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ABSTRACT 

Challenges facing volunteer involving organisations are escalating due to the increasingly complex internal and 

external environment these organisations operate within. These challenges, to name a few, include mounting 

expectations around volunteer management, economic and socio-demographic factors effecting recruitment, 

along with increasing compliance and risk management expectations. The National Standards for Involving 

Volunteers in Not for Profit Organisations developed by Volunteering Australia promotes a model of best practice 

in the sector however many organisations are not using these standards or are not familiar with them for a variety 

of reasons. The challenge existed to develop an initiative that would simplify the implementation of the standards 

and provide the tools and support for this process. Volunteering Geelong developed the Leading with Standards 

Pilot Project to respond to this need. 12 organisations participated in this flagship project which ran over a 6 

month period, 11 completing the project. The project model included an introductory 2 day workshop, 4 half day 

follow up workshops, one on one visits to organisations, phone and email support from the Volunteering Geelong 

Training and Development Manager along with access to online and hard copy resources. This report details the 

extensive evaluation of this project via Case Studies, Questionnaires and Self Audit results. Results of the 

evaluation confirm the success and relevance of this program to the volunteer sector; this positive endorsement 

has provided the impetus to launch the Leading with Standards Program in 2010 at Volunteering Geelong.  

COMPONENTS OF THE PILOT PROJECT 

• 2 days training for the organisation’s Volunteer Manager / Coordinator providing the detail and tools 

required to implement the National Standards.  The 2 days were facilitated by Teresa Forest, a highly 

acclaimed South Australian educator and consultant. 

 

• Provision of easy to use Self Audit tools to assist with the process of reviewing the organisation’s volunteer 

management program and determining, as a first step in the project, current level of compliance with the 

National Standards. 

 

•  6 months support from the Training and Development Manager at Volunteering Geelong who assisted with 

the implementation process, based on the needs of each individual organisation.  One on one support 

included 3-4 visits to each organisation’s location to ensure understanding of need and a tailored response 
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to support implementation of the National Standards. 

 

• 4 workshops involving all participating organisations; providing the opportunity to share resources, address 

areas within the National Standards that may be challenging and access professional development based on 

identified needs. 

 

• Access to resources both online and hard copy.  The resources included templates, example policies and 

procedures, guidelines and many other documents that can be adapted to suit the needs of organisations 

 

• A Reference Group (refer to Appendix 4) appointed to provide support and guidance to Volunteering 

Geelong and the Leading with Standards project manager. 
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BACKGROUND 

In June 2009 Volunteering Geelong, with funding from United Way Geelong Region and DoCare Geelong, launched 

the Leading with Standards Pilot Project designed to support the implementation of the National Standards for 

Involving Volunteers in community organisations. The pilot, which involved 12 community organisations (Appendix 

3), has received very positive feedback from participants and Volunteering Geelong is now launching the Leading 

with Standards Program for 2010. 

The concept for the Leading with Standards Project was initially developed by Gail Rodgers, Manager of 

Volunteering Geelong, who felt that many volunteer involving organisations in the region could benefit greatly 

from introducing consistent quality standards in their volunteer programs. A unique and successful training 

program developed by Teresa Forest in South Australia also provided impetus and an example of how assisting 

organisations to implement the National Standards for Involving Volunteers can set a benchmark within a state.  

The Leading with Standards Pilot Project was designed with the aim to significantly enhance the effective 

operation of community organisations’ volunteer programs, which in turn will positively impact service delivery 

and the overall objectives of the organisation.  The Project promotes a model of best practice in volunteer 

management based on the National Standards for Involving Volunteers.  The National Standards are not 

mandatory but describe an extensive range of elements that should be considered when developing or managing a 

volunteer program. The Leading with Standards Pilot Project has been designed to assist organisations to 

implement these Standards within their own individual workplace setting. 

The National Standards were developed by Volunteering Australia (VA) through a consultation process with 

volunteer-involving organisations of all sizes and types and volunteers themselves over the course of several years.  

They have been written with the intention of protecting the volunteer, the volunteer-involving organisation and 

customer of the organisation.  Implementation and utilisation of the National Standards will ensure that volunteer 

rights are protected, their role is explicit and they work in safe and healthy environments. 

The Leading with Standards Pilot Project has been designed to demonstrate the benefits of the utilisation of the 

National Standards for Volunteering as a tool to strengthen volunteer management processes within community 

organisations. The pilot project commenced in June 2009 and continued through to February 2010. It is the 

intention of Volunteering Geelong that the Leading with Standards Program will follow on from this initial pilot 

phase and become a sustainable part of Volunteering Geelong’s core deliverables.  

THE CHANGING NATURE OF VOLUNTEERING 

The growth of volunteering within the not for profit sector over the past decade has been enormous; ABS statistics 

indicate volunteering has risen from 3.2million in 1995 to 5.2 million in 2006. The growth of the sector along with 

greater demands on organisations due to the introduction of new forms of work practice, standards, funding and 

accountability create increasing challenges. Changes in legislation around child protection, mandatory reporting, 

occupational health and safety (e.g. manual handling and food handling) require well developed quality systems. 

The next generation of volunteers – young people and those reaching retirement age – have higher expectations of 

volunteering than previous generations.  This is matched by increased competition for the volunteer’s time along 

with increased legal and reporting requirements, meaning that organisations have to demonstrate thoughtful 

preparation in their planning and execution of systems of management. The Leading with Standards Project has 

been developed to support organisations to respond to these expectations and implement best practice volunteer 

management processes.   

 CURRENT CLIMATE & BENCHMARKING 

The National Standards for Involving Volunteers has been in existence for 12 years; however it is not known exactly 

to what extent they have been implemented. VA’s National Survey of Volunteering Issues 2009 found that 49% had 

implemented (either partially or fully) the National Standards. However VA’s 2009 Review of National Standards 
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for Involving Volunteers in Not for Profit Organisations mentions that there are varying interpretations on what 

‘implementation’ actually means. Anecdotal data collected by Volunteering Geelong suggests many organisations 

in the region have little to no knowledge about the National Standards let alone what relevance they have to their 

volunteer programs. However, interest in implementing the National Standards appears to be increasing, this 

increase may be attributed to the fact that the Department of Families, Housing, Community Services and 

Indigenous Affairs  (FaHCSIA) are now requiring Volunteer Resource Centre’s (as part of the Volunteer 

Management Program (VMP) reporting obligations) to report on how they’re assisting organisations to implement 

the National Standards.  

Currently there are limited possibilities to benchmark the Leading with Standards Pilot Project. Somewhat 

comparable programs include Martin Cowling’s Volunteer Program Assessment (VPA) which includes an external 

review of a volunteer program and recommendations for improvement. Volunteering Tasmania provides a 

Volunteer Management Resource Kit for any organisation wishing to implement best practice in volunteer 

management. Volunteering South Australia delivers a very popular two day workshop on implementing the 

National Standards and also provides self auditing templates for this purpose. Other organisations such as the 

Centre for Volunteering (NSW) and Eastern Volunteers (Melbourne) run 2 hour workshops on implementing the 

National Standards; Volunteering Victoria run a 3 hour workshop – Breathe Life into the National Standards. 

These programs, though similar in their intent, do not appear to offer (with the exception of VPA) any follow up 

support to assist with implementation of the National Standards in the actual workplace; a crucial component of 

Volunteering Geelong’s Leading with Standards Pilot Project. 

EVALUATION METHODOLOGY 

Three different processes were chosen for evaluating the project incorporating qualitative and quantitative 

methods.  

• Evaluation Process 1 incorporated 4 Case Studies carried out by an external evaluator covering four 

differing organisations (Do Care Geelong, Geelong Mood Support, Uniting Care Geelong and Multicultural 

Aged Care )who self nominated to be involved with this process (Case Studies are included as Appendix 2 

and Case Study Questions – Appendix 5).  

• Evaluation Process 2 consisted of an extensive online questionnaire (Appendix 6) undertaken by project 

participants with full summary of results published in Appendix 1.  

• Evaluation Process 3 consisted of all organisations undertaking an internal audit of their program policies 

and procedures at the commencement of their project and then a second audit at the end of the project 

and reporting on the percentage increase in compliance on project completion.  

DATA COLLECTION 

The Case Studies were undertaken by an external evaluator (Jennie Turner) who was engaged specifically for this 

purpose. Jennie visited the 4 respective organisations and met with both the project participant and the CEO or 

Manager of the organisation. The online survey was developed and implemented by Leading with Standards 

Training and Development Manager, Alison Duff with assistance from Jennie. Respondents were emailed the link 

to the online survey (Appendix 6) with 11 organisations completing the survey. The internal audit was carried out 

by the same 11 project participants at the start and the end of the project with the assistance of a Self Audit 

template. These results were emailed to Training and Development Manager for collation. One organisation did 

not undertake the final evaluation as they withdrew from the project before completion due to a staff restructure 

within their organisation. 
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DATA ANALYSIS 

A preliminary content analysis of the qualitative data collected via evaluation processes 1 & 2 brought to light a 

wide range of comments, responses and suggestions. To simplify the reporting process and the readability of the 

data it was decided to arrange this data into 4 main emerging themes.  This data has been arranged in a table 

format, firstly noting data collected from the Online Survey, secondly from the Case Studies. 

The data collected via the Self Audit Results for evaluation purposes has been collated to give an average % 

increase in compliance across all organisations. This was done given that results from individual organisations, 

though a useful quantifiable measure for internal purposes, did not reflect the success or lack of success for each 

participant when contributing factors or limitations to the data were considered. 

SUMMARY OF RESULTS AND DISCUSSION 

Given the extensive array of responses to a comprehensive range of questions in both the Case Studies and online 

questionnaire, responses have been broken down into 4 key themes as follows (in some instances these themes have 

been broken down into sub themes): 

Theme 1 - Changes of practice  

Theme 2 - Process support (Project model components) 

Theme 3 - Peer support and networking opportunities 

Theme 4 - Barriers to successful implementation of project 

THEME 1 – CHANGES OF PRACTICE  

Changes in skill level 

100% of participants answered that their skills and knowledge as managers or coordinators have improved (the 

majority noted considerably) since being involved with the project.  

