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ABSTRACT

The purpose of tho study was to examine the factors affecting
¥ B

motivation, specifically job satisfaction and Job dissatisfaction,
elassified and described in "The Motivation to Work," as they ocour in
b4 < ’
the programs organized for volunteer friendly vigitors by socilal serwe

vice agsnciles in “ciravolltﬂﬁ Winnipeg, and to determine the extent of

thelr presence and absence.

foie

The satisfiers applicable to this area of study were recog-
nition, responsibility, and opportunities for growth with the dissatism

. *

fiers belng administration, supervision, and interpersopnal i

Ey

ships. The freguency of the exislence of each satisfier and dissabtis.
fier wag established from data obtained in face-to-face ia, rviews with
repraesents t;VCa'uf mine social service agenciles.

The findings revealed that provisions for Job satisiiers in
friendly visiting programs, particularly as these applied to opportun-~
ities for advencement and personal growth, could be increased, while a
quantitative approach to assessing the incldence of job dissatisfiers

wag inconclusive,
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CHAPTER T
C INTRODUCTION

The present study, directed by a group of five students, is

.

designed to show the presence and &b$én¢e of job satisfiers and dis-
SatiﬂflOV“ in friendly visiting programs in Metropolitan V:nnipeg,
It is actvelly the outcome of a preliminsry design whose purpose was.
to discover how to make volunteer prograws more conducive Lo job
satisfaction so as Lo incresse the retention rates of thei?'volunﬁeers;
Tn reviewing the literature to find out which factors had been identi-
fied as being conducive to job satiﬁfactiﬁn in volunteer programs,
however, th@ group learned that practically no previous research had
been done on that particular topic, or on volunteer programs in gen-
eral. In view of the lack of available data, the dﬂqlga was then
changed from a comparative to a purely descriptive study.

Voluribeers ‘were chosen as the study topic because of general
'intaregb and a belief that volunteerism is an important segment of
soci&l service distributiong_ The Importance of volunteers in sociely
will be further discussed in Chapter I1I.

As it became_necessary to find some scientific basis for the
investigation of job satisfiers and dissatisfiers in volqntéer pPro-
grams, and because no studies direectly related to it existed, the

Jiterature on industri ni ¢tuujo in reference to job satisfaction and

diszatisfaction was reviewed. A list of eriteris was obtained from



™

those stgdiés and served as a cheek-list in investigating the pres;
ence and abéence of their.counterparts in volunteer programs.

The definitions of the terms "job satisflers" and "job dis-
satisfiers', which were'accepted for the purposes of this study,
were those provided by Hersberg, Mausner and Snydermanﬁl Factors
which serve as motivators and satisly some of the workers'! (volunteerst)
needs are called job satisfiers while those which lessen their mgtlw
vation are termed Job dissatisfiers.

Although the groupls dnterest was in volunteer programs in
general, for the purposes of the study, the area to be investigated
had to be more specific, Friendly visiting programs were chosen in

an atbempt to find a type of program which would have real potential

for job satisfaction and Job dissatisfection: which would lend itself
. s

Lo comparison; which would be numerous enough to study, and which

o

would be relevant to socisl work practice. Although the aggregate

5 4

WA Oﬁly fifteen, this type of program was chosen as it was the only
one which made similar demands on the volunteers.

fin operational definition of a friendly visitor Was established--
a volunteer wﬁo works with an assigned individual on a one~to-one bagis,
under the auspices of a social service agency. A soclial service agency
is defined as an agency giving service to individuals or groups and

making vee of paid professional social work staff. The person being

o o T oL o !
visited must be a client of that agency.

In corducting this study, several assumptions were made: it

. .
Frederick Herzberg, Bernard Mausner and Barbara Bloch Snyderman,
The Motivation to Work, New York: John Wiley & Sons Inc., 1959.
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ﬁ*sumed that there is a relationship between psid employment and
volunteer work which justifies the use of some of the same criteria
for measuring gob satisfaction and dissatisfaction foﬁ volunteers as
for paid employment§ that friendly visiting programs are representa-
tive of volunteer programs; that there are measurable differences»bem
t@een various progfams; thet the volunteer programs are coordinated
uniformly for all friendly visitors regardiess of age, sex, and mari-
tal status; that the manner of administering the questionnaire was
sulficiently standardized to allow for the varying styles of the in-
terviewers: th&b the sohpdu1c” which were administered to Lhe program
coordinators were answered in an honest and objective manner.

To obbain the necessary‘d&ta, interview schedules were dralted
by t%e ressarch group and administered to the subjects of the study
The data which was compiled gave an indication of the existing Job

‘\

rs and dissatisfiers in the programs studied.

o

gatisfi

>

The following chapters will present in detail the findings
of industrial and volunteer studies regarding job satisflers and dis-
satisfiers; the method used for date collection and compilation, and

the analysis of the findings and resulting conclusions.



CHAPTER I
BACKGROUND

This chapter is designed to present the findings of industrial

>

and volunteer studies regarding Job satisfaction and dissatisfaction

and to place the contribution of velunteers in its proper perspective.
The studies on volunteers which the group examined were de-~ .

signed to show the benefits volunteers aerive in terms of rewarding

experience, value of thelr work and importance of their role. The

s discussion will deal with four of the more significant studies

following
on volunteers,

r » 3 1 :’, " ¥ . . g ;

Holzberg, Whiting and Lowy's report™ of a study of a volunteer
program showed that ninety per cent of the volunteers involved stated
that they felt the experience was rewarding. The authors hypothesized

N ¥ g yp
that satisfaction was related to supervision, support and eduvcational
elements in the program.

s 2 . . . .

5i11sY study  examines such guestions as: who are the volunteers;
why they Jjoin; what are their satisfactions and major rewards., Sills
found that motivation cannot be explained in terms of humanitarian values

and he further concluded that voluntary associations provide an avenus

through which people can achieve a higher status through their own efforts.

1 N - . - , we , .
J. D. Holzberg, Ho S. Whiting and D. G. Towy, "Chronic Patients
and & College Companion Program,' Mental Hospitals, Vol. 15, No. 3.

R w4 v s o - . o .
David L. 5ills, The Volunteers, Means and ¥nd in a National Or-
s 11linois:  Free Press, 1957,

gani



In Adams' study3 df why people volunteer, responses given fell
into three broad.categories: those relating e personal needs; those
relating to huranitarian considerations; and those relating to the beneg
fits received through the type of work activity. The most frequently
giveﬁ responses werebthose rélating to the type of work found in the ij.‘ .
Other most frequent responses fell into the other two categories, The
first and last category included fifty per cent of ﬁhebtotal respcnéer
Adams coﬁcluded that voluntéerﬁ participate in this activity because it
provided an opportunity to satisfy many'personal needs,

The Volunteer Services'ProjectA started by the Michigan Department
of Social Services in 1967, consisted of twenty-five volunteer families
being matched with twenty-five families receiving public assistance, In
evaluating the project at the end of the first six months, the reactions

of the volunteers emphasized the benefits that they received from their

activity. This further supports Adams' conclusions that people volunteer

in order to meet their personal needs,

i.Voluntgers are usually classified inte two broad categories:
administrative volunteers and service volunteers. Administrative volun-
teeré act as members of boards and committees for policy making and the
financial support of the operating program; service volunteers have
responsibility for some aspects of the operating program, with or without

. . I
a direct relationship to the clientele of the Qrganizatian&), This study

BEthel Miller Adams, "Motivation: A Changing Picture of the Vol
unteer," mimeographed. v

hMichigan Department of Social Services, Volunteer Services Pro-
Tansing, Michigan, 1967.

