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UK Sponsors First
Volunteer ‘Trade
Fair

CharityFair 92, the United Kingdom
voluntary sector’s first-ever “trade fair,”
took place April 2-4 in London’s presti-
gious Business Design Centre. It was a
runaway success. The Volunteer Centre
UK played a major part in the organiza-
tion of the event, and its staff were there
in force.

“It’s all here!” said an acquaintance
from another charity, as he gazed excit-
edly around the 150-plus exhibition
stands set up under the spectacular Vic-
torian glass roof of the Business Design
Centre. The nature of the exhibitors was
proof of the growing *professionalisa-
tion” of the voluntary sector. A majority
of them were, as one might expect, vol-
untary organizations working in health,
social welfare and the environment
who had come there to see and be seen.
But a substantial proportion were the
purveyors of sophisticated business
services to the voluntary sector: mer-
chant bankers, database designers, em-

show people who were seeking a job,
paid or unpaid, in the voluntary sector
what opportunities are available and
how to apply for them. On the Saturday
when the fair was open to the general
public, the Recruitment Forum was so
over-subscribed by hopeful visitors that
it had to be closed.

The Centre's exhibition stand was
also the scene of furious activity. “I was
very impressed with the popularity of
the fair,” said Sheila Edwin, the Cen-
tre’s promotions officer, “especially
since it was a first attempt: Our stand
was visited by dozens of people from
other voluntary organizations who
were interested in volunteers; we talked
to them, demonstrated Volnet UK to
them, and sold them hundreds of
pounds worth of publications. There
were also a lot of visitors from the gen-
eral public, and we were able to show
them our new database that ‘signposts’
local volunteering opportunities. I'm
very much looking forward to Charity-
Fair 93.”

—By a staff member of the Volunteer
Center of the United Kingdom in The
UK Journal of Volunteering, May 1992

unteer program administrators in writ-
ing and publishing articles.
® The Volunteer Action Center of New
Haven, Connecticut, to develop a video
film which is written, directed and pho-
tographed by African American and
Latin American urban teenagers. The
video will be used to train volunteer
administrators about the motivations,
assumptions and attitudes on the teen-
agers to community service and volun-
teerism.
u Fatima Zayed, Warrensville, Ohio, who
will present a workshop to volunteer pro-
gram managers on applying systems
analysis to volunteer administration.
AVA is a 30-year-old membership or-
ganization, dedicated to shaping the fu-
ture of volunteerism, locally, national-
ly, and internationally, by promoting
and strengthening the profession of vol-
unteer services management. “These
grants,” according to AVA President
Katie Noyes, “give us opportunities to
test out new ways of preparing people
to work well with volunteers. They are
also catalysts for forming new coali-
tions and networks for volunteer pro-
gram administrators. We're excited by

ployment agencies, direct-mail houses,
management consultants and so on. As
a traditionally minded colleague com-
plained in a horrified stage whisper:
“It’s just like a trade convention!”
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Training Grants

the kinds of projects that the UPS Foun-
dation grant is allowing us to foster.”
Initial reports on the projects will be
given at AVA'’s next annual conference,
the International Conference on Volun-
teer Administration, to be held in Octo-
ber 1992, in Minneapolis. The Associa-
tion plans to seek additional funds to.
support high caliber and innovative

My colleague probably found it easier
to reconcile himself to the educational
aspect of ChairityFair 92. During the
three days, the organizers managed to
cram in no fewer than 140 workshops,
on subjects ranging from homelessness
to computers, from ethnic minorities to
fundraising, and from disability to tax.
There were also free Advice Shops,
where you could get one-to-one guid-
ance in, say, insuring your volunteers or
calculating your VAT liability. And
there were seven conferences, each last-
ing half a day; the Centre organized one
that looked at ““Volunteering: Problems
and Opportunities for the Decade.”

Spotlight on Recruitment

Yet another strand of CharityFair 92
was the Recruitment Forum sponsored
by The Guardian. This was designed to

The Association for Volunteer Admin-
istration (AVA) has awarded grants to
five organizations to develop innova-
tive training programs for people work-
ing with volunteers. The grants, avail-
able as a result of support from the Unit-
ed Parcel Service Foundation, have
been given to:

® The Minnesota Office on Volunteer
Services, St. Paul, Minnesota, to pro-
vide a satellite telecast on “Risk Man-
agement for Volunteer Transportation
Programs.”

& The Directors of Volunteers in Agen-
cies, Des Moines, Iowa, to establish a
mentorship program between experi-
enced volunteer program managers and
high school and college students inter-
ested in volunteer administration.

® “The Writers’ Workshop,” South
Hamilton, Massachusetts, to train vol-

training projects for volunteer program
administrators. ]

William Wassmuth,
Louis Clark—
‘People Who Make a
Difference’

On May 20, The Gleitsman Foundation,
a Los Angeles-based nonprofit organi-
zation devoted to recognizing outstand-
ing individual social activists, present-
ed the third annual Gleitsman Award
For People Who Make a Difference to
Louis Clark, executive director of the
Washington, D.C.-based Government
Accountability Project, and William
Wassmuth, executive director of Seat-
tle’s Northwest Coalition Against Mali-
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cious Harassment. The awards ceremo-
ny, held at The National Press Club,
was hosted by Foundation President
Alan Gleitsman.

Consumer advocate Ralph Nader also
participated in the ceremony, present-
ing The Gleitsman Award to Clark, hon-
oree in the Nationally Recognized cate-
gory. John Dunne, assistant attorney
general for civil rights, presented the
award to Wassmuth, who was honored
in the Regionally Recognized category.

The Gleitsman Foundation also an-
nounced the establishment of its first
international honor, The Sakharov
Award, named in tribute to Andrei Sa-
kharov with the participation of his
widow, Elena Bonner.

Clark and Wassmuth shared a
$100,000 award and each received a
commemorative sculpture created by
Vietnam War Memorial designer Maya
Lin. They were selected by The Gleits-
man Foundation Board of Judges,
which consists of Gleitsman; Dr. Robert
Coles, Pulitzer Prize-winning author
and Harvard professor; Ten Danson, the
Emmy Award-winning star of “Cheers”
and co-founder of the environmentally
oriented American Oceans Campaign;
Morris Dees, Jr., nationally prominent
civil rights attorney most widely recog-
nized for defending victims of racial
prejudice; Candy Lightner, founder of
Mothers Against Drunk Driving
(MADD); Stanley K. Sheinbaum, pub-
lisher of New Perspectives Quarterly
and political activist; and Gloria
Steinem, feminist movement leader
and co-founder of Ms. magazine.