 

Survey respondents’ comments included “I can build on the extra knowledge I have gained to enhance the way in 

which I do things” along with “we need to know exactly what we should be doing”. Respondents spoke of “feeling 

empowered and confident” along with observing “we now have more efficient and effective management skills” or 

that they had developed more “streamlined processes”. Another respondent commented that they now “have 

more knowledge on practices regarding volunteers and ensuring work practices meet the National Standards.” 

 

Changes in structure, processes and documentation 

The majority of respondents noted that there had been improvement in the documentation and record keeping since 

being involved in the project. 

 90.9% agreed that they have made changes in practice that will improve the way documents and records are kept 

within their organisation.  

Respondents commented on how they had attempted to address gaps identified after auditing their policies and 

procedures using the auditing tool provided. For some this meant reviewing then ‘polishing’ their existing 

documentation, for others it meant starting afresh with a new policy and procedure document and for others it was a 

case of filling in the gaps identified with new or modified documentation. Some respondents commented on the 

impetus for change that this program had given them and their organisation. This change may have been in their 

documentation, the structure of their programs or even the structure of their organisation. For example, one 

Volunteer Manager is now on the Management Executive of the organisation and attributes this directly to their 

organisation being involved with the Leading with Standards project. Another participant did not have her role as a 
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Volunteer Coordinator officially recognised until she started working with the project. Similarly, another respondent is 

now participating on the Policy Development Committee in their organisation to ensure that organisational wide 

policy and procedures are relevant in a volunteer setting. 

Changes in the way volunteers are supported in the organisation  

63.6% agreed that they have changed the way they train their volunteers with one respondent commenting that “we 

are in the process of developing an ‘official’ orientation and training program that is specifically designed around each 

individual volunteer, another commented on “Increased knowledge and understanding of the importance of training 

and development of volunteers since being involved with the project.“ 

Also noted were positive changes in the way management views volunteers, one respondent noted, “Since being 

involved in the project, management now sees the importance of volunteers as a valuable resource for the 

organisation and one that needs to be treated as one would treat paid employees.” 

Another commented, “I believe that the attitude of management has shifted significantly towards the importance and 

value of volunteers.” Others considered that their volunteer program was already well supported by management, 

however one respondent commented that the project highlighted to management the importance of volunteers in 

their programs and the need to value this resource. 

A comment such as “It’s like a springboard of change” captures the feeling of many respondents who were pleased to 

see the profile of their volunteer program raised and the impetus for future change within their programs come to the 

forefront within their organisation. 

THEME 2 - PROCESS SUPPORT (PROJECT MODEL COMPONENTS) 

2 Day Workshop at commencement of project  

The initial 2 Day Workshop was well received with the majority of respondents finding the ‘9 step Project 

Management Approach’ suggested in the 2 Day Workshop important or extremely important in the delivery of their 

project.  

Self Auditing tool 

The Self Auditing tool provided as part of the project proved a valuable framework for quality benchmarking for all 

participants. It gave them a powerful tool to raise the profile of volunteering within their organisation. “They’ve given 

us a wonderful auditing tool and we would be looking at regularly auditing against those Standards, the same way we 

audit the rest of our organisation.” Along with “we needed guidelines, we needed to know exactly what we should be 

doing.” 

 Online and hard copy resources 

100% agreed that the project resources were either extremely useful or useful in the implementation of their 

project.  

Respondents comments included the ‘resources were excellent” and they “saved reinventing the wheel ” along 

with ”they were easily accessible and very informative.” 

Online chat and forum 

The reasons given for the moderate interest in using the Online chat and forum area varied from ‘I didn’t have 

time”, “I’m not confident using the computer” to “it’s not customary for me to work with online forums and chat 

areas”. However there still seemed to be an interest in keeping up to date with new technology and appreciation 

of the opportunity to experience such mediums.  
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THEME 3 - PEER SUPPORT AND NETWORKING OPPORTUNITIES 

The 4 half day workshops  

 

One of the main components of the project were the 4 half day workshops that were run throughout the project. 

Different organisations offered their venues to host workshops supporting the project in kind, whilst allowing 

other project participants the opportunity to tour their facilities. Each workshop included Professional 

Development activities delivered by Volunteering Geelong, along with guest speakers from within the group 

talking about their own areas of expertise or unique facets of their programs. A collegiate environment developed 

as participants shared their unique domain of knowledge in a supportive and appreciative setting. The workshops 

proved to be extremely well received, “there was something come out of each group...the cross-pollination with 

such a diverse group was really useful and interesting”, along with” Because I am a lone worker it was great to 

discuss issues with people who really understood our issues. It was a great support, learning from each other, not 

reinventing the wheel.” 

 

‘One on One’ individual support by Project Manager 

Participants were visited on 3-4 occasions to check on their progress and for the Training and Development 

Manager, Alison Duff,  to familiarize herself with the organisations setting and to provide assistance if required. 

90.9% strongly agreed or agreed that the ‘one on one’ visits assisted with the implementation of the project. 

Comments from respondents included that the visits ”kept them on track”, that it was “good to get personalised 

feedback” and “they kept the motivation going.” Another Case Study respondent said “Alison came here and her 

support was invaluable. When feeling overwhelmed she’d bring you back in and we’d go over the goals and aims 

again.” Also, these visits proved extremely valuable for the Training and Development Manager as she was able to 

see firsthand how each unique organisation operated its volunteer program, so that tailored support could be 

given. 

Support was also provided via phone and email and was appreciated by respondents “just having people at the 

other end of the telephone or email” was seen as valuable assistance. 

THEME 4 - BARRIERS TO SUCCESSFUL IMPLEMENTATION OF PROJECT 

A recurring comment was the lack of time and the frustration that resulted in respondent’s lack of ability to focus on 

project deliverables due to everyday business that needed attention. Some respondents were able to devote time and 

effort solely to the project and this reflected in them meeting goals that were set at the beginning of the project.  

Organisations where there was resource support and support of management were usually able to instigate significant 

changes, whereas a small number were frustrated by minimal support and interest within their own organisations and 

had to modify their short terms goals accordingly.  

An interesting comment was made about the fact that the National Standards for volunteering are not mandatory 

therefore they may not be given the priority within an organisation when compared to mandatory quality system 

requirements. 

INTERNAL AUDIT RESULTS SUMMARY 

At the start of the project all participants were asked to undertake an internal audit using the audit tool provided. 

On completion of the project the 11 organisations were asked to revisit this audit tool and undertake another audit 

and provide the % increase in compliance since the project was initiated. Respondents submitted increases ranging 

from 5.2% to 56%, with an average of increase in compliance of 25%. 

A point of note however is that the respondent that provided the 5.2% increase figure, noted also that this 

increase in compliance was from 94.8% at the start of the project to 100% at the end. Another respondent who 
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estimated an increase in compliance by 50%, commenced the project without an existing Volunteer Handbook, the 

development of a new Volunteer Handbook contributed considerably to the 50% increase.  

The comparative measurement figure was originally designed to provide quantitative data and measure success or 

lack of, however it is important to consider that all organisations involved in the pilot operated considerably 

different programs, had considerably varied staff resources and skill level, along with varied starting points. For 

example, two organisations were setting up new volunteer programs; others had fulltime staff to work on the 

project along with back up staff resources such as a Quality Department or Human Resources personnel. Another 

was a lone worker with an extensive position description, coordinating volunteers being a small part of her role. 

These factors must be kept in mind when considering the range variation in compliance increases.  

WHAT COULD BE DONE DIFFERENTLY IN THE FUTURE  

Though the project has proved to be an outstanding success from many perspectives there are still facets that 

could be improved in the future to ensure continuous improvement. Some suggestions were collected in feedback 

from Case Studies and Questionnaire and others are observations from the Training and Development Manager 

and Reference Group participants. The following are points that will be considered as the Leading with Standards 

project progresses from its Pilot phase: 

• The value in providing a mechanism for ongoing contact for the current group, also, the possibility of 

using members of this group to speak to new groups and share their experiences. 

• The lack of time available to take on extra tasks made it difficult for some participants to achieve the short 

term goals set at the start of the project; this sometimes meant that goals had to be modified.  This factor 

could also suggest that an abridged version of this project may also be required for time poor participants 

who have minimal time for networking activities.  

• Success requires support from management. Gaining high level support at the start of the project is 

imperative and this support needs to continue throughout the life of the project. 

• The need for planning tools to assist an organisation to prioritise tasks according to high need areas and 

provide guidance and direction for both the participant and the Leading with Standards Training and 

Development Manager. The provision of a template (Action Plan) or a starter kit for participants and a self 

monitoring checklist for between meetings could be helpful. 

• The evaluation process did not delve into whether there were noticeable improvements in specific areas 

such as volunteer recruitment, volunteer satisfaction etc. This was not an area covered in the evaluation 

due to the fact that many organisations had only just started to implement changes and it was too early 

to determine what impact these changes had made to the programs. Also, feedback suggested that 

recruitment numbers were not always an adequate measure of success or lack thereof and that other 

measurement indicators could be considered for future programs.  

CONCLUSION 

The findings of these evaluation processes has informed Volunteering Geelong of ideas on how to ‘tweak’ the 

Leading with Standards program and provide invaluable positive feedback that confirms the need for such a 

program. The results also confirm the success and relevance of the program within the volunteer sector. Important 

messages have emerged from the findings: that volunteer organisations require a framework to develop a quality 

volunteer program, that the National Standards for Involving Volunteers are the relevant tool for building this 

framework, that organisations require guidance and support to undertake this somewhat daunting task, along with 

tools to simplify and assist with this process.  

Data collected for the purpose of this report along with anecdotal data suggests that many organisations in the 

region find that confronting the task of establishing adequate policies and procedures quite daunting. Some larger 

organisations already undergo regular external audits and therefore have a sound document base to assist them 

becoming compliant with the National Standards. For other organisations the task is overwhelming, and 

consequently can be ignored or put in the ‘too hard basket’. Reasons for this can be: lack of staff resources to take 
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on new activities, lack of available funds to pay for Professional Development opportunities, lack of understanding 

around the National Standards and their relevance to an organisation.  Though the National Standards for 

Involving Volunteers are not mandatory they are underpinned by mandatory obligations such as the Occupational 

Health and Safety Act 2004. Organisations not providing adequate policies and procedures may risk damage to 

their reputation and legal action. Programs such as Leading with Standards provide the ideal opportunity to tackle 

the task of progressing toward implementation in a supported, flexible and encouraging environment. 