<O

v :
Iy . ) s . -,
Nathan B. Cohen, ed., The Citizen Volunteer--His Responsibility,

Role and Opportunity in Modern Society, New York: Harper & Brothers, 1960,
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deals wiﬁh serviee volunteers who have a direct relationship to the
clientele of the organizaﬁion. Available literature perused concerﬁed
itself mainly with tﬁis area. This iiter&ture‘shoﬁﬁ concern on the
part of both professional staff and volunteers as to how and why vol-
unteers should be utilized.

The role of the volunteer is still viewed ambiguously by some
agencies. Many agencies support the value of using volunteers but the
actual working partunership presents other problems for both agency and
volunteers. "That professional worker and volunteer each have essen;

.

unique but interdependent roles to fulfill in the social agency

P

vial

b3

is an accepbed tenebt of social work based in a rich heritage of practice."

Delineation of roles and functions is the current problem fac¢ing both
groups. Volunteers want a job that»is both real and seen as importent,
they want to use their own initiative, they need and want a position
well supervised, recognitiQn that‘a high standard dis expected and re~
guired, and»that theirs can be a career also; They want to see results
and accept an ongoing challenge. The agency®s responsibility involves
pmbviding training cppoytﬁnities, agssisting volunteers iﬁ understanding
and identifying with agency goals, and recognlzing the importance of the
volunteers as public relations personnel in the community.

Literature on the use of volunteers and the agency policy in-
volved is largely descriptive in nature, based éh the particular agency's
ererience'with the particular program of that agency. Thefe is, how-

ever, constant recurrence of suggestions and recomuendations that a volw

6. \ : I sy Cyoa s
Nathan 11, Cohen, ed., The Citizen Volunteer—-His Responsibility,
Role and Opportunity in Modern Society, New York: Harper & Brothers, 1960,
a0
De 27 s




unteer program contain such elements as recognition for services,

agency Jjob expectations, training, supervision, and evaluation of work

performance. There are, however, no known impirical studies available

to provide agencies with information on which to plan and operate vol-.

unteer programs,

Studies do exist on the needs individuals attempt to satisfy

through work activity. In order to further examine not only metivation

on the part of the velunteer for entering this activity, but also what

individual needs are being met and by what means, existing theory and

research was examined in this area.

A. H. Maslow in his book "Motivation and Personality™ theorizes

that people are motivated by comuon needs, These needs form a hierarchy

\

with five levels, of which needs at one level must be mel satisfactorily

before the needs at the next level make themselves felt., This hierarchy

in order of the most basic to the less basic needs consists of:

(1)

(3)
(4)

(5)

phyaiological needs~~the needs for such thinéé as food, water, rest,
air, ete., required to satisfy the biological demands of the human
ofganiamﬁ— » ' ‘ ~ ,
safety needs-~the need for a "safe, orderly, predictabley‘organized
worldh, i.e., the need for security.

social needaéwthe degire for social interaction, belonging, loving.
ego needs--the desire for gelfureépect, self~esteem, the esteem of
othersy achievement, adeqguacy, competence, independeﬁcey reputation,
prestige, status, dominance, recognition, attention, importance and
appreciation.

gself-actualization needg-~the desire lor self-fulfillment, the reali-
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tj on of individual, potential, the liberation of creative talents
and the widest possible use of individual abilities and aptitudeuo7

As these needs are common to all people and are the source of

human motivation, the theory has application to becoming and remaining

‘a_volunteer. This does not imply that volunteers attempt to meet all

their needs by this means, but does mean that a person would not be
motivated to becéme a volunteer or do anything else without hcplmg to
satisfy one or more needs by means of that activity. As the studies on
valunteers' motivations are very scarce; the group turned to the closest
area, ﬁhich had a better developéd theory base and more empirical sub-
stantiation-~the stﬁdies on the motivation of paid workers. This sup-~
ported the assumption that the needs thalt employees attempt to meet
thfough their work, and the needs volunteers are said in the literature

«

on volunteers to be trying to meet’through tbéir participation as volun-
teers; are highly similar, with the majority of these needs of paid
workers and all of the needs of voluhteerﬁ falling in the areas defined
by Maslow as ego, soclial and self-actualization needs.

The reference which showed most concisely the needs which paid
personnel expéct to meet through their work, is a survey of the litera-
ture and research on job attitudes undertaken by Herzberg, Mausner,

53

wy O
Peterson and Capwell, In a later study Herzberg, Mausner and Snyderma“l9

7Ao H. Maslow, Motivalion & Personality, New York: Harper and Row,
195k, pp. 2-92. : :

817‘° Herzberg, B. Mausner, R.0..Peterson and 0.F. Capwell, Job At

titudes: Review of Resesrch and Opinion, Psychological Services of Pittse
burgh, Pittsburgh, Penn., 1957.

G .
Frederick Herzberg, Bernard Mausner and Barbara Bloch Snyderman,
The Motivation to Work, New York: John Wiley & Sons Tnec., 1959.




further refined the concepts discovered in the survey. In this study
Herzberg, Mausner and Snyderman hypothesized and found that certain
factors present in the work situabion serve as motivators and satisfy

some of the workers! needs., These iactoru are called Jjob satisfiers.

They‘also found other factors which are always present in the work en-
vironment which do not motivate people, but can lessen their motivation.
These are termed job dissatisfiers t, , . The factors involved in job

.

satisfaction (and motivation) are separate and distinet from factors

that lead to job dissatisfaction. . . . The oppesite of Job satiﬁfacﬁion
is/not’job dissatisfaction but rather no job satisfaction; and similarly
the opposite of job dissatisfaction is not job satisfaction, bub no job
‘dissatisfactione"lo The presence of thes é factors has a direct bearing
on job‘pérfcrmanc e, employee Luﬁuo“cr, merital health, absenteeism and
interpersonal relations.

Those factors which produce job satisfaction are listed in "The
- Motivation to'Work" in the following order of pricrity: achievement,
recognition, work itself, responsgibility, advencement, and growth. Those
factors which produce job dissatlisfaction as they are listed in the same
study are: company policy and administration, supervision«technical,
salary, interpersonal relations~supervision, working conditions, and re-
lationships with peers. Those producers of job satisfaction and job dis-
satisfaction, which afe applicable to 6ﬁr study‘of friendly visitors are

desceribed in “"The Motivation to Work" as follows: '

10 , . . .
Frederick Herzoekg "One More Time: How do you Motivate me
p)oyceﬂ?" Harvard Business Review, January-February, Vol. 46, No. 1,
1968, p. 56.
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Job Satisfiérs:

(1) achievement~—includes such things as "successful completion of a job,"
"soluiioﬁs io problems," "vindication," "and seeing the.result of one's
work. !

