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l. Executive Summary:

Within the past couple month, your organization participaed in a web-based
survey. Thissurvey was distributed to many non-profit organizationsproviding a variety of
services. Y our organization was selected to participate based on the Rutgers consulting group3
research and with the assistance/advice of AFS-USA. We have now conlidaed the survey
results, and are ready to distribute our findings As promised, you are receiving a copy of these
results. Our hopeis tha these results can benefit your organization as you continuousy improve
your organization® volunteering program.

Thesurvey hdped to recognize key findingssuch as best practices and trendsin the
volunteer indugry. Below arethefindings

I Thetoproles peformed by volunteers across these organizationswere "Serve as Board
Members' and "Recruiting New Volunteers'. Thesecondtop roles selected were "Raise
Funds$ and "Suppot Existing Participants/Clients/Cusomers'.

I Providing job descriptionsfor volunteer postionsis an indugry nom.

I Orientation and persond interviews are mos commonly used when integrating new
volunteersinto an organization.

I Persond contact with thevolunteers appears to bethe mog effective and widdy utilized
form of communication during theintegration process.

I Thereisgreater staff responsbility in therole of integrating new volunteers as fewer
organizationsare relying on other volunteers to complete this fundion.

I Volunteer turnove rates do nat seem to bemuch different then they were five years ago.
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I 67%of organizationsreported tha people would be willing to volunteer for more then
three yearsif they were propaly motivated to do so.

I Themod effective tool for information sharing among volunteers was face-to-face
discussions while the second mog effective was the use of Volunteer Manuds.

I Persond contact with thevolunteers appears to bethe mos favorable form of
communicating with volunteers.

I Areastha appear to have the greatest impact on conflictsin the organization are bum-out
rates of volunteers and lack of volunteersto run the program.

I Volunteer and staff retentionisa significant issue faced by organizations
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. Background

In the summer 2007 semester, the Rutgers Bugness School conaulting team worked with
AFS-USA, with theassistance of a Rutgers advisor, to develop aweb-based survey. Thesurvey
was to bedistributed to up-to 100 non-profit organizationsproviding a variety of servicesandin
avariety of indugries. Thecompanies selected to participate would be based on our web/library

research and with the assistance/advice of AFS-USA.

1. Goals

TheVolunteer Organizationd Practices Survey covers awidevariety of areas. These
areas were suggested based oninternet/library research and feedback from AFS-USA, aswell as
our Team Advisor. Themain areas surveyed were:

I generd information aboutthe organization;
I gened information aboutthevolunteers;

I volunteer registration and integration;

I succession planning;

Based ontherespongs received from the participaing organizations the Rutgers
Busness School conaulting team would identify those organizationsthat are particularly
interesting (i.e., identified success in the areas surveyed, identified best practices, bdieved to be
paticularly strongin areas surveyed, etc) or had an organization similar to that of AFS-USA

(i.e., numbe of volunteers, size of budge, naiond activity, etc.).
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V. Results

TheRutgers Bugness School Conaulting Team used www.surveymonkey.com to

distribute the web-based survey. Thesurvey team contacted approximately 70 organizations via
telephonecalls, to request pemission to send the survey and to ask for acommitment to
paticipae. Of the70 organizationscontacted, 49 agreed to paticipae. Thesurvey was
distributed to 49 organizations of which 18 completed the survey representing a 37%
paticipaionrate (seethelist of participaing organization at Appendix A). Inthefollowing
section you will find theresponses and graphical representation of severa of the questions

surveyed.

V. Volunteer Roles

Thesurvey began with questionsasking for basic information abouteach of the
organizations(see list of organizationsand basic informationin Appendix A). Following
general information, the organizationswere asked, QVhé roles are played by volunteersin your
organization? Theroles given were: "Serve as Board Membe's', "Administrative Roles',
"Supeavise Other Volunteers', "Recruit New Participants/Clients/Customers’, "Suppot Existing
Participants/ClientyCugomers’, "Raise Funds Recruit New Volunteers', "Suppot Existing

Volunteers', and "Other" (see Appendix B for organization responss).
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Of the choices provided, themod popukr role peformed by volunteers was "Recruiting
New Volunteers' with 15 organizationsidentifying it as a utilized role. The second mos popukr
role was "Serving as Boad Members' with selectionsfrom 13 organizations Theleast utilized
role was "Administrative Roles' with only seven organizationsselecting therole.