Clark and Wassmuth were chosen
from a field of more than 100 diverse

candidates from throughout the coun-
" try. Nominators included noteworthy
figures from the realms of politics, busi-
ness, philanthropy, entertainment and
religion.

An attorney and former Methodist
minister, Louis Clark has served for 14
years as executive director of The Gov-
ernment Accountability Project (GAP),
a nonprofit organization which offers
legal assistance and counseling to gov-
ernment or corporate employees who
witness, but may be reluctant to report,
hazardous, illegal or environmentally
threatening practices at work.

Established in 1977, GAP has helped
many hundreds of employees from
varying public and private sectors ex-

pose concerns about public health and
safety. As such, GAP serves not only to
protect such “whistleblowers” from
employer retaliation, but helps ensure
that the pressing issues in question re-
ceive both public attention and swift
action.

During his tenure, Clark has helped
guide GAP from a small organization
operated on a $30,000 annual budget to
a $1,000,000 per year operation with 25
employees and 50 law student interns.

William Wassmuth, a long-time hu-
man rights crusader who has faced con-
siderable odds and threats of personal
violence in his campaign for equality,
has served since 1987 as executive di-
rector of The Northwest Coalition
Against Malicious Harassment. A non-
profit organization established to pro-
mote peaceful means of fighting racism
in the Northwest and the inevitable vio-
lence which accompanies it, The North-
west Coalition is active in Washington,
Oregon, Idaho, Wyoming and Montana.
Over the past five years, it has made a
formidable impact via local community
organizing, annual conferences and a
wide variety of public forums for dis-
cussing human rights issues.

Alan Gleitsman enjoyed a successful
career in the television industry for
more than three decades. After selling
his distribution company, Alan Enter-
prises, Inc., in 1986, he established The
Gleitsman Foundation to encourage in-
dividual commitment and leadership
by recognizing the exceptional achieve-
ment of people who have served as cata-
lysts of positive social change.

Last year, during a ceremony held in
Los Angeles, Jane Fonda and Ted Dan-
son were on hand to present The Gleits-
man Award to Karen Nussbaum, a cru-
sader for the rights of working women;
and Ann Wilson, a leader in the quest
for fair housing.

Commenting on the 1992 honorees,
Gleitsman noted, “Both Louis Clark and
William Wassmuth have demonstrated
an inspiring commitment to seeking
and initiating positive social change,
and therefore perfectly embody the
spirit of selfless courage and dedication
which The Gleitsman Foundation was
established to recognize. I heartily con-
gratulate them on their extraordinary
accomplishments and for reminding
others that they, too, can make a pro-
found difference in our society.” =

Eight Million
Volunteers ‘Take
Pride in America’

By Linda Thornburg

The Lawrence County, Alabama Litter-
buster volunteers wear T shirts that say
“Litterbuster is my name. Fighting litter
is my game.” There are more than 9,500
Lawrence County volunteers who par-
ticipate yearly in fall litter clean-ups
and educational programs to spread the
word that litter is ugly.
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Lawrence County was one of six pro-
grams to win admittance to the national
Take Pride In America Hall of Fame this
past July, as part of a massive awards
ceremony for more than 100 different
programs that have cleaned up, en-
hanced or preserved parts of America.
Other Hall of Fame winners include a
Heber Springs, Arkansas program
which involves 3,500 volunteers in the
clean-up of 300 miles of lake shoreline,
50 miles of roadside and 25 miles of
river; a Lawrenceville, Georgia program
sponsored by the County Soil and Wa-
ter Conservation Board and the County
Parks and Recreation Department to
conserve wildlife and educate more
than 10,000 citizens about preservation
and conservation; a one-day statewide
waterway litter clean-up organized by
the First Citizens Bank of Raleigh,
North Carolina; a recycling campaign
by Franklin County Public Schools in
Rocky Mount, Virginia that established
13 new recycling centers; and a clean-
up and beautification project for more
than 900 miles of highway in Randolph
County, West Virginia called Pride
Against Litter.

To be eligible for the Hall of Fame,
programs have to have won national
Take Pride in America awards for five
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combination with more substantive, tra-
ditional print communications and meet-
ings, these media serve an important pur-
pose.

Videos, for example, can educate and
motivate activists to become spakesper-
sons, by offering a model of how to talk
about a complex subject. Uniting sites
across the country through video telecon-
ferencing can launch a campaign and
give local leaders the experience of a na-
tional movement. Paid advertising can
challenge politicians and stimulate de-
bate.

It is the integration of
phone and computer
communications with a
skillful use of mass
media and targeted
media production that
can enlarge the role of
nonprofits.

Low-cost, Low-tech Media Options
A state-based op-ed strategy can be a first
step for any organization. Low-end video
documentation can be offered to news
programs or used to bolster testimony at
hearings. Talk radio can provide a forum
to introduce new leadership for highly
charged issues, proving that an organiza-
tion can take on the toughest opposition.

Recent advances in desktop video
promise to make the production of videos
as accessible and cost-effective as desk-
top publishing has become. For fundrais-
ing, an organization might craft a video
for a single funder; for advocacy, a single
policy leader. On the other hand, a video
can now be used, almost as casually as a
leaflet, to leave behind during door-to-
door canvassing, or as a membership pre-
mium.

Cable access channels and production
facilities are a valuable community re-
source that can be used by nonprofits in
many ways, from announcing events to
showcasing independent documentaries.
Public access relies on recruited viewing,
“appointment television,” to bring an au-
dience to a program. Access programs do
not have to be slavish to broadcast pro-
duction values. They can set appropriate
expectations for their audiences and take
many formats, from report or talk show to
public meeting or educational workshop.
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At the other end of the scale, mass en-
tertainment media—broadcast program-
ming and feature films—also provide op-
portunities for nonprofits. Many organi-
zations offer themselves as a resource for
scriptwriters, supplying real life charac-
ters, story lines, background and facts.
They also help producers appreciate how
a policy issue can inform and serve their
films and television programs. Tune-in
promotion, supported by collateral print
materials, or group viewing followed by
activist-led discussions, can inform and
enlarge programming events. Nonprofits
also can offer phone numbers on-air for
follow-up information and volunteering,
or they can use the occasion of the show
as a hook for news coverage and op-eds.

