up to answering phones, that person 
should stay home. 

11. Listen for repetitions or 
inadvertent remarks. 
The conversation kept returning to the 
subject of mental health until Warwick dis­
covered that the woman he was interview­
ing had recently left a mental hospital. He 

was then able to place her as a volunteer 
in a sheltered workshop, which provided 
an environment she needed while simul­
taneously allowing her to make a contribu­
tion. A good listener will recognize that a 
topic continually alluded to has much 
conscious or subconscious content. 

Barnett once interviewed a potential 
volunteer who inadvertently remarked that 
when her mother was in a convalescent 
home, she never really had the time to visit 
her. Barnett continued getting her reac­
tions to a number of volunteering situa­
tions but kept her remark in the back of his 
mind. When he discussed her possible 
involvement with convalescent homes, he 
probed carefully. Sure enough, the inad­
vertent remark turned into the clue Barnett 
needed to place this woman properly in a 
convalescent home where she could take 
the time to visit old people-a luxury she 
could not afford when her mother was 
there. 

12. Train for listening! 
That's what Sandra Roberts of A Woman's 
Place does with her volunteers. Sandra is 
in the process of working up a Listening 
Training component for A Woman's Place 
orientation session. 

"In a place like A Woman's Place," says 
Roberts, "listening is very important. We 
have to interview the women who come 
here to us and try to understand what their 
needs are. We also need women who can 
quickly recognize when a caller needs a 
referral, rather than our services. We also 
need women, who by their presence on 
the phone, can invite the caller to share 
the information 1hat is difficult to share­
information we need to help her. 

"Active listening is about being in­
volved in what's going on. It's being with 
someone. This skill of attending requires 
that you be there for the person on the 
other end of the line, or sitting in front of 
you. The goal of our active listening com­
ponent is communication." 

A final word. Barnett says that good lis­
teners can be empathetic-that is, they 
can understand; or they can be compas­
sionate-that is, they can feel what the 
speaker is feeling. This quality of compas­
sion, a grace upon whom it befal Is, lifts the 
burden of loneliness from the offscouring, 
those in pain, and creates moments of hu­
man togetherness beyond any writer's 
ability to explain how to get there. Here, 
indeed, is the wonder and mystery of the 
human soul-in touch, affectively, at one. 
Is it toward this kind of meeting that we 
grope when we try to listen? 
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IMPROVING THE PAID STAFFNOLUNTEER RELATIONSHIP 

Why would a woman who had di­
rected a successful Volunteer 
Center for two years suddenly 

decide to go half-time? 
Bev Farrell: "In my case it was that I was 
pregnant and knew I couldn't give my best 
to my family, which already included ·a 
young son and a husband, if I continued to 
work full-time." 

And why would a woman who already 
worked half-time want to start sharing her 
job instead of continuing to work on her 
own? 
Ann Armstrong: "I welcomed the opportu­
nity to move from working as a job devel­
oper to working again with volunteers, 
since volunteering had been a major part 
of my life before my husband died." 

As colleagues in the Human Resources 
Department of the City of Bloomington, 
Indiana, we had observed each other's 
work habits and attitudes, and we be­
lieved that we would make a dynamic and 
productive team. For a few months, we 
researched job-sharing extensively and 
discussed it endlessly. We familiarized 
ourselves with current trends in alternative 
work-styles and became increasingly 
convinced that there were benefits to be 
gained not only for us but also for the de­
partment, the City and, most importantly, 
for the volunteers and agencies we 
served. 

When we submitted our proposal to the 

Ann Armstrong and Bev Farrell shared the 
job of director of the Bloomington, Indi­
ana, Volunteer Action Center for three 
years. 
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JOB-SHARING: 
Benefiting the employer and staff 
involved, but most importantly­
the volunteers and agencies 
served. 
By Ann Armstrong and Bev Farrell 

Mayor, we out I ined the benefits to the City, 
the department and our clientele and 
spelled out the division of responsibilities. 
The proposal also included a tentative 
work schedule and a suggestion for han­
dling personnel benefits like insurance 
and sick leave. 

Bloomington Mayor Tomilea Allison 
had been a long-time supporter of the job­
sharing concept. In addition, having been 
an active civic volunteer herself, she was 
especially pleased to see the Volunteer 
Action Center forging ahead in this experi­
ment. She agreed with our argument that 
the many diverse aspects of the job made 
it fatiguing and fragmenting when one 
person did everything. 

So we were on! It was exciting to realize 
that we were part of a national movement 
towards permanent part-time work and 
certainly the first in our own city govern­
ment. Our partnership began in October 
1983, which gave Bev time to train Ann 
before taking a three-month maternity 
leave in November. Ann worked full-time 
for three months, dropping back to half­
time when Bev returned. 

We have now worked together for three 
years, developing ourselves into a 
smoothly operating team and fulfilling the 
director's job responsibilities more effi­
ciently and effectively than either one of us 
could have done alone. Not only are two 
minds better than one, but we sustain a 
level of energy that is difficult if not impos­
sible for a full-time person to maintain 
week after week. The time we take to get 
away from the work environment, to devel­
op our other interests, and to attend to our 

other responsibilities brings us back to 
our job with renewed energy. 

From the beginning, we had agreed that 
the job would be truly shared {the techni­
cal term for this is "job-pairing"); each of 
us would be responsible for the total job 
and program. Our other option was job­
spl itting, in which each partner is respon­
sible for half the job. This division seemed 
to offer us less chance for professional 
growth. 

