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Overview of Volunteer Program
C.E.O. Women’s volunteer program has always been a critical component of our ability to provide essential services to our clients.  In 2011, C.E.O. Women invested in developing a framework for a volunteer program to better support volunteers while increasing organizational capacity.

Structure of the volunteer program

Volunteers support C.E.O. Women programs and operations in a variety of different ways which fall into four broad categories:
1. Sharing business expertise

2. Spreading the word about our programs

3. Supporting events

4. Supporting operations

Most of our volunteer positions are related to our organizational calendar.  For more information about specific positions and timelines, see the calendar of volunteer opportunities.

Demographics of our volunteers
· CEOW works with 150-200 volunteers in one year

· As a generalization, our volunteers are mid-level professional women

· Our volunteers tend to be immigrants themselves or children of immigrants

· In general, volunteers are eager to work with clients

· Historically, most of our volunteers have completed their one project and then moved on from the organization.

· Currently, 16% of our volunteers are CEOW donors

State of the volunteer program
Prior to 2011, there was a high level of volunteer turnover because the organization had a piecemeal approach to volunteerism.  This approach also led volunteers to develop relationships with their managers but not the organization as a whole.

C.E.O. Women’s volunteer program has evolved over the past year into a structured program through which we have begun to engage volunteers on a consistent basis and deepen their connections with our work.  

We started 2011 by focusing on recruiting new volunteers into the program and then shifted our focus to retaining our current volunteers, since we had already invested in them.  As a result, we have built a solid volunteer base of individuals who are actively engaging with the organization on a regular basis. 

In 2011, we have seen a steady increase in the number of hours volunteered (up over 35% from 2010 so far) as well as a dramatic increase in the number of volunteers that we work with (an increase of 115%).  We have also placed an emphasis on the number of volunteers who take on multiple projects, both over the course of the year and from year to year, which has resulted in having a more engaged and consistent community of volunteers.

What you will find in this handbook
This handbook outlines the practices that C.E.O. Women has developed over the past year to manage the volunteer program.  It contains recommended procedures to recruit, recognize and retain volunteers as well as samples and suggestions for communications, event timelines, presentation materials, etc.  The handbook is intended to support staff who will manage volunteers and those who will manage the volunteer program itself.

Messaging for the Volunteer Program

We want to maintain standardized messaging for the volunteer program in order to promote a more consistent experience for all of our volunteers.  In addition, because we want to be consistent as an organization with our messaging, the information we communicate about the volunteer program also needs to fit into CEOW’s overall messaging.

There are two different types of messaging related to volunteers: external messaging to volunteers and internal messaging for staff about volunteers.  The following guide focuses on overall messaging for volunteers and the volunteer program.

External Messaging
The external messaging consists of information that we share publicly about the volunteer program with both our volunteers and other stakeholders.  It ranges from a broad perspective about the organization to focused messages about each specific component of the volunteer program.

1. Overall message of the volunteer program
CEOW is committed to providing a dynamic, rewarding environment where members of the community can share their skills and expertise while making a profound impact on the economic livelihoods of low income immigrant and refugee women.

2. Overview of the program
Approximately 150 volunteers contribute approximately 1400 hours of time to the organization on an annual basis. Our volunteers support all aspects of the organization and we encourage our volunteers to continue to innovate with us to improve our programs and operations.  For more information, see the Overview of the Volunteer Program.
3. Types of Volunteer Positions
Volunteers support C.E.O. Women in the following 4 categories:
1. Sharing business expertise

2. Spreading the word about our programs

3. Supporting events

4. Supporting operations

A majority of our volunteer opportunities are not face-to-face opportunities to work with clients.  Most volunteers want to work directly with clients, regardless of whether or not they are well suited for those types of positions.  It is important to communicate honestly what our needs are for volunteers so as to not set expectations that we cannot meet.

4. Recruitment message to prospective volunteers
The volunteer recruitment message is shared on an ongoing basis and so it is important to maintain consistency, regardless of the volunteer position.
a. Overall recruitment message
In the recruitment process, it is essential to communicate that we are looking for specific individuals who are passionate about our mission and who have the skills to fill our volunteer needs.  We will not work with anyone, but we will work with volunteers with all types of skills.  We are looking for individuals who meet the following criteria:
i. They are passionate about our mission 

This is key.  Frequently, individuals contact CEOW about volunteering even though there is not an opportunity available immediately.  Individuals who are passionate about our mission will continue to engage with the organization even if we cannot place them immediately. 
ii. They are reliable individuals
iii. Their skills match our volunteering needs
b. Volunteer application
All prospective volunteers must fill out a volunteer application.  This gives us essential contact information as well as background information and interests, which are important for efforts to engage individuals as volunteers

c. Calendar of volunteer positions
In the recruitment process, it is important to have knowledge about the open volunteer positions and when closed positions will open up again.  If a prospective volunteer is a good fit for the organization, it is important to be able to share information about how they might fit into the volunteer program, even if they are not a good fit for current openings.  For more information about the different types of positions and the times of year that we typically work with these volunteers, see the Calendar of Volunteer Opportunities.

5. Training message to prospective and active volunteers
For both our prospective and active volunteers, it is important to communicate that we will equip them with the tools and training they need to be successful.  Similarly, we are willing to invest in our volunteers’ personal development because it gives them “job satisfaction” and also makes them more capable volunteers.

6. Expectations we have for volunteers
Setting expectations for volunteers is essential for their success.  This allows our volunteers to know if they are being successful, and creates accountability on their end.  For each volunteer position there are specific expectations, which should be communicated in both the volunteer position description and the volunteer training. In general it is important to communicate the following expectations for all volunteers:
a. We expect our volunteers to follow through with their commitments
b. We expect our volunteers to track their hours
c. We will provide support if needed
d. If they are unable to fulfill their assigned duties, they can be dismissed from the position
e. Volunteers should be honest about what an acceptable time commitment is
f. We expect our volunteers to communicate with us regularly

This expectation is especially important.  It encourages volunteers to communicate if they are unable to fulfill their commitments and allows CEOW to recruit new volunteers to replace them.
7. Where External Messaging Appears
Messaging for the volunteer program is present in many different places so it is important to maintain its consistency.  Most regularly, we share information about the volunteer program in the following places/ways:

a. Our website
Our website contains general information about the volunteer program, current volunteer opportunities, resources and a profile of a volunteer.
b. Monthly enewsletter
Most often, we share information about volunteer opportunities and volunteer orientations in eNews.
c. Orientations
Volunteer orientations are opportunities to share information about the volunteer program in general as well as the expectations we have for volunteers.
d. Positions descriptions that are advertised (Volunteer Match and Idealist and the most regular posting locations)
These advertisements contain information about specific volunteer opportunities as well as general information about CEOW.  These should follow the format of the volunteer position descriptions as explained in the Guide to Recruiting Volunteers.
e. Corporate presentations
Corporate presentations should include information similar to volunteer orientations, which give a general overview of CEOW as well as an overview of the volunteer program.
f. Volunteer one-pager (see sample below)
This is a brief overview of the volunteer program designed to share information with prospective volunteers.  This document has been used at house parties and presentations about CEOW to corporations as a way to share one way individuals can get involved with CEOW.

Internal Messaging
The internal messaging is information for staff who are managing volunteers as well as information about the volunteer program itself.  Having consistent internal messaging enables CEOW to provide consistent experiences for all of our volunteers, regardless of who they work with.

1. Volunteer Program Mission
The mission is to increase the capacity of the organization through both time and money so that CEOW can reach more women and deliver our programs effectively.   We have set goals that reflect this mission and there is more information about those goals specifically in the Guide to Evaluating the Volunteer Program.
2. Responsibilities of the volunteer’s manager (more information about how to do this can be found in each section’s specific guide)
a. Recruiting your volunteer
Since the manager will be the individual who works directly with the volunteer, it is important that the manager engage in the recruitment process.  If there is a volunteer coordinator, the volunteer coordinator will conduct outreach efforts to recruit volunteers and an initial screening.  After that, the staff person should take over to ensure that they will be able to work well with the volunteer.
b. Training your volunteer
The staff person is responsible for training the volunteer both on their specific duties and CEOW messaging in general (which can be done relatively easily by sharing the communications cascade found here: \\Ceowserver2003\share\ORGANIZATION\MARKETING & COMMUNICATIONS\9-PLANS and CALENDARS\Communications Cascade and Messaging\ Communications Cascade 20110413 ML v8
c. Tracking your volunteer (see the Guide to Volunteer Tracking)
d. Evaluating your volunteer( see the Guide to Evaluating Volunteers)
e. Thanking your volunteer (see the Guide to Volunteer Recognition)
3. Communications from staff
When communicating with volunteers, it is important to be transparent with them and also empower them with information.  As volunteers, they want to be included in the organization so sharing information and doing so in a timely manner is important.  When communicating with volunteers, follow these basic principles:
a. Be honest
b. Be prompt in your communications.  Respond to emails and phone calls by the next business day if possible.
c. Share information they need to know
d. Answer their questions

Include volunteer one-pager in final product
Include volunteer one-pager in final product
Calendar of Volunteer Opportunities
Calendar of Volunteer opps

Calendar of volunteer opps
Calendar of volunteer opps
Calendar of volunteer opps

Calendar of volunteer opps
Guide to Recruiting Volunteers

Volunteer recruitment is the first step in the volunteer process.  It engages individuals with the organization as a first step to getting them involved.  Recruitment also provides the opportunity to engage Active volunteers with new projects (for more information, see the Guide to Re-engaging Volunteers).  The following is a guide to the volunteer recruitment process.

1. Creating a position description
Before beginning to recruit volunteers, it is essential to create a clear position description.  Position descriptions must include:
a. The title of the position
b. The department
c. The volunteer’s supervisor
d. The location of service
e. The duties of the volunteer
f. The time commitment
g. The qualifications/requirements for the position
h. The training provided
i. The benefits
j. How to apply

2. Creating a supervision plan
A supervision plan should outline what the volunteer’s supervisor, or volunteer position lead (VPL), will do to train and manage the volunteer, based on the duties listed in the position description.  It should include:
a. The position
b. The department
c. The supervisor
d. The supervisor’s responsibilities:
i. Screening the candidates
ii. Any necessary training for the volunteer
iii. Preparation of the volunteer project (for example pulling lists of clients for the volunteer to call for a phone banking position)
iv. Thanking the volunteer
v. Any follow-through required after the completion of the volunteer project

3. Job posting
The job posting should be approved by another member of your team and then posted by the VPL.  The posting is normally published on:
a. C.E.O. Women website under “Internships/Volunteer Opportunities” (dynamic content in Jobs/Unpaid)
b. Volunteermatch.org
c. Newsletter blurb in monthly eNews (if there is a volunteer newsletter going out, then the blurb should be substituted there instead of eNews)
d. Post the opportunity to Facebook
e. Post the opportunity on Twitter
f. Email any relevant volunteer recruitment partners (for graphic designers for example, the VPL should email local art schools)

4. Application
Anyone interested in the position, who has not already volunteered with CEOW, should fill out the C.E.O. Women online volunteer form (http://www.ceowomen.org/index.php?option=com_content&task=view&id=54&Itemid=148 and sample included below), no matter where they heard about the position.  If the applicant seems like he/she could be a good fit, the VPL should schedule a phone screening.