The model developed by Volunteering Geelong to deliver the Leading with Standards Pilot Project has proved to be 

very successful. The two day start up workshop, delivered by Teresa Forest from South Australia, proved to be a 

great launching pad for the project. The support, networking and professional development opportunities 

provided in the workshops were also critical to the success of the project. The ‘one on one‘ visits provided most 

participants with the incentive to stay on track, and for the Training and Development Manager, the opportunity to 

learn first hand about each unique organisation and therefore able to tailor support accordingly. Another point of 

note was that the Self Auditing tool provided by Teresa Forest was integral to the delivery of the program.  

The online resources were of value to participants familiarising them with best practice in the sector; whereas the 

online forum and chat area was of limited value. This factor however, reinforces the importance of providing 

opportunities to meet in person – networking opportunities being a key success factor for all participants. Also, it 

must be noted that the enthusiasm for meeting personally (as reinforced constantly throughout data) to exchange 

information and network does not appear to be diminishing in spite of technologies that are designed to surpass 

this requirement. Volunteer Managers and Coordinators relish the chance to communicate with like minded 

professionals in a supportive environment. The opportunity to discuss in detail issues along with their potential 

solutions, to share their domain of knowledge and experiences  and to build relationships with other volunteer 

organisations have all been seen as major benefits of participating in the Leading with Standards Pilot Project. 

For project participants, individual project outcomes varied immensely according to the resources available within 

their organisation: such as, how much time they could devote to the implementation of the National Standards, 

their starting point at the beginning of the program, the support available within their own program and the 

support available from management to implement the National Standards in their workplace. One respondent 

commented “My hours have now been increased to 10 hours a week so I can get a little more work done”, one can 

only imagine how difficult it must have been to take on extra tasks such as participating in the Leading with 

Standards Pilot Project for this participant, still this organisation achieved an immense amount given such limited 

resources. This point is also supported by findings from the Review of National Standards for Involving Volunteers 

in Not for Profit Organisations that found an organisation’s ability to adhere to the National Standards was 

‘dependent on the physical and material resource base of an organisation’. However, all organisations involved in 

the Leading with Standards Pilot Project achieved significant headway in their journey towards implementing the 

National Standards with the majority having long term goals clearly laid out along with the appropriate skills, 

knowledge and tools to continually improve their compliance with the National Standards for Involving Volunteers 

in their organisations. 

Summing up, as one respondent commented “Volunteering Geelong has set a benchmark for the State, they’ve 

taken something and run with it without being told to do so”, a heartening and positive endorsement to launch the 

Leading with Standards Program in 2010 and to create a sustainable program that supports volunteer involving 

organisations well into the future. 
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 RECOMMENDATIONS 

The results of this evaluation reinforce the worth and need for such a program as Leading with Standards in the 

volunteering sector. The pilot has responded to an unmet need and provided a valuable example of what can be 

achieved with dedicated resolve and resources.  The following are recommendations for Volunteering Geelong to 

consider moving forward. 

• Source ongoing funding and support (beyond United Way’s seed funding) to continue offering the Leading 

with Standards Program at an affordable rate 

• Continue promotion of the National Standards to assist in creating awareness of same, therefore instilling 

a greater understanding about the benefits of implementation not to mention return on investment 

gained by participating in programs such as Leading with Standards. Without programs such as Leading 

with Standards there remains glaring issues of non-compliance and exposure to risk that can leave well 

intentioned volunteer programs highly exposed. 

• Adapt the Leading with Standards model to suit the needs of totally voluntary organisations, organisations 

with minimum funding and resources and smaller organisations whose staff are time and resource poor. 

• Explore potential to develop programs around existing networks (perhaps within LGA’s, Volunteer 

Resource Centres, Neighborhood Houses etc) or homogenous groups such as within Aged Care or 

Disability sector.  

• For future programs, develop a longitudinal study that continues beyond the life of the project to 

determine increase or decrease in performance indicators such as ‘volunteer satisfaction’ or ‘client 

satisfaction’ of participating organisations’ volunteer programs. 

• Provide networking and peer support opportunities for past participants of the Leading with Standards 

program, this could take the form of an Alumni or Community of Practice. 

•  Continue to utilise and promote online collaborative capacity thereby exposing and encouraging not for 

profits to engage in or explore such mediums which are being increasingly being employed in this sector.  

• Lobby Federal and State Governments to acknowledge the need for increased support and resources for 

management of volunteers. 

• Explore potential for development of a transferable Leading with Standards model that could be 

replicated throughout the State. 
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APPENDIX 1 – RESULTS BY THEMES 

THEME 1 - CHANGES OF PRACTICE (SKILL ENHANCEMENT, RAISED PROFILE OF VOLUNTEER 

PROGRAM ETC) 

 

Survey Questions Reponses 

Training and 

Development  

Part A - Has there 

been a change in the 

way you train and 

develop your 

volunteer team since 

being involved with 

the Leading with 

Standards project? 

Part B - Have your 

skills as 

manager/coordinator 

of volunteers 

improved since being 

involved with the 

project? 

Part C - Has your 

knowledge and 

understanding of best 

practice within the 

volunteer sector 

improved since being 

involved with the 

Leading with 

Standards project? 

 

Part A - 63.6% said that they had changed the way they train and develop their volunteer team since 

being involved with the Leading with Standards project.  

Part B - 90.9% commenting that their skills as a manager of volunteers had improved since being involved 

with the program.  

Part C - 100% said that their knowledge and understanding of best practice within the sector had 

improved. 

Comments on the changes in the way project participants train volunteers, improvement in their skill 

set along with improved knowledge of best practice in the sector (Part A, B and C)included the 

following: 

• I now have improved orientation processes and handbook content along with more ideas about 

managing volunteers. Before doing the project I didn't know about the best practice standards 

even though the program we'd established were consistent with most of the components. 

• We are in the process of developing an ‘official’ orientation and training program that is 

specifically designed around each individual volunteer.  The volunteers will have ongoing 

support and supervision and hopefully will be linked into relevant training to better develop 

their skills for their roles within the workplace, and also within the greater community. 

• A more structured approach has now been developed. 

• We haven't as yet made any changes to our training but we will be working on this over time.  I 

guess I have learnt a lot more that I will apply in the training and development of our 

volunteers. Also, it is now easy to identify with the Standards and items of best practice that we 

are more focused on now. 

• It has been valuable to participate in discussions with other volunteer co-ordinators about issues 

specific to our roles. 

• The project has highlighted a number of areas such as reward and recognition, regular feedback 

to volunteers and opportunity for training to maintain and improve volunteer skills. 

• Increased knowledge and understanding of the importance of training and development of 

volunteers along with the rights and responsibilities of both parties. 

• Having completed the Leading with Standards project I now feel I have the confidence to 

address and talk about our current practices and bring attention to relevant matters at staff 

meetings and my fortnightly meetings with our CEO. 
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Participants were 

asked to Agree or 

Disagree with the 

following statement: 

Since being involved 

with the Leading with 

Standards project we 

have made changes in 

practices that will 

improve the way 

documents and 

records are kept 

within our 

organisation. 

90.9% Strongly agreed or Agreed that they have made changes in practice that will improve how the way 

documents and records are kept within their organisation. 

 

 How have your 

practices changed in 

the area of 

Recruitment, Selection 

and Orientation? 

• Tightened procedure. Actual practices probably won't change much on the ground. 

• Recruitment policies and procedures for volunteers have now been developed and endorsed by 

Management. 

• Mostly stayed the same as we mainly recruit from within our own organisation. However, we are 

now sourcing some volunteers from the greater community to help facilitate the running of some 

programs that may be too much of a stretch for our volunteers. 

• Policies have been updated to include more information. 

• New policies and procedures are in the process of being established. 

• We have identified that we have procedures but need policy clarification. 

• There is now better emphasis on outlining what is required of a volunteer. 

• Development of Position Description, conducting an interview, implementing a probationary period. 

• I'm clearer about our recruitment practices, making sure our practices match up with our policies.  

How have your 

practices changed in 

the area of Selection 

policies and 

procedures? 

• Paperwork more explicit now. Actual practices probably won't change much on the ground. 

• These are being developed. 

• Mostly stayed the same as we mainly recruit from within our own organisation.  However, we are 

now sourcing some volunteers from the greater community to help facilitate the running of some 

programs that may be too much of a stretch for our volunteers. 
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• Policies have been updated to include more information. 

• Selection policies and procedures are now in the process of being established. 

• Identified we have procedures but need policy clarification. 

• Development of new position descriptions for volunteers. 

• In the area of Referee checks and Police Checks. 

How have your 

practices changed in 

the area of orientation 

policies and 

procedures? 

 

• Identified where the changes will be made, with additions to the program and updating the volunteer 

handbook. 

• These are also being developed. 

• Has changed dramatically as previously we had no ‘official’ orientation program, nor did we have a 

volunteer handbook. 

• Reviewed orientation policies and made positive changes. 

• Still working on but they will be more detailed. 

• Orientation policies and procedures are now in the process of being established. 

• Are now in line with staff policies and procedures. 

• Project has provided impetus to commence a review of the orientation program. 

• New Confidentiality Agreement and Volunteer Checklist. 

• We currently induct volunteers in our agency once a year - this will need to change. 

Has your knowledge 

and understanding of 

best practice within 

the volunteer sector 

improved since being 

involved with the 

Leading with 

Standards project? 

• 100% of participants answered that their skills and knowledge as managers or coordinators have 

improved (the majority noted considerably) since being involved with the project 

 

How has the attitude 

of management 

towards the 

importance and value 

of volunteers changed 

since being involved 

with the project?  

•  Has always been 100% supportive of volunteers valuing their input to the organisation and quality of 

life of residents. 

• Since being involved in the project, management now sees the importance of volunteers as a 

valuable resource for the organisation and one that needs to be treated one would treat paid 

employees. 

• I believe that the attitude of management has shifted significantly towards the importance and value 

of volunteers.  Management is being supportive in funding the institution of ‘social 

networking/occasions’ for the volunteers with each other on a periodic/semi-regular basis.  

Management is also supportive in implementing the orientation and training of our current 

volunteers. 