Fromtherolesidentified by theorganizations they were than asked to select ther top
threeroles. Thetoproles peformed across these organizationswere "Serve as Boad Membe's'
and "Recruiting New Volunteers' with eight organizationsidentifying each in ther top three.
Thesecondtop roles selected were "Raise Funds and "Suppot Existing
Participants/ClientyCugomers” with each role having seven organizationsidentify in ther top
three. Although"Administrative Roles' didn®appear to be apopukbr role assigned to
volunteers, the organizationsstill listed it as thethird top role with five organizationsselecting it
in thar topthree. A few other roles identified by the organizationswere teaching, hoging
students, marketing, program development, research, and graphic design. AFS-USA respondel
thar top three roles as "Recruit New Participants’, "Suppot Existing Participants' and " Suppott
Existing Volunteers'.

When participants were asked whether or notther organization provided job descriptions
for volunteer postions themagjority respondel with "yes'. Of thetotal 18 participants surveyed,
88.9% (16 organizationg answvered "yes' with only 11.1% (two organizationg ansvered "na".
AFS-USA respondel tha they do providejob descriptionsfor volunteer postions It appears

tha providingjob descriptionsfor volunteer postionsis an indugry norm.
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VI. Volunteer Integration

Survey participants were asked, QVhich of thefollowing are performed when integrating
new volunteers into your organization?0f the choices given, themos popuar activity is
orientation (17 organizationsperform), followed by persond interviews (13 organizations
perform). Twelve organizationsperform "Meet and Greet" and mentoring activities to roundout
thetopfour. Of thechoices given, theleast utilized tools are outingswith only five
organizationsidentifying it as an integrationtool. Some additiond integration tools offered by
organizationsare onlinetraining, training programs, literature materials, counseling and suppot,
and cross-cultural training. AFS-USA respondel tha orientation, mentoring and shadowing are
used asthe mog popubr integration techniques. Persond contact with the volunteers appearsto
bethemog effective and widdy utilized form of communication.

Of the 18 survey paticipants, 16 organizationshave thar staff involved in theintegration
of new volunteers with nine organizationsinvolving ther volunteers. Thestaff issolely in
charge of integration for eightorganizationswhile only two organizationshave thar volunteers
entruged with theresponsbility. Local coordinators are contracted for integration for one
organization. AFS-USA involves both Staff and Volunteersin theintegration process as well as
theschools tha work with the organization. Thetrend appearsto bedirected at havingthe
organization® staff beresponsble for integrating new volunteers.

Additiondly, the organizationswere asked the question of success rate at integrating new
volunteers. Themajority of the surveyed organizationsrespondel postively. 6% respondel tha

they were unsuccessful, 11%respondel as somewha successful, 50%respondel as successful,
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and 33%respondel as very successful. AFS-USA bdieve thar organization is unsuccessful at

integrating new volunteers.

VIl. Turnover Rates

Survey participants were asked, GDver the past five years, please describetheturnove
rate of volunteers in your organization.O Answer choices were as follows: volunteers are staying
much longe, volunteers are staying longe, no change volunteers are leaving sooneg and
volunteers are leaving much soone (see Figure 1 for illudration of respongs). Of the
organizationstha respondel, 6 7% reported no changein theturnove rate of volunteers over the
last five years. Respondes answered evenly (11%) tha volunteers are either staying much
longe, staying longer or leaving sooneg. Noneof therespondes answered tha volunteers are
leaving much soone than they were over the past five years. AFS-USA respondeal tha
volunteers appear to beleaving soone as aresult of bumout nolonge having children tha
paticipae in the program and frugration with policies’administration with the program. While
theanswersto this question are normally distributed, clearly volunteer turnove rates do not

seem to be much different then they were five years ago.
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Figure1:

Over the past 5 years, please describe the turnover rate of volunteers in your arganization.