5. Phone screening questions
Before conducting a phone screening, the VPL should develop a set of questions relevant to the position to be used in the phone screenings.  For recommendations, see the sample questions in the Appendix.

6. Phone screenings
Generally take about 15-30 minutes.  They should be conducted by the VPL.  Phone screenings should include:
a. An explanation of the purpose of the interview 
b. An overview of organization and how the position fits in
c. Questions to learn about the volunteer’s background
d. Questions relevant to the position
e. Responses to volunteer’s questions
Notes from individual phone screenings should be saved here:

\\Ceowserver2003\share\ORGANIZATION\VOLUNTEERS\2-Recruiting\Screening\Individual phone screenings

Resumes and references for volunteers should be saved here:

\\Ceowserver2003\share\ORGANIZATION\VOLUNTEERS\2-Recruiting\Resumes and References

For phone screenings for coaches, refer to the coaching binder.

7. Timeline
The volunteer position should be posted one month before volunteers will begin working on their project.  Coaches are the exception to this rule – see the Women Connected binder section on coaching for recruitment information specific to coaching.

8. Templates and samples
a. Position descriptions
b. Email to potential volunteers
c. Generic phone screening script
d. Phone screening questions
e. Newsletter templates

[VOLUNTEER OPPORTUNITY TEMPLATE]

Position: 

Department: 

Supervisor: 

Location: 

Goal of the position:

Insert goal of the position here
Duties:

· Insert duties here

Time commitment:

· Insert time commitment here
Qualifications/requirements:

· Insert requirements here

· Meticulous attention to detail

· Excellent communication skills

Training provided:

· Basic orientation to C.E.O. Women

· Insert additional training here

Benefits:

· Insert specific benefits here

· Experience in a cutting edge nonprofit

· Networking opportunities with other volunteers and professionals

· Service to inspiring entrepreneurs

To apply:

· Fill out the volunteer form at: http://www.ceowomen.org/helpout

· Note any additional steps here
[SAMPLE VOLUNTEER OPPORTUNITY]

Position: Client Interviewer


Department: Development

Supervisor: Resource and Development Associate

Location: Oakland office, with the possibility to work off-site

Goal of the position:

C.E.O. Women regularly interviews our clients about their background and businesses to share with our stakeholders.  The Client Interviewer position will conduct interviews with clients to collect that information and then share their interview notes with the Resource and Development Associate.

Duties:

· Schedule interviews with clients

· Interview clients about their background and business idea

· Document interview

Time commitment:

· 1-2 hours per week for 2 months, minimum

· Available between 9am and 5pm during the workweek

· Position begins in April

Qualifications/requirements:

· Excellent phone manner

· Ability to follow instructions precisely

· Comfortable speaking with people over the phone

Training provided:

· Basic orientation to C.E.O. Women

· Training on speaking with English learners and the interview process

Benefits:

· Meeting inspiring entrepreneurs

· Experience in a cutting edge non-profit

· Networking opportunities with other volunteers and professionals

· Involvement with and service to the local growing business community

To apply:

· Fill out the volunteer form at: http://www.ceowomen.org/helpout
· Submit your resume to mikaela@ceowomen.org

[SAMPLE VOLUNTEER SUPERVISION PLAN]

Position: Client interviewer


Department: Development

Supervisor: Resource and Development Associate

Supervisor is responsible for:

1. Screening volunteer candidates

2. Training the volunteer on speaking with English learners

3. Training the volunteer on interview procedures

4. Identifying clients to interview

5. Providing the volunteer with the clients contact information

6. Checking in with the volunteer about conducting interviews on a bi-weekly basis

7. Reminding the volunteer to track their hours in the Google spreadsheet 

8. Collecting interview transcripts

9. Thanking the volunteer for their work as they complete it

10. Sending the volunteer the articles/profiles that are written as a result of their efforts

[TEMPLATE EMAIL TO PROSPECTIVE VOLUNTEERS]

Hi NAME,

Thank you for contacting C.E.O. Women, and for your interest in volunteering with our organization.  Can I schedule a brief phone call with you so I can tell you more about our programs and services, and hear more about how you might like to get involved?  Let me know if you are available INSERT A FEW DATES AND TIMES YOU ARE AVAILABLE.

I look forward to speaking with you soon!

Regards,
YOUR NAME
Volunteer application
Volunteer application
Volunteer application
Volunteer application
[GENERIC PHONE SCREENING SCRIPT]

Intro

Thank you so much for your interest in volunteering with C.E.O. Women.  I hope that during our call today I can tell you more about our programs, answer questions you may have, and ask you some questions about how you might like to get involved.  The goal of this phone call is to find out if there is going to be a good fit between what you are looking for and what we need.

Intro to C.E.O. Women (as necessary)
C.E.O. Women is a non-profit organization that helps low-income immigrant and refugee women to become entrepreneurs by teaching English, communications and entrepreneurship skills.  We have served women from over 45 different countries to date.  We have three branches of our training program: our training program, our alumnae support services and access to capital.

Our first program area is our business training program, which is split into two courses.  We have an introductory course that focuses on finance in the United States.  In that course, our clients learn about credit and banking in the US and do a personal budgeting exercise.  After they complete that course, they move onto our core course, which covers how to run a small business, focusing on budgeting, business financials, credit, marketing, and customer service.

The second branch of our program consists of our ongoing support services.  After women graduate from our training course, we offer them continuous support as they move forward with their businesses.  We do this in a variety of ways including hosting workshops on a variety of topics (ranging from business taxes to time management to getting your business online), a business mentorship program (where we pair clients and mentors and they work together one-on-one for a three month period on their specific business goals) and small business advising services.

The third branch of our programs is our access to capital program.  We work with partner organizations to connect our graduates with matched-savings account programs and financial resources for their businesses.  We have also launched a pilot lending circles program, where a group of women come together each month and pool their money.  One woman then takes the pot to pay for her expenses.  This program is designed to help our clients leverage resources and build their credit scores, because the program is tied to a bank that monitors their payments.

Do you have any questions about our programs?

Screening Questions

I’d like to ask you a few questions about your background and the volunteer position:

	Why are you interested in volunteering with C.E.O. Women?  What motivates you to volunteer? (look for passion for C.E.O. Women mission, esp. building small business and working with immigrant/refugee women)
	Incompetent 
0
	Fairly Competent 1
	Competent 2
	Excellent 3

	Notes:



	What do you want to accomplish as a volunteer?
	Incompetent 
0
	Fairly Competent 1
	Competent 2
	Excellent 3

	Notes:



	What skills or abilities are you looking to use as a volunteer?  What skills or abilities are you looking to gain as a volunteer?
	Incompetent 
0
	Fairly Competent 1
	Competent 2
	Excellent 3

	Notes:



	What are your expectations in volunteering with C.E.O. Women?
	Incompetent 
0
	Fairly Competent 1
	Competent 2
	Excellent 3

	Notes:



	Tell me about your work experience.  Tell me about your current and past volunteer experiences.
	Incompetent 
0
	Fairly Competent 1
	Competent 2
	Excellent 3

	Notes:



	What other types of volunteer positions are you currently looking for?  What types of organizations are you looking to volunteer with?
	Incompetent 
0
	Fairly Competent 1
	Competent 2
	Excellent 3

	Notes:



	Please describe any experience you have working with our target population (low-income, immigrant, ESL, women) 
	Incompetent 
0
	Fairly Competent 1
	Competent 2
	Excellent 3

	Notes:



	Describe one project or activity for which you had total responsibility.
	Incompetent 0
	Fairly Competent 1
	Competent 2
	Excellent 3

	Notes:



	How do you handle a situation that you are unable to complete an assignment or commitment?
	Incompetent 0
	Fairly Competent 1
	Competent 2
	Excellent 3

	Notes:



	What is your availability?  How many hours a week and what days of the week are best?
	Incompetent 0
	Fairly Competent 1
	Competent 2
	Excellent 3

	Notes:



	Can I add you to our mailing list?
	Incompetent 0
	Fairly Competent 1
	Competent 2
	Excellent 3

	Notes:




Wrap up

Do you have any questions for me?

[Indicate any next steps here, including invitations to upcoming events (Storefronts), connecting them with a staff member who is recruiting for a specific volunteer position, etc.]

[SAMPLE VOLUNTEER PHONE SCREENING QUESTIONS]

It is important that the individuals conducting the phone screening are prepared with the appropriate questions. Throughout the phone screening, consider how well the volunteer and the position complement each other or how the potential volunteer listens and responds to the questions. Choose one or more appropriate questions from the following areas. You may choose to ask additional questions based on an individuals response to your initial question(s) and in relationship to position responsibilities outlined in the position description.  You should aim to have 7-8 questions prepared for each phone screening and questions that have the potential volunteer describe an experience they’ve had tend to give more information about them.

Leadership Skills 
• What experiences have you had in working with adults in a volunteer or employment setting? 
• What skills and qualifications do you have that will help you in this position? 
• Describe how other adults would view you as a role model. 
• Describe a time when you had to work as a member of a team to complete a project. 
• Describe how you would engage other volunteers in programs where you are responsible. 
• Give an example of how you would involve community members in your programs. 
• What do you plan on doing as a volunteer? 
• Describe a leadership role you have held. What made that role challenging? What did you like about serving in a leadership role? What did you dislike? 
• What kind of rewards do you need to stay motivated? 
• How do you like to be recognized? 

Human Relations Skills 
• Consider the following scenario: Volunteers are talking behind an employee's back. What do you do? 
• What kind of people do you most enjoy working with? 
• Describe a time when you've been involved in a conflict with another individual or group.   How did you handle the situation? 
• How would you work with an upset volunteer? 
• Describe a situation when you've been criticized. How did you react? What did you learn? 
• What kinds of people do you find hard to work with and how do you handle the situation? 
• Describe a time when you've worked closely with someone from a different background from yourself. 
• How do you feel about working with people different from yourself? What did you learn? (i.e. different racial/ethnic backgrounds, developmentally disabled, different socio-economic, backgrounds, different sexual orientation, etc.). 
• Describe your ideal supervisor. 