For those organizations that are skepti-
cal, cautious or lack financial resources,
there are options that can provide a
bridge to more sophisticated applica-
tions. Computer networks, for example,
face a daunting learning curve, a reluc-
tance to invest in the high set-up costs,
and the staff-intensive work of providing
a regular reason for a network of neo-
phytes to log on. But, an easily estab-
lished phone network can provide up-
dates and alerts, a bulletin board, and
other response mechanisms. A phone
network can set the stage for a computer
network by demonstrating a need and
creating a habit that begs for enlarged ca-
pabilities to share work and information.

More and more, we are
asking: How can we
improve the processes
of communications and
not just the products?
How do we involve staff,
volunteers or members?
How do we arouse
curiosity? What
motivates people to
speak for themselves?
How do we fulfill
expectations for
flexibility and change?

The first step for nonprofits in selecting
appropriate media is defining the prob-
lem to be solved. Nonprofit leaders often
call a media service provider with a solu-
tion firmly in mind, saying I need an ad

in the New York Times, I need a PSA on
TV, orIneed a video. But there is no easy
solution or set of rules to follow. Each
effort deserves a review of the goals of the
campaign measured against the resources
of the organization, in the context of the
media marketplace, examining the full
range of communications options.

Three Pillars of Strategic
Communications

There are three pillars of strategic com-
munications that every organization
should incorporate into their planning
process: media advocacy, networking,
and media production and distribution.
B Media advocacy engages mass media
with the goal of reordering public policy
priorities. It uses a set of techniques
drawn from public relations, political
campaigns, advertising, investigative
journalism, and grassroots lobbying.
Through media advecacy, nonprofits can
reframe issues and capture the symbols
of public debate. Securing access to the
mass media requires the skills and flexi-
bility of a political campaign that can re-
spond to attack and make the most of
unplanned opportunities.

® Networking can broaden, inform and
involve the activist and membership base
of organizations. It promotes the forma-
tion of coalitions and provides channels
for shared work and planning. Phone and
computer networks offer the nonprofit
world the means to collaborate in shap-
ing messages, to share information re-
sources and to connect advocates to the
mass media.

® Media production and distribution
empowers nonprofits to bypass mass me-
dia gatekeepers. Creative media produc-
tion can complement access to mass me-
dia and make up for the limitations of
news coverage. As media producers—of
documentaries, advertising spots, audio-
text messages or TV and radio forums—
nonprofits can tell their own story and
explain their issues in media they con-
trol. Videocassette distribution, paid ad-
vertising or cable access channels pro-
vide nonprofits with the means to make
their own case with targeted audiences.

This article is excerpted from an intro-
duction to “Strategic Communications
for Nonprofits,” a set of nine media
guides published by the Benton Founda-
tion and the Center for Strategic Commu-
nications. See Tool Box on page 32 for a
detailed description of these guides and
ordering information. [ ]
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or getting involved in anti-social activi-
ties such as drinking parties or gangs.

® Young people learn skills and values,
since many of these programs involve ed-
ucation, discipline, personal develop-
ment and helping others. Music lessons,
for example, involve committing to regu-
lar practice, developing a love for art and
nurturing a sense of accomplishment.

m Other researchers suggest that involve-
ment in community activities is particu-
larly important because these activities
are voluntary, fun and challenging. Thus
they allow young people to set personal
goals and personal standards.

® Young people have opportunities to
contribute to their community and world
through these activities. As they contrib-
ute to society, they develop a sense of
personal responsibility and purpose,
which protects them against at-risk beha-
viors.

Caring schools with committed students.
Since teenagers spend so many hours in
school, it’s not surprising that a healthy
school environment is a positive contrib-
utor to adolescent well-being. Schools
shouldn’t just be places for transferring
knowledge, but places where young peo-
ple feel supported and challenged to
learn.

Our study found that healthy commu-
nities include schools where more young
people are motivated to achieve and
where more youth feel cared for. Two-
thirds of the students (65 percent) in the
healthiest communities report that they
are motivated and committed to achieve
in school, and 51 percent say school staff
are caring and supportive. In the least
healthy communities, just more than half
the students are motivated and only 43
percent think the staff are caring and sup-
portive.

High church involvement. In the past,
congregations have served as centers of
community life in this country. While
that broad influence and visibility may
have waned, congregations have a signifi-
cant role to play in creating healthy com-
munities for teenagers. Our study found
that 70 percent of youth in the healthiest
communities are involved in church at
least once a month, compared to 50 per-
cent in the least healthy communities.
Research suggests some reasons why ac-
tive religious involvement contributes to
positive youth development.

B Church involvement builds a values
and morals base. Youth who decide not
to engage in negative behaviors often do
so because of their value system. Reli-
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gious, family and social values can, and
often do, lead to responsible decision-
making.
Positive peer influence. We all know the
negative impact that peer pressure can
have on teenagers. In our comparison of
the healthiest and least healthy commu-
nities, we found that youth in the healthi-
est communities experience much lower
levels of negative peer pressure than
those in the least healthy communities.
Overall, 41 percent of students in the
least healthy communities report nega-
tive peer pressure, compared to 27 per-
cent in the healthiest communities.
How do healthy communities limit
negative peer pressure? While this re-
search doesn’t directly answer that ques-
tion, it points to possibilities in some of
the differences we’ve already mentioned.
For example, if most of a teenager’s
friends are involved in positive youth ac-
tivities, they’re more likely to encourage
positive choices. Similarly, if friends are
committed to school and learning,
they're less likely to pressure someone
into future compromising choices.

Getting Beyond the Myths
On one level, these findings aren’t sur-
prising. After all, most people agree that
the identified factors are good influences
on youth. On another level, though, the
findings challenge some of the myths that
often guide our thinking about young
people. Some of these myths include:
® “Kids are the problem.” When people
say this, they’re saying that young people
have full responsibility for all their prob-
lems. Yet our research suggests—as Ka-
ren J. Pittman of the Center for Youth
Development and Policy Research has
said—that “in a large part, our youth are
failing us because we are failing them.”
Too often we don’t provide the kinds of
community values, norms and opportu-
nities that help young people develop
healthy habits and avoid dangerous
choices.
® “Parents are the problem.” If it’s not the
youth themselves who cause the prob-
lems, people point to the family. They
note the breakdown of traditional family
structures, and they blame parents for not
doing their job. In contrast, our research
suggests that all parts of a community
must play a role in nurturing youth.
While family is certainly central and
needs to be supported, it shouldn’t be left
with all the responsibility.

