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I. Executive Summary: 

 Within the past couple month, your organization participated in a web-based 

survey.  This survey was distributed to many non-profit organizations providing a variety of 

services.  Your organization was selected to participate based on the Rutgers consulting groupÕs 

research and with the assistance/advice of AFS-USA.  We have now consolidated the survey 

results, and are ready to distribute our findings.  As promised, you are receiving a copy of these 

results.  Our hope is that these results can benefit your organization as you continuously improve 

your organizationÕs volunteering program. 

The survey helped to recognize key findings such as best practices and trends in the 

volunteer industry.  Below are the findings:   

!  The top roles performed by volunteers across these organizations were "Serve as Board 

Members" and "Recruiting New Volunteers".  The second top roles selected were "Raise 

Funds" and "Support Existing Participants/Clients/Customers".   

!  Providing job descriptions for volunteer positions is an industry norm. 

!  Orientation and personal interviews are most commonly used when integrating new 

volunteers into an organization.   

!  Personal contact with the volunteers appears to be the most effective and widely utilized 

form of communication during the integration process.   

!  There is greater staff responsibility in the role of integrating new volunteers as fewer 

organizations are relying on other volunteers to complete this function. 

!  Volunteer turnover rates do not seem to be much different then they were five years ago. 



 
 

Interfunctional Management           Summer/Fall 2007        
  

Page 3 of 13 

!  67% of organizations reported that people would be willing to volunteer for more then 

three years if they were properly motivated to do so. 

!  The most effective tool for information sharing among volunteers was face-to-face 

discussions while the second most effective was the use of Volunteer Manuals.   

!  Personal contact with the volunteers appears to be the most favorable form of 

communicating with volunteers. 

!  Areas that appear to have the greatest impact on conflicts in the organization are burn-out 

rates of volunteers and lack of volunteers to run the program. 

!  Volunteer and staff retention is a significant issue faced by organizations 
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II. Background 
 
 In the summer 2007 semester, the Rutgers Business School consulting team worked with 

AFS-USA, with the assistance of a Rutgers advisor, to develop a web-based survey.  The survey 

was to be distributed to up-to 100 non-profit organizations providing a variety of services and in 

a variety of industries.  The companies selected to participate would be based on our web/library 

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

 

III. Goals 
 

 The Volunteer Organizational Practices Survey covers a wide variety of areas.  These 

areas were suggested based on internet/library research and feedback from AFS-USA, as well as 

our Team Advisor.  The main areas surveyed were:  

!  general information about the organization; 

!  general information about the volunteers ; 

!  volunteer registration and integration; 

!  succession planning; 

 Based on the responses received from the participating organizations, the Rutgers 

Business School consulting team would identify those organizations that are particularly 

interesting (i.e., identified success in the areas surveyed, identified best practices, believed to be 

particularly strong in areas surveyed, etc) or had an organization similar to that of AFS-USA 

(i.e., number of volunteers, size of budget, national activity, etc.).   
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IV. Results  
 

 The Rutgers Business School Consulting Team used www.surveymonkey.com to 

distribute the web-based survey.  The survey team contacted approximately 70 organizations, via 

telephone calls, to request permission to send the survey and to ask for a commitment to 

participate.  Of the 70 organizations contacted, 49 agreed to participate.  The survey was 

distributed to 49 organizations, of which 18 completed the survey representing a 37% 

participation rate (see the list of participating organization at Appendix A).  In the following 

section you will find the responses and graphical representation of several of the questions 

surveyed. 

 

V. Volunteer Roles 
 

 The survey began with questions asking for basic information about each of the 

organizations (see list of organizations and basic information in Appendix A).   Following 

general information, the organizations were asked, ÒWhat roles are played by volunteers in your 

organization?Ó  The roles given were: "Serve as Board Members", "Administrative Roles", 

"Supervise Other Volunteers", "Recruit New Participants/Clients/Customers", "Support Existing 

Participants/Clients/Customers", "Raise Funds, Recruit New Volunteers", "Support Existing 

Volunteers", and "Other" (see Appendix B for organization responses). 
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 Of the choices provided, the most popular role performed by volunteers was "Recruiting 

New Volunteers" with 15 organizations identifying it as a utilized role.  The second most popular 

role was "Serving as Board Members" with selections from 13 organizations.  The least utilized 

role was "Administrative Roles" with only seven organizations selecting the role. 

 From the roles identified by the organizations, they were than asked to select their top 

three roles.  The top roles performed across these organizations were "Serve as Board Members" 

and "Recruiting New Volunteers" with eight organizations identifying each in their top three.  

The second top roles selected were "Raise Funds" and "Support Existing 

Participants/Clients/Customers" with each role having seven organizations identify in their top 

three.  Although "Administrative Roles" didnÕt appear to be a popular role assigned to 

volunteers, the organizations still listed it as the third top role with five organizations selecting it 

in their top three.  A few other roles identified by the organizations were teaching, hosting 

students, marketing, program development, research, and graphic design.  AFS-USA responded 

their top three roles as "Recruit New Participants", "Support Existing Participants" and "Support 

Existing Volunteers". 

 When participants were asked whether or not their organization provided job descriptions 

for volunteer positions, the majority responded with "yes".  Of the total 18 participants surveyed, 

88.9% (16 organizations) answered "yes" with only 11.1% (two organizations) answered "no".  