Organizational Skills 
• Describe a typical day for yourself. Describe a particularly busy day. 
• What record keeping experience have you had? 
• What techniques/methods have you found to be useful? What does not work well? 
• Describe how you would help a group reach a decision. 
• Describe instances when you have planned or conducted meetings. 
• Describe an "ideal" meeting. 
• Are you willing to attend orientation/training sessions to assist in your volunteer role? 

Adaptability 
• Describe a situation in which you did not get your way or when you did not agree with a decision made. How did you handle it? What was your reaction? 
• Describe a particularly stressful situation in which you have been involved. How did you handle this? What made it stressful? 

Dependability 
• Describe one project/activity for which you had total responsibility from the beginning to the end. 
• How do you handle a situation when you know that you are unable to complete an assignment or commitment? 
• Do you have available transportation if needed? 

Communication 
• How comfortable do you feel speaking in front of a group? 
• What public speaking or writing experiences do you have? 
• What, in your opinion, makes a good listener? 
• What methods could you use to communicate with participants in a program that you are responsible for? 
• Describe a situation when you were responsible for speaking in front of a group of people. 
• What strategies do you use to communicate with others in a stressful or tense situation? 

General Questions 
• What do you want to accomplish as a volunteer? 
• Why do you want to be a volunteer in our organization? 
• What is your view on competition? 
• How important is winning to you? 
• What attracted you to C.E.O. Women? 
• Tell me about your current and past volunteer experiences. 
• What have you enjoyed most about previous volunteer positions? 
• How much time would you like to volunteer? 
• What specific skills do you have to contribute to the program? 
• Tell me about your work experience.

• What skills are you looking to use or develop in a volunteer position? 

[SAMPLE PHONE SCREENING QUESTIONS FROM THE PROGRAM EVALUATION INTERN PROCESS]

	Questions
	Incompetent: 0

Fairly competent: 1

Competent: 2

Excellent: 3

	1
	Fit for position:

(After a brief description of position) What qualifies you for the position of Program Evaluation Intern?
	

	
	

	2
	Motivation for project:

What motivated you to apply for this internship specifically with C.E.O. Women?  
	

	
	

	3
	Interview experience:

Can you tell me about any experience you’ve had conducting interviews?
	

	
	

	4
	Experience with client population:

Tell me about any experience you have had working with  a) immigrant and/or refugee women  b) English as a Second Language learners
	

	
	

	5
	Ability to work independently:

Can you tell me about a time you had to work independently to manage and complete an important project?  How did you approach planning, organizing, managing and executing the project?  What were the results?
	

	
	

	6
	Sensitivity to client population’s needs:

If you were asked to conduct one-on-one interviews with C.E.O. Women clients, what special considerations would you need to take with those clients to ensure that you gathered accurate information?
	

	
	

	7
	Collaboration:

If you were working collaboratively with another intern and the two of you were asked to input interview data into a client database as well as into an Excel workbook, how would you determine who has responsibility for which tasks?
	

	
	

	8
	Technical skills:

Please rate your knowledge of the following programs/ topics on a scale of 0-3.  O=know nothing 3=expert
	

	
	Microsoft Excel
	

	
	Microsoft Word
	

	
	Database work
	

	
	Project management skills
	

	
	What foreign language skills do you have?
	

	9
	Other skills:

Do you have any other special skills or strengths that we should know about?
	

	
	

	10 
	Availability:

What availability do you anticipate having during weekdays this summer?  Would you be available to start an internship in late May and continue working through mid-August?  (10-15 hours/week)  What other commitments will you have?
	

	
	

	11
	Do you have any other questions for me?
	


[TEMPLATE NEWSLETTER BLURB]

Interested in volunteering with C.E.O. Women?

We are currently looking for volunteers for the following opportunities:

LIST OPPORTUNITIES HERE
For more information about volunteering with C.E.O. Women, please visit www.ceowomen.org/helpout
Guide to Volunteer Orientations
1. Goals of an orientation
General orientations allow C.E.O. Women to introduce the organization to a group of prospective volunteers in a consistent fashion.  Volunteers are interested in meeting others who work with the organization and orientations also offer an initial opportunity for them to meet others who are joining our community.  The first goal of an orientation is to educate the attendees about why C.E.O. Women does the work it does and how.  That way, volunteers are equipped with some basic knowledge of the organization.  The second goal of an orientation is to build community amongst prospective volunteers.  The third goal is to energize prospective volunteers about the organization.

2. Who to invite
General orientations are open to all prospective and active volunteers who are interested in learning more about C.E.O. Women.  Prospective volunteers should attend an orientation before beginning their volunteer position if at all possible.  The focus of orientation should be on prospective rather than active volunteers, since they have not yet been exposed to C.E.O. Women.  Because of that focus, when you create an invitation list, you should pull from the pool of prospective volunteers.

3. Communications to prospective attendees
a. eNews announcement
Once a date has been selected for a general orientation, you should include a brief announcement in eNews inviting volunteers and others to come to the orientation.  The announcement should be in the eNews that is within a month before the date of the orientation.  There is a sample announcement below.
b. Email invitation to prospective volunteers
Approximately two weeks before the orientation, you should email all prospective volunteers, inviting them to the orientation using eTapestry.  There are templates in eTapestry and a sample below.
i. Get a list of prospective volunteers from eTapestry:
1. Go to the Reports section of eTapestry
2. Select Volunteer Reports
3. Select the All Volunteers report
4. Run this report using the category Volunteers, Coaches, and Guest Speakers, and the query Volunteers, Coaches and Guest Speakers – Prospect – A
5. Have the Development department double check this list to make sure the recipient list includes appropriate recipients 
ii. Create an email to send in eTapestry
iii. Send an invitation through eTapestry.  For more information on how to do this, see \\Ceowserver2003\share\ORGANIZATION\C.E.O. Women HOW-TOs\DATABASE & EVALUATION\eTapestry\CHEAT SHEETS\Cheat Sheet.Create and Send Emails
c. Reminder email about invitation
The day before the orientation, you should send a reminder email to the same list that you used for the initial invitation.  There are templates in eTapestry and a sample below.
4. Logistics
a. When to host an orientation
Based on current volunteer needs and the number of volunteers attending orientations, orientations should be hosted once a quarter.  Orientations should be hosted in January, May, August and early October (see below for more details about the timing of orientations)
i. Based on the types of volunteers we most commonly work with, orientations should be hosted from 6-7pm on weekday evenings.  Orientations in general should be hosted during the time period in which you expect volunteers to be able to volunteer (Classroom assistants for instance volunteer in the evenings, so hosting an evening orientation is appropriate for orientations focusing on them).

ii. Orientations should last about an hour, unless there is specific training to be incorporated into the orientation (for instance with coaches).
b. Where to host an orientation
i. Orientations in our building should be hosted in the 2nd floor conference room.  Usually, you need to reserve the space online about a month in advance.  You can do that here: http://www.my.calendars.net/fcb_info
ii. Orientations in San Jose should be hosted at the training site.
c. Materials to bring to the orientation (find templates here: \\Ceowserver2003\share\ORGANIZATION\VOLUNTEERS\3-Orientation)
i. Signs to the orientation location
ii. Agenda
iii. Sign-in sheet
iv. Volunteer position sign-up sheet
v. Volunteer handbook/contracts
d. Who hosts the orientation
i. 1-2 staff should host the orientation, preferably 2 if possible in order to build relationships across staff with volunteers.
ii. 1-2 current volunteers should be invited to speak at the orientation as guest speakers
5. Content
The content of an orientation can depend on who your target audience is, but for general orientations the content should focus on educating the attendees about the organization while giving them some tangible ways they can help.  

The timing of orientations is designed to cater to specific volunteering needs related to CEOW’s calendar.  As such, when developing the content, you also want to have in mind which types of volunteers you expect at the orientation.


- January – A coaching cycle will begin in January, so this orientation is focused on coaches


- May – A coaching cycle will begin in June/July, so this orientation is focused on coaches


- August – Classes will start in September, so this orientation is focused on classroom assistants


- Early October – The annual event is approaching so this orientation is focused on event volunteers

As a general overview an orientation should contain the following components (there is a sample agenda for participants and a sample agenda for staff below):
a. Welcome and introductions
i. Welcome everyone and thank them for being there
ii. Introduce yourself and explain your reason for working with C.E.O. Women
iii. Everyone should introduce themselves and share what they hope to achieve through volunteering with C.E.O. Women
b. The cause
This is an opportunity to explain why C.E.O. Women does the work we do.  You want to explain our cause in detail and share statistics about our community.
c. The organization
Explain how C.E.O. Women addresses the cause (introduced above).  This includes an explanation of our programs and our successes.
d. The volunteer program
i. At this point in the presentation, you want to explain how volunteers support C.E.O. Women programs so that the audience begins to understand how they might fit with the organization.
ii. Have invited current volunteers to share their experiences
iii. Pass out volunteer sign-up sheets so that each person can indicate what types of volunteer activities they are interested iv.  This step is critical to gauging what types of activities they will find meaningful.
e. The conclusion
i. Invite attendees to ask any questions they might have.
ii. To conclude the orientation, have each attendee share something they learned about our work or how they are feeling about their desire to volunteer
iii. If there is time, if you have a small group and you are in Oakland, then I recommend giving a brief office tour so that volunteers can learn about where the work happens.
iv. Make sure you leave a few extra minutes at the end for networking/informal conversations

6. Follow up
a. The day after the orientation, you should send a personal thank you email to everyone who attended the event.  
b. The day after the orientation, you should add a Journal entry in eTapestry for each attendee, stating that they attended the orientation, what they are interested in doing as a volunteer, and that they volunteered for the length of the orientation (usually 1 hour).  For specific information about how to track volunteer orientation attendance in eTapestry, see the Guide to tracking volunteers.
c. You should follow up individually with each volunteer about their specific interests within a week of the volunteer orientation and place as many of your new volunteers as quickly as possible, while they are still energized about the organization.
7. One-on-one orientations
If a volunteer is unable to attend an orientation, you want to make sure that before he or she begins volunteering they receive a basic orientation to the organization.  Depending on what the volunteer’s project is, the orientation can be very brief if necessary.  The minimum information that you should include in a one-on-one orientation is:
a. An explanation about CEOW’s programs
b. An explanation about how their project fits into CEOW’s work and why their efforts are important
c. An explanation about how to do their project
I also recommend sharing CEOW’s communications cascade with the volunteer to fill in any gaps/answer any questions that you may not cover.
8. Templates and samples (see below)

[SAMPLE ENEWS ORIENTATION ANNOUNCEMENT]

Calling All Volunteers! Volunteer Orientation on May 18th
 

Interested in volunteering with C.E.O. Women?

 

Join us for our upcoming volunteer organization and learn more about how you can get involved.  The orientation will be at our offices on Wednesday, May 18th, 6:00 – 7:00pm.