Interestingly, our research found rela-
tively small differences in families be-

tween the healthiest and least healthy
communities. In the healthiest communi-
ties, for example, 38 percent of youth ex-
perience caring and supportive families,
compared to 34 percent in the less
healthy communities. While a strong
family can help an adolescent overcome
problems even in the least healthy com-
munities, strong individual families do
not necessarily make strong communi-
ties. It takes more community-based ef-
forts to help protect all youth.

B “Schools are the problem.” This myth
runs parallel to the other myths—each of
which tries to find a scapegoat on which
to lay the responsibility. Sure, schools
have important roles to play. However,
schools alone can’t combat the issues,
particularly with declining budgets or lit-
tle support from the community. Helping
schools create caring, encouraging and
challenging environments for all youth is
key.

® “Youth activities are nice, but not nec-
essary.” Afterschool clubs, scout troops,
youth groups, sports teams and involve-
ment in music are often thought of as
fringe benefits for youth. When time or
money get tight, they're often the first
thing cut from the calendar or the budget.
Given the potential power of these oppor-
tunities, such cutbacks are shortsighted.

If anything, these activities need in-

creased support and commitment from
communities so that young people won’t
be idle in front of the television or hang-
ing out on the street corner or in the shop-
ping mall. These programs benefit the en-
tire community, and should be seen as
being as essential as and parallel to more
formal education.
m “There’s nothing I can do.” This myth
may be most damaging of all. People see
all the problem behaviors in young peo-
ple and feel overwhelmed. But this study
underscores a message of The Troubled
Journey: Yes, the problems are great, and
yes, it will take concerted efforts to over-
come them. But there are things people
can do to help. There are healthy com-
munities that do make a difference in
young people’s lives.

Healthy Communities, Healthy Youth
offers important direction for people who
care about young people. It reminds us
that everyone in a community has a role
to play in making the world a better place
for our youth. Whether it means volun-
teering to coach a community soccer
team or donating time to teach a low-
income student to play the piano, every
person can make a difference. .
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which involves 800 volunteers in the Bos-
ton area and another 800 in the Berk-
shires. The Berkshires group, along with a
small staff, has responsibility for the well-
known Tanglewood music festivals held
each summer in the open air.

Tanglewood volunteers have a long his-
tory of involvement with the symphony.
They originated the idea of holding con-
certs at Tanglewood, and many in the
generally older population of the Berk-
shires have been involved with the
Tanglewood program almost since it was
started more than 50 years ago. The com-
munity is largely retired, and Tanglewood
plays an important part in defining the cul-
ture of the area.

Each summer one third of the staff from
the Boston offices of the symphony moves
to Tanglewood. Last summer, Hilliyard-
Lazenby, who is responsible for all Asso-
ciation volunteers, spent the summer at
Tanglewood for the first time.

“Tanglewood staff were happy manag-
ing their own programs, but when it came
time to help with other projects, such as
the annual meeting, some of them lost in-
terest quickly,” she said. “There was ani-
mosity between staff and volunteer lead-
ers.”

So throughout the summer, she met with
Tanglewood's volunteer chairman, mem-
bers of the volunteer executive committee,
and volunteer project chairs to write job
descriptions for project chairmen and ex-
ecutive committee members.

“This was a really positive process,”
she said. “We showed the job descrip-
tions to everyone involved, including staff
responsible for these projects, and we
found that staff and volunteers did indeed
have different perceptions of responsibil-
ity and different expectations about what
the other group should do."”

Hilliyard-Lazenby wanted a big picture
of how volunteer projects fit into the total
scheme of Tanglewood, who key staff
members for various projects were, what
the managing director expected of staff
and volunteers, and what the volunteer
project chairs and their volunteers saw as
their responsibilities. She found that nego-
tiation among her different constituencies
was necessary, and that the more specific
the tasks listed in the job description, the
better. Responsibilities had to be laid out
clearly, or one group assumed the other
group had the responsibility.

“What we got from the process of shar-
ing the job descriptions with all of those
affected was extremely valuable,” Hil-
liyard-Lazenby said. “First, it clarified re-
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sponsibilities. But it also opened commu-
nications between staff and volunteers,
helped us all focus on what was really for
the good of the symphony, and set a prec-
edent for future volunteer positions. If
someone comes to me with an idea, | tell
them now that | can't go any further until |
have a job description to go along with it.
The description may change as we think
and talk about it, but we need a place to
start, in considering why this position is
needed and what the expectations are.”

Hilliyard-Lazenby established a proce-
dure to review and update job descrip-
tions at the end of each summer musical
session. Incoming project chairs can use
the new job description as an orientation
for their upcoming responsibilities.

Evaluation Essential to a Healthy
Program

Evaluating volunteers is something no-
body seems very comfortable doing, but it
is essential to the health of the program,
Cheryl Yallen believes. An annual evalua-
tion serves several purposes, not the least
of which is to give the volunteer an oppor-
tunity to get and give feedback. From a
yearly formal evaluation, a volunteer ad-
ministrator can document the validity of
using volunteers in the program, clean up
the volunteer list so that those who are no
longer active don't continue to appear,
and contribute to the volunteer's sense of
program ownership.

“If you have a volunteer who constantly
comes in late and or doesn’t show up and
nobody says anything, that volunteer cer-
tainly isn't going to feel needed,” Yallen
said. “You must constantly be sending the
message to the volunteer that he or she is
important, and one of the ways to do that is
to evaluate their efforts seriously.”

As a part of the evaluation you can gain
valuable information from volunteers
about their satisfaction with the program,
how easy it is to work with clients, if their
expectations are being met and their
thoughts about how to make the program
stronger.

Compensation and Benefits
“Nobody volunteers out of the kindness of
their heart,” Yallen said. “They volunteer
to meet people, to contribute to a special
cause, to learn new skills. They need a
form of paycheck, just like paid staff mem-
bers. It's the coordinator’s job to see what
that paycheck has to be, and paychecks
have to be individualized for individual
volunteers.”

John Mason says you have to read be-

tween the lines to determine the appropri-
ate paycheck for each volunteer. “Most
people can't articulate exactly what they
need and want, but you can learn these
things if you are sensitive,” he says. “I
have a volunteer who edits our newsletter
because she wants to maintain her writing
skills. Her paycheck is recognition from
me and others of her writing excellence.”