• There has always been a high importance placed on volunteers - however this project has helped to 

clarify how we as an organisation can help provide a workplace that is valuable for them. 
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• Changed little, the volunteer program was already well supported by management. 

• Volunteers are always welcome and appreciated. 

• management are already supportive of the program. 

• While managers have indicated a desire to be part of the project it has highlighted for them areas 

that need change to improve how we value our volunteers and the work they perform. 

• Since our new CEO has come on board a volunteer coordinator position has been created. I now 

have my own office, I have a job description. Priority has been given to recruitment of volunteers as 

our agency relies on volunteers to run our programs. 

Considering your 

involvement with the 

Leading with 

Standards project, 

what do you see as 

the most significant 

benefits to your 

organisation in 

relation to: your 

volunteers  

• They will have a new handbook and improved job descriptions. 

• Volunteers will be treated as valued participants of the organisation, rather than 'just volunteers'. 

• Support, supervision and training. 

• More structure, direction, training and involvement. 

• Improve documentation and communication (eg. introduction of Newsletter). 

• They will benefit from improved systems, policies and practices over time. 

• being able to give them specific guidelines. 

• Their needs are better met. 

• Learnt how other organisations relate to their volunteers. 

• Protection of workplace rights, simple, concise volunteer handbook to refer to. 

• A coordinator position has been created to recruit more volunteers. 

Considering your 

involvement with the 

Leading with 

Standards project, 

what do you see as 

the most significant 

benefits to your 

organisation in 

relation to: yourself 

and your works 

practices 

• Audited volunteer program against National Standard.s 

• More knowledge on the practices regarding volunteers and ensuring work practices meet the 

Standards. 

• Better time management and lots of personal growth! 

• More direction, focus and understanding of systems. 

• Clearer, structured framework. 

• I can build on the extra knowledge I have gained to enhance the way in which I do things. 

• More confidence in creating documents. 

• Built confidence. 

• A desire to improve how volunteers can be recognised for the work they have undertaken. 

• Raised awareness of issues, importance of reviewing policies. 

• I have one job now , it's specific. 
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Considering your 

involvement with the 

Leading with 

Standards project, 

what do you see as 

the most significant 

benefits to your 

organisation in 

relation to: the 

organisation you work 

for 

• Meeting National Standards for Volunteers in Not for Profit Organisation. 

• The organisation, as a whole, now understands the value of volunteers and the necessity for policies 

and procedures in regard to volunteers. 

• Happier and more motivated volunteers. 

• More focus and continual development. 

• Best practice is a strategic goal of the organisation. 

• We can now say that we are actively implementing the National Standards in Volunteering. 

• New skills. 

• Focus on best practice, reduce risk. 

• Opportunity to lift the profile of the organisation among other participating organisations. 

• Keeping up with best practice, partaking in pilot project,networking. 

• For the organisation to be more sustainable we need more volunteers. 

Considering your 

involvement with the 

Leading with 

Standards project, 

what do you see as 

the most significant 

benefits to your 

organisation in 

relation to: the 

programs you manage 

 

• Another quality area that will now be regularly audited. 

• Happier and more motivated volunteers. 

• More awareness of needs, program speciality and options for volunteers. 

• More efficient and effective management. 

• They will benefit from being more systematic. 

• New skills. 

• Streamlined processes. 

• The Leading with Standards project has highlighted a number of deficiencies that will be addressed 

over time. 

• Volunteers are vital to our programs, it’s important to have best practices to manage and look after 

our most important asset - our volunteers. 

Can you identify any 

significant changes 

made to your program 

and work practices 

since being involved 

with the program? Can 

you list the three most 

important? 

 

• Introducing a volunteer service audit. 

• Awareness of the value of volunteers and the need to recruit appropriately. Development of policies 

and procedures in relation to recruitment and retention of volunteers. 

• Development of Volunteer Handbook. Development and implementation of orientation and training.  

Development and broadening of scope of roles for volunteers within the organisation. 

• Continual development. Role identification & job descriptions. Updated Policies & Procedures. 

• Communication newsletter. The formation of the Volunteering Committee. Update of all 

documentation. 

• Documentation has been updated to be more current  Filing and treatment of confidential records 

has been upgraded  The National Standards have given us a lot more direction on things to focus on. 

• Now refer to the National Standards for guidance when proposing change, best practice = the 
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National Standards and in the long term saves time. 

• Updated the Volunteer position descriptions.  Commenced changes to the volunteer orientation 

program.  Introduced changes to Policies and procedures documentation. 

• The position of a volunteer coordinator has been created  The job is now concentrated on adopting 

the National Standards I only wear one hat now. 

Case Study 

Questions 

Responses 

Why did you see the 

need to participate in 

the Leading with 

Standards Pilot 

Project? 

• Because we have a program in place it doesn’t mean we can’t get better. We didn’t have any quality 

parameters around it really. It was a bit loose. So it was an opportunity for us.  

• We’d been tightening it progressively but not against any particular standards and this project 

offered the opportunity to do that. 

• The organisation was very good at giving out but not too good at shoring up and maintaining its own 

infrastructure, investing in its own people, so this was a way to do it.   

• It gives us another lever to start to think about how we comply or don’t comply in a whole range of 

areas and it’s putting the people, our main resource, at the centre. 

• We’ve always had the same philosophy, just hadn’t had a lot of the structure and having someone 

dedicated to doing that. It’s a natural progression.  

What aspects of the 

Project particularly 

appealed to you? 

 

• It’s benchmarking us, it’s making sure we were best practice, that we could confidently say that in 

everything we do we benchmark ourselves.  

• We needed guidelines. We needed to know exactly what we should be doing.  

• We weren’t broken and so we probably went into it thinking we can help, we can contribute, but 

also, we can learn. 

In what ways has your 

own approach to 

leading and managing 

volunteers changed 

since participation 

• We’ve got much better stats now and we realise we had to collect this data. Again, we had this set 

up but didn’t have the clout behind it which is there now. 

• One of the people in the group had a better way of doing police checks and we’re going down that 

path for volunteers and staff and that will save us significant time and money.  

• We’ve got the National Standards now, they’re a backup, they’re a direction, this is the way we 

should be going, giving confidence. There’s something there – ‘the bible’. 

• The thing we immediately have to do is elevate volunteering to a professional level – that level of 

total respect. 

In what ways has 

engagement with the 

project made a 

positive difference to 

your organisation and 

its volunteers? 

• It was like a springboard of change. 

• Tighter policies and procedures, more focus on the National Standards, risk mitigation. 

• What it’s done is highlight some of the aspects that I hadn’t necessarily concentrated on before. 
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What were the 

unexpected outcomes 

(both positive and 

negative)? 

• It was just hearing about some of the other organisations, thinking we knew about what was out 

there for social and welfare services, and finding so many other things. 

• A higher profile for volunteers. Even though we view the volunteers as so important there’s now 

another importance with it - they’re important enough to have Standards. 

Why did you see the 

need to participate in 

the Leading with 

Standards Pilot 

Project? 

• There was a recognition that we needed to support our volunteers. We were doing that but we 

needed to pick up the game a bit on some of aspects such as training programs.  

• For a long time we had wanted to look at some sort of structure for dealing with our volunteers. This 

link with the National Standards was a good way. 

What do you believe 

has been the overall 

Project’s greatest 

accomplishment? 

• Reiterating to organisations just how important the volunteer role is. 

• Just raising the profile of volunteering. 

 

THEME 2 - PROCESS SUPPORT (PROJECT MODEL COMPONENTS) 

 

Survey Questions Responses 

Considering the '9 step Project 

Management Approach' 

suggested at the 2 Day 

Workshop, rate the steps 

according to their level of 

importance in the delivery of 

your project.  
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Did you find the project 

resources (hard copy and 

electronic) useful for the 

implementation of your 

project?  

 

100% agreed that the project resources were either extremely useful or useful in the 

implementation of their project 

Comments included: 

• Have to admit I didn't use the on-line stuff much once I'd got going on what I was doing. But 

having the resources is very useful - seeing what others have done saves reinventing the 

wheel. 

• As we have a very basic policy document, I have drawn on all of the project resources in some 

capacity to help guide and develop the Volunteers Handbook and also critique and audit the 

current overall policy document of our organisation. 

• Great tools. 

• I have used several of the project resources and will continue to use them in the future. They 

were easily accessible and very informative. 

• Helped in the fact that you didn't have to 'reinvent the wheel' 

• It is an incredible boost to have the information so easily accessible. 

• Yes as a visual person I interpret, and therefore can plan better, after seeing something. 

Viewing different approaches of P&Ps was inspiring in that I didn't feel I had to conform to a 

prescribed finished product that may not have met my organisations’ requirements. I saw an 

example that met these needs, I liked its simplicity and molded it accordingly. 

• The resources were excellent. 

How useful was the online 

forum and chat facility?  

63.6% said that at they found the facility useful or somewhat useful with 36.4% commenting that it 

was not useful. Comments included: 

Comments included: 

• Even though I didn't use it, it's a useful tool to have. Every person works differently and I didn't 

really have the time to spend using it. Sort of wish I had because it was a good introduction to 

the technology. But time defeated me. 

• I ticked not useful for this one...  I am afraid I did not have a chance to use this resource as I 

am very time poor at work! 

• Not a user friendly site and wasn't used by many. 

• I personally didn't use it as time just hasn't allowed me to have time to experiment. 

• I didn't make use of - but nice to know that other support is there 

• I like having it but did not use it frequently. 

• I honestly forgot to access this facility the past six months. It is not customary for me to work 

with on line forums and chat rooms. Therefore I did not think to access it. I also had a problem 

with gaining access via my password which made it more troublesome. 

• I am not confident in my computer skills and did not like using this facility. 
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Case Study Questions Responses 

What aspects of the Project 

particularly appealed to you? 

• To have the resources is vital and how Alison set that up was really useful. But people must do 

the work of discovery themselves. What works for one, doesn’t for another.  

What do you hope to achieve 

in the future in relation to the 

Standard? 

• They’ve given us a wonderful auditing tool and we would be looking at regularly auditing 

against the National Standards, the same way we audit the rest of our organisation.  

What were some of the issues 

you hoped to address by 

participating in the Project? 

• In our sector we have to go through an accreditation process so the National Standards for 

volunteers combine well with these. There are things that are common, such as bullying and 

elder abuse. 

What worked for you and 

why? 