 

To RSVP, email rebecca@ceowomen.org with “Volunteer Orientation” in the subject line.

 

Learn more about current volunteer opportunities at C.E.O. Women.

[SAMPLE VOLUNTEER ORIENTATION INVITATION]

Subject: C.E.O. Women Volunteer Orientation: May 18th, 6-7pm
Greetings! 

 

I am writing to you today to invite you to our upcoming Volunteer Orientation on May 18th.  At the orientation, you will learn more about C.E.O. Women and our volunteer program as well as get a chance to meet other prospective volunteers.  The event details are as follows:   

 

Volunteer Orientation
Wednesday, May 18th, 6:00 - 7:00pm

405 14th Street, 2nd floor  

Oakland, CA 94612

 

Will you be able to join us for this event?  This is a great opportunity to get to know C.E.O. Women and meet other like-minded individuals who are interested in supporting our work.  To RSVP, simply reply to this email or send an email to rebecca@ceowomen.org with Volunteer Orientation in the subject line. 

 

Warm regards,

 

Rebecca Beasley-Cockroft

Program Associate and Volunteer Coordinator

[SAMPLE VOLUNTEER ORIENTATION REMINDER EMAIL]

Subject: Reminder: C.E.O. Women Volunteer Orientation May 18th, 6-7pm
Greetings! 

 

You are invited to our Volunteer Orientation tomorrow, May 18th.  At the orientation, you will learn more about C.E.O. Women and our volunteer program as well as get a chance to meet other prospective volunteers.  The event details are as follows:   

 

Volunteer Orientation
Wednesday, May 18th, 6:00 - 7:00pm

405 14th Street, 2nd floor  

Oakland, CA 94612

 

Will you be able to join us for this event?  This is a great opportunity to get to know C.E.O. Women and meet other like-minded individuals who are interested in supporting our work.  To RSVP, simply reply to this email or send an email to rebecca@ceowomen.org with Volunteer Orientation in the subject line. 

 

Warm regards,

 

Rebecca Beasley-Cockroft

Program Associate and Volunteer Coordinator

[SAMPLE THANK YOU FOR ATTENDING EMAIL]

Subject: Thank you for coming to C.E.O. Women's Volunteer Orientation last night!
Hi Everyone, 

It was great to meet all of you last night and thank you for taking the time to learn more about C.E.O. Women.  I will be following up with you individually about your specific volunteer interests in the next few days.

As we mentioned last night, our final Storefront Presentations events are coming up in June and you are all invited.  At these events, clients will share their visual business plan portfolios.  Your questions and feedback help each woman develop the content and delivery of her business plan and support her English language skills.  There are two events, one in Oakland and one in San Jose.  The specific information for both is below.

I will be in touch individually soon and if you have any questions in the meantime, let me know.

Warm regards,
Rebecca

San Jose Event
When: Wednesday, June 8 from 6:30 PM - 7:30 PM
Where: 111 West St. John Street, #410, San Jose, CA
RSVP for San Jose
 

Oakland Event
When: Thursday, June 9 from 6:30 PM - 7:30 PM
Where: 1433 Webster Street, Suite 100, Oakland, CA
RSVP for Oakland
[SAMPLE VOLUNTEER ORIENTATION AGENDA FOR PARTICIPATS]

C.E.O. Women Volunteer Orientation

Wednesday, May 18

6:00 pm – 7:00 pm

I. Welcome, Introductions and Refreshments 



6:00
II. Barriers Immigrant Women Face





6:10
III. C.E.O. Women: A Business Training Program for Immigrant Women
6:20
IV. C.E.O. Women’s Volunteers 






6:35
V. Questions








6:45
VI. Thank you for Coming! 






6:55
VII. Networking and Refreshments





7:00
[SAMPLE VOLUNTEER ORIENTATION AGENDA FOR STAFF]

	Materials:

· Site key(s) and contact/protocol info 
· Sign-in sheet
· Markers
· Extra pens
· Nametags
· Signs
· Laptop
· Projector
· Speakers
· Episode 4 DVD
· Annual report
· One-pagers
· CEOW Fact Sheet
· Client Success Stories
· Volunteering with CEOW 
· Program Impact Report
· Volunteer sign up sheet
· Food and drinks
· Plates, napkins, utencils if necessary
· Handbooks, contracts, etc.

	Prior to presentation:

· Hang signs

· Arrange food

· Prepare computer to play DVD

· Set up registration table with sign sheet and CEOW collateral


	Time
	Topic
	Details
	Materials

	2 min
	Welcome & Agenda Review
	· Thank everyone for coming

· Did everyone sign the sign-in sheet?

· Introduce self
	· Sign-in sheet

	10 min
	Introductions
	· Go around the room and have everyone introduce themselves

· Have everyone share their name, where they are from and what the hope to accomplish as a volunteer
	

	10 min
	The Cause
	· Share our mission

· We know there are so many barriers facing immigrant women and we are working to help them overcome those barriers

· Introduce Grand Café – what it is and how we use it

· Introduce the scene with the mean banker (Yolanda and who she is)

· Ask attendees to describe the barriers that Yolanda faces in that scene

· Lead discussion about barriers
	· Episode 4, scene 5

	15 min
	The organization: About CEOW’s programs
	· We have 3 program areas

· Business Training Course

· First part: financial literacy 

· Second part: business plan creation

· Graduation at end – invite family & friends, certificate, etc.

· Ongoing support services

· Coaching

· Workshops

· Access to capital program

· Lending circles

· Matched savings accounts with partner organizations
	

	10 min
	The volunteer program
	· Note: if no volunteer are able to speak, then use examples of volunteer experiences

· In question and answer format have current volunteers share

1)  Why you first got involved with CEOW

2)  What you did as a volunteer

3)  What you learned as a volunteer

4) What advice you have for new volunteers

· Give an overview of the volunteer program, using the “Volunteering at CEOW” one-pager as an outline.  Give examples of how volunteers work with CEOW

· Pass out volunteer sign up sheets
	· Guest speaker

· Sign-up sheet

	5 min
	Conclusion
	· Invite volunteers to ask questions they have

· Have each volunteer share something they learned about our work or how they are feeling about their desire to volunteer
	

	5 min
	Q&A
	· Thank you for coming

· We will follow up individually with everyone based on their sign up sheets

· Any more questions?
	


Guide to Volunteer Training
Training a volunteer is always specific to what the volunteer is doing and their supervisor’s style, but all volunteers should receive a basic training.  The following are guidelines about how to prepare for a volunteer’s training.

1. Each volunteer should be given a copy of CEOW’s communications cascade, so that they have some basic information about the organization.  This will also answer several questions that they may have about the organization, in addition to equipping them with information to share with their networks.

2. In order to establish clear expectations for the volunteer position, each volunteer should be given a copy of their position description, which should include their responsibilities and their supervisor (for more details about the position description, see the Guide to Recruiting Volunteers).

3. In addition to sharing the position description with them, review the expectations of the volunteer position so that both you and the volunteer are clear about what they will be doing.  If there is an end product, it is also a good time to discuss what the end product should look like.

For example with the graduation event planner position, the end product should be a smooth event in which we have all of the certificates, donated food, flowers etc. ready beforehand.

4. When introducing the volunteer to what they will be doing, explain to them how their position fits into CEOW’s work.  

For example, with volunteers who are phone bankers, you would explain the following: 

They are part of our classroom outreach process.  Before prospective clients come to classes, they contact us.  We then call them to remind them about upcoming orientations and classes.

From here, they become clients once they join the classes.

5. When training the volunteer, it is important to explain why what they are doing is valuable to the organization.  That gives them a sense of purpose and also expresses the appreciation we have for the work that they are doing.

For example (to use the phone banking volunteers again) you would explain that we call clients because the phone is the primary mode of communication for most of them.  We also do email, but with our client base, the phone is more effective.  Since we have large numbers of clients to call, volunteers help us reach our target population in larger numbers than we would be able to do otherwise.

6. While training the volunteer, give them any additional information/resources they might need and an overview of what that additional information is.
For example classroom assistants get a copy of the classroom binder so that they can work with the students effectively.  You want to explain what the binder is and how they should use it to be successful.
7. As part of the training process, share the Volunteer and Intern Policies and Procedures (included below) and have the volunteer sign the acknowledgement at the end.  This signed copy should be filed in the volunteer’s folder.
Volunteer and Intern Procedures
Volunteer and Intern Procedures

Volunteer and Intern Procedures

Volunteer and Intern Procedures

Volunteer and Intern Procedures

Volunteer and Intern Procedures

Volunteer and Intern Procedures

Volunteer and Intern Procedures
Guide to Tracking Volunteers

It is important to track our volunteers because this gives staff a sense of the individual’s engagement with the organization, and lets us evaluate how effectively we are using volunteers.  Volunteers can be a huge asset to the organization, but if we do not track their interactions with the organization, then we are not able to efficiently use them as a resource.

In addition, we need to track volunteers for the following reasons:

· Collecting contact information

· Measuring the number of individuals we have pipelined

· Grant reporting

· Financial reporting

1. What to track for volunteers
a. Contact information
b. Content of the volunteer application (if available)
c. Steward
d. Volunteer Status (needs regular updating)
e. Volunteer Type
f. Location of volunteer service
g. Volunteer Year (needs regular updating)
h. Volunteer hours
2. How to track volunteers
Volunteer information is kept in eTapestry.  Most volunteers will fill out an application on CEOW’s website (via Wufoo) that contains the initial information we need to track.  See the guidelines below for volunteers who do not fill out the volunteer application.

a. Prospective volunteers should not be entered into eTapestry until they have been screened (for instructions about the screening process, see the guide to recruiting volunteers)
b. Once staff has done an initial screening, the volunteer should be entered into eTapestry.  To do this , follow these steps:

i. Search in eTapestry to see if they already have an entry.  If so, add a Journal entry detailing your conversation and fill in any of the fields explained in the next 8 steps that is not already filled out.
ii. If they do not exist, add a new account
iii. Indicate their role as a “Constituent”
iv. Fill out their “Name”, “Address”, “Voice” (phone number), “Email”, “Short Salutation” (first name), “Long Salutation” (full name), and “Company” and “Job Title” if you have that information.  Then move on to the next step.
v. In the “Basic Account Information” category, indicate their “Account Type” as an “Individual”
vi. Mark yourself as their “Primary Steward” in the “Donor Cultivation” category, unless they will not be working with you
vii. In the “Volunteer Tracking” category, indicate their “Volunteer Status” as “Prospect”.  If they are a prospective coach or guest speaker, indicate their “Coaching Status” or “Guest Speaking Status” as appropriate
viii. In the “Volunteer Application” category, fill out as much information as possible.  Filled out, the volunteer application category should look something like this in eTapestry:

[image: image2.png]4 4 1M Support Offine
Poeresy apestry
Wass Update | Reporting

e s s Quick Gift Entry __Quer ReportExport My User _Dashboard _Logout

Yadira Antonio Constituent
630 €. 22nd Street , Oakand, CA 34608, 510-504-8134,yariorio7o@ara com Acoourt Nunker 5535
Home | Personas | Relationships | Journal | Other | Defined Fields | Edit Header

[Lasks) Volunteer Application

Show Al Fekds
iy Avalability. Afternoons on Tuesdays, Wednesdays and Thursdays
Show Detalls How did you hear about us?: Other

GIDEEED Position of nterest Office Volunteer

Other Interests: Translation and i

erprentation
Freference (sxperience & interest1): Other
Languages Spoken: Spanish

Notes: Interested in helping with:
Volunteer coordination, planning events, reach
nterpretation

19 out to clients and prospective clients about our programs, translation and

1am currently unemployed and would love to make myself available as a translator for avolunteer position you have available. |
am currently enrolled in an interpretation and translation program which enables me work effectively in both English and
‘Spanish; whether it is doing interpretation or translation work. | am a hard worker who s passionate about languages and
learning, but most importantly about helping those who are at disadvantage. | have developed excellent communication skills
through ten years of customer service experience. | am detailed oriented, organized, and refiable. I meet allthe qualifications to
take on this volunteer opportuniy.





ix. Then click Next to move on to the next step and preview the information you have entered.  If any information needs updating, go back and update it.  If it is complete, click Next again to finish the account set-up process. 
c. Switching a volunteer from being a Prospect to being Active
The status of volunteers who have begun their volunteer project should be switched from Prospect volunteers to Active volunteers. To do that, do the following:
i. Go to the individual’s defined fields
ii. Under Volunteer Tracking, change their Volunteer Status to Active
iii. Fill out the Volunteer Type (if you select Other, also fill out the Other Volunteer Type)
iv. Fill out the Location of Volunteer Service
v. Fill out the Volunteer Year
vi. If any of the other categories are relevant, fill those out as well

If a volunteer is no longer interested in volunteering with the organization, or we determine that they are not an appropriate individual to volunteer with the organization, they should be marked under Volunteer Status as Inactive.
d. Guest Speakers and Coaches
There are a few additional steps for Coaches and Guest Speakers, since we use their information in a different way.  For specific information about tracking coaches, talk with the Small Business Advisor or see the Women Connected binder.
For Guest Speakers, there is an additional field to indicate their Guest Speaking Status in the Volunteer Tracking category.  Fill that field and update it as guest speakers express interest and present to the classes.
e. Continuing to track volunteers after their first project
Some of our volunteers take on more than one project during their tenure with C.E.O. Women.  Because of this, it is important to continue to update volunteer information as they take on new projects.  When you are adding a volunteer’s hours for their new project for the first time (see section 3b below on how to track volunteer hours), you should also do the following:
i. Go to defined fields
ii. Under Volunteer Tracking, update Volunteer Type and Volunteer Year to include the new volunteer project.  Both of these fields can contain multiple values.
iii. If there is any other relevant information in the Volunteer Tracking category (coaching status, client mentee, etc.), update that as well.  See the example below:
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f. Pipelining volunteers
Volunteerism is one of the ways that new individuals get in touch with and learn about C.E.O. Women.  The Development team tracks the number of individuals who have had a significant initial contact with the organization as pipelined individuals.  Volunteers should be marked as pipelined individuals in the following instances:
1. They have attended a C.E.O. Women orientation or event (Storefronts, Global Marketplace, etc.)
2. They have started a volunteer project
For information about how to pipeline an individual, see \\Ceowserver2003\share\ORGANIZATION\C.E.O. Women HOW-TOs\DATABASE & EVALUATION\eTapestry\CHEAT SHEETS\ Cheat Sheet.Pipeline
g. High Level Volunteers
There are some volunteers that we treat differently because of how they are currently engaged in the organization.  These include Board members, the Advisory council, the Development council and the generic category of “high level volunteer.”  When tracking these individuals there is one extra step:
Under the Cultivation category, they have a Special Role.  Indicate what that special role is when you are entering them into eTapestry.

Note: The High Level Volunteer special role is used primarily for individuals we are cultivating for high level donations or Board membership.  We use this field as a way to keep these individuals off of our regular volunteer email lists.

3. Tracking volunteer hours
a. What to track volunteer hours for
We track volunteer hours for anything for which an individual has volunteered their time to support the organization.  That includes:
i. Attending an orientation
ii. Hours spent on their specific volunteer project
iii. If a volunteer, or prospective volunteer is invited to Storefronts as a way to learn about the organization or volunteer for the organization and support our clients, then their hours should be tracked as volunteer hours.  If someone is invited as a guest to the event, then their time should NOT be tracked as volunteer hours, since they were not there as a volunteer.
b. How to track volunteer hours
i. Go to the individual’s account in eTapestry
ii. Go to their Journal
iii. Add a new Contact in the Journal
iv. Fill our the date on which the individual volunteered
v. In the Subject, fill out a brief description of what they did as a volunteer
vi. In the Method, choose Volunteering
vii. Add any notes or additional details about their volunteering that are relevant in the notes section
viii. In the category Volunteer Tracking do the following two things:
1. Under Volunteer Type, indicate the type of volunteer work they did.  If what they did is not an option, then choose other
2. Under Volunteer Hours, input the amount of time they spent volunteering
Here is a sample of what this should look like:
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c. How to get the number of hours volunteered
Volunteers are much more accurate when calculating the amount of time they volunteer than staff are.  As much as possible, it is important to ask volunteers how much time they put into their particular project.  There are two ways do to that – you can either ask the volunteer how much time they spent on their project in the past month (see sample email below), or send them the Google Form asking them to fill out their volunteer hours (which you can find below and here: https://docs.google.com/spreadsheet/viewform?hl=en_US&pli=1&formkey=dFkzVGtFUTFMQWJQenJiQm4xNThqc3c6MQ#gid=0).  In either form, volunteer hours should be estimated to the nearest half hour.
There are several exceptions to this:  
· Guest Speakers

· One-time event volunteers

· Board Members
Since we are already have a sense of the time spent by these individuals, staff should record their hours on a regular basis and skip asking them for the amount of time they have spent volunteering.
d. Frequency of tracking volunteer hours
Staff should ask volunteers once a month how much time they spent on their projects and then record that information in eTapestry.  If they do not hear back from a particular volunteer, they should estimate the amount of time.
e. Regular volunteer positions to track
We have several volunteer roles that we track on a regular basis.  These are useful to think about as the end of the month approaches to make sure that you are recording the hours volunteers have donated to the organization:
1. Coaches

2. Classroom assistants

3. Board members

4. Clients who helped with outreach (spoke at orientations and media appearances, Community Connectors, etc.)

5. Development council members

6. Guest speakers and workshop presenters

7. Advisors

8. Event volunteers

9. Interns

10. Office support volunteers

Note: this is only a partial list and does not include all of the different types of volunteers.  It is intended rather to help remember who has volunteered.

4. Tracking client volunteer hours
Clients volunteer with CEOW in a variety of different ways – as guest speakers, as spokespeople about the organization, at orientations, at media presentations, as Community Connectors, etc. – and we want to include their contribution in our reporting on the volunteer program.  Since we track all of our client information in VistaShare, we also track our client volunteer hours there. 
a. Who tracks client hours
The programs staff person who worked with the client is responsible for tracking the client’s volunteer hours in VistaShare.
b. How to track client hours
i. Go to the client’s page and click on their Activity_List tab
ii. Click on Enroll in Activity.  This will open a pop up screen.
iii. In the Description box, search for Program Events 2011
iv. Select the Program Events 2011 activity
v. Enter the Begin Date and End Date
vi. Enter the Provider, Hours, Event Title and Event Type
vii. Enter the Client Role.  It is essential that you choose Volunteer in addition to any other roles in this category.
viii. Click update and close
Here is an example of what the popup screen looks like when completed:
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5. Role of the volunteer coordinator in tracking volunteers
The volunteer coordinator is responsible for driving efforts to track volunteers accurately and mostly engages in the tracking process to track volunteer hours.  The volunteer coordinator should not be tracking each volunteer’s information. That responsibility falls to the volunteer’s manager.  

In an ideal situation, staff are already tracking hours in eTapestry as they work with their volunteers and there is no need to have the volunteer coordinator go through the process outlined below.  However, in practice that does not occur, so it is necessary to have an individual drive this process in order to ensure that volunteer hours are tracked.

To ensure proper tracking of volunteer hours, the volunteer coordinator should do the following:
a. Send an email to staff at the end of each month, asking them to submit a list of the volunteers they’ve worked with and the hours those volunteers have contributed (See above for information on how to get the number of hours volunteered, see below for a sample email to staff)
b. Send individual emails to staff asking them about specific volunteers that you know they have worked with but not included in their list of volunteers.
c. Input the information received from staff into eTapestry
d. Input the information from the volunteer hours log into eTapestry
e. Input the information collected in the coaching report
f. Input guest speaker hours from the information collected in the current class Google document (Starting a Small Business attendance sheet)

[Volunteer Hours Log Google Form]

https://docs.google.com/spreadsheet/viewform?hl=en_US&pli=1&formkey=dFkzVGtFUTFMQWJQenJiQm4xNThqc3c6MQ#gid=0)
Volunteer Hours Log

Hello Volunteer, Thank you for volunteering with C.E.O. Women. Your volunteer hours for September are now due. Could you please fill out the volunteer log for any time you have spent working on a volunteer project in the past month, rounded to the nearest half-hour, by the 13th of October? Please include any time you may have spent preparing for your volunteer project. These reports help us keep track of the number of hours you have contributed to the organization and allow us to provide any support that you may need. If you have any questions, please contact Rebecca Beasley-Cockroft at (510) 836-3481 x315 or rebecca@ceowomen.org. Warm regards, Rebecca and the C.E.O. Women Staff



* Required

Top of Form
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Volunteer Project * [image: image7.wmf]


Total time spent on the project (in hours) * [image: image8.wmf]


Do you need any support from C.E.O. Women at this time? [image: image9.wmf]
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[SAMPLE EMAIL TO STAFF ABOUT TRACKING VOLUNTEER HOURS]

Hi ladies,

It's the last day of the month so it is time to track all of our volunteer hours for the month.  By October 5th, please send me the names of the volunteers you've worked with and the amount of time they volunteered over the past month.  To jog your memory, below is the list I brainstormed to track for the month (of course I will accept other volunteers too!):

Client interviewers
Board members (including the Board meeting)
Clients who supported outreach for both August and September
Guest speakers (clients may also have done this)
Development Council
Coaches
Anyone helping with GM11 prep
Anyone helping with outreach
MC for GM11

Thanks and yay for volunteers!