During our first days together, we ham­
mered out the details of the "pairing." First 
we divided the week. That was easy. Ann 
would work Monday, Tuesday and half of 
Wednesday; Bev would work half of 
Wednesday, Thursday and Friday. Then 
we turned our attention to the job itself, 
developing a system that has proven itself 
over time. 

Beyond our volunteers and agencies, 
the rest of our center's activities fall into 
the category of projects. Every three 
months we develop a plan for the next 
quarter, based on our goals and objec­
tives for the year. The three-month plan 
consists of a list of ongoing projects {like 
supervising our data entry volunteer), new 
projects, and old projects that haven't 
been completed yet. Each project is as­
signed a point value, depending on the 
time it will require. Then the tasks are di­
vided so we each have an equal number 
of points. 

Big projects, like our annual county­
wide recognition event, usually need at­
tention from both of us. The tasks for these 
shared projects are also assigned a point 
value and are part of the three-month plan. 
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Adjustments are made in the plan as 
needed, such as when a new project 
comes up unexpectedly. This method al­
lows both of us to stay involved in the 
major activities of the center while reduc­
ing the number of projects each is in­
volved in at any one time. It also mini­
mizes the problem that characterized the 
job when it was filled by one person-the 
fragmentation and burnout the director felt 
from being pulled in many directions at 
once. 

Sharing the same office space-the 
desk, walls, files and bulletin board-was 
not difficult. Something that took more 
work was sharing the great amount of in­
formation for which we are responsible. 
Fortunately, we are both well-organized 
people, so we set up rules about how in­
formation would be processed and where 
it would be stored. Because each of us 
collects a lot of information about volun­
teers and agencies-information the other 
needs to know-we have devised a highly 
organized system for storing information 
and making it readily accessible. 

Communication between us has never 
been a problem. On the contrary! Our two­
hour overlap periods each Wednesday 
are fun, productive and always energiz­
ing. We do a lot of brainstorming during 
this time. Bouncing ideas around and 
tackling problems with someone whose 
enthusiasm and commitment to a program 
matches your own is wonderful. 

At first, we felt we needed more overlap 
time. However, as we worked together, we 
learned to use the overlap period more 
effectively, prioritizing discussion items 
and relying on our written log to share 
informational items. During our respective 
halves of the week, we each keep a written 
log of information we need to share with 
the other person. Only items requiring a 
mutual, cooperative decision or items that 
would benefit from creative brainstorming 
are jotted down and kept in the file for our 
overlap session. 

Short phone conversations round out 
our official avenues of communication, 
which have served our partnership well. 
Because our working relationship devel­
oped into a special friendship, we now 
sometimes lunch or run together, combin­
ing business and pleasure. 

The partnership aspect of our job-shar­
ing has been more valuable than we ever 
imagined. One plus one does equal more 
than two. Our synergistic relationship has 
developed into a comfortable give-and­
take in which we are completely open, 
honest and trusting with one another. Be-
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cause we share an equal and complete 
commitment to the mission, goals and 
philosophy of the center, we each feel 
comfortable speaking as the center direc­
tor. Trust has been a critical key to our 
success. Each of us believes in herself, in 
her partner, and in our positive power as a 
team. We have grown to know and under­
stand each other well, which has devel­
oped our friendship and strengthened our 
partnership. 

Our distinctive skills as individuals 
blend and complement the other partner's 
skills. This enables us to expand the pos­
sibilities for services that the center can 
offer. Ann, with her 19 years as a Bloom­
ington volunteer, understands volunteer 
needs and management, and is a lively 
source of ideas for modifying or expand­
ing services. Bev is a volunteer, too, but 
her experience in administration is of spe­
cial benefit to the program. She sees the 
steps needed to turn ideas into reality. 

In addition to our clients benefitting 
from our job-sharing, we benefit personal­
ly as well. We are able to hold a highly 
responsible and challenging position 
while working only half-time. Each of us 
has time to meet our other responsibilities 
and to pursue interests in other areas of 
our lives. We see these "non-employ­
ment" responsibilities as essential to our 
lives as mothers and contributing mem­
bers of the community. 

After our four-and-a-half day break from 

work each week, we go back to our job 
with renewed vigor. And the backlog of 
work that greets an employee returning 
from vacation isn't there. The program has 
continued to operate full-time in our ab­
sence. Being physically away from the of­
fice for four-and-a-half days each week 
gives us a certain distance, a perspective 
that full-time work doesn't provide. Our 
morale is high, our absences low. 

The program and the City of Blooming­
ton, our employer, both share in the bene­
fits of our job-sharing. While Bev did an 
excellent job as full-time director during 
her first two years, the implementation of 
job-sharing, which enhanced Ann's skills, 
has expanded the program's capacity. 
Simply stated, we can do more things bet­
ter. 

As in any close relationship, there have 
been some minor miscommunications-a 
piece of information that didn't get passed 
along, for example. But these glitches are 
part of working as a team, and the longer 
we are together, the fewer the problems 
and the smoother the whole operation. 

The volunteers and the volunteer coor­
dinators at our affiliated agencies have 
become accustomed to the concept of 
two directors and know that the two of us 
can usually speak with the same authority 
about a given topic. If not, they know we 
will put them in touch with the other part­
ner as quickly as possible. 

Georgia Schaich, the volunteer coordi-

Bev Farrell (I.) and Ann Armstrong share Volunteer Center director job. 
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nator at one of our affiliated agencies, had 
this to say about us: "Bev and Ann com­
plement each other so well and have their 
work lives organized in such a way that 
they don't miss a beat and we, the agen­
cies that the Volunteer Center serves, reap 
the benefits of their combined talents." 