• The time and effort put in is very rewarding and you do get some of the benefits out of the 

National Standards document and the audit tool. It’s in a style that you can easily pick up and 

use. 

What do you believe has been 

the overall Project’s greatest 

accomplishment? 

• It was over the year so it wasn’t just two sessions and then you’re left by yourself. 

 

 

THEME 3 - PEER SUPPORT AND NETWORKING OPPORTUNITIES 

 

Survey Questions Responses 

Were the workshops of 

value to you and did they 

provide relevant and useful 

support?  

 

 

90.9% strongly agreed or agreed that the workshop provided relevant and useful support 

Comments included:  

• There was something important came out of every group. Not always restricted to the area of 

volunteers, but the cross-pollination with such a diverse range of organisations was really useful 

and interesting. 

• Gained support and renewed enthusiasm and motivation when sometimes a little overwhelmed.  

Was especially helpful to network with workers from the other participating organisations to see 

how they dealt with stumbling blocks and time management. 

• Some of the extra content eg IT, social media was interesting.  The workshop model could have 

been improved with a buddy system, linking the smaller and larger organisations. As the project 

progressed the sharing between organisations was beneficial. 

• Great forum to share thoughts and ideas and bring up items of general interest to all. Great 

group to work with guess this made it even better and had the group not got on quite as well 

may have impacted on how deep we managed to get with discussions and how much we 

achieved. 

• Was able to see that not necessary to have everything in place immediately - but could be a work 

in progress 

• Because I am a lone worker it was great to discuss issues with people who really understood our 

issues. It was a great support. Learning from each other, not reinventing the wheel. 

• The workshops provided the opportunity to discuss the practical applications of the Standards in 
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each of the participating organisations. 

• Felt the workshop was very comprehensive and gave a good overview of potential outcomes. Did 

feel overwhelmed until I discussed with other attendees/trainer what I believed was achievable 

for me/my agency based on my organisations current scope for volunteers and my resource 

constraints. 

• The workshops were fantastic, kept me on track. Provided great networking opportunities and I 

felt that I wasn't on my own. Great to hear what other agencies were doing and a good place to 

share information and strategies. 

To what extent do you 

agree that the 'one on one' 

visits assisted the 

implementation of your 

project goals? 

 

90.9% strongly agreed or agreed that the ‘one on one’ visits assisted with the implementation of the 

project. 

Comments included:  

• Just part of keeping me on track - and important. 

• Alison has always been an absolute pleasure to deal with.  I have gained a lot of support and 

guidance on how to address problems and helped with feedback on the development of the 

Volunteers Handbook. 

• The visits were very useful and I appreciated the time that was given and the information shared. 

• We communicated our achievements with the Standards implementation at these one-on one 

visits. 

• Good to meet with Alison and get some assistance when required and to keep the motivation 

happening. 

• Visits were very much appreciated as 'I couldn't have got started on my own'. 

• Alison conducted a discussion that lead to an action plan. she was able to speak generally or 

work on something specific. 

• The visits provided an opportunity to see how other organisations sought to implement the 

Standards. 

• Good to have personalised feedback and suggestions offered. Good for clarifying where I was at 

and stopped me from going off on tangents.  Felt more comfortable raising issues one on one 

especially as my organisation is a small agency with no volunteers compared to the larger orgs 

involved. Reset my goals after each visit - bite size chunk thing! 

• Alison was fantastic, she steered me in the right direction. She was very supportive and helpful in 

providing resources and I know I can contact her when needed. The visits gave me the direction 

on where to go next. Would have been good to have some planning strategies - outline what I 

think I could do next - and to have done by next visit. A planning sheet would be useful as I feel I 

could have done with some more structure at the beginning. 

Case Study Questions Responses 

Why did you see the need 

to participate in the 

Leading with Standards 

Pilot Project? 

• To be connected with what’s happening in Geelong. It’s a partnership thing, Volunteering 

Geelong need our support and they’ve helped us at various times.  
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What aspects of the Project 

particularly appealed to 

you? 

 

• There’s so much that we’ve got from these groups – the small things. It might not be setting our 

service up, we’ve got a lot of that there already, but it was adding value to it.  

• Sharing is a part of it too. We’ve done something and we can tell you about some of the things 

we’ve done.  

To what extent have you 

actually achieved the goals 

you originally set for your 

organisation as part of this 

Project? 

• Our goals to learn, to network, to see what we could gain as an organisation and we believe 

we’ve achieved in all those areas. 

• Just having people at the other end of the telephone or email, and we’ve contacted each other 

about various things. 

What worked for you and 

why? 

• It’s the networking and the general communication with other organisations. 

• The networks that we have established have been quite amazing really and sharing resources. 

• The possibility of ongoing contact with the current group and hopefully the opportunity to use us 

as a network for the new group. 

• The workshops were just awesome, seeing where the other organisations were and the shared 

resources. We all re-energised each other.  

What were the unexpected 

outcomes (both positive 

and negative)? 

• It was the individuals and what they brought to it that was just fabulous. 

 

What do you believe has 

been the overall Project’s 

greatest accomplishment? 

• Bringing together a group of people from various organisations. What we’ve gone away with now 

is a strong desire to continue the working relationships.  

• Getting together with other professionals because in an agency like this with a small staff you 

don’t often get to share your work. 

What changes would you 

recommend to enhance the 

design and implementation 

of the overall Project? 

 

• Really though it was perfect. Wouldn’t want to meet or have any more workshops than we had. 

It was enough to keep us motivated, to keep us connected. 

• Alison kept us informed and the website was utilised because of the resources on it, which is 

fabulous.  

THEME 4 - BARRIERS TO SUCCESSFUL IMPLEMENTATION OF PROJECT 

 

Survey Questions Reponses 

Were there any 

difficulties/barriers in being 

involved with the Leading 

with Standards project? If 

so were you able to 

overcome them and how? 

• Just putting aside the time to attend and then do the work required - not because it was a 

volunteer project, but because that's the nature of working part time and there's always more 

work!! 

• TIME!!!  My hours have now been increased to 10 hours a week so I can get a little more work 

done. 

• Time, commitment and personal overload made it difficult for me to put in to the project this 

year - I enjoyed all the sessions that I was able to get to and appreciated Alison's help and 

encouragement. 

• No, well supported by our management, both in time and resources. 
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• As mentioned earlier the main difficulties and barriers for me was lack of assistance and lack of 

time but I have persevered when many would have just bailed out and I am committed to 

continuing the work on this. 

• Not having to prioritise the Leading with Standards project above other work, unlike other audits 

the agency prioritises the process but internal ones do not carry the same weight. 

• The major difficulty was the time factor and being able to manage the daily tasks while still 

remaining focused on the Leading with Standards project. 

Case Study Questions Responses 

What didn’t work and why? • The ability to put the time and effort into it and this came out in the meetings. 

What changes would you 

recommend to enhance the 

design and implementation 

of the overall Project? 

• One of the difficulties has been the time required and everybody has said that but it’s also a bit 

about how people manage their time and if they see it as an important part of their work. 

 

 



26 | P a g e   

© V o l u n t e e r i n g  G e e l o n g ,   

L e a d i n g  w i t h  S t a n d a r d s  P i l o t  P r o j e c t  E v a l u a t i o n  R e p o r t ,  2 0 1 0  

 

APPENDIX 2 – CASE STUDIES  

Case Studies have been chosen as part of the evaluation process as they allow for the opportunity to reflect on the 

unique nature of the organisation, the types of challenges it may face and the unique way in which it has 

participated in the program. Organisations were asked to nominate themselves to take part in a case study about 

their involvement with the program. The Case Studies were undertaken by Jennie Turner in February and March 

2010. When selecting the 4 organisations to take part from the list of nominees, Volunteering Geelong gave 

consideration to size, internal support structures within the organisation, the number of staff dedicated to the 

project and the sector within which the organisation operated. 

Volunteering Geelong would like to thank the four organisations for kindly agreeing to participate in the Case 

Studies and so generously giving of their time to share their valuable experiences. 

MULTICULTURAL AGED CARE SERVICES (MACS) 

 

Case Study interview with Joy Leggo, CEO and Brenda Harrison, Deputy Director of Care. 

Multicultural Aged Care Services (MACS) is a fully accredited facility and its mission is to care for elderly people 

from cultural and linguistically diverse backgrounds in the Geelong region. MACS have a vibrant volunteer program 

that adds to the variety of culturally focused activities for all residents.  

Why do you have volunteers and how do volunteers support your organisation? 

• We need to direct funding to meet the real direct care needs but it’s the extras that are really important. 

It’s the social interaction, the cultural links and the language that is so vital. 

•  It’s bringing the volunteers in that understand maybe how that person’s feeling and be able to 

communicate that through language. 

•  It is also a way for us to get our message out to the wider community. So the volunteers indirectly are 

marketers for us as well. 

• It’s a good public relations thing to do.  

• Our program developed informally over a long time and focused on the residents. It wasn’t about dying 

and it was about keeping them engaged.  

• People had something to look forward. Maybe unexpected even. 

How are your volunteers viewed by your managers and staff? 

• As an integral part of the organisation. 

• Observing three volunteers and five staff members interacting at the lunch table recently, you wouldn’t 

know if they were a volunteer or a staff member. 

• There is no doubt that at times there are issues like in any workplace and the issues tend to be with 

personalities rather than one of staff and volunteers.  

 

Why did you see the need to participate in the Leading with Standards Pilot Project? 

• To be connected with what’s happening in Geelong. It’s a partnership thing, Volunteering Geelong need 

our support and they’ve helped us at various times.  
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• Because we have a program in place it doesn’t mean we can’t get better. We didn’t have any quality 

parameters around it really. It was a bit loose. So it was an opportunity for us.  

• We’d been tightening it progressively but not against any particular standards and this offered the 

National Standards to do that. 

What aspects of the Project particularly appealed to you? 

• It’s benchmarking us, it’s making sure we were best practice, that we could confidently say that in 

everything we do we benchmark ourselves.  

• We are an accredited organisation under the age care standards. These don’t talk about volunteers except 

that volunteers have to be police checked. 

• We needed guidelines. We needed to know exactly was we should be doing. . 

• Even if we could tick every box it didn’t matter. With the group, you can always learn something from 

somebody. 