1% 0% 1%

O Volunteers are staying much longer
B Volunteers are staying longer

ONo Change

O Volunteers are leaving sooner

W Volunteers are leaving much sooner

B7%

™ AFS USA Volunteers are Leaving Sooner

VIll. Volunteer Retention

Similar to the question above survey participants were asked, GDn average, howlong
does your typica volunteer stay with your organization?D Answer choices induded: 0-1 years,
2-3 years, 4-5 years, 6-7 years, 8-9 years and ove 10 years (see Figure 2 for illugration of
responss). Based ontheresponssto this question, volunteers on average stay with the
organizationfor 4-5 years (27%). However, othe answer choices were virtudly equd in
responges with 0-1 years, 2-3 years, 6-7 years andover 10 years all receiving 17% of the
responde votes. AFS-USA respondel that volunteers stay for over 10 years. Because answers
to this question were so evenly distributed, it is difficult to draw condusons however, it is clear
tha 67% of volunteers woud bewilling to stay for more then three years. Organizationscan use

thisinformationfor retention strategies, assuming tha thisistheaveragelife of avolunteer, and
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creating succession planning to assume that thisiswhen they should plan ontrangtioning the

responsbilities of this volunteer.

Figure 2:

On average, how long does your typical volunteer stay with your organization?

over 10 Years 0-1 Year
17% 16%

8-9 Years
6%

2-3 Years
6-7 Years 17%

4-5 Years
27%

"AFS USA Volunteers stay for aver 10 years.

IX. Volunteer Information Share

Continuing with the Succession Planning section of the survey, participants were asked to
rate the effectiveness of theinformation sharing tools used amongvolunteersin thar
organizations Thetoolslisted were asfollows. face-to-face discussions volunteer manuds,
internd webstes, policies and procedures, external webgtes, and shared drives. Thescale that
was given for rankingswas a rating from 1 through 6 (1 beng mog ussful and 6 being least
useful). See Figure 3 for illudration of responss.

Thechoice identified as the mog effective tool for information shaing amongvolunteers

was face-to-face discussions The second mog effective was the use of volunteer manuds. The
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least effective tool for information sharing was shared drives. AFS-USA ranked the mog useful

as shared drives and least useful asinternd webdgtes. Similar to wha was seen in thevolunteer

integration tools question, persond contact with the volunteers appears to bethefavorable form

of communication.

Figure 3:

Ranking of Usefulness

Face-to-face discussions | l ost Uspful

Volurteer manuals

Internal websites

Polices and Procedures | l
External websites | l

Shared drives

Le¢ast Useful

L I I I T I I T T T

0 05 1 15 2 25 3 35 4 45

Ranking (1=Most Useful, 6=Least Useful)

X. Organization Conflicts

**AFS USA rank the Most
Useful as Shared Drives and
Least Useful as Internal
Wehsites.

Participants were asked, Based on your experience, wha are the areas tha pose the

greatest impact on the health of the volunteers in your organization?OThe areas of conflict were

identified as conflict beween staff and volunteers, conflict between volunteers and volunteers,

turnove rate of volunteers, burn-outrate of volunteers, turnove rate of staff, burn-outrate of
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staff, lack of staff to suppot volunteer programs, lack of volunteers to runthe program, and lack
of finandal resources.

Based ontherespongs, the areas tha appear to have the greatest impact are Burn-out
Rate of Volunteers and Lack of Volunteers to Runthe Program with 4 organizationseach
identifying these areas as having a High Impact. Theareas tha have amodeaate impact onthe
organizationsare the Turnover Rate of Staff and Burnout Rate of Staff with selectionsfrom 8
organizationseach. Theareas with thelowest impact on organizationsappear to be Conflict
Between Volunteers and Volunteers with 10 organizationsidentifying the area as havinga L ow
Impact. Based ontheanswers given, it appears tha volunteer as well as staff retentionisa

significant issuefaced by organizations
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Appendix A

Volunteer Organizational Practices Study
Summary Survey (All Organizations)
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