(2) recognitioﬁmmﬁsomé act of notice, pfaise or blame."

(3} responsibility~--"factors r@latihg to reSpnﬂsibility'and authority, "
"heing responsible for own or work of others or new responsibility . . .*

(L) advancement and possibility of growth--"the likelihood that the indive
idual would béAabie to move onward and upward within his organizétiow“
and "a situation in which he is able to advance in his own skills and
profession.® "The power of a promotion to increase job satisfaction
is often relaﬁedAto féelings of growth, recognition, achievement,
responaibility. . . .0

The authors econclude that a "sense of personal growth and of self-actual-

ization is the key to an understanding of positive feelings aboul the job."

Selfuactualization in this context is used in its broader sense which ine

cludes the satisfaction of ego needs through recognition, achievement,

independence, presﬁige, ete.

Job Dissatisfiers:

(l)vcmmpany policy and administration--#the adequacy or inadequacy of com-
pany organization and management, discrepency between authority andA
Job responsibilities, harmfulness or beneficial effects of the com=
pany's policies.® '

(2) $upervisienmtechnicalmw”comp@tenee or incompetence, fairness 6r wre
fairness of the supervisor, supervisor's willingness or unwillingness

to delegate responsibility, willingness or unwillingness to teach., . . "



1%

(2) interpefsonal relations—supervision--actual interaction between
worker and supervisof about purely social and socio-technical matters.

The authors of "The Motjfation to Wérk" state that "s supervisor is suc-

cessful to the degrée to which he focuses on the needs of his subordinates

as iﬁdividuals‘rather than on the goals of production. . . " ZTven though
the authors do not say so specifically; the needs referred ﬁo in the pre-
vious statement would be the individual needs discussed by Maslow in his
hierarchy of needs.

(L) relationship wiﬁh péerswmthis is an additional dissatisfier found in
a later publication by Herzberg which assumes some importance in the‘
literature on volunteers but is not further defined in this particular
study. On the basis of the literature on volunteers and in the con-
text of this p&fiicular study, it has been interpreted’to HEAN RO~
portunities for relationships with cowworkersa“l

It thus appears that work provides a suitable channel through

-whiqh a. person can meet many of his ego needs, some self-actualization
needs, some soclal needs, some safely needs, and the means for satisfying
some physiological needs. The small number of studies on the motivation
of volunteers indicate that people volunteer to satisfy their personal
needs; these studies isoiéte some of these needs and the means through
ﬁhich they can be met. It is evident from Maslow's needs theory, and the
literature on both pald workers and volunteers thét the individual needs
of volunteers and paid employees expressed in their respe&tive work site

uations are highly similar. Both need achievement, recognition, respon-

11 . 4 .
Frederick Herszberg, Bernard Mausner and Barbara Bloch Snyderman,
The Motivation to Work, New York: John Wiley & Sons Inc., 1959, pp. 46-62,

%
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sibility, opportunities fov advancement and personal growth as means to
meeting some of their soeisl, ego, and self-actualization needs. The
effects of the ever present job dissatisfiers will have to be minimize
in order to provide a work environment conducive to the realization of
job satisfaction and the meeting of individuél needs,

The 1list of satisfiers and dissatisfiers obtained from the review
éf the literature were used ags criteria in constructing an interview

schedule for the collection of data.



CHAPTER TIT
METHOD

To obtain the desired data, the research group decided to prepare
a schedule to administer to the Coordinators of the selected agencies in
face-to-face inﬁerviewseA |

The schedule was designed to obtain data on the presence or ab-
sence of jsbrsatisfierg and dissatisfiefs in friendly visiting programs,
applying the results of industrial studies on paid employment. Factors
of Jjob satisfaction and dissatiéfaction were adapted to fit Iriendly
visiting programs. The questionnaire was classified under seven headings,
each pertaining tcra specific aspect of ihe friendly Visiting prcgrame
These seven categories were placed'in a logical sequence for purposes of
clarity. A copy of the schedule can bg found in Aépendix.Aﬁ

Regarding job satiéfiersg the following categories were established:
the caﬁegary ﬁertainimg to Yopportunities for advancement and personal
growbh' is based on the satisfiers called Machievemert! and "advancement
and possibility of growth;" the aatégcry pertaining to."training and
orientation" is based on the satisfier called "reﬁﬁo.sibility“ and the
category pertaining to “recognition® is based on the satisfier which is
also called recognition.

1
Regarding the dissatisfiers, the category related to 'sereening

and recruitment" is based on Yeompany policy and administration;® the

category on "supervision' 1s based on the dissatisfier called "inter-
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personal relations~supervision;! the category pertalning to the "co-
ordinatorts qualifications and availability'is based on tho dissatisfier

called Msupervision-technical," und the category on teommunication® is

" related to the dissatisfier called "relationship with peers.”

Within the category of screcning and recruztment, qu*. tion 2 was
exanining sources of Pe“)LlLﬂﬁnt and que ions 7, &, and 9, the initial
procedure in sereening and recruiting. Moving to training and orientation,
guestion 11 ascertains the existence of a training program; while ques-
tion3.12, 13, and 14 explore the modalities of such a program. It wés
assumed that the greater the number of these components in the friendly
visiting program, the more comprebensive is the program. In the third
category, supervision, the modalities of giving supervision are examined
by guestions 165,18; and 20, Questions 16 and 18 would indicate program
guality. Questions‘lV and 19 are concerned with the type of supervision.
Questions 22 and 23, which are included under Yopportunities for volunteer
development and selection of tasks," attempt to-determine the facilities
and resources avallsble for volunteers in the friendly visiting programo
These are corsidered to be indicators of the quality of the program.
Quesﬁians 26, and 25 are exsmining the modalities in this area. Questions -
27 and 28 explore the hature of communication in the fifth category,
neommunication with agency staff and other volunteers." The next cate-
gory is concerned with recognition, A heavy emphasis has been placed 6n

this category as it appears from industrial studies to be the prime source

of job satisfaction. The modalities of recognition are the focus of the

following questions: 30, 31, 36, 37, 38, 39, 4O, k1, 43, hh§‘453 The

facilities and resources available to friendly visitors in this area is



explored,by'questioné 32, 33, 3k, 35, L2. The lastbcategory is coneérned
with the quélifications of the volunteer coordinator as this may be cor-
related with the quality of the friendly visiting program. Question 50
determines the educational background of the cocrdinator, while questions
L7, A85 and 49 focué on the energy expended on the programme by the co-
ordinator. This category, which inciuded guestions pctenﬁi&lly threat -~
~ening to the ccordinators, was placed at the end to ensure the bes@ posg-
agible relationship beﬁwéen the interviewer and the coordinator dufing

the interview.

Thé process of data collection wag initiated by contacting the
Volunteer Bureau of Greater Winnipeg, from whom a list of social agencies
with volunteer programs was obtained. Due to the multiplicity and com-
plexity of volunteer programs in social agenciles in the Greater Winnipeg
area, the focus of the study was restricted to friendly visiting on a

.

volunteer basis, as this was the most numerous exis

A

ting volunteer pro-
gram which made similar demands on volunbteers. The agencies designated
by the Volunteér Bufeau.were then contacted by telephone in order to as-
certain those which possessed a friendly visiting program.