• There’s so much that we’ve got from these groups – the small things. It might not be setting our service 

up, we’ve got a lot of that there already, but it was adding value to it.  

• Sharing is a part of it too. We’ve done something and we can tell you about some of the things we’ve 

done.  

How well do the National Standards for Involving Volunteers fit your organisation? 

• Absolutely fine. No concern with the Standards and the points in them. The first thing we did was a basic 

audit against them and identified a few areas where we needed to focus. 

Where were you at the start of the Project in relation to compliance with the National Standards? 

• Well over 80%. We’re pretty well organised in terms of policies and procedures. The project meant that 

we could find out what else we can do.   

• We didn’t know that there was a set of rights and responsibilities for volunteers but implicitly they were 

integrated into our job descriptions and such like. 

• Volunteers were already signing a contract before the project but we’ve been able to tighten it up. It’s 

putting the icing on the cake. 

What were some of the issues you hoped to address by participating in the Project? 

• I think we can look at it from a risk management viewpoint. There could be a risk that a volunteer is not 

appropriately orientated or informed etc. 

• Boundary issues discussed at the workshops. Where it gets fuzzy and one thing overlaps another.  Teresa 

Forest had gathered resources and we had access to those.    

• The information that was the most help was the Royal Flying Doctor Service documentation. It was 

fabulous. You could just feel the experience of it working on the ground. 

• To have the resources is vital and how Alison set that up was really useful. But people must do the work of 

discovery themselves. What works for one, doesn’t for another.  

 

In what ways has your own approach to leading and managing volunteers changed since participation? 

• On the ground it hasn’t been huge but behind the scenes it’s been subtle and it’s lifted some 

accountability. 
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• We’ve got much better stats now and we realise we had to collect this data. Again, we had this set up but 

didn’t have the clout behind it which is there now. 

• We’ve looked at the job description for a future volunteer coordinator with what we’ve learned from the 

workshops and the information we’ve got from elsewhere. 

• We’ve looked at staff appraisal and position descriptions. So it’s worked in well with the rest of the quality 

upgrades, which is being done with an eye on the National Standards. 

To what extent have you actually achieved the goals you originally set for your organisation as part of this 

Project? 

• It’s been everything that we’ve wanted it to be. 

• The time spent on it has been very valuable and cost effective, with real long term benefits back to the 

organisation. 

• Our goals to learn, to network, to see what we could gain as a organisation and we believe we’ve 

achieved in all those areas. 

• Just having people at the other end of the telephone or email, and we’ve contacted each other about 

various things. 

• One of the people in the group had a better way of doing police checks and we’re going down that path 

for volunteers and staff and that will save us significant time and money.  

• The set up is non-threatening and non-competitive. It’s a credit to Alison and Gail. People could have 

been precious about their stuff and we’re not, we share what we’ve got.  

 What worked for you and why? 

• It’s the networking and the general communication with other organisations. 

• Cementing our relationship with Volunteering Geelong, strengthening it even more and perhaps the 

opportunity of doing work with them in the future.  

What didn’t work for you and why? 

• We purposely didn’t go into it with expectations and we didn’t go in with a big balloon that was burst in 

anyway shape or form. 

• We weren’t broken and so we probably went into it thinking we can help, we can contribute, but also, we 

can learn. 

• The facilitator’s approach and style in the CEO’s information session was an issue. After feedback was 

given to Volunteering Geelong she toned it down in subsequent workshops.  

What do you believe has been the overall project’s greatest accomplishment? 

• They’ve set the benchmark for the State. They’ve taken something and run with it, without being told to 

do so. The initiative they’ve shown needs to be rewarded. 

• From the local perspective, it’s the networking. 

• Bringing NFP organisations together in a sense of co-operation, is a good thing.  

• We often have a link at other levels, such as the CEOs, but it’s good to have a link at the volunteer service 

level. 
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In what ways has engagement with the project made a positive difference to your organisation and its 

volunteers? 

• Tighter policies and procedures, more focus on the National Standards, risk mitigation. 

• Content to market our service so that we can now put a brochure together for our volunteer service as 

well as having the website and Volunteering Geelong. 

What were the unexpected outcomes (both positive and negative)? 

• Police checks is one of them. 

• It was just hearing about some of the other organisations, thinking we knew about what was out there for 

social and welfare services, and finding so many other things. 

• It was the individuals and what they brought to it that was just fabulous. 

• Looking at all the boundary issues, this was unexpected. 

• It was surprising that other people didn’t have record keeping as a basis because we’re really hot on that. 

• It was surprising that we were really a lot more organised in some aspects than some other organisations. 

These were things we took for granted, standard practice. 

• It worked both ways but to be able to put a tick in a box, not feel complacent but feel that we’ve done 

that. This wasn’t expected.  

What do you hope to achieve in the future in relation to the National Standards? 

• United Way had seed-funded our volunteer program and it’s now become part of our core establishment 

funding. We hope that we would continue to work with the Standards.  

• They’ve given us a wonderful auditing tool and we would be looking at regularly auditing against those 

National Standards, the same way we audit the rest of our organisation.  

 

What changes would you recommend to enhance the design and implementation of the overall project?  

• A really good set of resources is fine but people still have to discover things for themselves. They’ve got to 

get to that first step first otherwise there’s no ownership.  

Is there anything that you feel that we haven’t covered so far that you’d like to add? 

• Volunteering Geelong needs to be commended for taking the lead and if they could get some 

acknowledgement or take it further then we would be very supportive. 

• Reiterating the value of volunteers, not only for the organisation, but for the individual. 

• The nature of volunteering is constantly changing and the population of volunteers is changing. There’s a 

whole range of people who become volunteers. 

• An important discussion for future workshops is what’s happening with Centrelink and the onerous 

responsibilities that it looks as if governments will be putting on organisations.  

• Ongoing communication is needed for the group but needs to be tempered with where people are at, not 

just where you want them to be and be conscious of time and cost.  
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DOCARE GEELONG 

 

Case Study interview with Stuart Muller, Executive Officer.  

DoCare Geelong Co-operative is an organisation dedicated to providing social support for older people in the 

Geelong Region.  DoCare operations are solely dependent upon volunteers to provide the social services that reach 

across the City of Greater Geelong, Surf Coast Shire, Borough of Queenscliff and parts of the Golden Plains Shire,  

The social support services cover home visiting, home library and activity groups that seek to support and 

encourage older people to be part of the local community. 

The social support programs are provided by a 225 strong volunteer workforce supported by a small team of paid 

staff. 

Why do you have volunteers and how do volunteers support your organisation? 

• If we don’t have volunteers, essentially DoCare doesn’t exist. 

• We are continually actively engaged in the recruitment of volunteers and so we have a fairly regular 

advertising program throughout the year designed to attract them. 

• Volunteers are critical and if we can’t support our volunteers, they can’t support us. Then they can’t do 

the things essential to maintain clients in their own homes. 

• So that clients have that social inclusion, that’s a catch phrase, but we try to live that out as best we can. 

• Things such as policies and procedures and projects are designed so that people, who are or will do 

volunteering with us, understand our expectations. 

• Things like the project is really supporting a whole lot of things which give us a focus on some of the areas 

on which we need to concentrate and it’s done that, to some extent.  

• One of the main things is to lift the profile of DoCare in the community. The website is part of that and it’s 

been there for about 5 – 6 months. 

How are your volunteers viewed by your managers and staff? 

• We have three social support managers and they each have responsibility for various activities and 

various clients and volunteers, including matching and assessment. 

• They have built up some good working relationships with the volunteers and this has been encouraged. 

• The volunteers do see our managers as a support for the things that they’re doing and we try to impress 

on them that it’s better not to try to second guess their actions. 

• Volunteers are seen just as another work colleague. The volunteers are the way in which the work gets 

done so unless they do it, to put it bluntly, the work doesn’t get done. 

• It is stressed with our managers that their role is not to do the job if a volunteer is unable to do their task. 

They need to be able to step back and take a management approach. 

Why did you see the need to participate in the Leading with Standards Pilot Project? 

• There was a recognition that we needed to support our volunteers. We were doing that but we needed to 

pick up the game a bit on some of aspects such as training programs.  

• For a long time we had wanted to look at some sort of structure for dealing with our volunteers. This link 

with the National Standards was a good way. 
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• We were fortunate to get some funding through a philanthropic trust so we were able to provide a minor 

amount of money to actually kick it off, along with United Way. 

• Keen to see what was able to be done, through the audits as well as developing things like volunteer 

position descriptions. 

What aspects of the Project particularly appealed to you? 

• Reward and recognition for volunteers. We held a recent training day, called ‘transporting older people’ 

and acknowledged those who participated. 

How well do the National Standards for Involving Volunteers fit your organisation? 

• Broadly they do fit but one or two questions that were asked in the Self Audit may not have fitted exactly 

with us.  

Where were you at the start of the Project in relation to compliance with the National Standards? 

• Of the 8 major headings we probably complied with about 5 – 6. There were some things around each 

one of them that we could improve a bit. 

• We’re concentrating on those areas in which we hadn’t necessarily done well and the next step is to go 

back and re-assess what we’ve done and how we’ve improved.  

What were some of the issues you hoped to address by participating in the Project? 

• Before the audit there wasn’t any real understanding where we might have been down on some things.  

• We have to go through an accreditation process so the National Standards for volunteers are a good 

combination. There are things that are common, such as bullying and elder abuse.  

In what ways has your own approach to leading and managing volunteers changed since participation? 

• What it’s done is highlight some of the aspects that I hadn’t necessarily concentrated on before. 

• That we have the right to say no in some situations to the volunteers. That we have the right to say that’s 

not the way we would do it and the reasons why.  

• We also looked at the rights and responsibilities of clients, linking it with the volunteers. We have two 

brochures which are readily available to volunteers and to clients.  

To what extent have you achieved the goals you originally set for your organisation as part of this Project? 

• We’re working on raising the profile of the organisation as well as staff and volunteers participating and 

getting involved with a number of other agencies that have relevance.  

• We’re looking at developing some good partnerships and Volunteering Geelong is one of those. We’re 

always ever grateful for that. 

• We do orientation but we’ve been reviewing this as one of the things we need to concentrate on in the 

next little while. 

What worked for you and why? 

• Building on those relationships. 

• A concentration on some of the points that we weren’t doing so well in, such as position descriptions. 