Some employers are concerned that 
job-sharing may mean that training and 
supervising are more time consuming 
than they would be with one person. Since 
job-sharers seldom leave their positions 
at the same time, training a new partner is 
easily handled by the remaining partner. 
In our case, Bev already had held the job 
full-time for two years. We are so commit­
ted to our job and have established such 
good lines of communication between us 
that supervision has never been a prob­
lem for our department head. 

Carol Hoffman, our own Human Re­
sources Department director, became a 
convert to the idea of job-sharing as a 
direct result of her experience with us. "I 
was not originally a strong advocate of 
job-sharing," she commented recently. "I 
thought that two part-time people would 
spend more time communicating and 
catching up with each other than actually 
producing quality work. Instead, I found 
that two job-sharing partners produced 
about 20 percent more work than one lull­
time person ever did. An added bonus 
was that I spent less time supervising the 
job-shared position because Ann and Bev 
were able constantly to improve on each 
others' ideas and projects." 

Our job-sharing arrangement has 
proved beneficial to all involved: our em­
ployer-the City of Bloomington, our cli­
ents-our affiliated agencies and pro­
spective volunteers, and ourselves. Our 
higher level of energy, the absence of the 
stress generated by many jobs, the lriend­
sh i p that has developed between us, and 
the increased productivity that comes 
when two people's skills are tapped are 
all benefits of job-sharing. We believe that 
it can be effectively implemented in a vari­
ety of administrative positions and is es­
pecially suited for the multi-faceted job of 
Volunteer Center director. We anticipate 
and hope that an increasing number of 
people will consider job-sharing. 

Addendum: A few months after this arti­
cle was written, Bev took a lull-time posi­
tion elsewhere. The position of Blooming­
ton Volunteer Action Center director is still 
job-shared. Ann continues to find the job­
sharing arrangement with her new partner 
rewarding and effective. 

26 

You are cordially invited 
to join your colleagues from across the country 

at the seventh annual 
National VOLUNTEER Conference 

Wyndham Hotel Sea World 
Orlando, Florida 
June 21-24, 1987 

The 1987 National VOLUNTEER Conference is designed to prepare volunteer 
leaders to meet the challenges facing us today and in the coming years. 

■ Be motivated and challenged by plenary session speakers. Already 
confirmed are Jennifer James-nationally known speaker on attitudes and 
values in a changing society, and Richard Schubert-President, American Red 
Cross 

■ Attend workshops where you can sharpen your skills and develop the 
expertise to meet tomorrow's challenges. Among the outstanding trainers 
you'll meet and exchange ideas with are Rick Lynch, Randi Andersen, Neil 
Karn, Sue Vineyard, Steve McCurley, Joan Brown, Anita Bradshaw, Shirley 
Keller 

■ Spend a day with experts on specific issue areas: 
Health-AIDS, substance abuse 
Education-literacy, community/school partnerships 
Criminal Justice~ltemative sentencing 
Insurance-liability, directors and officers coverage 
Family-single parent families, problems of the elderly 
Basic Human Needs--homelessness, hunger, employment 
Special Populations-physically and mentally disabled, refugees 

■ Work in specially designed sessions to ... 
-Identify the problems facing your community in the future. 
-Explore in depth how those problems will affect your community. 
-Develop ways to apply your skills, techniques and resources to meet those 
challenges. 

■ Relax and enjoy yourself in the tradition of the VOLUNTEER Conference at 
our special events ... 
Early-Bird Welcome Reception­
Visit with old friends and meet new 
ones at Saturday evening no-host 
reception. 

Welcome Dinner-Enjoy yourself at 
VOLUNTEER's traditional opening 
dinner. 
Sea World-Talk to the animals ... 
see the shows ... and enjoy a special 
Polynesian dinner and extravaganza at 
Sea World's famous Luau-$28. 

Free Evening-Join your colleagues 
in a free evening ... visit with Mickey 
at DisneyWorld ... step into the future 
at EPCOT ... or relax by the pool. 
Celebration of Volunteering-Join 
us in bringing the Conference to a 
rousing finale ... banquet, gala 
entertainment and much, much more. 

Preliminary conference brochures now available. 

Write or call: VOLUNTEER, 1111 N. 19th St., Suite 500, Arlinston, VA 22209, (703) 
276-0542. (VOLUNTEER Associate members automatically receive all conference 
mailinss.) 
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1986 
TAX DEDUCTIONS FOR VOLUNTEERS 

Prepared by VOLUNTEER-The National Center 

"

umber of tax benefits* are available for volunteers 
under the general charitable contribution deduc­
tion of the Internal Revenue Code. The Internal 

Revenue Service explains this by noting that volunteers 
can deduct "unreimbursed expenditures made incident 
to rendition of services to a qualifying organization." 
Translated, this means that a volunteer may deduct out­
of-pocket expenses incurred while doing volunteer work 
for certain groups approved by the IRA. 

Qualifying organizations include, but are not limited 
to 

• Units of government 
• Organizations formed for scientific, literary or educa-

tional purposes 
• Charitable groups 
• Organizations for the prevention of cruelty to animals 
• Organizations for national or international sports com­

petition 
• Certain veterans' groups 

The following are representative types of expendi­
tures that volunteers may wish to deduct: 
• Direct gifts of money to an organization 
• Automobile mileage and expenses 
• Bus and cab transportation expenses 
• Parking and tolls 
• Special uniforms 
• Telephone bills 
• Entertainment and meals given to others 
• Costs of meals and lodging, if away overnight 
• Travel expenses above per diem allowance 
• Tickets to charity benefits, above intrinsic value 

The following items may not be deducted: 
• Value of volunteer time donated 
• Dependent care expenses 
• Own meals (unless away overnight) 
• Own entertainment 

Automobile-related expenses may be deducted ei­
ther at a 12-cents-per-mile standard rate or an actual 
expense basis. Under the standard rate method, parking 
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fees and tolls are deductible in addition to the standard 
mileage rate. 

