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Volunteers

» About 62.8 million people volunteered through or
for an organization at least once between September
2009 and September 2010.

United States Department of Labor - http://www.bls.gov/news.release/volun.nro.htm

All of these volunteers have one thing in
common.......




Volunteer Recruitment

* Number of persons who are not employed

e Aging demographics
* 40 million people over the age of 65
= Persons 50+ and older will be 100 million as of 2012

e Community service volunteers



Why do People Volunteer?

“Helping Others/Making A Difference”
Is Top Reason for Volunteering

Selected Most Important Reason for Volunteering

Non-Volunteers 55+

Help others/make a difference

A

Contribute to cause I care about
S B
Use my skills in productive way
| J 18%

Meet people, make friends
| J 18%

Be involved in my community

R -

Develop new skills, experience

ﬁ 4%,

Community service requirement

® > El=ale

VolunteerMatch
Wh g begins.

ere voluntesrin

10 Source: HartSunvey of Mon-Vilunteers [N=507)



Testimonials

e Why do you volunteer?
e Why do you volunteer here?

Want to make a difference in your community? The
Public Library is looking for people to carryout its
mission to provide Library services to the people of this
community.
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What is the Value of your Volunteers?

» Because of our volunteers,
we are able
to

National Volunteer Week, April 21 - 14, 2012



Details... Details...

We are looking for volunteers to shelve books
Or...

Are you someone who has a keen eye for detail and
enjoys a quiet working environment? Volunteers
needed for processing items as they are returned to
circulation.



How Come People Don’t Volunteer?

Barriers To Volunteering

Besides not enough time, which of these is the most/
second-most important reason you don’t volunteer?

Non-Volunteers 55+ very/fairly ~ All Non-Volunteers
interested in volunteering 55+

Haven't found right
opporturity (NN 9% 2+
Health/physical limitations — 36% 40%
Haven't found anythin .
well-suited to m;tskillg — 27% 23%
Prefer to give back in — 22% 25%

other ways
Can't afford to volunteer - 17% 17%
Don't know where to 8%

I

Previous volli.:mte:-:-_ii_ng B s 8%
experience not positive ]
Notinterested (D 6% 23%
ElSNE
13 VolunteerMatch

Source: HartSurvey of Mon-Velunteers [N=507) Where volunteering begins.



Our First Conversation —
Hiring/Recruiting

* Are you an employer of choice?
* Do you have 3 job openings and 85 applicants?

e Or, an employer of last resort?

Why would others choose to work or volunteer at your Library?

*\What perks are offered with the job?

*How will this job help students/volunteers with employment in the future?
*\What skills will they learn?

*\WWhat experiences will they gain from working at your Library?



Learning Outcomes

What are the learning outcomes for your student
assistant/volunteer positions?

e Communication skills
e Customer service skills
» Leadership/supervisory skills

» Technology (e.g. scanning, editing, spreadsheets)



Career Building Skills

“The 2010 census data paints a bleak financial picture for recent graduates, and
as the recession lingers, it's clear that many of the students enrolled at your
Institution will be graduating into a very difficult market.”

September 29, 2011 Daniel Fusch, Academic Impressions

* Provide skills for their career path

e Performance evaluation on a semi-annual, or annual
basis

» Assess the effectiveness of your training program
with periodic training surveys and exit interviews



BONUS SLIDE!

What was the most challenging part of your job?
What was the most rewarding part of your job?

What services do you think the Library should offer
that it doesn't now?

What qualities should we look for in hiring your
replacement?

How has this job prepared you for work after
graduation?



Advertising for Students/Volunteers

Work/duties/tasks to be performed

Hours per week, along with available shifts

Starting pay, if applicable

Job qualifications

e Considerincluding past work experience or references on the
application

e Deadline for submitting applications, when applicants can expect to be
notified of the search results, and why they didn’t get called for an
interview



BONUS SLIDE

* Seeking someone who is
good with computers, has
excellent written and verbal
communication, and can work
alone or in teams.



Interviewing

* Open ended versus closed ended questions
= Have you ever worked with a difficult patron?

= Tell me about a time when you worked with a difficult patron, and
how you resolved the situation.

* Describe the ideal training program for you when starting
a new job.

* What did you find useful or innovative about the Library
web site?

= What questions do you have for us?



Let’s Try a Few Questions...

e Have you ever supervised other volunteers/student
assistants?

* Would others describe you as having initiative?
 How familiar are you with Microsoft Office?

* Do you prefer to work alone or in teams?



Questions to Avoid

Disabilities/health problems
Marital status

Past arrests

Ethnic background
Age/what is your birth date?
Religious affiliations

= Source Weiss, Donald H. Fair, Square, and Legal: A Manager’s Guide to

Safe Hiring, Managing, and Firing Practices. (2004) AMA.



Our Second Conversation - Training

Tell me, I’ll forget...
Show me, I’ll remember ...
Involve me, I’ll understand

-Chinese Proverb



What s in it for me?

“What if we train them and they
leave for another position.”

“What if we don’t train them
and they stay.”