Tetbers, signed by the Research Advisor, were sent to the direc-
tors of those social agencies with a friendly visiting program, requesting
their ageney's cooperation in the study. The interviewers arranged by
telephone a mutually agreeable time to obtain the information for the face
sheet and to administer the interview schedule to the volunteer coordin-
ator. Upon completion of the study, a letter of appreciation and a copy
6f the report was sent to those social agencies to whom the schedule was

.

administered,
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The'size of the study population was predetermined by the limi-

“tations placed upon the "program™ as defined by the authors.

¢

All the agenclies whose names were provided by the Volunteer
Burean were contacted, butbanswers to the interview schedule were not
elicited from all the friendly visiting programs due to their lack of
an organized program, or the transitory nature of their existing program.
Out of the original aggregate of fifﬁeen agencies, nine interview sched-

ules were completed. GCertain friendly visiting programs, such as those

" organized by hospital puilds and women's auxilliaries were eliminated as

they did not meet the eriteria of continuity on a one~to-one basls in
visiting which was one of the study's limitations. The nine social
agencies possessing a friendly visiting program studied are: Children's
aid Bociety of'Winnipeg§ Céré Services {(Manitoba Department of Health émd
Secial Development), Age and Opportunity Buresu, Metro Probation Serviees,
Family Bureau of Greater Winnipeg, Can&diam National Institute for the
Blind, Marymound School (Home of the Good Shepherd) and both branches of
The Childrents Hoﬁe'ﬁf Winnipeg, |

The guestions largely require forced.choice responses. Certain
guestions (for example, question 4) are constructed with subsections as
an elaboration or substantiation of the first response and as a means to

check the reliability of the first response., Some questions required

the respondent to select a response from a scale of responses. This was

\ .
necessary in order to facilitate standardized responses. These multiple

choice questions are comprised of foreed choices and one open-ended choice
(vsually Yother . . "),

The schedule was not pre-~tested as the sample was too limited and
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ﬁhe»study gfoup intended to utilize all nine agencies for the final
“study. Inquiries regarding the pcssibiliﬁy of premteéting the schedule
in social agencies outside the geographic scope of this study were not
productive. )

The schedule was given to various staff membérs of the School of
Social Work and other persons knowledgeable in the fields of research
and volunteer programs. The purpose was to obtain feedback on the val-
idity, clarity, applicability, meaningfulness and adequacy of the schedule.
As a result, significant changes were made from the first draflt of the
schedule, particularly the ordering of the questions, in order to achieve
a more logical sequence, and to include open-ended questions (10, 15, 21,
26, 29, 46, 51) at the end of each of the seven categories of guestions
wiich would provide the volunteer cocordinator with an opportunity to vere
balize any additional comments on that particular aspect of the program.

The information on the face sheel was gathered in Deéember 1970,
while the interview'schedule was administered in February 1971. The in-
formatidn was gathered by all [ive members of the study group, each per-
son obtaining information from one or two soéial agencies regarding their
friendly visiting program (a total sample of nine). The study group
member administering the interview schedule, filled in the responses.

This methpd allowed clarifiqation_of the questions when necessary.

Several 1imitations arose from the particular method of data
collection. The total number of agencies in the Grester Winnipeg ares
having friendly visiting programs was very limited and of those, only
,ﬁine met the requirements of the study. This small aggregate may affect

the validity of this study's application to other studlies, Further lim-
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itations arbse out of the chosen method of face~to-face interviews. As
eéch volunteer goordinator was interviewed by a different person, the
administration of the schedule as wéll as the inierpretatimﬁ of the rege
ponses~could not be standardized perfectly. However, attempts were made
to standardize the content of the questions and the type of responses
expected, and to avcid value Jjudgments from agency personnel, the inter-
viewers, and the questions.

There cxist some limitations which arose as a result of the use
of the particular schedule. The reliability of the study has been adverw
gely affected by an-insulficient number of questions in certain cate-
gories of the schedule. Some categories (communication, coordinator's
.qualifications)Aare lacking in questions as opposed to other categories
(recoéﬁihion; screéniﬁg and recruitment), and consequently, minimal in-
formatiah was obtained from those categories With a limited number of
questions, | .

The response collecting technique was varied and had it been
ldentical, the data dbtained would have been less difficult to codify.
Some terms employed in the schedule, such as "supervision," "fermal,"
and "intensive! are ambliguous and may be interpreted differently by
different persons. Specific questions possessed limitations. For éxample,
question Sa offers no true choice. Question 5b should have been more
specific, by including categories of under eighteen years of age and over
eighteen years of age as many programs recruited friendly!visiﬁors under
eighteen years. Question 6a should have commenced with ™in the practice
éf recruiting . . .' as some volunteer coordinators regarded the question

in terms of matching the friendly visitor with the task, once the volun-
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teer had been recruited. Question 49 should have had an additional sube-
section phrased: "If not, how many hours a week are you employed as a

volunteer coordinator?" An overall limitation of the schedule is that

~it is more appliéable to formal and structured friendly visiting programs,

while many of the programs studied operated on a more informal unsitruc-

tured basis.

. The data for analysis consisted of responses to the questions

posed in the schédule and answered by the coordinators., The forced~choice

responses were compiled in the form of tables to show the presence and
absence of satisfiers and dissatisfiers, and the open-ended responses were
scrutinized for any significant material. Questions serving as reliabil-
ity checks (e.g. question 1L¢) and those whose answers were not. sulfic-
iently conczlusive were discarded from the analysis.

The findings of the study and the»énalys;s of the data are prowv

vided in Chapter IV, with conclusions to follow in.Chapter V.



CHAPTER IV
ANALYSIS OF T'INDINGS

In order to obtain the data for analysis, represeniatives of
nine social service agencies in Metropolitan Winnipeg were interviewed.
The data was subsequently classified under satisfiers and dissatisfiers
employing the criterie provided by Herzberg in "The Motivation to Wbrk”;
Each satisfier and dissatisfier was anaiysed individually in terms of
its presence and absence, on the basis of responses obﬁained to ques-
tions in the interview schedule,

| The symbols Sl’ 32, S3’ represent the satisfiers recognition,
responsibility, aﬁd advanéementiand péshibiiiﬁy of growth, respectivély..
The symbols Dl’ D2, Djland Dé, represent the dissatisfiers companj pol-
icy and administration; supervision-technical; int;rpersonal relations--
supervision and relationship Qith’peers, respectively'(see Appendix A).

It is noted that cuestions pertaining to the satisfief‘“achievem
ment" have been omitted from the scheduleo- This satisfier, asvdefihed
by Herzberg, requires the subjective evaluation of the work situation by
the volunteers and thus falls beyond the scope of this study.because it
would necessitate individual volunteecr involvement and the making of
value judgments by the volunteers.

i
A few sub~guestions (12b, lhc, 18b, 19b and 49¢) did not concern

themselves directly with Job satisfaction or dissatisfaction as they

were constructed for the purpose of verification of responses to gues-
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tions 12s, lha or b, 18a, 19a and 4%a.