Best,
Rebecca

[SAMPLE EMAIL INFORMING VOLUNTEERS THAT THEY SHOULD TRACK THEIR VOLUNTEER HOURS]

Hi Monica,

I am writing to you today to introduce myself - I am Rebecca Beasley-Cockroft and I am the volunteer coordinator with C.E.O. Women.  Thank you so much for volunteering to help us in the classroom during the fall semester.  We look forward to working with you over the coming months and know that the students will benefit immensely from your support.

As a heads up, I will be emailing you a form at the end of each month in which you need to track the hours that you have spent volunteering with C.E.O. Women, including any time you spend preparing for your project.  This information allows us to track the progress of our volunteer program and provide you any support that you need.  If you have any questions or need any support, you are of course always welcome to reach out to me as well.

We are excited to have your support and look forward to a great semester with you!

Warm regards,
Rebecca

[SAMPLE EMAIL TO VOLUNTEERS ASKING THEM TO REPORT THEIR HOURS]

Hi Lauren,

This is Rebecca Beasley-Cockroft, Program Associate with C.E.O. Women and I am working on our volunteer program.  I hope this e-mail finds you well.  I am writing because I am in the process of tracking our volunteer hours and Farhana mentioned that you had helped with the planning of the Development Council.  Could you give me an estimate of the amount of time you spent working on the Development Council?  Collecting this information allows us to report on the progress of our volunteer program.

Thank you for your support of C.E.O. Women and let me know if you have any questions.

Regards,
Rebecca
Guide to Evaluating Volunteers
It is important that volunteers are completing their projects effectively and developing their skills. In order to ensure that this is happening, it is important to evaluate volunteers both during their service and at the end of their projects so that they continue to support the organization in the most beneficial way possible.  Providing volunteers an evaluation of their work helps them grow as individuals while improving their abilities to support CEOW.  

Like volunteer training, evaluation is specific both to the volunteer and their project, but most volunteers (all except one-time volunteers) should receive some kind of evaluation.  The following are guidelines for evaluating volunteers:

1. As part of the training process, each volunteer should receive his or her volunteer position and have a discussion his or her supervisor about the expectations of that position.  These expectations are what a volunteer should be evaluated on.

2. In order to assess a volunteer’s progress, it is important to check in with them regularly on their progress.  This gives them the chance to ask any questions that they have and also holds them accountable.  

Regular check-ins can be a simple email, phone call, or in-person conversation asking the volunteer how the project is going and if they have any questions or need clarification about their project.  There is a sample check-in email below.

3. Give volunteers feedback as they go.  This includes both positive and negative feedback.  That way they know if they need to curb their behavior or if they are doing something well.

Like a regular check-in, this can be a simple email, phone call or in-person conversation sharing what he or she has done well or how he or she could improve for the future.  Ongoing feedback can also be part of the regular check-in process and you can group the two together.  There is a sample of feedback combined with a check-in below (also, there is a thank you included too which is part of recognizing volunteers on an ongoing basis).

4. Give feedback at the end of the volunteer project, ideally within a month of completion.  This is an opportunity to look at the volunteer’s overall performance.  Let them know how they did and how they can grow in the future.  Some of the topics for feedback you should consider are:

· Communications skills

· Dependability

· Planning and Organization

· Responsiveness

· Productivity and Quality

· Problem-Solving Abilities

Depending on the type of volunteer and the length of the project, feedback can be brief (maybe a 10-20 minute phone call or paragraph email) or an in person conversation.  In general, the more in depth the relationship you have with the volunteer, the more substantial their feedback should be.

5. Ask for their recommendations about how to improve the process for the next volunteer.  Since they were the ones that actually did the project, they are the best suited to recommend improvements to the processes.  This also helps them feel valued.

Note: Volunteers will be taking an evaluation survey about their experiences with C.E.O. Women within 6 months of the completion of their project.  This is a way to gain some feedback about the quality of their experience with us as an organization.  For more information about that survey, see the Guide to Evaluating the Volunteer Program.

[SAMPLE CHECK IN WITH A VOLUNTEER VIA EMAIL]

Hi Rebecca,

I’m writing today to check in with you about your progress on the guide to evaluating volunteers.  How is it going?  Do you have any questions or need any more information to help you continue moving forward?  

Let me know if you need any support and I hope all is well!  

Best,

Rebecca

[SAMPLE FEEDBACK EMAIL]

Hi Rebecca, 

This looks great!  Thank you for the notes from your first volunteer interview!  How did it feel to you?  Any recommendations about the process or questions?

In general I think the one other piece to include in your recap would be a recommendation as to whether or not we should work with the volunteer and if yes, where would they fit best.

Thank you again and as always, let me know if you have questions.

Warm regards,
Rebecca

Guide to Evaluating the Volunteer Program
There are many reasons to evaluate the volunteer program – for grant proposals and reporting, measuring how effectively we use volunteers, understanding how to improve the program, etc.  While there is a plethora of information we could collect about the volunteer program, we have chosen to focus on specific goals and metrics.  The following is a guide to evaluating the volunteer program.

There are two components to evaluating the volunteer program: one which is internal and one which collects feedback externally through a survey that volunteers complete.

Goals for the volunteer program (internal evaluation)
The goals for the volunteer program are consistent with its mission to “increase the capacity of the organization through both time and money so that CEOW can reach more women and deliver our programs effectively.”

While there are many different ways to measure how we are fulfilling our mission, the goals should reflect the 6-8 most important (and measurable) components of the volunteer program, enabling the manager of the program to evaluate and make decisions about the program.

The current volunteer program includes 6 short term goals (1 year) and 3 long term goals (3-5 years).  These are not designed to be rigid goals and should evolve as the volunteer program evolves.

1. Current goals for 2011 (also listed below)
The current goals provide important insight into the volunteer program.  As the volunteer program continues to grow, the targets associated with each goal should grow.

a. Each volunteer contributes 9.3 hours on average
This goal measures both the number of active volunteers and the number of hours those volunteers spend on CEOW projects.  The higher the average, the less recruitment time spent on each individual.

We anticipate that 150 volunteers will contribute 1400 hours in 2011

b. 115 volunteers complete their projects
We want to ensure that volunteers are finishing their projects to ensure that we are recruiting high quality individuals and communicating clear expectations.
Completion means that a volunteer has fulfilled their duties and time commitment as outlined in the volunteer position description.  
Some volunteer projects are multi-year and we track project completion over the course of one year.  For multi-year projects, if the individual is continuing to work on the project at the end of the year and is fulfilling the obligations of their project, then their project is considered complete for that year.  
Example: A Board member starts in June 2011 with a 2-year term.  The Board member attends the Board meetings and meets with the President regularly.  At the end of 2011, their project is considered complete for 2011, even though their term will continue until 2013.  However if that Board member left at the end of 2011, then their project would be incomplete because they did not fulfill the full time commitment of the project. 

c. 35 volunteers take on new roles or repeat roles from 2010
We want our volunteers to continue to engage with the organization so that we do not have to continuously train new individuals. Regular engagement also increases the likelihood that we can convert those individuals into donors.

d. 80 volunteers donate $60,000 to the organization
Part of the volunteer program is related to donor cultivation and stewardship.  Since volunteers traditionally donate more than non-volunteer donors, we want to ensure that our volunteers are also supporting the organization financially.  This goal includes Board members.  We are looking to have 70 non-board volunteers donate $10,000 this year (this is a stretch goal for 2011).

e. We offer 155 volunteer opportunities, giving volunteers the opportunity for regular interaction with staff
In an effort to continue to bring new individuals into contact with CEOW and engage current volunteers on a more consistent basis, we want to ensure that we have sufficient volunteer opportunities.  This goal is about creating and deepening connections with the organization.

f. Through orientations, we educate 20 volunteers about CEOW and equip them to talk about us
We want to ensure that our volunteers are educated about CEOW so that they can be ambassadors for our cause.  A volunteer orientation is a prime opportunity to do just that.  We estimate that 5 volunteers will attend each orientation and we will provide 4 orientations over the course of the year.

2. Long Term Goals (also listed below)
We are not tracking long term goals, but they are broader goals that we have as the volunteer program grows.

a. Volunteers approach us with new ideas/projects to help us develop the organization
This can be measured by the number of volunteer opportunities available and the retention rates of volunteers.  (More on these measurements in section 3 below).

b. Volunteers develop and run committees to help us increase our capacity as an organization
This can be measured by the number of volunteer opportunities available and the retention rates of volunteers.  (More on these measurements in section 3 below).

c. We regularly report to stakeholders on what volunteers have accomplished

3. How we measure the goals for 2011

In order to measure progress toward goals for the volunteer program, there are 17 metrics to track (for more information about how to track volunteers, see the Guide to Tracking volunteers).  A document that contains the metrics for 2011, the goal for each metric, an estimate for 2012 goals for each metric and a comparison with 2009 and 2010 can be found here:

\\Ceowserver2003\share\ORGANIZATION\VOLUNTEERS\9-Goals and Strategy\ Volunteer Metrics 20110707 RBC

Some of the metrics are designed to calculate automatically based on other metrics, some of the metrics will require you to pull reports in eTapestry, and some require ongoing maintenance.  Below is a description of how to calculate each of the metrics needed to measure progress towards the volunteer program’s goals:

a. Volunteer hours
Volunteer hours are the sum of non-client volunteer hours (collected in eTapestry) and client volunteer hours (collected in VistaShare).