Learning Styles

 Visual
* lconic memory - lasts a brief amount of time
e Auditory
= Echoic memory — may or may not be retained based on
importance

 Kinesthetic
* Performing a physical activity

* Consider including all three into your training programs



Learning Styles - Continued

* How would we know the learning styles of our
student assistants/volunteers?

e When we train, we are competing with primary and
secondary memory (i.e. distractions).



What | Mean is...

e Our patrons can check out a book, or simply borrow
it for a little while....

e Some libraries charge out books to patrons, even
though they don’t cost anything to borrow....

e You can get a citation from a Librarian, or possibly a
police officer...

e |LLiad has nothing to do with Homer, Ariel and the
Odyssey, but actually it does!



BONUS SLIDE

There is no egg in the eggplant.
No ham in the hamburger.

No pine nor apple in the pineapple.
Quicksand takes you down slowly.
Boxing rings are square.

And, a guinea pig is neither from
Guinea nor is it a pig.



Accountability and Expectations

e “Agreatleader must also be capable of setting
performance standards and holding people
accountable.”

What about patrons, student assistants?

Exceptional Service, Exceptional Profit : The Secrets of Building a Five-Star Customer Service Organization.




What Do You Expect Me To Do?

“Clearly setting the expectation that
employees should not text or email
at work could avoid

misunderstandings.”

Motivating Millennials: Improving Practices in Recruiting, Retaining, and Motivating Younger Library Staff : by Sara D. Smith
and Quinn Galbraith



Generational Differences

» The Veterans 1922-1943

e The Boomers 1946-1964
e Gen Xer’s 1961-1980

e Millennials 1980-1995

e Generation Z1995-2012

Generations at work, Executive Update, February 2001,
http://www.asaecenter.org/Resources/articledetail.cfm?ItemNumber=13053




Veterans

e Were born before and during two of the defining events of the century: the Great
Depression and World War I1.

e Are the generation whose vision and hard work created the United States as we know it
today. They are the classic “keepers of the grail,” an irreplaceable repository of lore and
wisdom.

e Grew up in difficult times. Many of their parents lost their jobs during the Great Depression,
and the entire family experienced hardships.

e Worked on teams under strong leaders who told them exactly what to do, how, and when.
They learned to conform to the needs of large efforts as soldiers, citizens, and factory
workers.

e Don’t take jobs for granted - are grateful for them and view a job as something to have over
the long haul.

Generations at work, Executive Update, February 2001,
http://www.asaecenter.org/Resources/articledetail.cfm?ItemNumber=13053




Boomers

* 60 hour work wee
e Spirit in the workp

<

ace

 C(reate afair and level playing field

» Meetings may seem pointless to

others

Generations at work, Executive Update, February 2001,
http://www.asaecenter.org/Resources/articledetail.cfm?ItemNumber=13053




Generation X

e Latchkey - autonomy
 Feedback and flexibility
» Comfortable with change

 Loyal to themselves, friends and
family

Generations at work, Executive Update, February 2001,
http://[www.asaecenter.org/Resources/articledetail.cfm?ltemNumber=13053




Millennials

e Upbeat & healthy self-esteem
e Highly motivated

e Committed

e “Educationis cool”

e Socially conscious

e Family values

Managing the Generation Clash in your Workplace: Margie Arnold, Ithaca College, Ithaca, NY
Bill Hendricks, Cal Poly, San Luis Obispo, CA,Nancy Kaiser, East Bay Regional Park District, Oakland, CA

“Millennials believe they can change the world, and they want
a job where they feel like they are doing so.”

Motivating Millennials: Improving Practices in Recruiting, Retaining, and Motivating Younger Library Staff : by Sara D. Smith
and Quinn Galbraith



Millennials, continued...

e “Millennials, even after
graduation, maintain strong ties to
their hovering “helicopter parents,’
which... could translate to the
workplace.”

)

Motivating Millennials: Improving Practices in Recruiting, Retaining, and Motivating Younger Library Staff : by Sara D. Smith
and Quinn Galbraith



Fig. 1
Retention
Students: What most motivates you to stay at
your current job? (n=121)
Supervisors: What do you think most motivates
your student empl?yees t{; stay at their jobs?
n=49
Both were asked to pick top two responses.
Responses are represented as percentages.
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ITHACA COLLEGE
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Blogs - http://wordpress.com/
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And Finally, Jing -
http://www.techsmith.com/Jing
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Evaluating Performance

student Name: Evaluation Period:
2atfing Definitions: [1F unsatisfactory [2]improvement required [2Ecompetent [4F exceptional [5outstanding

Skills

Job Knowledge 11 21 3] [2
Understands department procedures, policies & responsibilifies

Quality of work 11 21 131 [2
Completes work accurately, neatly, & according fo specifications

Judgment 11 21 3] [2
Takes appropriate actions when quesfions & problems arise

Initiative 11 21 3] [2
Exhibits posifive affitude; fakes on new fasks with enthusiasm and energy

Quantity 11 21 131 [2

Consistently produces services or output quickly & efficiently




Our Third Conversation - Retention

* "The most important relationship employees have is
with their manager. Studies show that even when work
conditions are less than ideal, employees stay with an
organization if they have a good relationship with the
manager."

