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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.nr0.htm

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



Number of persons who are not employed

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

Community service volunteers





Why do you volunteer?
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. 



http://www.energizeinc.com/ideas/volwk.html



Serve.gov



Because of our volunteers, 
we are able 
to______________

National Volunteer Week, April 21 – 14, 2012



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. 





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

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?

•What experiences will they gain from working at your Library?



What are the learning outcomes for your student 
assistant/volunteer positions?
Communication skills
Customer service skills
Leadership/supervisory skills
Technology (e.g. scanning, editing, spreadsheets)



Provide skills for their career path
Performance evaluation on a semi‐annual, or annual 

basis
Assess the effectiveness of your training program 

with periodic training surveys and exit interviews

“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



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? 



Work/duties/tasks to be performed

Hours per week, along with available shifts

Starting pay, if applicable 

Job qualifications 

Consider including past  work experience or references on the 
application 

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



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



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?



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?



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.



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

‐Chinese Proverb



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

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



Visual
Iconic memory – lasts a brief amount of time

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



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

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



Our patrons can check out a book, or simply borrow 
it for a little while….
Some libraries charge out books to patrons, even 

though they don’t cost anything to borrow….
You can get a citation from a Librarian, or possibly a 

police officer…
ILLiad has nothing to do with Homer, Ariel and the 

Odyssey, but actually it does!



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.



“A great leader 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. 



“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



The Veterans 1922‐1943
The Boomers 1946‐1964
Gen Xer’s 1961‐1980
Millennials 1980‐1995
Generation Z 1995‐2012
Generations at work, Executive Update, February 2001, 

http://www.asaecenter.org/Resources/articledetail.cfm?ItemNumber=13053



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

• 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. 

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

• 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. 

• 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



60 hour work week
Spirit in the workplace
Create a fair 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



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?ItemNumber=13053



Upbeat & healthy self‐esteem
Highly motivated
Committed
“Education is cool”
Socially conscious
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, 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



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







https://ithaca.illiad.oclc.org/illiad/renew%20ILL.swf

https://ithaca.illiad.oclc.org/illiad/renew ILL.swf




Evaluating Performance



"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



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.



The traditional model:
Verbal warning and review progress with volunteer
Written warning and review progress with volunteer
Suspension
Dismissal 

What is the disciplinary procedure for staff?



What do you have, in writing, to support your concern?
What documentation did the student/volunteer sign  when 

they started employment/volunteering? 



“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



Listen ‐ allow them to "clear" (vent)

Empathy – “I understand your situation”

Rephrase ‐ Restate the situation and summarize

Depersonalize ‐ Do not accuse

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



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.



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

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



Is a performance challenge due to:
Skill set?
Tools?
Attitude?

Flat tire example



Active listening
Listen for repeated words or phrases
Reframing
Ask the volunteer/student to look for alternatives
Talk about possibilities 
Create an action plan
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


• Devote 100% of our attention to what our client is saying
• 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 if it is culturally acceptable to do so

• Use verbal responses to validate the client’s feelings
• Use effective pauses/silence when there is a strong emotion
• Listen objectively and not subjectively 
• Suspend our emotions at the time
• Be aware of body language 
• Listening for emotion and the reason for the emotion
• Listen for the phrases that are repeated  
• Use “I” statements such as “I am hearing you say” or “Do 

you mean that” 

BONUS SLIDE – Effective Listening/ Active Listening







Time for questions and dialogue



Emerson, B. and Loehr, A. (2008). A Manager‘s Guide To Coaching. New York, New York: AMACOM.

Generations at work, Executive Update, February 2001,

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

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

http://www.bls.gov/news.release/volun.nr0.htm

http://www.volunteermatch.org

Lencioni, P.  (2000) The Five Dysfunctions of a Team: A Leadership Fable: San Francisco: Josey-Bass

Margie Arnold,  
Bill Hendricks, ,Nancy Kaiser, Managing the Generation Clash in your Workplace: East Bay Regional Park District, Oakland, CA
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Younger Library Staff: by  (in press)

Stone, D., Patton, B. and Heen, S. (2000) Difficult Conversations: How To Discuss What Matters Most. New York, New York: 
Penguin Books.

Tucker, D. and Mosley, S. (2008) Crash Course in Library Supervision. Connecticut: Libraries Unlimited
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