• The networks that we have established have been quite amazing really and sharing resources. 
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• The possibility of ongoing contact with the current group and hopefully the opportunity to use us as a 

network for the new group. 

• The time and effort put in is very rewarding and you do get some of the benefits out the Standards 

document. It’s in a style that you can easily pick it up and use. 

What didn’t work and why? 

• There wasn’t anything that stood out. 

• The ability to put the time and effort into it and this came out in the meetings.  

What do you believe has been the overall Project’s greatest accomplishment? 

• Bringing together a group of people from various organisations. What we’ve gone away with now is a 

strong desire to continue the working relationships.  

• We wouldn’t have met these people before and we’ve varied our meeting places and saw each other’s 

organisations. 

In what ways has engagement with the Project made a positive difference to your organisation and its 

volunteers? 

• We’ve had more of a concentration with linking with the volunteers, through training and functions and 

bringing them together. 

What were the unexpected outcomes (both positive and negative)? 

• Our organisation’s self-assessment against the audit. Not quite as good as we could have done.  

• Exit interviews for volunteers and also for clients. We’re working on using our database as a quality 

control tool to give an indication of how and why a person exited a program.  

What do you hope to achieve in the future in relation to the National Standards? 

• To get the best score possible in each of those areas and do a continual improvement around that. 

• Staff might not say that something relates to the National Standards but when they go through and look 

at some of the documentation they might see that it does. 

What changes would you recommend to enhance the design and implementation of the overall Project? 

• What they’ve done to encourage a lot of the organisations has been good. Perhaps when they recruit 

organisations to be involved, they could use what has already been trialed. 

• There is an opportunity to have those in this project actually be the link to the new ones. Perhaps someone to 

come along and speak about the project and what they got out of it. 

• One of the difficulties has been the time required and everybody has said that but it’s also a bit about how 

people manage their time and if they see it as an important part of their work. 
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UNITING CARE GEELONG 

Case Study interview with Tony Blackwell, CEO and Anne Lowes, Volunteer Coordinator. 

Uniting Care Geelong is a not for profit community service agency of the Uniting Church. It assists and supports 

individuals, families and communities to improve social wellbeing. The programs and services are mainly provided 

by volunteers and operated based on Christian principles of the Uniting Church. The agency provides emergency 

relief and practical assistance to people in times of personal and financial crisis. Approximately 350 volunteers run 

the six Uniting Care opportunity shops throughout Geelong and the surrounding region with another 128 

volunteers working at the Balliang St. premises, sorting donations for Opportunity Shops and working in the 

Balliang St opportunity shop.  

Why do you have volunteers and how do volunteers support your organisation? 

• The program is thirty years old and we’ve inherited people’s good will. It’s been the part of the Uniting 

Church and faith driven in the early days. 

• There was a need for people to have clothing and food and it’s just grown over that time. The volunteers 

have managed all the programs.  

• We wish to acknowledge the contribution of volunteers as unpaid workers and have an arrangement 

which is mutual obligation (they help us and we help them). 

• The core of volunteers is still from the churches but we’re seeing people coming from other walks of life 

that may not be driven by faith, contributing back to the community.  

• We want to harness that in a way that we’re providing a professional service to the community and to 

meet all our obligations to our workforce including volunteers.  

How are your volunteers viewed by your managers and staff? 

• Working with. We have coordinators and they take responsibility, they like to have an input to the 

decision making. It’s very positive.  

• A recognition that the volunteer contribution is critical. Without it the organisation falls over. A mutual 

respect at that level and the lines of authority are very blurred at times.  

Why did you see the need to participate in the Leading with Standards Pilot Project? 

• Prior to the current CEO joining the organisation there was the need to make it more professional and 

have National Standards to follow.  

• The organisation was very good at giving out but not too good at shoring up and maintaining its own 

infrastructure, investing in its own people, so this was a way to do it.   

• It gives us another lever to start to think about how we comply or don’t comply in a whole range of areas 

and it’s putting the people, our main resource, at the centre. 

• The position has been created of volunteer coordinator whereas before this was just a little bi-product. 

What aspects of the Project particularly appealed to you? 

• The nature of the whole setup. It was well-structured, but probably a bit over-whelming at first with all 

the eight National Standards 
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• The workshops were a great way for networking and the sharing of ideas. That’s been fantastic and Alison 

and Gail being there for support and resources.  

• Involvement in Volunteering Geelong and the monthly meetings were good. Otherwise it would have 

been a bit isolated. 

• It’s been a huge change, from having to wear a number of hats to just wearing one hat. That’s been 

phenomenal.  

• The volunteer coordinator role has its own office and it’s amazing the difference it makes. 

How well do the National Standards for Involving Volunteers fit your organisation? 

• From the audit we were compliant in some. A lot of gaps under the headings. 

• It spelt out the nature of the relationship and what we need to work towards. To unpack the relationship 

between the Board, the employer, and the workforce is very important. 

• We ask a lot of people, compared to what is a reasonable ask for someone coming in, in the latter years of 

their lives and they’ve picked it up which is an incredible effort. 

Where were you at the start of the Project in relation to compliance with the National Standards? 

• It was as if this was a starting point, another chance to look at what we had, just a general audit. 

• No previous routine audits. We’ve adopted the Australian Business Excellence model. No quality 

assurance process in place yet but we’re going through the issues. 

What were some of the issues you hoped to address by participating in the Project? 

• To do better than what we were doing, to bring in some sort of format and have some structure. Reach 

some standard and knowing we’re doing the right thing. 

• The main driver was that the volunteer numbers were down.  

• The age profile of the workforce is a significant concern.  

• How we market to a different generation and are clear about the relationship for both parties because 

they’ll come with different motivators as such.  

In what ways has your own approach to leading and managing volunteers changed since participation? 

• We’ve got the standards now, they’re a backup, they’re a direction, and this is the way we should be 

going, giving confidence. There’s something there – ‘the bible’. 

• We’ve got timelines and tasks that need to be finished so there’s a bit of pressure that’s not been there 

before.  

• The thing we immediately have to do is elevate volunteering to a professional level – that level of total 

respect. 

• There are a lot of the church-based volunteers who don’t worry about recognition. They say ‘we don’t 

want certificates, too much hard work, don’t worry about it’. 

• There’s probably a crying need for a vehicle or a forum for their voice to be heard, collectively and 

individually. A process on a six monthly basis to say ‘it’s your forum’.  

To what extent have you achieved the goals you originally set for your organisation as part of this Project? 
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• The main was looking at auditing, what we had, what we complied with. Then it was concentrating on 

setting up new volunteer information forms so that’s taken time to do. 

• We’re still at the starting blocks but we now know where the gaps are.  

• One of the things we wanted to achieve was what our volunteer workforce looks like. We’re part way 

down the track of profiling the workforce and drawing on their skills. 

What worked for you and why? 

• Covered in question above 

What didn’t work and why? 

• Not using the online stuff. It’s been out of the comfort zone a bit but overall it’s been very positive. 

What do you believe has been the overall Project’s greatest accomplishment? 

• Just that total focus on volunteers that helps you to do the best by them. 

•  The whole ‘get excited’ concept and that you’re not alone in the journey. 

• It was over the year so it wasn’t just two sessions and then you’re left by yourself. 

• Very supportive. It was just great.  

• Getting together with other professionals because in an agency like this with a small staff you don’t often 

get to share your work. 

In what ways has engagement with the Project made a positive difference to your organisation and its 

volunteers? 

• It was like a springboard of change. 

• The elevation of the volunteer coordinator position. 

What were the unexpected outcomes (both positive and negative)? 

• An understanding of own skill base. 

• Because you made the time. Previously you’d slot it in or it went down to the bottom of the list. Now it’s a 

priority. 

• A higher profile for volunteers. Even though we view the volunteers as so important there’s now another 

importance with it - they’re important enough to have Standards. 

What do you hope to achieve in the future in relation to the National Standards? 

• The orientation, selection and recruitment standard which has a deadline of June 10. 

• In the 3 – 5 years or hopefully a shorter period, to work our way through them.  

What changes would you recommend to enhance the design and implementation of the overall Project? 

• It got a bit overwhelming at the start, especially with all the folders. Maybe in the beginning, someone to 

come in to say ‘we did this, we were in your spot, it wasn’t easy’. 

• Would have appreciated a bit of help to start with. Although Alison did this, perhaps a template or a 

starter kit would also have been useful.  



36 | P a g e   

© V o l u n t e e r i n g  G e e l o n g ,   

L e a d i n g  w i t h  S t a n d a r d s  P i l o t  P r o j e c t  E v a l u a t i o n  R e p o r t ,  2 0 1 0  

• Between the meetings and Alison’s visits maybe a self monitoring checklist to keep things on track. Not all 

would want it but more a case of ‘who would like this’. 

• In the resourcing process, we’ve got a workplan but we haven’t thought about unpacking that and what it 

takes to do all these various other tasks and who is going to do it.  

• The logic about what needs to be done is clear but for those involved for the first time, or with limited 

resources, there’s critical questions about how you’d weight the resources. 

• The organisation and region are in change. There’s going to be a growing need so we need to change our 

model and align it with a more strategic role for volunteers.  

• The key tool is having some Standards around that and the rest needs to be about what’s the strategic 

vision for the region. 

Is there anything that you feel that we haven’t covered so far that you’d like to add? 

• There’d be a lot of value continuing to meet with the group. We’ve always got the backup of Alison and 

she’s very open and friendly towards us. That’s important.  

• The issue of roles and responsibilities of Board members who are also volunteers. Their roles can 

sometimes be blurred. There needs to be a greater delineation of these roles.  

GEELONG MOOD SUPPORT GROUP  

Case Study interview with Reid Maxwell, Coordinator and Kirsty Timberlake, Community Development Worker.  

The Geelong Mood Support Group is funded through the Department of Human Services and supported by 

donations from United Way and service groups. The Group offers its members, and other interested persons, the 

opportunity to meet regularly, and provides care and support to those in need. Its mission is to provide support to 

individuals and families living with a mood disorder so they can reach their full potential in their community and 

educate their friends and the general community on issues faced by someone with an illness. There are 

approximately 20 volunteers working in the Group. 

Why do you have volunteers and how do volunteers support your organisation? 