Sharon Walkinstik, in coordinating the
collection and distribution of food for a
community in Oregon, works with some
low-income volunteers. Their paychecks
are sometimes gift certificates for hair-
cuts, or new clothes that they can wear
comfortably in the office.

Providing the Opportunity for
Ownership in a Program
Similar to the concept of a paycheck is the
concept of ownership, or having a mean-
ingful stake in the program and its suc-
cess. Ownership is easier when you share
most of the information you have about the
program. Sharon Walkinstik tells her vol-
unteers how their work, no matter how
small the job, affects the total program.
She says it's important that her volunteers
know what's going to happen with the
fruits of their labor, what types of obsta-
cles the program may run up against, and
what types of funding the program has.
She holds monthly meetings with key
people to inform them of underlying de-
velopments that may affect her food distri-
bution programs, such as actions by the
U.S. Congress, any new legislation or pro-
cedures from the state of Oregon, and any
local ordinances. Walkinstik's volunteers,
in 11 nonprofit gleaning and distribution
groups, distributed one-and-a-half million
pounds of food to 56,000 people last year.
She thinks it is important .that those in-
volved with the program know this.
“Sharing information is really important,
especially if you are forced to make
changes in program content or proce-
dures. If we only tell people what we think
they need to know, we degrade them, we
don't empower them,” Walkinstik said.
Yallen remembers an organization in-
volved in providing housing. The program
used both direct service volunteers, who
were quite familiar with the houses and
their tenants, and clerical workers, who
coordinated mailings for fundraising.
“The fundraisers wanted to go to the
houses and see what they were like and
who lived in them,” Yallen said, “but until
they made the request, nobody had
thought about their ownership of this par-
ticular aspect of the program.”
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Staff Respect for Volunteers

Not only do volunteers need ownership in
the program, but staff need ownership in
the volunteers, a condition sometimes
even more difficult to establish. “Staff of-
ten don't trust volunteers a lot,” Cheryl Yal-
len said. “They have misconceptions
about them—that they won't be reliable,
that they are going to take over the job or
show up the staff, that it's easier to do it
alone.”

Yallen and Mason agree that it's impor-
tant to involve staff in creating the job de-
scription, recruitment and screening, and
orientation and training for volunteers, “If
they are involved from the beginning, they
are better able to conceptualize how vol-
unteers also can be professionals,” Ma-
son said.

Lisa Miller-Gray has more than 500 vol-
unteers and 18 branches to oversee as
director of volunteers for the Austin City
Public Library. Her volunteers help with or
run a number of programs, including a
reading and math tutoring program which
has gained some attention from the city as
a prototype for similar endeavors, partly
because of its use of skilled engineers in
higher math tutoring.

Miller-Gray says she wrestled with chal-
lenges of trust from staff when she as-
sumed her position five years ago. There
had been no one doing her job for six
months, and staff had become comfort-
able with the idea of not using volunteers,
or using them in individual and some-
times idiosyncratic ways. She developed
a strategy for gaining the interest and sup-
port of staff that included keeping her of-
fice open and accessible, making her vol-
unteers wear badges to identify them so
that the public would know how many
were working, coaching volunteers about
dress and behavior, and sending the best
volunteers to fill jobs where staff members
were the most skeptical.

“These people turn out to be my best
advocates,” she said. “But the most im-
portant thing you can do to help your staff
take ownership of volunteers is to involve
them in orientation and training. This
means the volunteer gets really good
training and the staff person has an inter-
est in seeing that the volunteer succeeds.
It also leads to some volunteers being
hired for staff positions, a ‘try before you
buy' opportunity for staff.”

Heller An Shapiro, whose Friends of the
Kennedy Center for the Performing Arts
volunteers in Washington, D.C. put in
71,000 hours at an estimated value of
$953,000 in 1991, says she encourages
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staff to give volunteers those back burner
projects they have to do but hate. "Staff
will miss volunteers when they don't show
up then,” she said.

Shapiro recognizes staff who work well
with volunteers in her volunteer newslet-
ter. She succeeded in making working
with volunteers a category on which staff
are evaluated in their performance re-
views.

Shapiro’s last training was an all-day
affair, in which she tried to capture the
same excitement one might experience at
an all-day conference. Volunteers were
trained by Shapiro and staff and had lunch
with a key staff person. Volunteer supervi-
sors also participated in the training by
conducting their own workshops. She
says it energized everyone involved.

Communicating Change and
Working with Volunteers to

Accept It

The longer your volunteers have been a
part of your program, the harder it will be
for most of them to accept major
changes—such as changes in key staff
people, in procedures that at one time
may have seemed set in stone, or in the
program's mission. Two key points to re-
member: Eliminate as many surprises as
possible by giving people information far
in advance of the change, and solicit the
input of volunteers who will be affected by
the change.

Heller An Shapiro gives a wonderful ex-
ample of a change which could have
wreaked havoc with her volunteers but re-
sulted in more ownership in the program.
Many of the Kennedy Center volunteers
work in gift shops and information booths
where they deal continuously with visitors
to the Kennedy Center. A major renovation
of the building, which took two years to
accomplish, included reconstructing the
gift areas and the desks of these volun-
teers. Shapiro held volunteer-wide meet-
ings to talk about the changes and had
those volunteers directly affected meet
with the architect to relay ideas about
what would work best.

When she learned a staff member who
worked closely with gift shop volunteers
was to be laid off, Shapiro announced this
immediately to her volunteers, both
through their supervisors, who are volun-
teers themselves, and in writing, through a
“blue book" that she uses to give every
volunteer information about policy and
procedure changes.

“We talked about this for six weeks be-
fore it happened,” she said. “| made sure

volunteers knew that the employee would
have severance pay and outplacement
help, and that the termination was be-
cause the Kennedy Center had to cut back
on staff. We don't want people shaken
when they walk in the door; things should
go according to plan.”

Sharon Walkinstik remembers when
she had to change some monthly report-
ing forms so that they could be entered in
a computer data base. "For three or four
months | talked about the forms, telling
people what information | needed. | asked
them how they wanted to put the forms
together. | had meetings in my office to
discuss this. | had the consultant design-
ing the database explain what we were
doing. It made the volunteers feel privi-
leged to help make these changes. When
| had the proof copy | called them and
asked them what they thought. We
changed it again.

“If you don't involve your volunteers in
these changes, you will spend a lot of time
on damage control.”