The responses to ﬂhé schedule-ﬁere_compileduin the féllowing
manner: seven &ategories were forméd, corréSponding to the seven sat-
isfiersAand dissatisfiers mentioned above. The appropriate responses
were listed under.each of these categories. For each indicator of sat-
isfaction a negative response was attributed a numerical value of O
"sometimes," a value of 1, and a positive response, a value of 2, On
that basis, the arithmetic mean was established for the presence of each
satisfier,

In compiling the @resence of Jjob dissatisfiers, the responses to
four of the questions (17¢, 47, L9, 50) were obverted. The negative .
responses to these questions indicated the presence of dissatisfaction.
For the purpose of the table;, the presence of dissatisfaction had to be
shown as évpositive response and the absence of the diSsatisfiér had to
be shown as a negaﬁive reéponse. .

The satisfiers and dissatisfiers will now be presented in_tﬁe
following mamer: the operational definition of each satisfier and dis-
satisfier used in the coding of the responses will be given foliowed by
>a report of the findings, and the range of the responses showing the

presence of each satisfier.

RECOGNITION (sl)
Recognition encompasses the agency's formal provision to rec-
ognize the work of the friendly visitor; as reflected externally (e.go

through publicity) or internally (e.g. by giving the friendly visitors

access to agency equipment.



vl

TABLE 1

RECOGNITION (satisfier 1)#

Indicators

41. f.v. have identification
pins, cards, etc.

1,0d, Attempt to dissuade f.v.
from leaving

35, f.v. have access to agency
equipnent

3. f.v.'s out of pockelt ex-
penses refunded

,0a. JYetbter written to f.v.
when he leaves

LO¢. When f.v. leaves, asked
for an evaluation
34.  Special funds for £V,
available

L2, f.v., continmually provided
with information on agency

1la. Existence of a formal
training program
- 39. Recognition given to f Vo
in three or more ways
37. Agency stresses role of
f.ve. in publicity
9, Waiting period of one month
or less for f.v. ‘
LOb, {.v. asked for his reason
for leaving ‘

7. Interview with each poten~
tisl f.v.
14. Some formal directive given
to beginners

25b. f.v. matched wibh the task

. to be done

32b. Some helpful information on
c¢lient given to I.v.
25a. f.v. matched with the
client

Arithmetic mean 59%.

#The following codings and abbreviations

tables.
Al 3
~ Loding
Presence of indicator - /
Absence of indicator - X

Indicator sometimes present - o

Z

X

O

X
/
/
/

S B

]

O

>4

o]

o T B

A N N NN

~OTN NN

X

Agencies

I ¥ X X X o

X X X X o

C

o]
o

o 0o o o0

X o o o

o]

X X o‘ o
o 0 0 ©
X X X

X

\\\\\\\\\?ﬁ'
I N N N N N S
N N e N N
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Abbreviations
Friendly visitors
Recruitment
Orientation
Supervision

Recognition

N N e e S

11
33
33

by
33
L
56
67
78
7
83
89
89
100
100

-100

will be,used on all

fov,
rec.

. orient.

SUP.
recog.
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In térms of external provision of recoghitiong all agencies
but one recognize the voluhﬁeers‘in agency publicity (37). Ode agency
provides its friendly visitors with‘individual meéns 6f identificam
tion (L1). |

Exceptvfor question 37, all the other indicators in the above
table dealt with internal proviéions of recognition.

All nine agencies match the friendly visitors with both the task
" Lo be done and the client (25 a and b) and report. that some helpful inmb
formation on.ﬁhe client is given to the friendly visitors (32b). Tw&
agencies attempt to dissuade them.from‘leaving the agency (40d). The
remainder of the responses vary froﬁ 33% to 89% presence.

The total range of positive responses range from 6% to 100%.

RESPONSIBILITY (.82)

This satisfier consists of two components: l) the ways in
which the-agenéy requests a:comiittment of the friéndly visitor to the
client and agency, and 2) the autonomy of the friendly visitor in fulw
fillingvhis obligations to the client.

All agencies take a number of oppoftunities to empﬁasize the
obligétion the friendly visitors have to the agency and the clients (12)
but the responses given regarding the autoﬁomy-of the volunteers are
inconclusive asievidenced by questions 43, indicating a low degree of
autonomy and questions 17b, indicating a high degree of autonomy.

In summary, the demand by the agencies of a commi%tment on the
part of the friendly visitors to the agencies and to the clients, is
common to all agencies‘(Ba) while the range of autonomy permitted the

friendly visitors varies from one agency to another (17b, 31b, 43).
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. TABLE 2
RESPONSIBILITY (satisfier 2)
Indicators ' o , Agéncies : %

“17b,  Supervision given on :
schedule ¥ X

, Y X ¥ X X X / 11
43,  f.v. encouraged to con-
tact other services ¥ X XX oo oo/ 33
18a. Regular reporting pro-
cedures for f.v. _ ¥ X xxx /7 /7 /7 / L
3a. Minimum time commitments
for f.v. , X X X %X o [/ / / /- 50
12¢. Responsibilities outlined
in supervision X X X o o f J [/ / . 56
31b. Tengths and frequencies
of visibs suggested X XX o /f /S )/ 61
12b. Responsibilities outlined
in job description X%/ /7 /7 /7 /77 78
12d. Responsibilities outlined
in intake interview : xx / /S S S 78
12b. Responsibilities outlined
in orientation ' X VAR A A A A 89
J2a. f.v. made aware of res-
ponsibilities involved / /) 100

Arithmetic mean 60%.

The responses showing the presence of responsibility ranged from

11 to 100%.

ADVANCEMENT AND OPPORTUNITIES FOR GROWTH (53).

The presence of this satisfier is indicated by the agencies pro~
visions for further training opportunities or promotions and the flexi-
bility in task selection.

None of the agencies provide opportunities for promotion (45);
two agencies provide funds for further training (22). Five‘égenéies show
flexibility in regard to change to ahother type of client and task and
in one agency, neither change is possible (24b). The responses showing

the presence of this satisfiler ranged from O to 72%.



TABLE 3
ADVANCEMENT AND OPPORTUNITIES FOR GROWTH (satisfier 3)
Indicators ‘ Agencies o y 4

5. Possibility for f£.v. of

ba

being promoted ¥ X X X X X X X 0
22. Funds available for fur-

ther training of f.v. ¥ X X X X x x// 22
19a. Pericdice evaluations of

f.v.'s work made X XX X X o [/ [/ [/ 39
13. In service training for ,

new f.v. X xxxx /J /. / L
2Lb. Changing to another type

of task is possible X X o o / /) [/ 67
2La. Changing to another type ‘ v '
of client is possible X X oo /S S S S 72

Arithmetic mean 41%.

In analyzing the questions pertaining to dissatisfaction, it was
found that a nuﬁbef of situations wbich are potential dissatisfiers
exist in‘the various programs. However it can not be clearly established
that these potential sourcesraciually create feelings of dissétisfactione.
"This would require qualitative judgments on the part of the volunteers.
Qualitaﬁive Judgments have been purposely excluded from this study.
Therefore a general description of these potential situations will be

given but a statistical analysis will be omitted.