• We have volunteers as part of the rehabilitation process, its part of them taking some ownership in the 

organisation. 

•  It’s possibly building on their current skill base, learning more skills and it always looks good on their 

resume later on. 

• They’re actually integral in a number of aspects. One is the activities they are part of and lead, and the 

second is that they are then role models for other individuals.  

• Hopefully the process snowballs so that while having a mental illness can be a very debilitating process, 

they see other people moving on, so maybe they can. 

• It also gets them to focus on what they can do rather than what they can’t do. So it’s something outside of 

themselves they can focus on.  

• It’s breaking down barriers between mental illness and mental health. How you can maintain your mental 

health rather than focus on your mental illness.  

• We’re finding the older people are more likely to come to our group and participate. They’re more 

accepting of their mental illness and need to reach out to people. 

How are your volunteers viewed by your managers and staff? 
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• We have a fairly flat hierarchical process because we’re thin on the ground with staff so there’s necessity 

for having people who are going to take on those roles. 

• There’s a difference between what a paid worker and a volunteer does and it’s a bit more difficult to deal 

with volunteers than with paid staff on a number of different levels.  

• Most people would say that since being paid it creates a lot more sense of commitment, and 

responsibility, there’s so much more involved in it than in volunteering perhaps. 

• The lines can get blurred and there can be more expectations on the volunteer, there’s a greater sense of 

responsibility on the volunteer and that’s why you do it.  

• It focuses on their strengths rather than on their weaknesses.  

Why did you see the need to participate in the Leading with Standards Pilot Project? 

• We were lacking in our volunteering policies and procedures, our ability to clarify who is actually 

volunteering and who is here doing a program and when does that change over. 

• We always had the same philosophy, just hadn’t had a lot of the structure and having someone dedicated 

to doing that. It’s a natural progression.  

• Hopefully we’ll retain the volunteer base that we do have and look to expanding on their skills. So it’s 

mutually beneficial. 

What aspects of the Project particularly appealed to you? 

• The ability to get some dedicated focus on volunteering and having a new staff member take on a 

volunteering role, which we didn’t have. 

How well do the National Standards for Involving Volunteers fit your organisation? 

• Very grey so even though on paper it might look like we’re not compliant, in practice we do better. The 

audit was so structured. We are a very different organisation.  

• It’s really helped to define what we needed with policies and procedures and to guide the implementing 

of the volunteer handbook and the new volunteering role as well.  

Where were you at the start of the Project in relation to compliance with the National Standards? 

• Around about 50% which was pretty good really. 

• The policies and procedures that govern employees can be applied to volunteers. They can be moved over 

and duplicated, reworded and changed. 

• Selection and recruitment doesn’t really apply as we take on volunteers when they show an interest. An 

internal selection process when we notice people are starting to step up. 

What were some of the issues you hoped to address by participating in the Project? 

• With the schools program they get an honorarium to cover costs which is viewed as an inadequate 

payment. To reiterate in the volunteer handbook will help. 

In what ways has your own approach to leading and managing volunteers changed since participation? 

• Ours is more a systemic failure. We all had the philosophy and the idea and the motivation. What we’ve 

lacked is formally acknowledging how volunteers fit into our program. 

To what extent have you achieved the goals you originally set for your organisation as part of this Project? 
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• The main goal was to see that the volunteer handbook was completed, which is in final draft now, to use 

it in formal orientation and to have some training alongside that.  

• The volunteers have been asked what social activities they want. They all seem really keen for those to 

start up. 

What worked for you and why? 

• Alison came here and her ongoing support was invaluable. When feeling overwhelmed she’d bring you 

back in and we’d go over the goals and aims again. 

• The workshops were just awesome, seeing where the other organisations were and the shared resources. 

We all re-energised each other.  

What didn’t work and why? 

• No, it’s been beneficial. 

What do you believe has been the overall Project’s greatest accomplishment? 

• Reiterating to organisations just how important the volunteer role is. 

• Just raising the profile of volunteering. 

• The capacity of Volunteering Geelong to get organisations together and almost becomes a peak body in a 

way that can redefine some of the services. That’s wonderful.   

In what ways has engagement with the Project made a positive difference to your organisation and its 

volunteers? 

• Hasn’t had any yet because we’re still doing all the groundwork that doesn’t get seen. 

• It won’t be until we start getting individuals in and they start having a look at the handbook and doing the 

orientation. 

• Long term goals. 

What were the unexpected outcomes (both positive and negative)? 

• Maybe to be more critical of our overall policy document and to see where we need to expand and work 

on that. 

• Maybe to look at having a yearly review or as needed. 

• To start to consider that one day we may have to be accredited.   

What do you hope to achieve in the future in relation to the National Standards? 

• Ongoing support supervision for volunteers, one-on-one basis, and an individualised learning plan. 

• For people with mental illness who have gained employment having a resource to come back to and get 

support and supervision from outside their own organisation. 

What changes would you recommend to enhance the design and implementation of the overall Project? 

• Maybe to meet more regularly even though Alison said she was always here for you. You tend to get 

pulled in a lot of different directions. 

• Really though it was perfect. Wouldn’t want to meet or have any more workshops than we had. It was 

enough to keep us motivated, to keep us connected. 
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• Alison kept us informed and the website was utilised because of the resources on it, which is fabulous.  

• Didn’t have time to use the chat room. It was great to have the option but maybe we’d all be logging in 

and no-one else would be there. We’d be chatting to ourselves.   

Is there anything that you feel that we haven’t covered so far that you’d like to add? 

• Maybe the context of Geelong fits it very well. It’s fairly local and accessible which lends itself to putting 

this on. 

• Can’t speak highly enough of Volunteering Geelong. Just so helpful. Very dedicated and it looks like we 

may be having them help facilitate the training with the orientation. 

CASE STUDY CONCLUSION 

Sub themes emerging from the Case Studies are: 

How volunteers are viewed 

• As an integral part of the organisation. 

• Without volunteers the work doesn’t get done. 

• The volunteer contribution is critical. 

 

Reasons for participating in the Project 

• The need to support volunteers. 

• The audit process and having Standards to follow. 

• Strengthening, refining or developing volunteering policies and procedures. 

What aspects of the Project appealed? 

• The need for guidelines. 

• The networking and sharing of resources with other organisations. 

What was achieved? 

• Cementing the relationship with Volunteering Geelong. 

• Bringing NFP organisations together in a sense of cooperation. 

• Tighter policies and procedures, more focus on the Standards. 

• Auditing the organisation and determining compliance/non-compliance. 

• Developing documents such as volunteer handbooks and position descriptions. 

• Undertaking training with volunteers. 

• Building networks, sharing resources and hearing about the other organisations. 

• Raising the profile of the organisation and the status of volunteering.  

What is left to be achieved in the future? 

• Regular auditing against the Standards. 
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• Further development of policies and procedures. 

Recommendations for the future 

• The provision of ongoing contact with the current group and the opportunity to be used as a network for 

the new group. 

• Using someone from the pilot project to speak to the new group and share their experiences. 

• Provision of a template or a starter kit for participants and a self monitoring checklist for between 

meetings for those who would find it helpful. 

• A really good set of resources was provided but people still have to discover things for themselves.  

• Discussion in future workshops of what’s happening with Centrelink and the onerous responsibilities that 

it looks as if governments will be putting on organisations 

• Clarity around the weighting of resources to complete the project ie.what does it take to do all the various 

other tasks and who is going to do it. 

Overall impression 

• Volunteering Geelong should be commended for taking the lead. 

• A strong appreciation of the resources, the workshops and the support provided by Volunteering 

Geelong.  

• The structure and organisation of the Project is a credit to Alison and Gail. 

• Volunteering Geelong was very dedicated and helpful.  

General Comments 

• Given that a couple of the participants felt that the project was going to be more prescriptive. Suggestions 

were made that more time be spent on looking specifically at the National Standards individually; these 

comments will be considered in planning future programs.  

• Attention was drawn to the fact that given the National Standards for Involving Volunteers are not 

mandatory unlike other audits, it may not be given the same importance within an organisation compared 

with mandatory Standards. 

• The project model appears to have been successful with only minor tweaks required.  
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APPENDIX 3 – PARTICIPATING ORGANISATIONS 

Bethany Community Services 

Do Care Geelong 

Disability Rights Advocacy Services (DRAS) 

Foundation 61 

Kids Plus Foundation 

Geelong Food Relief 

Geelong Mood Support 

Glastonbury Child and Family Services 

Multicultural Aged Care (MACS) 

Uniting Care Geelong 

St Laurence Community Services 

Stride Foundation 

APPENDIX 4 – REFERENCE GROUP 

 

Martin Cowling, CEO People First Total Solutions 

Alison Duff, Training and Development Manager Volunteering Geelong 

Roger Hastrich, Consultant Roger Hastrich Pty Ltd 

Grant Hawkins, Volunteer Officer, City of Greater Geelong  

Deb Kearney, Community Engagement Coordinator, Barwon South West Region Department of Planning and 

Community Development 

Leslie Lightfoot, Community Partnerships Liaison Manager, United Way Geelong Region 

Gail Rodgers, Manager Volunteering Geelong 

Peter Smith, President Volunteering Geelong Board of Management 
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APPENDIX 5 – CASE STUDY QUESTIONS 

Why do you have volunteers and how do volunteers support your organisation? 

How are your volunteers viewed by your managers and staff? 

Why did you see the need to participate in the Leading with Standards Pilot Project? 

What aspects of the Project particularly appealed to you? 

How well do the Standards for Volunteers fit your organisation? 

Where were you at the start of the Project in relation to compliance with the National Standards? 

What were some of the issues you hoped to address by participating in the Project? 

In what ways has your own approach to leading and managing volunteers changed since participation? 

To what extent have you achieved the goals you originally set for your organisation as part of this Project? 

What worked for you and why? 

What didn’t work and why? 

What do you believe has been the overall Project’s greatest accomplishment? 

In what ways has engagement with the Project made a positive difference to your organisation and its volunteers? 

What were the unexpected outcomes (both positive and negative)? 

What do you hope to achieve in the future in relation to the Standards? 

What changes would you recommend to enhance the design and implementation of the overall Project? 

APPENDIX 6 – ONLINE SURVEY QUESTIONS – REFER TO ATTACHED PDF 

1. Section 1 – Leading with Standards Project model components 
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