AFS-USA responded that they do provide job descriptions for volunteer positions.  It appears 

that providing job descriptions for volunteer positions is an industry norm. 
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VI. Volunteer Integration 
 

 Survey participants were asked, ÒWhich of the following are performed when integrating 

new volunteers into your organization?Ó Of the choices given, the most popular activity is 

orientation (17 organizations perform), followed by personal interviews (13 organizations 

perform).  Twelve organizations perform "Meet and Greet" and mentoring activities to round out 

the top four.   Of the choices given, the least utilized tools are outings with only five 

organizations identifying it as an integration tool.   Some additional integration tools offered by 

organizations are online training, training programs, literature materials, counseling and support, 

and cross-cultural training.  AFS-USA responded that orientation, mentoring and shadowing are 

used as the most popular integration techniques. Personal contact with the volunteers appears to 

be the most effective and widely utilized form of communication. 

 Of the 18 survey participants, 16 organizations have their staff involved in the integration 

of new volunteers with nine organizations involving their volunteers.  The staff is solely in 

charge of integration for eight organizations while only two organizations have their volunteers 

entrusted with the responsibility.  Local coordinators are contracted for integration for one 

organization.  AFS-USA involves both Staff and Volunteers in the integration process as well as 

the schools that work with the organization.  The trend appears to be directed at having the 

organizationÕs staff be responsible for integrating new volunteers. 

 Additionally, the organizations were asked the question of success rate at integrating new 

volunteers.  The majority of the surveyed organizations responded positively.  6% responded that 

they were unsuccessful, 11% responded as somewhat successful, 50% responded as successful, 
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and 33% responded as very successful.  AFS-USA believe their organization is unsuccessful at 

integrating new volunteers. 

 

 

VII. Turnover Rates 
 

 Survey participants were asked, ÒOver the past five years, please describe the turnover 

rate of volunteers in your organization.Ó  Answer choices were as follows: volunteers are staying 

much longer, volunteers are staying longer, no change, volunteers are leaving sooner and 

volunteers are leaving much sooner (see Figure 1 for illustration of responses).  Of the 

organizations that responded, 67% reported no change in the turnover rate of volunteers over the 

last five years.  Responders answered evenly (11%) that volunteers are either staying much 

longer, staying longer or leaving sooner.  None of the responders answered that volunteers are 

leaving much sooner than they were over the past five years.  AFS-USA responded that 

volunteers appear to be leaving sooner as a result of burnout, no longer having children that 

participate in the program and frustration with policies/administration with the program.  While 

the answers to this question are normally distributed, clearly volunteer turnover rates do not 

seem to be much different then they were five years ago. 
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Figure 1:   
 

 

VIII. Volunteer Retention 
 

 Similar to the question above, survey participants were asked, ÒOn average, how long 

does your typical volunteer stay with your organization?Ó  Answer choices included: 0-1 years, 

2-3 years, 4-5 years, 6-7 years, 8-9 years and over 10 years (see Figure 2 for illustration of 

responses).  Based on the responses to this question, volunteers on average stay with the 

organization for 4-5 years (27%).  However, other answer choices were virtually equal in 

responses with 0-1 years, 2-3 years, 6-7 years and over 10 years all receiving 17% of the 

responder votes.  AFS-USA responded that volunteers stay for over 10 years.  Because answers 

to this question were so evenly distributed, it is difficult to draw conclusions; however, it is clear 

that 67% of volunteers would be willing to stay for more then three years.  Organizations can use 

this information for retention strategies, assuming that this is the average life of a volunteer, and 
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creating succession planning to assume that this is when they should plan on transitioning the 

responsibilities of this volunteer.   

 

Figure 2:   
 

  
 

IX. Volunteer Information Share 
 

 Continuing with the Succession Planning section of the survey, participants were asked to 

rate the effectiveness of the information sharing tools used among volunteers in their 

organizations.  The tools listed were as follows:  face-to-face discussions, volunteer manuals, 

internal websites, policies and procedures, external websites, and shared drives.  The scale that 

was given for rankings was a rating from 1 through 6 (1 being most useful and 6 being least 

useful). See Figure 3 for illustration of responses. 

 The choice identified as the most effective tool for information sharing among volunteers 

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

as shared drives and least useful as internal websites.  Similar to what was seen in the volunteer 

integration tools question, personal contact with the volunteers appears to be the favorable form 

of communication. 

 
Figure 3:   
 

 

X. Organization Confl icts  
 

   Participants were asked, ÒBased on your experience, what are the areas that pose the 

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

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

turnover rate of volunteers, burn-out rate of volunteers, turnover rate of staff, burn-out rate of 
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staff, lack of staff to support volunteer programs, lack of volunteers to run the program, and lack 

of financial resources.   

 Based on the responses, the areas that appear to have the greatest impact are Burn-out 

Rate of Volunteers and Lack of Volunteers to Run the Program with 4 organizations each 

identifying these areas as having a High Impact.  The areas that have a moderate impact on the 

organizations are the Turnover Rate of Staff and Burnout Rate of Staff with selections from 8 

organizations each.  The areas with the lowest impact on organizations appear to be Conflict 

Between Volunteers and Volunteers with 10 organizations identifying the area as having a Low 

Impact.  Based on the answers given, it appears that volunteer as well as staff retention is a 

significant issue faced by organizations. 
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Appendix A 
 

Volunteer  Organizational Practices Study 
Summary Survey (All Organizations) 

 