COMPANY POLICY AND ADMINISTRATION (Dl)

This dissatisfiler encompasses the policies which pertain primar-
ily to the volunteer and/or‘the service goals of the égepcies.

Tt has been indicated by Herzberg that company poli;ies in gen-

eral are potential dissatisfiers. Adequate policies are not a source of

satisfaction and inadequate policies are definitely a source of dissat-

isfaction.
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- TABLE L
COMPANY POLICY AND ADMINISTRATION (dissatisfier 1)
Indicators ' Agencies

38a., f.v. invited to agency
meetings

5b.  f.v. over the age of 59
accepted '

36, f.v.'s express concerns
and give suggestions

8.. Recruitment of former
volunteers .

3la, Lengths and frequencies
of visits reguired

21b. ILengths and frequencies
of visits suggested

2., f.v,'s recruited from
three or more sources _

b, f.v.l's accepted under the
age of 19

L. Agency prepared client for
f.v. in some way ’

ba. f.v.'s of both sexes
accepted

La. f.,v. accepted regardless
of education

5b,  f.v.s accepted between
the ages of 20 and 59

lba. Resource person assigned
to each f.v,

bl
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~
~
~
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In the above table, we have presented aspects of friendly visit-
ing programs that can be considered matters of policy. However it was
not within the scope of this study to determine whether or not they were
adequate or inadequate. Hence.the presence and absence of the‘policy
will be presented but only very limited conclusions will be presented.

Al)l agencies have various minimum age requifemenﬁs fér their
friendly visitors and two do not accept volunlteers over the age of 59.
Noﬁe restrict recruitment on the basis of educatlon and sex.

There 1s a low frequency of positive responses to questions re-
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garding thevexistence of vélunteermeCused policies. For instance,
one of nine agencies consistently invites its friendly visitors to
agency meetings (38) and two agencies ask the friendly visitors to
evaluate .their experience on leaving (40). There is a high frequency
of pbsitive responses to questions regarding the policies which apply
to both volunteers and sérvice; For example, all agencies give a
positive response to the question regarding the assignment of a re-

source person to each friendly visitor (16).

SUPERVISION-TECHNICAL (D2)
This dissatisfier refers to the degree of the coordinatorts
competence and incompeltence and his willingness and unwillingness to

teache.

TABLE 5
SUPERVISIONfTECHNICAL (digsatisfier 2)
Indicators - ' o Agencies

17c. Intensive supervision

given initially X o 0o o0 o0 /) /) [ [/
47. From one to four years . :

experience XX xxxx///
49« Responsible for other '

parts of the program XX xxxx ///
L8, FEmployed on a full time ‘

basis xx /7 /7 /L S/
50. Holds a University de-

gree : X X X X X xx /

t
All but one of the coordinators hold at least one university
degree. Seven of nine coordinators have responsibilities other than
coordinating the volunteer program. Only one agency provides intensive

supervision in initial stages of the visitorts work,
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INTERPERSONAL RELATIONS--SUPERVISION (DB)

' The purpose of the questions under this category is to assess
the formality or informality in the relationship between the friendly
visitor and his éupervisor aé reflected in the actual supervisioh it

~uation and in the social context.

TABLE 6
INTERPERSONAL RELATIONS-SUPERVISION (dissatisfier 3)
‘ - Indicators : . Agencies

28a. Opportunities for informal ’ |

gatherings X ¥ X X ¥ X X

17b. Supervision given on '

schedule v x/ /S S

17b. Supervision given on _

request “ o f /S S S S

Relationship with other agency staff is a potential dissatis~

fier. Although the degree of informal interaction between the friendly

visitor and the supervisor can be determined, the relationship cannot

be analyzed gualitatively.

RELATiONSHIP WITH PEERS (Dh)

This.dissatisfier, in operational terms, cxplores opportunities
for social interaction among the friendly visitors. |

Although the: dégree of informal interaction among the friendly
visitors of the agenéies studied cén be determined, the relationshipé
cannot. be analyzad in terms of dissatisfaction. !

The analysis of the responses in this category show that the
épportunitieé for informal interaction are very limited; only fouf pos-— .

itive responses out of a possible total of 27. These four responses
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refer to opportunities for friendly visitors to communicate with each

“other (27).

TABLE 7
REIATIONSHIP WITH PEERS (dissatisfier 4)
Indicators ' | Agencies
23. Club or association for

f.v. within agency X £ ¥ ¥ X ¥ X X X
28a. Opportunities for informal

gatherings. x/ /007 _

27. More than one means of com-

.munication provided o / /7 / /7 /

The following chapter will present a summary and interpretation
g N I

of the findings and the conclusions that may be made from these findings.



CHAPTER V
CONCLUSIONS

The study was designed to explore the extent of the presence
and absence of job satisfaction and job dissatisfaction in the programs
organized for volunteer friendly visitors by the social service agencies
in Metropolitan Winnipeg. To accomplish this objective, a schedule was
constrﬁcted‘b This schedule consists of seven categories with a total
of fifty-one questions. The schédule(was administered to nine agencies
whose programs met the requiréments of the study. Once thé respoﬁses
were collected, they were also classified in terms of satisf{lers and
‘diSSatisfiers, The responses to the questions regarding satisfiers
were assigned uniform numerical values to facilitate their analysis.

From the data obtained, the factors of jog satisfaction and job
dissatisfaction, evolved ffom.studies of paid wérkers, can be isoléted
in volunteer work situatiohsf The specific job satisfiers studied aret
recognition, responsibility, and opportunities for advancement and pos-
sibiliﬁies of growth. The specific job dissatisfiers studied are:
company policy and adminjfs'l;;r."art,:’1_>c>n,9 Supervision#tﬁchnical, interpersonal
relations-supervision and relationships with peers.

Conclusions will be drawn individually about eacbvsétisfier and
dissatisfier. The category dealing with the satisfier recoénition
showed some positive aspects in that volunteers are matched with tﬁe

type of client and task in all agencies. Also all agencies provide
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friendly visitors with some helpful information on the ciients. This
indicates that the friendiy visitors are given recognition régarding

the wérk itself. At the other extfeme, the status aspect is ignored in
that only one agency gives its friendly visitors means of identification.
This provision of identificapion could be easily improved,

Provision of access Lo agency equipment and refunding of oub-
of-pocket expenses have a low degree of presence (33%). As boﬁh‘involﬁe
monetary expenses, il may be relatively difficult for the agencies to
improve upon these; |

From the respmnses‘obtained on the satisfier of responsibility,
it is evident that agencies heavily emphasize a committment to client
and agency. There‘appéars to be some inconéistency as to the amount of
autonomy given the friendly visitor and in this respect, tﬁere is room
for improvement;

The findingsvregarging'thevopportunities for advancement and
possibility for growth indicate that opportunities for the devélopment
of the individual are scarce. The only apparent ways of improving thié
gatisfier is by channeling additional resources for further training as
the provisions of opportunities for promotion would involve major changes
in the structure of the program.