The "out-of-pocket" requirement eliminates from de­
duction any amount that is to the direct benefit of the 
taxpayer (or the taxpayer's family) rather than to the 
organization. Thus, for example, most meals and enter­
tainment are excluded. 

Items for which a volunteer receives reimbursement 
may be deducted only to the extent that actual expense 
exceeds the amount of reimbursement. 

In general, the following requirements may apply to 
the above deductions: 
1. Must be amount actually paid during the taxable year, 
not just a pledge. 
2. Must be made to a qualifying organization. 
3. Must be actual out-of-pocket amount, i.e., if a banquet 
ticket is bought, the deduction is the amount in excess of 
the actual value of the meal. 
4. Must be recorded. The volunteer should know the 
name of the organization to which the contribution is 
made, amount and date of each contribution, and meth­
od of valuing in-kind gifts. 
5. Where possible, especially for large gifts, a statement 
of donation should be obtained from the donee organi­
zation. 

For the more common out-of-pocket expenses, such 
as transportation costs and meals, voluntary organiza­
tions can assist recordkeeping by providing forms list­
ing date, amount and beneficiary of the expenses. 

A complete description of federal tax deductions for 
volunteers can be obtained from your local IRS office. 
Ask for Publication #526, "Income Tax Deductions for 
Contributions." 

*The deductions outlined above can be taken by volunteers 
who itemize their deductions as well as those who take the 
standard deduction. With the passage of the Charitable Con­
tributions legislation in 1980, even those taxpayers who take 
the standard deduction can receive a tax benefit for their 
contributions. For the 1986 tax year, all taxpayers can deduct 
100 percent of their charitable contributions. 
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1986 
VOLUNTEER TAX RECORDKEEPING SHEET 

Name of Volunteer--------------------------------------------

Organization (complete a separate sheet for each organization for which you volunteered) __________________ _ 

Date Nature of Expense (bus fare, mileage, phone calls, etc.) Amount 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

$ ____ _ 

Signature of Supervisor: _________________________________________ _ 

Prepared by VOLUNTEER-The National Center, 1111 N. 19th St., Suite 500, Arlington, VA 22209. 
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Books llli 
Executives and the 
Nonsalaried Staff 

By Jacqueline Gouse 

FROM THE TOP DOWN. THE EXECU­
TIVE ROLE IN VOLUNTEER PRO­
GRAM SUCCESS. Susan J. Ellis. Ener­
gize Books, 5450 Wissahickon Ave, Lob­
by A, Philadelphia, PA 19144, 1986. 185 
pp. $16.75 plus $1.50 postage/handling. 

Support of the top decision-maker 
for an organization's volunteer 
program can contribute to its suc­

cess. Too few CEOs have had formal 
training or understand what is expected 
of them in this area. Most of the literature 
on volunteer programs is written for the 
direct supervisor of volunteers. The tar­
get audience of From The Top Down is 
the executive director of a nonprofit 
agency or its board president, the CEO of 
a large institution, or the director of a 
governmental agency. The author is 
deeply committed to volunteerism and 
"making the contributions of volunteers 
more visible and appreciated." This com­
mitment is evident throughout Susan Ei­
lis's well researched, thought-provoking 
handbook. 

The book deals with management is­
sues, both obvious and obscure, related 
to members of the volunteer staff and is a 
good source of practical information on 
budgeting and allocating resources, and 
on staffing and planning for the volunteer 
program. 

Jackie Gouse, recent former president of 
the Fairfax County Area (Va.) Voluntary 
Action Center, is a consultant on corpo­
rate volunteerism. She served as liaison 
between the National Council on Corpo­
rate Volunteerism and VOLUNTEER be­
fore NCCV became a division of VOLUN­
TEER and consults with the Corporate 
Volunteer Council of Northern Virginia. 
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Attitudes toward volunteer staff and 
the relationship between salaried and 
nonsalaried (volunteer) staff members 
are of concern to Ellis, who devotes chap­
ters to promoting the understanding of 
this relationship, to defining special cate­
gories of volunteers, and to identifying 
strategies for creating teamwork. 

I have only a few concerns with this 
book. One is the title, which is a minor 
concern. From The Top Down is catchy 
but doesn't dispel the negative image of 
the volunteer at the bottom of the staff 
ladder. 

The first chapter serves as an introduc­
tion to explain why organizations should 
employ volunteers, but I don't always 
find the rationale convincing. 

Chapter 11 (inappropriately enough 
entitled, "The Dollar Value of Volun­
teers") omitted from consideration the 
differences between full-time and part­
time salaried workers with respect to 
benefits, retirement, paid time off, etc. 
Volunteers are often part-timers. 

I would like to see an expansion of the 
section dealing with special categories of 
volunteers, since there is a need to en­
courage creativity so that organizations 
can benefit from the services of persons 
with special needs because of age, dis­
abilities, time restrictions, etc. Also to be 
considered in the planning and staffing 
stages are the trends in volunteerism, 
which can have an effect on the program. 