To calculate non-client volunteer hours in eTapestry:
i. Go to the Volunteers, Coaches and Guest Speakers Query category in eTapestry
ii. Select the Volunteer Hours Tracking query
iii. Edit the dates in the query to reflect the time period you are looking for and then save
iv. Go to the Volunteer reports category
v. Run the Tracking Volunteer Hours report
vi. Select the category: Volunteers, Coaches, and Guest Speakers
vii. Select the query: Volunteer Hours Tracking –JE
viii. Submit the report.  At the top of the report, there should be a sum of the total hours volunteered in that time period

To calculate client volunteer hours in VistaShare:
i. Go to the Reports section of VistaShare
ii. Select the report category Program Reporting
iii. Select the Client volunteer hours in 2011 report
iv. Add the total from the Program Events 2011.enrollment begin date column and the total from the Community Connectors June 2011.enrollment begin date column.
Note: This will give you the total for the year to date.  If you are looking for quarterly or monthly information, see the appropriate column for that specific information. 

b. Total number of unique active volunteers
i. To generate the report from eTapestry, follow the instructions for Volunteer hours
ii. Count the number of the volunteers who are in that report

c. Average volunteer hours
This should auto-calculate in the metrics document.  If not, it is based on the total volunteer hours and the total number of unique active volunteers.  Take an average of the number of hours.

d. # of volunteers who donate
i. Go to the Volunteers, Coaches and Guest Speakers Query category in eTapestry
ii. Select the Volunteer gifts in a particular time period query
iii. Edit the dates in the query to reflect the time period you are looking for and then save
iv. Go to the Volunteer reports category
v. Run the Volunteer Donors report
vi. Select the category: Volunteers, Coaches, and Guest Speakers
vii. Select the query: Volunteer gifts in a particular time period –JE
viii. Submit the report.  
ix. Count the number of volunteers who are in that report

e. # of volunteers who donate minus Board members
i. To generate the report from eTapestry, follow the instructions for # of volunteers who donate
ii. Remove the individuals that have Board Member in the Special Roles column

f. Total donation amount for volunteers
i. To generate the report from eTapestry, follow the instructions for # of volunteers who donate
ii. At the top of the report, there should be a sum of the total donation amount in that time period

g. Total donation amount for volunteers minus Board members
i. Follow the steps above for total donation amount for volunteers
ii. Remove the individuals that have Board Member in the Special Roles column
iii. Sum the donation amounts

h. Average volunteer donation amount
This should auto-calculate in the metrics document.  If not, it is based on the total donation amount and the # of volunteers who donate.  Take an average of donation amount.

i. Average volunteer donation amount minus Board members
This should auto-calculate in the metrics document.  If not, it is based on the total donation amount minus Board members and the # of volunteers who donate minus Board members.  Take an average of the donation amount.

j. # of volunteers with new or repeat roles in one year (2+ projects)
i. To generate the report from eTapestry, follow the instructions for Volunteer hours
ii. Count the number of individuals who have more than one volunteer role listed under their names

k. Volunteer retention rate within a year
This refers to the number of volunteers who take on more than one position within a year.  For information about volunteer project completion, see metric xvii below.

This calculation should auto-calculate in the metrics document.  If not, it is based on the total number of unique active volunteers and the number of volunteers with new or repeat roles in one year.  Take a percentage of these numbers.

l. # of volunteers who volunteered the year before
i. Go to the Volunteers, Coaches and Guest Speakers Query category in eTapestry
ii. Select the Volunteer Hours Tracking query
iii. Edit the dates in the query to include the previous year as well as the current year
iv. Go to the Volunteer reports category
v. Run the Tracking Volunteer Hours report
vi. Select the category: Volunteers, Coaches, and Guest Speakers
vii. Select the query: Volunteer Hours Tracking –JE
viii. Submit the report.
ix. Count the number of individuals who have dates that include both the current and prior year

m. Volunteer retention rate from the year before
This refers to the number of volunteers who take on at least one position in two consecutive years.  For information about volunteer project completion, see metric xvii below.

This calculation should auto-calculate in the metrics document.  If not, it is based on the total number of unique active volunteers and the number of volunteers who volunteered the year before.  Take a percentage of these numbers.

n. # of volunteer opportunities available
This needs to be maintained on a regular basis.  As volunteer positions are created, they should be added to the list of available opportunities, including how many of that particular position are available.  This information is tracked in the Volunteer Opportunities tab of the metrics document.

o. # of volunteer orientation attendees
i. To generate the report from eTapestry, follow the instructions for Volunteer hours
ii. Count the number of individuals who have Orientation Attendee listed as one of their volunteer Types

p. # of volunteer projects completed
This needs to be maintained on a regular basis.  As volunteer projects are filled and completed, that information should be added to the Volunteer Opportunities tab of the metrics document.

q. Volunteer projects completion rate
This should auto-calculate in the metrics document.  If not, take a percentage of the number of volunteer opportunities available and the number of volunteer projects completed.

Evaluation survey from volunteer directly (external evaluation)
This survey is a way to get feedback from our volunteers.  The survey allows us to collect information about the quality of our volunteers’ experiences as well as collect suggestions and quotes from volunteers.  It also enables us to identify any problems our volunteers are experiencing.

The evaluation survey should be sent once every 6 months to any individual who has completed a project with us over that period of time.  The survey is a Google Form that lives here: https://docs.google.com/spreadsheet/viewform?hl=en_US&formkey=dHlJTF9mR2VYQjJnaXE3eEFnSzRyQVE6MA#gid=0 

[VOLUNTEER PROGRAM GOALS]

These can also be found here: \\Ceowserver2003\share\ORGANIZATION\VOLUNTEERS\9-Goals and Strategy\ Volunteer Goals for 2011 20110707 RBC
Volunteer Program 2011


Mission

Increase the capacity of the organization through both time and money so that CEOW can reach more women and deliver our programs effectively.

Short Term Goals

1. Each volunteer contributes an average of 9.3 hours

2. 115 volunteers complete their projects

3. 35 volunteers take on new roles or repeat roles from 2010

4. 80 volunteers donate $60,000 to the organization

5. We offer 155 volunteer opportunities, giving volunteers the opportunity for regular interaction with staff

6. Through orientations, we educate 20 volunteers about CEOW and equip them to talk about us

Long Term Goals

1. Volunteers approach us with new ideas/projects to help us develop the organization*

2. Volunteer-run committees develop to help us increase our capacity as an organization*

3. We regularly report to stakeholders on what volunteers have accomplished

*To be measured in the future by the number of volunteer opportunities available and the retention rates of volunteers 

Volunteer Metrics
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Volunteer Feedback Survey

Volunteer Feedback Survey 
Volunteer Feedback Survey 
Volunteer Feedback Survey 
Volunteer Feedback Survey 
Volunteer Feedback Survey 
Guide to Volunteer Recognition
Volunteer recognition is one of the essential components to the volunteer program.  When volunteers feel recognized and appreciated, they are more likely to continue volunteering with the organization and represent the organization well in their communities.

The most important piece of recognition is maintaining a culture of thanks – saying thank you on a regular basis.  Recognition is everybody’s responsibility, not just the volunteer’s manager.  It does not have to be a grand gesture of thanks, nor does it need to be incredibly time consuming.  Recognizing a volunteer can be as simple as sending a thank you email or card.  It should be done separate from any other communication however, so as not to dilute the message of thanks.  

It is also important to remember that everyone likes to be recognized in different ways.  When thinking about how to thank volunteers, keep the Platinum Rule in mind: Do unto others as they want done unto them.  In other words, try to thank them the way they want to be thanked, not necessarily the way you might want to be thanked.  A simple way to determine the type of recognition volunteers are looking for is to ask them why they are volunteering (building their resume, sharpening their skills, meeting new people, etc.).  The type of recognition they are looking for is usually tied to the motivation behind their volunteerism.

When to thank volunteers:

1. Thank them for their service as they start
2. Thank them throughout their service
3. Thank them at the end of their service

Different ways to recognize volunteers (and not the only ways!):

1. Say thank you verbally (see example below)
2. Say thank you in a written note
3. Offer to write a letter of recommendation
4. Offer to be a reference
5. Introduce your volunteer to other staff members (this is also important for re-engagement efforts)
6. When you introduce your volunteer to staff, explain how they contribute to the organization
7. Feature the volunteer in a newsletter for the organization or on the website
8. Give them a personalized tour of the office
9. Have the President or Executive Director thank them
10. Ask for their feedback once they have completed their project (also part of evaluating volunteers)
11. Host a volunteer recognition event (see the Guide to Hosting a Volunteer Recognition Event)
12. Send the volunteer a birthday card
13. Pass along a resource to a volunteer that they might be interested in
14. Give them a “promotion” to a volunteer position with more responsibility
15. Ask them for feedback about our programs/operations
16. Post a thank you on CEOW’s Facebook wall
17. Give them a certificate of appreciation for their service

[SAMPLE THANK YOU EMAIL]

Hi Karen,

It was great to meet you in person last night.  On behalf of C.E.O. Women, I would like to thank you for generously volunteering your time at last night's workshop.  Your time and contribution help immigrant and refugee women in our program continue to get the support they need to establish successful businesses.

Warm regards,
Rebecca
Guide to Hosting a Volunteer Recognition Event

A volunteer recognition event is an event that CEOW should host on a yearly basis to thank volunteers for their contributions over the past year. Hosting a recognition event demonstrates that CEOW appreciates our volunteers and is committed to building the volunteer community.  In addition, the event allows volunteers to meet one another outside of their defined project and serves as a point of contact for donor cultivation/stewardship of volunteers.

In 2011, we hosted a recognition event for the first time since 2008.  Since these types of events should be different every year, the following is an explanation of what we did for the event in 2011 and includes recommendations for future events.

1. When to host the event

What we did:
a. We intentionally hosted the event in late July because of its proximity to our annual fundraising event and because our classes were not currently running.
b. We hosted the event in the evening from 6-8pm on a weeknight, since that is when we usually run our events and one of the time frames during which our volunteers regularly engage with our work.
c. There is a timeline for the event with all of the preparation steps included below.

Recommendations:
a. The event should be hosted a few months before the annual fundraising event to create another touch point with volunteers before asking them to give.
b. We recommend that the event be held in the evening on a weekday evening for reasons stated above.
c. We recommend that the event should be approximately 2 hours.  This gives volunteers the opportunity to arrive, mingle, watch the program and then converse with staff and other volunteers afterwards, without making the event prohibitively long and burdensome to attend.
d. The event should be built into the Development calendar, so that the communications for the event are coordinated with other Development efforts.
e. Once you have set a date for the event, you should build out an event timeline.  You should aim to identify the event location as soon as possible.  The remaining event preparations can happen within a month of the event.  See the included timeline below and section 3g for the recommended timeline for invitations.

2. Where to host the event

What we did:
We hosted the event at Sports Basement at the Bryant St. location in San Francisco.  They offer free space to local nonprofits and provide food and drinks for events hosted in their space.  In addition, they offer a 10% discount to guests and 10% of the purchases guests make are contributed back to the nonprofit.
Recommendations:
The event can be hosted in a variety of different places.  In an ideal situation, the event would be hosted as a house party at a volunteer’s house or office.  (for more information see \\Ceowserver2003\Share\ORGANIZATION\EVENTS\HOUSE PARTIES\ House Party Information Packet).

Because our programs are dispersed throughout the Bay Area, it is a challenge to choose a location that will work for everyone.  Of course, not every volunteer will come, but when choosing a location, it is important to keep in mind where our volunteers are located.