The results regarding company policy and administratlon are in-
conclusive, To measufe adequately the degree of dissatisfaction, more
comprehensive questions and some means of determining wﬁich!policies are
iﬁadequate would be required,

No definite conclusion can be drawn regarding the quality‘of

supervision as the educational and experiential background of the volun-
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teer coordinator is not the sole determinant.

For the redsons discussed in Chapter IV, no_definite conclusions
“can be drawn regarding the felatioﬁ$hips with supervisor and peefse

VIf this or a similar study were to be undertaken in the future,
it is recommended that a larger population bé studied, this would nec;
essitate that these studies be c0nduc£ed in a centre containing a larger
agegregate. The indicators could be further refined, especially as these
apply to supervision~technical and interpersonal relationsesupervision,
in orderito explore tﬁe subject more accurately and extensively. A po-
tentialiy fruitful area for future study is the possible correlation be-
tween volunteer retention and the presence of Jjob satisfiers and job
dissatisfiers in particular programs. Anobther possible study may COon-
sist of a queétionnaire regarding program administered to both the agency
‘staff concerned and thgt agency's volunteer population with compsrative.
analysis of the results, ' : .

This study mey provide organizers of volunteer programs with an
additional tool for assessing their progrems in order to achieve ine

creased volunteer produetivity and retention.

l
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APPENDIX A

INTERVIEW SCHEDULE

RESEARCH PROJECT 197071

Interviewer
Date
Agency
t S--SATISFIER. DwDISSATISFIER.
Slmwrecognition, Dl~~company policy and administration
Spwmresponsibility D?wmsupervision—technical
Sauuadvancemént and pos~— D3~—interpersonal relation-supervision

sibility ?or»growth Dlwmrelationship with peer

SCREENING AND RECRUITEMENT

How many friendly visitors are active as of Januafy‘197l?
(Include those on the waiting list)

.

Which of the following ‘choices best describe how your friendly
visitors are recruited. (Rate in order of frequency, from 1 to 6,
ranging from the MOST frequent to the LESS fregquent choice. )

a) through other friendly visitors ... d) by their own initiative ...
b) from specific groups vee €) through the mass media ...
¢) from smong the agency's clients ... f) other (specify) ves

a) When a friendly visitor offels you his services, do you ask him

- 84 if he plans on staying for a certain minimum longth of time?

Always ... vSOmeleeo soe Never ...

b) If so, how long?
a) Do you have minimum educational requirements for your friendly
visitors?

YBS vee No'eco

b) If so, what are they?

¢) Why do you have them?
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5. a) H¢ve you ever screened your friendly VJ%ltOPS by setting
limitations on their age?
Yeo tae NO “« o

b) Would you have accepted friendly visitors in the following age
D; categories, on the basis of their age? (Indicate Yes or No for each.)

1) under 19 years old ... 3) between 4O and 59 ...
2) between 20 and 39 cee L) over 60 years old = ...
c) Why ?
6. a) Have you ever had specific sitvations in your visiting program
v which required friendly visitors of a certain sex?
Yes ... No eeo. i .

b) If so, did the situation(s) require:
1) Males ... 2) Females ... 3) Sometimes Males, Sometimes
: ' Females co.

¢) What kind of situations?

7. Do you have personal interviews with each potential friendly visitor?
Sy Always ... Sometines .eo Never ...

8. Do you recruit friendly visitors who have previously worked as
Dr  volunteers at your agency?
Always .. Sometimes ... Never o..

9, Wbu]d you give an eqtnmdte of the average range of time a friendly
5 sitor spends belween app]ylng and getting a task? (Indicate in
terms of days, weeks, or months,

10. Are there any important ways of screening-and recruiting friendly
visitors which you feel we have omitted?

TRATNING AND ORIENTATION

11. a) Do you have a formal orientation and training program for your
Sy friendly visitors? . ,
Yes ... No ... . r

b) If so, how long would this be, on an average, for each friendly
visitor?

¢) Is this done: (Indicate Yes or No.)
1) individually ... 2) in group ... 3) in combination ...
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d) If in group, are new and old friendly visitors segregated?
Always ... ~ Sometimes ... Never ... - :

12. a) When a friendly visitor starts working for you, do you make him
S, aware of the responsibilities invelved, to the agency and to
the client?
Always see - Sometimes oo Never o..

b) If so, how? (Indicate A, S or N for each.)
Sz 1) in the orientation process ...

2) in his job description oes
3) in supervision coe
4) in the intake interview cow
5) other (specify) ceo

prm—

13. Do you have in-service training after an assignment is made?
Sz Always «.. Sometimes .. Never ...

14. a) Do you have a procedure manual or other directive to guide the
S friendly visitor in his work?
YeS PP I\IO e o8

b) (If No) Do you have a "suggested" method of going about the
S; friendly visiting?
YeS»vﬁ¢ NO LR

¢) (If previous answer is Yes) How is this conveyed?
1) through individual supervision sessions? ...
2) through training? ‘ . ees

B

3) other means : cea

15, Are there any ways of training friendly visitors and giving then
an orientation program, used by your agency, which you feel we
have omitted?

SUPERVISION
16, a) Is each friendly visitor assigned a supervisor or other person
D¢ to whom he can readily go for advice on procedures and cases?
Always o.0 Sometimes ..e. Never c.e L

b) What position in the agency does he‘oécupy?

17. a) Do you have: (Indicate A, S or N.)
1) Individual Supervision o.. 2) Group Sessions ...

b) Is your supervision given:
Ds 1) On Schedule s S, 2) On Request ...



18.

19.

- 20,

21
21

39

¢) When a friendly visitor starts worklng for you, d0 you give him

D, intensive supervision?
Always ... Sometimes ... Never ...

a) Do you have a regular reporting procedure for the friendly
Sz visitors regarding their progress with the clients?

Yes .. NOo sow

b) If so, how is this handled? (Indicate A, & or N.)

1) by telephone? .«o To whom?
2) by written report ... To whom?
3) by interview ee. To whom?
L) in a group session ... :
5) other : cos

¢) How frequently are these reports made?

a) Do you have periodic evaluations of the friendly visitor's work

.Sz performance?

Always ... -  Somebimes «o; Never ses
b) If so, how is this done? 1) individually ... 2) in groups ...

¢) How frequentlyQ-

If a friendly v151tor was do:ng a poor Job would you: (Indicate A,

S, or N.)
1) discuss it with him ... L) ask him to leave ree
2) overlook it C eee 5) other .  ses

*3) try him wnth another job ...

Are there any ways in wnlch you provide supervzslon t.o the friendly
visitors that you feel we have GmLtted¢

OPPORTUNITIES FOR VOLUNTEER DEVELOPMENT AND SELECTION OF FAQKQ

a) Do you have funds available for further training of the friendly
visitors? .
Yes ¢ e ’ _NO'ooc

b) If so, how are the funds used?

1
Do the friendly visitors have a club or association within the agency?
Y(‘,’S ® 0 0 No - g .

a) Can the friendly visitors change from one type of clients to another
Sz at their request?
Always oae Sometimes ... Never ...



25,

26.

27.

28,
D4
Dy

29.

300'

310"

b)

L0

Can‘they change from one type of tasks to another at their request?