John Mason thinks that you need to use
several ways to communicate, both when
training and when communicating
change. “People learn in different ways,"
he said. “Some people need to hear the
words; others need to see them written.
Still others, a smaller percentage, need to
feel them, to have this knowledge experi-
entially. You can sometimes tell which
works best for an individual by listening to
how they talk. Some will say 'l see that.'
Others will says ‘that sounds right.' The
third group might say something like ‘that
doesn't feel right.™

Volunteer Committees Can Be
Very Helpful

A good way to communicate change and
establish ownership is through volunteer
committees. “I'm a big believer in commit-
tees,” Cheryl Yallen said. “You need to
choose people with the right skills, set up
the rules ahead of time, and be clear
about who has to approve what. You want
your volunteers to come up with policies.
They will be well designed, but the execu-
tive director and board need to have final
say.”

The Boston Symphony Orchestra Volun-
teer Association has a number of commit-
tees that work to coordinate the various
responsibilities of the Association. With a
total of 1,600 volunteers, a highly struc-
tured hierarchy is necessary. There is an
executive volunteer committee, to which
nine staff members were recently added
to facilitate communication between staff
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and volunteers. The executive committee
includes volunteer program chairmen.
There is a board of overseers, of which
each member represents various commit-
tee responsibilities. And there is a board
of trustees, the members of which are se-
lected from the board of overseers.

This hierarchy gives the Association
something Yallen calls “mobility on the
career ladder.” Margaret Hilliyard-La-
zenby says a committed volunteer chair-
person at Tanglewood whose term was up
was able to move to the board of over-
seers as an adjunct member and continue
to use her expertise. Had this option not
been available, this volunteer would have
worked against some of the changes nec-
essary because she cared so much about
Tanglewood and couldn't see the value of
the changes.

Heller An Shapiro uses her volunteer
advisory committee at the Kennedy Cen-
ter to help communicate difficult changes.
The committee members serve two-year
terms, half rotating every year. Their pho-
tos are always posted so that everyone
knows who they are. The agenda for their
meetings are distributed ahead of time, so
that volunteers can come to them with
special concerns before the committee
meets.

Empowering Volunteers Results
from Good Supervision

An empowered volunteer will add the
most value to your program. In supervis-
ing volunteers, volunteer administrators,
supervisors who are volunteers, and staff
who supervise volunteers all face the
same challenge: how to give up control
without giving up standards for the pro-
gram. Supervision is more of an art than a
science, John Mason says. You have to
intuit which people need to have every-
thing laid out for them and which like to be
given the desired results and left the free-
dom to achieve them the way they best
see fit.

Good supervision requires open com-
munication between the supervisor and
the volunteer, clearly defined responsibil-
ities for each, sensitivity to the things that
motivate individuals, a firmness in point-
ing out mistakes and letting the volunteer
know when their actions are not accept-
able, and a willingness to listen to volun-
teer's ideas.

“"Don't come with a finished attitude;
come with the attitude, | need your input,”
Heller An Shapiro said. “We have several
programs in the Kennedy Center which
wouldn't have been started if we hadn't
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listened to our volunteers. They are the
closest to the visitors, and they know what
visitors want.”

Shapiro said one of the best programs
at the Center is a self-guided tour for those
visitors who can't come between the hours
of ten and one, when guided tours are
given. “Our volunteers suggested this and
designed it. | gave it to our advertising

department, who just put the final touches .

onit.”

Sharon Walkinstik is writing a manual
on how to put together a gleaning group.
She wouldn't think of doing it without ask-
ing her volunteers for their input. “My phi-
losophy is to make sure to give every vol-
unteer dignity in some way,"” she said. “l
haven't yet found a volunteer who doesn't
live up to my expectations. If you see vol-
unteers right, they get what they want and
you get what you want.”

Learning from Other Programs

Lisa Miller-Gray is a valuable resource for
other volunteer administrators in Austin.
She is the past president of the Austin
DOVIA (Directors of Volunteers in Agen-
cies) group, and is known for her ability to
put her hands on the right material for

whatever challenge comes up. But Miller-

Gray also is learning all the time from oth-
ers in the volunteer community.

She attends orientation sessions of oth-
er groups just to get ideas for what works
and what doesn't, and she volunteers in
literacy programs and pet therapy groups
to be reminded of what it's like to be the
volunteer. She says giving a workshop is a
wonderful way to learn. “You have to do
enough research to become an instant ex-
pert, and you learn by teaching.” Miller-
Gray picks one theme a year to research.
This year it's liability.

John Mason says it's important not to
give up volunteering. "There is no substi-
tute for networking and learning, for trying
out things you might not be comfortable
getting paid for in a volunteer setting.”

He also thinks volunteer administrators
need to get out of their own settings to
stimulate a wider perspective. “Busi-
nesses call it benchmarking,” he says,
“which means looking at the best prac-
tices for various areas. Volunteer adminis-
trators can do the same, and it's most ef-
fective when you go to an agency or pro-
gram that is out of your discipline. You can
learn how they approach the old stan-
dards—interviewing, orientation, training,
supervision, recognition and rewards,
and some of their ideas may benefit your

own unique program.” L]

APPLYING
BENCHMARKING TO
VOLUNTEER
ADMINISTRATION

The following definition of bench-
marking have been excerpted, with
permission from the winter 1992 is-
sue of HR Horizons. /t was written by
Jac Fitz-enz, Ph.D., who is recog-
nized as the pioneering developer of
the total system method of managing
the return of investment of staff func-
tions. His methods on the design and
implementation of staff strategic
management and measurement sys-
tems are currently being applied in
over 400 companies in the U.S.

Like most newly discovered ideas,
benchmarking, currently one of the
most talked about businss monitor-
ing processes, has been around in
various forms for more than a dec-
ade. Its present popularity is due
largely to publication of the work Xe-
rox has done in benchmarking.
Since then stories of other bench-
‘marking efforts have come out and
many organizations have jumped on
the bandwagon. -

What is Benchmarking?

In its simplest sense, benchmarking
is a process for searching out best
methods. However, it is much more
than a field research activity. Bench-
marking is a proactive process that
yields data used by managers to con-
struct objectives based on current
leading practices and metrics. It is
not a mechanism for setting resource
reduction targets. Rather, its objective
is to redeploy and more efficiently use
resources. The result may even sug-
gest an increase of resource commit-
ment to a given process.