To identify possible problem areas and 
plan accordingly is preferable to dealing 
with a bad situation. While I recommend 
this plain speaking, easy-to-follow guide 
to the organization with an active pro­
gram, top management will derive opti­
mum benefit from reading this handbook 
prior to establishing a volunteer program. 

NEWfrom VOLUNTEER 

&IIW 
COMPETITIVE 

BDGI 
Yo111Jlt8ers f,rom The Workp\aCB 

Cyn1Ma v1ua • Kenn Allen • ShtrloY Koller 

ff/ voW,lillER 

The definitive study of 
employee volunteer 
programs in America. 

A New Competitive Edge builds the 
rationale for workplace volunteering; 

spotlights exempla,y corporate 
community involvement programs; 

examines pressures affecting 
workplace volunteer programs; and 

presents findings from VOLUNTEER's 
1985 Workplace in the Community 
national suNey. 

Also featured are the role of 
organized labor in workplace 
volunteering ... the activities of 
Volunteer Centers ... and small 
business involvement. 

"Vanguard" companies profiled in 
the book represent some of the best 
models for workplace programs. They 
include Apple Computer, Inc. ... 
Atlantic Richfield Company ... Barnett 
Bank of Jacksonville. N.A .... CBS Inc. 
... Exxon Company, U.S.A. ... Federal 
Express Corporation ... Honeyvvell 
Inc. ... Levi Strauss & Company ... 
Metropolitan Life Insurance Company 
... Pacific Power & Light ... Procter & 
Gamble ... Scott Paper Company ... 
Shell Oil Company ... Tenneco Inc. 
... Xerox Corporation. 

I 986/270pp/paper 
Price: s 14.95 + S2.50 shipping 

Order from: Volunteer Readership, 
I I I I N. 19th St., #500, Arlington, VA 
22209 
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As I See It 
Continued from page 2 

nerships truly address community needs while being sensi­
tive to the unique dynamics of the community is to involve 
volunteers. While volunteers may lack the status of more 
well-known leaders, they are frequently rich in community 
wisdom and sensitivity to the real grassroots needs and influ­
ential forces. 

Some Recurrent and Emerging Problems 
If voluntary service is to continue lo be responsive to commu­
nity needs and if we, as citizens, are to make the potential 
impact we can make together, then we should recognize that 
there are some problems that will make our efforts more 
difficult. Among these problems are: 

1. The boards of many of the agencies on which we serve 
or through which we volunteer are just not effective. Al­
though nonprofit management has improved in the last dec­
ade, board development has not kept pace. Today, most of 
our boards need to improve in planning, fundraising and 
policy making. They need to learn how to keep their hands on 
key policy issues and keep their hands out of administration. 
They need to include more women and mfoorities, and they 
need to use their meeting time more productively. 

To overcome this problem will require a great increase in 
board training and a recognition among funders, including 
the United Way and foundations, that the quality of a board is 
critical to an agency's future. 

2. Most nonprofit executives are resistant to or ineffective 
in working with volunteers. In some cases, this is because 
executives have not been trained in volunteer management. 
But more often it is the case tl1at involving volunteers takes 
time and money, both of which most executives feel are in 
short supply. To tap the tremendous potential of volunteer 
involvement is a risk for most nonprofits because it means 
sacrificing other services or duties to invest in the develop­
ment of volunteers whose contributions will not be felt for 
some time. I suspect that this problem will not be overcome 
until we provide better training for executives, until boards 
understand and support investing in the development or 
expansion of volunteer activities, and until funding sources 
provide more grants for agencies to increase the use of volun­
teers. 

3. Few nonprofit institutions are skillful in making maxi­
mum use of the new breed of volunteers. Today, volunteers 
are different. They include more single professionals, more 
older persons, more loaned corporate executives and more 
women who volunteer to gain entry into the job market. 
These volunteers tend to be more experienced, more skilled 
and clearer about what they want to do and how they want to 
do it. They frequently are more demanding and want more 
involvement or say in the activities of the organization in 
which they volunteer. To make the best use of these volun­
teers requires more and better supervision, better training of 
staff in volunteer management, and more consideration of the 
views and concerns of volunteers in organizational decision­
making. 

4. America's growing liability crisis threatens volunteer­
ing. One reflection of this is that the cost of liability coverage 
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for nonprofit organizations and their boards has more than 
tripled in the past few years. Increasingly, potential board 
members are cautious or reluctant to join boards due to liabil­
ity exposure. There have also been reports of direct service 
volunteers who are unwilling to serve as volunteer drivers, 
have events in their homes, or chaperone trips because of 
liability concerns. 

If the liability crisis continues to escalate, it will discourage 
volunteering and place an enormous and increasing cost on 
nonprofit institutions. To avoid this, we need to encourage 
every state to examine the potential impact of excessive litiga­
tion, court judgements and insurance costs on our civic life 
and to establish policies that will protect volunteers and 
nonprofit institutions. 

5. The media does little to support the effort and needs of 
volunteers and nonprofit institutions. The message of the 
media is that big news is bad news. Seldom can we attract 
coverage of the good news of our efforts or the community 
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needs we serve. Few of us in our business know how to 
influence the media, but we need to if we are lo be as effective 
as possible. Yet with some imagination, planning and savvy, I 
believe we would increase media coverage substantially. Re­
cently, for example, we saw how one volunteer effort for 
Africa relief was watched by 1.5 billion people in 152 coun­
tries. 

ln thinking about how to influence the media, I am remind­
ed of the answer to the question, "What do you have to know 
to teach a dog new tricks?" The answer is, "More than the 
dog!" Well, while we may never know more than the media 
about its business, we should know that what influences it 
most is its advertisers. If tlrnre is any lesson in iliis for us, it is 
that assistance in encouraging greater media attention to posi­
tive civic concerns and stories must come from those who 
pay the bills-business leaders who advertise. lf we can con­
tinue to attract their interest and support, there is no reason 
why iliey cannot assist us in encouraging greater media atten­
tion to the things that really matter most in our communities. 