Sx Always ... Sometimes ... Hever ...

a) Do you attempt Lo match the friendly visitor and the client?

P, Always ... Sometimes ... Never ..,

S¢ .

b) Do you attempt to match the friendly visitor and the task to be done?
*B. AIWays eeo Sometimes ... Never e.. : A »
5/ . . ,

¢) What criteria do you use? (In terms of age, sex, religion, ete,)

Are there any ways in which you give your friendly visitors
opportun1tles for development and select their tasks, that you feel
we have omitted?

Is

COMMUNTICATION WITH AGVNCY STAFF AND OTHER VOLUNTEERS

there an opportunity for friendly vasators to communicate with

each other? (Indicate Yes or No.)

1)
2)

)

b)

through newsletters eae 3) informal meebings e
group meebings cee L) other . _ ees

Are there opportunities for informal gatherings such as social
and sports, among the friendly visitors. and other agency staff?
Always ... - Sometimes ... Never ..., :

Do the friendly visitors Darticipate?

Are there any ways in which your frlendly visitors communicate with
each other or with the staff, that you feel we have omitted?

1)
2)

4)
5)

RECOGNI TION
Which of the following best describe the role of your friendly visitors:

performing tasks separate from those of paid staff see
re~enforcing the work of paid staff ees
performing functions in addition to those porformed by paid staff...
as substitute paid staff » _ ‘ coe
other (specify) : ces
Are there required lengths and frequencies of visits for the

a)

)

.b)
D
Sa

friendly visitor on each case?
Always ceo Sometimes ... - Never ...

Are there suggested lengths?
Always o.. Sometimes ... Never ...
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¢) How long and how often?

32, . How much information is the friendly v181tor given about the cllent7

(Indicate A, S or N.) -
'S; a) only the basic essentials, name, address, age, names of family? ...

S; b) some helpful information in addition to basic essentials? Ceee
¢) all available information? A : : coe
d) other . - ‘ ‘ » : ) » ‘aca

33. Are the friendly visitor's outmof~pocket expenses refunded to them
S; by the agency? »
A1l of them ... Some cuo ane oo

34e Do you have a special fund for your friendly visitors to provide them
Sy with such things as coffee, lunches, parties, mimecgraphed maier;al
excursions?
Yes ... “No «.o

35. Have your friendly visitors access to the agency equlpment such as
Sy cars, stationery, telephones, or office space?
Yes ... No ... Limited Access ... .

36, a) Do you get suggestions and expression of concerns regarding the
Dy program from the friendly visitors?
Always ... Sometimes. ...  Never ...

b) How?

¢} What communication channels are established. to handle them?

~

37. Do you stress the part played by the fraendly visitors in agency .
S; publicity?
ALlways o Sometimes o.. Never ...

38. a) Are your friendly visitors invited to agency meetings other than
By the annual meetings?
' AlwWays .s. -Sometimes o.. Never o.o

b) If so, what kinds of meetings?

1) .
i) Are théy invited: Formally ... Informally ...
ii) Do they attend as: Participants ... Qbsérvers A
2)
i) Are they inviteds VFormally ceo Informally «..

i1) Do they attend as: Participants ... Observers ...
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39. How are achnevements of friendly v1q1toro recognized by the agency? o ffl'
St 1) pins vee 5) mass media cee : o
2) dinners ves 6) public gatherings ves
3) newsletters cee < 7) promotions eoe
L) letters e, 8) certificates e
9) other ‘ coo
L0, When a friendly visitor leaves your agency, do you: (A, S or N for each.)
S; a) write him a letter of thanks voe
St b) ask him for his reason for leaving e
"B Sic) ask him for an evalustion of his experience with the agency see
Sy 4) attempt to dissuvade him from lesving sow
e) other L e
Ll. Are your friendly visitors provided with some indication, i.e; card,
S; pin, that they are members of your agency?
AlWays e.. . Sometimes ... Never ...
2. Ts the friendly visitor continually provided with information about
S; agency procedures and regulations?
Yes ... No «..
L3. a) Are friendly visitors encouraged to contact other services in the
Sa c¢ity in order to discuss a case? . :
Always ... ‘Sometimes ... - Never ...
b) If so, what kind of services?
- Lhe How does the agency prepare the client for the friendly visitor?
Dy :
L5. Can the friendly visitor be promoted to a higher volunteer position?
83 Yes v NQ’ s o
L6, Are there any major ways in which you give recognition to the friendly
visitors that you feel we have omitted?
COORDINATOR'S QUALIFICATIONS AND AVATTABILITY
47. a) How long have you been the coordinator of the frJQndlv visiting
Dy program in this agency? (Do NOT read choices.)

1) for the past 5 years coo
2) between 1 and k4 years eeo
3) for less than a year ces

b) How long have you been the coordinator of a friendly visiting program
in other agencies? :
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How are achievements of friendly visitors recognized by the agenecy?

39.
Sy 1) pins cee 5) mass media see
2) dinners cer - 6) public gatherings. voo
3) newsletters cee ;- 7) promotions ees
L) letters s 8) certificates oo
9) other oo
LO, When a friendly visitor leaves your agency, do you: (A, S or N for each. )
S a) write him a letter of thanks .
S b) ask him for his reason for leaving see
B_Sic) ask him for an evaluation of his experience with the agenoy son
Si d) attempt to dise Udde him from leaving ‘e
other : oes
Ll. Are your friendly visitors provided with some indication, i.e. card,
S; pin, that they are members of your agency?
Always oo Sometimes ... Never ..
L2, TIs the friendly visitor continually provided w1Lh information about
S; agency procedures and regulstions?
Yes ... No «..
L43. a) Are friendly visitors encouraged to contact other services in the
Sa ¢ity in order Lo discuss a case? '
Always ..o Sometimes ... . - Never ...
b) If so, what kind of services?
Lo How does the agency prepare the client for the friendly visitor?
Dy :
L5, Can the friendly visitor be promoted to a higher volunteer position?
33 YGS ee'c‘ NG 88 & .
L6, Are there any major ways in which you give recognition to the friendly
visitors that you feel we have omitlied?
COORDINATOR'S QUALIFICATIONS AND AVAITABILITY
L7. a) How long have you been the coordinator of the frlcndly visiting
D2 program in this agency? (Do NOT read ch01cega)

1) for the past 5 years ooe
2) between 1 and h years ers
3) for less than a year ves

b) How long have you been the coordinator of a friendly visiting program
in other agencies?
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L8, a) Are YOu employed on a full time basis with the agency?
DZ, Yes ©oo ) NO e e.s -

b) If not, how frequently do you work?

49; a) Are you responsible for any other part of the agency's program?
DZ . Yes swo No oo : ‘ . ~ s

b) If so, how much time do your other responsibilities take?

¢) If so, are you responsible for: (Indicate Yes or No for each.)

1) the recruitement of the friendly visitors ' ros’
2) their orientation cos
'3) their placement - ' SRR
©4) their supervision : eee
" 5) their training : o cos

d) How many other people are responsible for the friendly visiting
program? ‘

50. What is your educational background?
Day ; . : :

51, Are there any questions regarding important aspects of your friendly
visiting program which you feel we have omitted?