Benchmarking fits very well with
quality and customer service im-
provement projects. In fact, the use
of benchmarking in these types of
activities is what generated its cur-
rent popularity. Benchmarks are ref-
erence points and models toward
which quality program managers
drive their efforts. Rather than focus
solely on internal improvement
goals, most quality programs now
look outside as well. The purpose is
to locate and study how the best or-
ganizations are managing given
processes and to learn what types of
results they have obtained. This in-
formation then serves both as a goal
and as a measure of progress.
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cruitment, orientation, training, retention,
record-keeping and recognition.
Volunteers and volunteer administrators
face added challenges in helping people
with HIV/AIDS. There are two major ones:
First, volunteers must learn to serve peo-
ple with a new and unfamiliar disease—io
treat and comfort people with HIV/AIDS

Buddies/friends/listeners.

who face great suffering and possibly
death, and to provide information, treat-
ment and solace to others infected with
the disease but show few or no clinical
symptoms.

Second, volunteers must provide this
help while coping with their own fears and
pain in caring for people who do not get
well or whose outcome is uncertain. Add-
ing to the strain is the need to be especial-
ly mindful of behaving respectfully and
sensitively toward individuals who some
consider to be social pariahs. Caring for
people who have developed AIDS can be
emotionally threatening to volunteers.
Specifically, problems arise from the fol-
lowing:*

1. Although much is known about the spe-
cial circumstances under which HIV is
transmitted, some volunteers unfamiliar
with this evidence may still consider car-
ing for people with HIV or AIDS as poten-
tially threatening to themselves and their
families. (Risk to them is very low, as has
been shown by studies of health care
workers and family members who have
had close contact with HIV-infected pa-
tients.)

2. As noted, special emotional stamina is
needed to care for people infected with
HIV who, in what should be the prime of
life or in any age group, may be rapidly
deteriorating and dying.

3. Some people with AIDS get very sick
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and place unusual burdens on paid and
volunteer staff because of the intensity of
their physical and emotional needs. Many
with AIDS go through the “roller coaster”
phenomenon. In other words, not all who
have developed AIDS are always sick—
their health goes up and down with oppor-
tunistic infections and their treatment.
Some caregivers may become overtaxed,
fatigued and overwhelmed by the inten-
sive care required by people with AIDS.

GET THE FACTS

HIV/AIDS is spread by:

m-Sexual contact involving the ex-
change of blood, semen or vaginal
secretions '

m Sharing contaminated needles or
syringes

m Infected mothers to their children
before or after birth

& Blood transfusions. (The risk of be-
coming infected through a blood
transfusion is now very low. Since
1985 blood centers have tested all
donated blood. Any blood testing
positive for HIV antibodies is de-
stroyed.)

HIV is NOT spread by:

= Donating blood

m Casual contact, such as hugging,
hand shaking and ‘‘social” kissing
= Use of public bathrooms or swim-
ming pools

® Sneezing, coughing or spitting

= Dishes, food orbeds used by an in-
fected person

m Mosquitoes or other insects

® Pets

(Source: American Red Cross,
Washington, D.C.)

4. Perceptions founded on fears and in-
complete information about people with
HIV or the risk of contracting HIV may im-
pair a volunteer's ability to care for indi-
viduals. (Though many who become vol-
unteers, such as family members or
friends, have a strong commitment—be-
yond fear. Many volunteers are committed
to the larger societal health issue, and
want only to serve and share their love
with others.)

5. Some people with HIV/AIDS are infants
and children whose uncertain future can
be especially emotionally draining for
paid and volunteer staff. Since some of
these children have been abandoned by
the parents, paid and volunteer staff are

likely to feel an added sense of responsi-
bility for nurturing them.

6. Paid and volunteer staff must deal with
families and other loved ones who may be
under stress that is even more severe than
that usually faced by those close to dying
patients. With a thorough understanding
of these problems, paid and volunteer
staff can play a critical role in effecting the
psychological outcome for people with
HIv.

People with HIV as Volunteers®
In HIV work, the boundaries between pro-
viders and receivers of service sometimes
become blurred. A rich resource of skill
and willing volunteers to consider lies in
the over 1 million people living with HIV,
according to Irene K. Wysocki, director of
volunteer services of the San Francisco
AIDS Foundation. They offer first-hand
personal experience, enormous talent
and an extraordinary motivation to help
others. As volunteers they become role
models for other people infected with HIV.
While people with HIV may be unable to
maintain a full work schedule, they are
nonetheless productive and can often pro-
vide substantial volunteer hours. Many are
also young, well-educated and profes-
sionally trained. Many want to make a
meaningful contribution to society—not
only as a way to reciprocate the love and
understanding they have encountered in
their lives, but also to counter the feelings

Fundraisers.

of frustration and powerlessness that often
accompany a potentially fatal disease.®
According to Wysocki, there are many
effective ways to recruit these volunteers.
For example:
® Contact the HIV/AIDS agencies in your
area and, if they publish a newsletter, ask
them to mention the volunteer opportuni-

25









8.

10.

TEN PRINCIPLES

FOR AN ORGANIZATION’S
POLICY ON HIV/AIDS

IN THE WORKPLACE-

. People with HIV/AIDS infection are entitled to the same rights and opportunities as

people with other serious or life threatening illnesses.

. Employment and volunteer policies must, at a minimum, comply with federal, state,

and local laws and regulations.

. Employment and volunteer policies should be based on the specific and

epidemiological evidence that people with HIV/AIDS infection do not pose a risk of
transmission of the virus to co-workers through ordinary workplace contact.

. The highest level of management and volunteer leadership should unequivocally

endorse nondiscriminatory employment and volunteer policies and educational
programs about HIV/AIDS.

. Management and volunteer leadership should communicate its support of these

policies to all paid and volunteer staff, in simple, clear and unambiguous terms.

. Management and volunteer leadership should provide all paid volunteer staff, in all

roles—leadership, professional, and support—with a sensitive, accurate and up-to-
date HIV/AIDS education program. This program should include information on the
disease’s epidemiology, symptoms and progression, personal risk-reduction
behavior, work relations, employee assistance and benefits, volunteer rights and
responsibilities, and local community resources. As part of the program, resource
material should be available to all paid and volunteer staff.

. Management has a duty to protect the confidentiality of paid and volunteer staff's

medical information.

To prevent work disruption and rejection by co-workers of an employee or a volunteer
with HIV/AIDS, management should undertake education for all paid and volunteer
staff before such an incident occurs and as needed thereafter.