6. Recruiting new volunteers continues to be one of our 
greatest challenges. Half of our population volunteers. Many 
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of them would volunteer more, and many of those who do not 
volunteer would do so. For example, we know that 30 per­
cent of those over 55 volunteer, but that 20 percent more 
would be willing to do so. We also know that the greatest 
reason most people become volunteers is because someone 
they knew and respected asked them. 

House Speaker Tip O'Neill once told the following story to 
illustrate his greatest political lesson: On the eve of an elec­
tion, he encountered one of his earliest supporters, a woman 
who had been a family friend for decades. "Did you vote for 
me?" he asked jokingly. To his surprise, she said, "No." 
"Why not?" he asked. She replied, "Because you didn't ask 
me." 

If we are to recruit the volunteers we need in the future, we 
will have to recruit them in the right way. We will have to do 
more than place announcements in newspapers, send flyers 
or make requests on the radio. We need to organize to ask 
people personally. Volunteering is a special activity, and we 
need to make people feel special by asking them in direct and 
personal ways to join us in sharing and caring. 

A Vision of Our Civic Future 
Despite these problems, I believe it is important to acknowl­
edge that they can be overcome and that the future potential 
of our volunteer efforts can have a profound impact on our 
society. As we approach the 21st century, we should be 
inspired by what generations of volunteers, like you, have 
done. We also need a vision of how much more could be done 
if we could achieve a quantum increase in the quantity and 
quality of civic involvement. 

There is no reason, fo;. example, not to hope and dream and 
plan: 
• To double the number and hours of volunteers in your 
community and in the nation 
• To double philanthropic giving 
• To double the involvement of citizens in policy making 
• To double the number of community partnerships in your 
community and in the nation. 

These things can be done. To do so will require vision, 
commitment and leadership from individual citizens, busi­
ness, government and the nonprofit sector working in con­
cert. It will also require financial support-but the right kind 
of financial support. 

In regard to financial support, I am reminded of the story of 
the man who bought a bird to sing to him so he would be 
happier. When the bird would not sing, he returned to the 
dealer who sold him a $500 cage to make the bird happy. The 
bird still did not sing. He then bought $500 worth of exotic 
plants for the bird cage. Still no singing, and worse, the bird 
died. The man returned to the dealer. The dealer asked him if 
the bird had said anything before he died. The man replied 
that yes, the bird said one thing: "Doesn't the dealer have any 
bird seed!" 

There are two morals to this story: The first is that you can't 
throw money at a problem; but the second moral is that 
everybody needs seed money! 

We need seed money and a lot of it to help us organize the 
very services that money can't buy. But if we can attract that 
money and match it with the will and caring of millions of 
Americans like us, we can leave a legacy to our children and 
grandchildren, and an example to nations throughout the 
world, to show how great people can be when they care. 
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Tool 
Box 

Charity Begins at Work. National Com­
mittee for Responsive Philanthropy, 
2001 S St., NW, Suite 620, Washington, 
DC 20009, (202) 387-9177. 1986. 6z' pp. 
$20.00 (prepaid). 

"Alternatives to United Way Dramatical­
ly Change the Billion Dollar World of 
Workplace Fund Raising" is the subtitle 
of this guide to workplace fundraising for 
non-United Way charities. Examines 
"why it's so lucrative, who's raising mon­
ey this way, how and where they're doing 
it." 

Women's Funds. National Committee for 
Responsive Philanthropy, 2001 S St., 
NW, Suite 620, Washington, DC 20009, 
(202) 387-9177. 1986. 16 pp. $1.00. 

This special report presents a compre­
hensive overview of tl1e growing move­
ment of women's foundations and fund­
raising federations founded to support 
women's causes. In 1985, they raised al­
most $4.8 million in gifts and pledges 
and distributed $1.1 million to programs 
serving and run by women. 

Literacy. LVA Materials & Services 
1986-87 Catalog. Literacy Volunteers of 
America, 5795 Widewaters Parkway, 
Syracuse, NY 13214, (315) 445-7722. 16 
pp. Free. 

This catalog lists LVA materials notable 
for their practical, straightforward style. 
They are designed to help people without 
previous experience learn to tutor and to 
manage literacy programs as well as pro­
fessional educators who wish to provide 
volunteer tutorial services. 

The Ladder. PLAN, Inc., 1332 G St., SE, 
Washington, DC 20003, (202) 547-8903. 
Bimonthly newsletter. $10.00/year. 

Published by Push Literacy Action Now 
(PLAN), this newsletter is written "for all 
who are concerned with the educational 
and social effects of literacy." Each issue 
contains editorials on policy and politics, 
articles by teachers and volunteers on lit­
eracy techniques, interviews with pro­
gram participants and more. 

New Dimensions in Adult Vocational 
and Career Counseling. Donald E. Super. 
National Center for Research in Vocation­
al Education, Publications Office, Box N, 
1960 Kenny Road, Columbus, OH 43210-
1090, (800) 848-4815 or (614) 485-3655. 
1985. 32 pp. $3.50. 

The author discusses different conceptu­
al models, then offers a new, more com­
prehensive career assessment model for 
adults. 