Payne, V. (2007), p. 109

Organizations are built on:
1. Communication

2. Respect

3. Trust



What are the Top 5?

1. Personally congratulating employees who do a
good job

2. Writing personal notes about good performance

3. Using performance as the basis for promotion

4. Publicly recognizing employees for good
performance

5. Holding morale-building meetings to celebrate
successes.

Graham, Gerald H. Understanding Human Relations: The Individual, Organization, and Management. SRA
Publishing Company. May 1982.



Every agency should have in writing the behaviors that will

simply not be tolerated under any circumstance.
Sarah Jane Rehnborg, Ph.D.

The traditional model:

e Verbal warning and review progress with volunteer

e Written warning and review progress with volunteer
e Suspension

e Dismissal

What Is the disciplinary procedure for staff?



Disciplinary Problems

e What do you have, in writing, to support your concern?

* What documentation did the student/volunteer sign when
they started employment/volunteering?

LI@.BA.B.Y Student Assistant Code of Conduct

1. The lthaca College Library is a service organization, and each patron should receive our
best efforts. At all times be courtecus to patrons and co-workers. Pafron needs must
receive top priority — no one should be turned away without requested information or
a referral to someone who can help. Never hesitate fo refer a guestfion or concern fo a
SUpervisor.

2.  You are expected fo be at work when scheduled. Work hours are based on the needs of
the department. If you are ill, or otherwise detained, it is your responsibility to notify your
supervisor as soon as possible before you are scheduled fo work. Your unit may require
you to arrange for a qualified substitute.



Terminating a Volunteer

* “You would do this with the same resolve, the same
process and with the same care and handling as you
would (and should) with a paid associate, staff or team
member.”’

= John Carroll is President/CEO of Unlimited Performance
* http://www.uperform.com/articles/art-fire-volunteer.htm



The Difficult Conversation

» Listen - allow them to "clear" (vent)

 Empathy - “l understand your situation”

* Rephrase - Restate the situation and summarize
» Depersonalize - Do not accuse

e Closure - What are the next steps? Here is what you can do.
Here is what we can do (if applicable).



Here is an Example of One to Try:

If you are working on homework at the desk and
library staff sees that there are books in the book
drop waiting to be discharged, you will receive a
written warning.

If homework is being done at the desk and library staff
sees that there are books in the book drop waiting to
be discharged, a written warning will be issued.



Firing/Terminating a Student Assistant or
Volunteer

» What concern, if any, is there with this statement?

| need to fire/terminate staff/a volunteer, so | will need
to create a file of their workplace problems.




Supervisor and Coach

Is @ performance challenge due to:

e Skill set?
e Tools?
e Attitude?

Flat tire example



Coaching Skills

 Active listening

* Listen for repeated words or phrases

e Reframing

e Ask the volunteer/student to look for alternatives
» Talk about possibilities

e Create an action plan

e Follow up

Hogben, B. Coaching in the Workplace. Associates (2010): http://associates.ucr.edu/journal/?page id=1047


http://associates.ucr.edu/journal/?page_id=1047

BONUS SLIDE — Effective Listening/ Active Listening

e Devote 100% of our attention to what our client is saying

o Sit directly in front of the client

 Provide verbal and non-verbal feedback during the
discussion — make eye contact with your client as they are
talking iIf it Is culturally acceptable to do so

e Use verbal responses to validate the client’s feelings

« Use effective pauses/silence when there is a strong emotion

e Listen objectively and not subjectively

e Suspend our emotions at the time

« Be aware of body language

e Listening for emotion and the reason for the emotion

e Listen for the phrases that are repeated

o Use “|” statements such as “I am hearing you say” or “Do
you mean that”



A Manager's Guide to Coaching: Simpfe and Effective Ways to Get the Best From Your Employees
Paperback: 240 pages
Publisher: AMACOM (April 2, 2008)
Language: English ISBN-10: 0814409822

T

A MANAGER'S
GUIDE T0

LOAGHING

simple and Edtecrive Ways mo Cren
the Chur of Your Employees

BRIAN EMERSAN = ANKE LOLHR




http://bhogben.wordpress.com/

Bhogben's Blog

September 23, 2011
Do you know what I mean?

Filed under: Coaching Insights — bhaoghen @ 7:29 pm

Often, in a conversation, someone might stop mid-sentence and say:

Do you know what I mean?

Even though they didn't finish their sentence, there is infarmation that is implied.

I recently attended a meeting with other supervisors, and afterward, it was interesting to hear how they interpreted information discussed
at the meeting,.
Some felt we discussed and agreed on certain topics, while others felt that the meeting was just to share information.

If staff have limited information, they may “fill in the blanks" with their own information, or interpretation of an event.
Part of the emotional intelligence model talks about “listen well, seek mutual understanding, and welcome sharing of information fully.”

After a meeting with supervisors ar staff, it may be helpful to do a “check-in" to see how others interpreted the information.
Do you know what I mean?
Be well,

Ben



The Beginning

Time for questions and dialogue
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