. Management should not require an HIV/AIDS testing screening as part of pre-

employment or general workplace physical examination.

In those special occupational settings where there may be a potential risk of
exposure to HIV/AIDS (for example, in health care, where paid or volunteer workers
may be exposed to blood or blood products), management should provide specific,
ongoing education and training as well as the necessary equipment, to reinforce
appropriate infection control procedures and ensure that they are implemented.
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THE VOLUNTEER NEEDS PROFILE

The Volunteer Needs Profile, developed by Ray Fran-
cies, was introduced in the spring 1992 issue of VAL.
The headings in the two right-hand columns, howev-
er, were incorrectly transposed. We present here the
correct version for use with your volunteers. Use the
score sheet that appears on page 24 of the spring
issue.

The Volunteer Needs Profile measures several areas
in which people may be motivated. The Profile gives
feedback as to which needs most strongly motivate a
particular individual. There are no GOCD or BAD
motivations.

Instructions to the Volunteer
To answer these items, there are two steps:

1. Each statement has two sides. Decide which side

is most like you. Even if neither side is much like you,
pick the side that comes the closest.

2. On that side only, decide whether that side is “Al-
most Always True” for you or only ‘‘Sometimes True”
for you. Please mark the corresponding box below.

Only mark one box (out of four) for each entire state-
ment.

Do not skip any statements.

You will find several statements that are very similar,
but they are slightly different, so your answers may
not always be the same.

Please be as honest as possible in your answers.
Only by being honest can an accurate profile of your
needs be obtained. The resulits will be used to match
you better in a volunteer assignment.

NAME:
AGE: SEX: Male [ Female [0 Today's Date:
Almost Sometimes Sometimes Almost
Always True True True Always True
For Me For Me For Me For Me
O O Some people feel they have so other people are not too O O
much that they should share - BUT - concerned about having more
than someone else.
O O Some people do not care what other people volunteer because O O
other people expect themto do - BUT - someone else expects them to
do so.
O O Some people like to be thanked other people are not concerned [ O
for what they do - BUT - if the people they help say
thanks.
O O Some people do not fee! they other people feel they may need ] O
will be rewarded for their - BUT - help someday and their efforts
efforts now will pay off later.
O O Some people like to know their others like to help out even if it O O
efforts make a difference in - BUT - seems their efforts make little
someone’s life difference.
O OJ Some people do not care if their other people want to do things O O
volunteer work is different from - BUT - that are different from their
their job daily work.
| O Some people volunteer to have others do not care much about O O
social contact with others - BUT - social contact with others.
(continued)
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10.

11.

12.

13.

14.

15.

16.

17.

18.

19.

20.

21.

Almost
Always True
For Me

O

OJ

Sometimes
Teue
For Me

g

O

Some people volunteer as long
as they feel they can do perfect
work

Some people can work hard
even when they do not see
much progress

Some people are satisfied with
their daily jobs and do not
volunteer to get new experience

Some people have time and
energy to work on the
problems of others

Some people do not care about
the values of others

Some people like to hear others
say how nice it is they are
helping others

Some people believe that if they
help others they will be helped
when they need it

Some people want volunteer
work that makes progress or
has an end

Some people volunteer entirely
on their own

Some people volunteer with no
thought about what they may
learn

Some people volunteer to get
out and be with others

Some people do not pay much
attention to what others want

Some people get discouraged if
their efforts seem to be for
nothing

Some people feel volunteering
is a way to achieve personal
growth through new
experiences

- BUT -

- BUT -

- BUT -

- BUT -

- BUT -

- BUT -

- BUT -

- BUT -

- BUT -

- BUT -

- BUT -

- BUT -

- BUT -

- BUT -

other people will help even if
they do not feel their work is
perfect.

other people like to see
concrete progress in what they
undertake.

other people volunteer to get
experience to see if they might
like a different job.

other people do not feel they
want to volunteer to help solve
problems.

others volunteer to compare
their ideas, norms, and values
with others.

other people do not care if
anyone recognizes their efforts
or not.

others don’t believe helping will
affect their getting help when
they need it.

other people are not concerned
if the job seems hopeless or
endless.

others volunteer because they
are pressured by someone.

others hope they will learn a
new skill or get better at
something.

other people are not concerned
about being around others.

other people care a lot about
doing what is expected of
them.

others work hard even if it
doesn't seem to make much
difference.

other people are not concerned
about new experiences or
personal growth.

Sometimes
True
For Me

O

O

O

Almost
Always True
For Me

O

O
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22.

23.

24.

25.

26.

27.

28.

29.

30.

31.

32.

33.

34.

35.

Almost
Always True
For Me

O

o o 0o 0O O

O

Sometimes
True
For Me

]

O O 0O 0O |

O

Some people don’t think it
makes sense to do things
because others expect you to

Some people like to receive
plaques and certificates as
recognition for their work

Some people feel they will be
judged by the life they live

Some people are not concerned
about working on community
problems

Some people feel they will be
rewarded in one way or another
for the good they do

Some people like things that
are new and different

Some people like to be alone a
lot of the time

Some people like the feeling of
being admired for their efforts

Some people feel it will be their
fault if people suffer unless
they try to help them

Some people volunteer entirely
on their own

Some people feel they have to
do their part to solve problems
of others

Some people are comfortable
even if others do not look up to
them

Some people feel useful and
have a sense of belonging

Some people feel good deeds
give one a sense of power over
others

- BUT -

- BUT -

- BUT -

- BUT -

- BUT -

- BUT -

- BUT -

- BUT -

- BUT -

- BUT -

- BUT -

- BUT -

- BUT -

- BUT -

others are concerned about
offending or displeasing if they
go against others’
expectations.

others are not concerned
whether they get plaques or
certificates for recognition.

other people do not worry
about being judged for what
they do.

other people are interested in
doing something about
problems in the community.

other people do not feel there is
much justice in life anyway.

other people are more
comfortable with the familiar.

other people are more
comfortable around people.

others do not care if their work
is noticed by anyone or not.

others feel everyone is
responsible for themselves and
should take care of themselves.

other people volunteer because
someone else expects them to
do so.

others feel government and
social agencies can solve
problems people have.

other people like to be looked
up to and respected.

others feel their life is
meaningless, and no one really
needs them.

other people feel powerful
without doing good deeds.

Sometimes
True
For Me

O

O

o o o 0O

O

O

Almost

Always True

For Me
O

O O O 0O O

O
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