Adult Education in the United States: Its 
Scope, Nature, and Future Direction. Dr. 
David Harman. National Center for Re­
search in Vocational Education, Publica­
tions Office, Box N, 1960 Kenny Road, 
Columbus, OH 43210-1090, (800) 848-
4815 or (614) 485-3655. 1985. 18 pp. 
$2.75. 

Summarizes the status of adult education 
and explores implications adult educa­
tion has for secondary and postsecondary 
institutions. 

The Nature of Expertise. Robert Glaser. 
National Center for Research in Vocation­
al Education, Publications Office, Box N, 
1960 Kenny Road, Columbus, OH 43210-
1090, (800) 848-4815 or (614) 485-3655. 
1985. 20 pp. $3.00. 

Written by the codirector of the Learning 
Research and Development Center at the 
University of Pittsburgh, this paper is di­
rected at curriculum developers, instruc­
tors, trainers in business and industry 
and program planners. Glaser discusses 
the critical issues in training that distin­
guish a novice from an expert and con­
vert a beginning learner to a mature per­
former. 

Retired Senior Volunteer Program of 
Waukesha County. Ellen Morris-Gutier­
rez and Robert P. Overs, Ph.D. Signpost 
Press, Inc., PO Box 267, Sussex, WI 
53089, (414) 252-3219. 1985. 44 pp. 
$3.00. 

Describes the RSVP in Waukesha Coun­
ty, Wisconsin, from 1977 to 1984, and 
reports the results of a questionnaire 
study of the characteristics of 213 volun­
teers. Includes 21 tables, four illustra­
tions, references, index and a copy of the 
questionnaire. 
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Enriching Professional Skills Through 
General Semantics. Edited by Mary Mor­
ain. International Society for General Se­
mantics, PO Box 2469, San Francisco, CA 
94126, (415) 543-1747. 1986. $7.50 paper 
(postpaid). 

This second of a two-volume anthology 
contains timely articles from the Soci­
ety's journal, Et cetera. Used successfully 
by leaders in many professional fields, 
the general semantics techniques and de­
vices demonstrated have helped "expand 
the freedom to think and act by reducing 
stereotypes and other rigidities of lan­
guage, improve working relationships by 
dissolving communication blockages," 
etc. An overview introduces newcomers 
to general semantics to key principles 
and applications discussed in the arti­
cles. 

The Self-Help Sourcebook: Finding and 
Forming Mutual Aid Self-Help Groups. 
Self-Help Clearinghouse of New Jersey, 
St. Clares-Riverside Medical Center, Po­
cono Road, Denville, NJ 07834. 1986. 140 
pp. $8.00 + $1.00 postage. Make check 
payable to: St. Clares-Riverside Founda­
tion. 

The Sourcebook describes the purposes 
and lists contacts of nearly 450 mutual 
aid self-help organizations that are either 
national groups or demonstration mod­
els. The groups cover a broad range of 
addictions, disabilities, illnesses, parent­
ing concerns, bereavement and other po­
tentially stressful life situations. Includes 
general how-tos for starting such groups, 
resources for rare disorders and a listing 
of toll-free national helplines. 

Giving: Big Bucks, Bare Basics and Blue 
Skies. David Rockefeller. INDEPEND­
ENT SECTOR, 1828 L St., NW, Washing­
ton, DC 20036, (202) 223-8100. 1986. 7 
pp. $2.00. 

This book.let contains David Rockefel­
ler's keynote address at the 1985 INDE­
PENDENT SECTOR Annual Member­
ship Meeting. Rockefeller's remarks ad­
dressed the question, Can we 
significantly expand giving and volun­
teering in America? 
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The Heart of the Matter: Leadership­
Constituent Interaction. John W. Gard­
ner. INDEPENDENT SECTOR, 1828 L St., 
NW, Washington, DC 20036, (202) 223-
8100. 1986. 24 pp. $1.00. 

The third in a series on leadership, this 
paper deals chiefly with the interaction 
between leaders and followers as it oc­
curs in the mainstream of American life. 
Gardner comments on the striking differ­
ence between the situation of political 
leaders and that of line executives in 
business or government, the role of effec­
tive two-way communication in the lead­
er-follower relationship, conflicting de­
mands facing leaders and the role of the 
leaders as one element in an organized 
system. 

Government Assistance Almanac 1985-
86. J. Robert Dumouchel. Foggy Bottom 
Publications, PO Box 57150, Washing­
ton, DC 20037, (202) 337-4352. 600 pp. 
$23.45 + $3.50 shipping/handling. Price 
includes updated list of government pro­
grams. 

Describes the more than 1,000 govern­
ment assistance programs including 
grants, loans, insurance, technical assis­
tance, advisory services, training, federal 
employment, investigation of complaints 
and sale or use of federal property. Also 
provides addresses and phone numbers 
for over 3,800 federal program offices and 
an introductory "how-to-apply" chapter. 

1987 Catalog of Scriptographic Books. 
Channing L. Bete Co., Inc., 200 State 
Road, South Deerfield, MA 01373. 22 pp. 
Free. 

Designed to meet the communications 
needs of employers and organizations, 
these booklets feature "scriptography­
the friendly text-and-graphic style that 
presents information every reader can 
understand" on over 200 social and hu­
man concerns--family crises, drug 
abuse, crime prevention. Includes sever­
al titles on voluntary action and fund 
raising. Booklets can be personalized 
with organizational name, logo and spe­
cial message on cover. 

A Step-by-Step Guide to Christmas in 
April in Your Commwtity. Christmas in 
April, Inc., 3318 Fessenden St., NW, 
Washington, DC 20008, (202) 362-1611. 
1986. 100 pp. $20.00 + $2.00 postage. 

Information and sample forms for start­
ing a local Christmas in April program 
(featured in the summer 1985 VAL). Be­
gun in Washington, D.C. in April 1985, 
Christmas in April is a neighbor-helping­
neighbor-type program, which now has 
chapters in seven communities through­
out the U.S. 

Doing Good Can Mean Doing Well. Man­
agement Assistance Center, 1385 S. Colo­
rado Blvd., Suite 504A, Denver, CO 
80222, (303) 691-9610. 1986. 8 pp. $1.59. 

A new "hard copy product" developed 
by the Management Assistance Center, a 
Denver-based management consulting 
firm, this booklet introduces managers to 
the benefits and options of a strategically 
planned company community relations 
program. 

Employee Volwtteerism Guide. Manage­
ment Assistance Center, 1385 S. Colora­
do Blvd., Suite 504A, Denver, CO 80222, 
(303) 691-9610. 1986. 16 pp. $1.85. 

Using a self-evaluation format, this book­
let directs an employee through such 
considerations as "choosing the benefit 
you want from volunteering, analyzing 
your existing skills, volunteer responsi­
bilities, practical factors influencing your 
choice," etc. Includes case studies of how 
individuals used this process to choose a 
volunteer opportunity that matched their 
needs. 

Manual for Board Members of Not-For­
Profit Organizations. Management As­
sistance Center, 1385 S. Colorado Blvd., 
Suite 504A, Denver, CO 80222, (303) 691-
9610. 1986. 19 pp. $5.99. 

Written to help insure that employees 
represent their companies well and make 
a lasting commitment in their board 
roles, this manual covers the following 
subjects: definition and types of boards, 
legal responsibilities, composition and 
selection of members, liability of a board 
member, officers and committees, board/ 
staff relations, and responsibilities. 
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7. Learn marketing 
techniques to recruit 
volunteers. 
Summer 1986 VAL 

Advocacy 
So You want to Hold a Press 
Conference? 
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4. Learn new ways to 
promote volunteering 
Fall 1985 VAL 
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8. Read the latest books 
for volunteer 
administrators. 
Every VAL 

10. SUBSCRIBE TO VAL . 
In every issue of Voluntary Action Leadership, you'll find 
innovative volunteer program profiles and the most up-to-date 
tips and techniques on managing a volunteer program-all 
contributed by colleagues eager to share their new 
experiences and skills in the rapidly growing profession of 
volunteer administration. 
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POSTER 

Thanks, Volunteers 
far having· special hearts 

and for sharing them! 

This issue's poster was a joint project of several years ago of the Albany Voluntary Action Center, Schenectady Voluntary Action Dept., 
Troy Volunteer Bureau and Glen Falls Voluntary Action Center in New York. You may reproduce it for your own volunteer recruitment and 
recognition purposes. Use the white space to insert your organization name and phone number. 
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Feb. 22-27 

Mar. 15-18 

April 26-
May 2 

June 21-24 

July 12-17 

Nov. 8-13 

Calendar 
The Calendar lists upcoming events that may be of 
interest to our readers. Inclusion, however, does not 
constitute endorsement by VOLUNTEER. 

Boulder, CO: Volunteer Management Program, Second Level Workshop 
One of a three-part workshop series that offers a certificate upon completion of the third level. 
This one-week course focuses on the implications and challenges of volunteer management, 
rather than specific skills. Topics cover planning, conflict, training, personal and organization­
al management, creativity, power, advocacy, issues and more. 
Contact: Office of Conference Services, University of Colorado, Campus Box 153, Boulder, CO 
80309, (303) 492-8630. 

New Orleans, LA: NAVCJ National Forum '87 
"Volunteers in the Justice System: Contributions, Impact and Vision" is the theme of this 
national meeting of the National Association on Volunteers in Criminal Justice. Educational 
programs recognize past contributions of volunteers and people interested in criminal/juve­
nile justice volunteering, assess volunteers' contributions to the justice system, and articulate 
a vision for the future. 
Contact: William Winter, University of Wisconsin-Milwaukee Criminal Justice Institute, PO Box 
786, Milwaukee, WI 53201, (414) 963-6092. 

Nationwide: National Volunteer Week 

Orlando, FL: National VOLUNTEER Conference 
VOLUNTEER-The National Center's annual conference for volunteer leaders and volunteers 
will be held at the Wyndham Hotel/Sea World. Brochure with program outline and speakers 
available after first of year. 
Contact: National Conference, VOLUNTEER, 1111 N. 19th St., Suite 500, Arlington, VA 22209, 
(703) 276-0542. 

Boulder, CO: Volunteer Management Program, First Level Workshop 
Part of a three-level certificate workshop series, this one-week course is for individuals who 
are relatively new to the profession. Presents the "nuts and bolts" of volunteer management, 
including specific skills instruction in computerized resource matching, interviewing, recruit­
ing and training volunteers. 
Contact: Office of Conference Services, University of Colorado, Campus Box 153, Boulder, CO 
80309, (303) 492-8630. 

Boulder, CO: Volunteer Management Program, Third Level Workshop 
One week of highly concentrated, in-depth learning experiences for those who have complet­
ed most of the available training in the field of volunteer administration and are asking for 
more. Tracks are led by top trainers in the volunteer field. Limited enrollment allows for 
intensive small-group work. 
Contact: Office of Conference Services, University of Colorado, Campus Box 153, Boulder, CO 
80309, (303) 492-8630. 
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