3. Invitations

What we did:
a. Who we invited
We invited clients who had volunteered with us in 2010 and 2011 (listed in VistaShare).
With non-client volunteers, we started with the list of Active volunteers and then removed individuals based on feedback from Development, either because they were high-level donors with whom we wanted to limit communication or because they were inaccurately tracked as Active volunteers.  Then we generated a custom account query in eTapestry.  In total, we invited 125 non-client volunteers.
b. How we invited our client volunteers
Clients received a personal email and a follow up phone call to invite them to the event
c. How we invited our non-client volunteers
i. We set up an EventBrite page that included information about the event (sample included below).  EventBrite allows individuals to “buy” tickets (this is a free event, so the cost is $0) and allows CEOW to easily collect RSVPs.
ii. We sent out invitations using the query we set up in eTapestry (see part a) two months before the event.  To do this, we did the following:
1. Created an email and included the EventBrite link so that invitees can easily RSVP (see template below)
2. Sent the email to the custom account query.
d. Follow up and reminder invitations
After the initial invitations went out, we sent a reminder email two weeks before the event and a week before the event (sample below).

Recommendations:
e. Who to invite
i. We recommend inviting all volunteers who have volunteered in the past year.  This includes both clients and non-client volunteers.  Our tracking systems are now much more accurate so this list should be easy to access in eTapestry.
ii. Based on the ratio of individuals we invited vs. the number of attendees as well as the current size of our Active volunteer pool, aim to have 30-50 event attendees.

f. How to invite volunteers
i. Since this is an event designed specifically for our volunteers, we don’t want the event to be open to the public, which means that we don’t want to include the event on our Events page nor do we want to announce it in the monthly eNews.
ii. In the original planning of a recognition event, we proposed doing hard copy invitations that were mailed.  If the budget allows, this is something we recommend.  However, in order to minimize the amount of time spent collecting RSVPs, invitations should also be emailed via eTapestry and there should be an online RSVP option.  EventBrite is a very useful site to collect and streamline RSVPs.
iii. Client volunteers should be invited via phone because it is generally their preferred method of communication.

g. Recommended timeline
i. The initial invitation should be sent out one month in advance.  Two months was too much notice.
ii. One to two weeks after the initial invitation goes out, each staff member should call their volunteers and personally invite them to the event.
iii. The week of the event, we should send out a reminder email via eTapestry about the event.

4. Materials and speakers for the event

What we prepared:
a. Sign in sheet/RSVP list
This is similar to our standard event sign in sheet.  We included the name and contact information of all of the individuals who RSVPed, and left room for other attendees to write in their names.
b. Ribbons for client attendees
These are standard ribbons that we give clients at our events to distinguish them from other attendees.
c. Stewardship lists for staff
We assigned each staff member a few of the volunteers who RSVPed to facilitate conversation.
d. Event flow document
This document outlined the timeline for the actual event and the duties assigned to each staff member.  See sample below.
e. Program (sample included below)
The program included the following pieces
i. Title of the event
ii. Order of speakers for the ceremony
iii. Thank you to in-kind donors
iv. Brief “about C.E.O. Women” section
v. Quotes from staff thanking volunteers
We had each staff member write a brief paragraph thanking their volunteers as a group, which we compiled and included in the program.
f. Slideshow
We prepared a slideshow of volunteer and program photos, and included the quotes from staff thanking volunteers among the images.
g. Music
We brought a cd of international music to play before and after the ceremony.
h. Nametags
We made nametags for all of the volunteers who RSVPed.
i. Donations
We solicited donations for the event in order to make it a low cost event.  The food and drinks were all donated items from Costco and Sports Basement.  We also had a cake for the event that was donated.
j. Preparing speakers
i. Client/volunteer prep
We asked a client volunteer to speak about her experiences working with a volunteer and as a volunteer.  To prepare her for the presentation, we asked her to prepare answers to the following questions:

1. How did you work with a volunteer?
2. How did the volunteer help you?
3. Why did you decide to volunteer as a workshop presenter with C.E.O. Women?
4. What did you learn as a volunteer with C.E.O. Women?

We then rehearsed her speaking points over the phone.

ii. Staff prep
We asked our President to speak for 5-10 minutes at the event, covering the following topics:
1. Welcome everyone
2. Sharing what our volunteers have done/accomplished with CEOW
3. Sharing a few highlights from what staff have said about their volunteers
4. Thanking our volunteers for all of their contributions
The volunteer coordinator prepared a summary for sections 2 and 3 to support the President in the preparation of her speaking portion.

Recommendations:
We recommend preparing the materials listed above.  Please note that the preparation for speakers will vary depending upon the event program.

5. The event structure

What we did:
a. Ceremony

The event itself was scheduled to run from 6-8pm.  We started the program at 6:30pm to give individuals time to arrive and talk with one another.  The program lasted about 20 minutes and consistent of the following:
i. Our President opened the program with a welcome and talked about what we did with our volunteers and what volunteers enabled the organization to do
ii. A client volunteer spoke about how she worked with a volunteer and then why she volunteered herself
iii. The Volunteer Coordinator wrapped up the program with some facts about what our volunteers have accomplished and a thank you
b. Reception
After the ceremony, we cut the cake and encouraged individuals to have refreshments.  Staff also used their stewardship lists to facilitate conversations with and between volunteers.
There are pictures from the reception saved here: \\Ceowserver2003\share\PICTURES\2011\Volunteer Appreciation Celebration

Recommendations:
What the event actually entails should change from year to year.  It is important that the event hold value for our volunteers and avoiding repetition helps maintain that value.  The following includes recommendations as well as ideas for future events:

a. Event program
The event program should be brief (aim for approximately 20 minutes of speaking).  The event should focus on thanking volunteers and also giving them the opportunity to get to know each other.  Keeping the program short helps maintain that focus.  The program should take place during the middle of the event.

i. Speeches
You will want to have 2-3 speakers deliver brief comments.

1. Member of the leadership team (ED, President, Board member, etc.) who delivers a thank you to volunteers
2. Volunteer who shares their experience
3. Potentially a client who shares their story and how volunteers have helped them
ii. Recognition techniques
There are many different ways to provide recognition at this type of event.  Below are some different ways that you could incorporate recognition techniques into the event.  The most important aspect of recognition at this event is to make sure that the recognition of volunteers is done evenly.  If you are recognizing individuals, you do not want to stress one individual’s contribution more than another’s.
1. Awards
Giving out awards is complicated – you are recognizing individuals instead of the whole group.  It is important to maintain a balance between recognition of the individual and recognition of the group, but if you are forced to choose, always sacrifice individual recognition so that you can recognize the group.
Awards are a way to get individuals to attend the event.  However, it is important to remember that not everyone values awards and certificates. If you are going to offer awards, keep the following things in mind:
a. When deciding what types of awards to offer, we need to outline what the award categories are and what the characteristics of award recipients need to be in each category
b. Be creative with the names and types of awards (Grand Café House Blend Award for instance could be an award for a volunteer who is consistently supported CEOW over several years)
c. Have volunteers nominate themselves
d. Have a selection committee comprised of volunteers that chooses the award recipient
e. Don’t have the same awards year after year
f. Create certificates from the organization, signed by the organization’s leadership

2. Staff quotes
Having staff share how volunteers have supported them can be very powerful.  Collecting quotes from staff is also a fairly low-impact way to recognize a large group of individuals.
3. Certificates from elected officials
Elected officials give out certificates of recognition to their constituents on a regular basis.  To do this, you need to determine who will get certificates and request certificates from the elected official approximately 1 month in advance.  This technique could be very effective for recognizing individuals based on the number of hours they have contributed to the organization.
4. Have clients thank their volunteers
Our clients often convey very powerful messages so having clients thank their volunteers offers an opportunity for volunteers to hear directly from the individuals they are supporting.  Clients can thank their volunteers by writing a thank you card to their volunteers.  Caveat: This will probably be difficult to coordinate.
b. After the Event Program
Allow individuals time to meet one another and learn from each other.  This informal aspect of the event is very valuable, especially since many of our volunteers work on projects independently and do not often have an opportunity to meet each other.

6. Follow up after the event

What we did:
a. We sent a follow up email after the event thanking the attendees.  In addition, a few of the volunteers asked about new projects or other ways to be involved, so any follow up included that information as well.
b. We tracked each attendee’s participation in eTapestry.

Recommendations:
a. After the event, you want to thank those who attended and ask them if they have any feedback about the event.  
b. You should track their attendance in eTapestry so that we have a record of the interaction.
c. For individuals who did not attend the event, plan to send them a “sorry we missed you” email that contains images of the event.

Other Recommendations
1. It is important to have as many staff at the event as possible and essential to have leadership there because it communicates the value that CEOW places on volunteers. 

2. How to run an event with a small budget
There are many spaces to host events that can be reserved for free.  Keeping the cost of the venue low is one of the major ways to keep costs down.  You can also get supplies for the event and food donated from Berkeley Bowl, Safeway, Trader Joes and Costco so that you do not have to purchase those supplies.  At the very minimum with in-kind donations, you will need approximately $20 for supplies plus transportation costs for staff.

3. Photographer
This event is a prime opportunity to get pictures of volunteers.  The more pictures we have of volunteers the better, so having a photographer (who can be a volunteer too) present to document the event is highly recommended.

2011 Event Timeline

2011 Event Timeline

Proposed Timeline

Proposed Timeline

EventBrite page set-up

EventBrite page set-up

[SAMPLE ETAPESTRY INVITATION TO THE EVENT]
Dear Rebecca,

 

C.E.O. Women is hosting an appreciation celebration to recognize volunteers like you!  We know our work would not be possible without your knowledge, skills and passion.

 

The Volunteer Appreciation Celebration will include a recognition ceremony followed by a reception.  Join us to celebrate the efforts of all of our volunteers and meet the other talented individuals who support C.E.O. Women.

 

     What: A celebration to thank you!

     When: Thursday, July 21st from 6-8pm

          Doors open at 6pm

          Recognition ceremony begins at 6:30pm

          Reception to follow

     Where: Sports Basement Grotto

     1590 Bryant St., San Francisco, CA 94103

 

RSVP for the celebration here by July 14th.
 

Thank you for your continued support.  We hope to see you there!

 

Warm regards,

C.E.O. Women Staff

[SAMPLE REMINDER INVITATION EMAIL]

Dear Rebecca,

 

It's not too late to RSVP for C.E.O. Women's volunteer appreciation celebration!  This Thursday, C.E.O. Women is hosting an event to recognize all of our wonderful volunteers, and we want to see you there!  Whether you've volunteered for one hour or hundreds, we want to thank you for your hard work and commitment to helping immigrant and refugee women become entrepreneurs.  RSVP here to save your spot.
 

     What: A celebration to appreciate you!

     When: Thursday, July 21st from 6-8pm

          Doors open at 6pm

          Recognition ceremony begins at 6:30pm

          Reception to follow

     Where: Sports Basement Grotto

     1590 Bryant St., San Francisco, CA 94103

 

RSVP today!
 

Thank you for your continued support.  We hope to see you there!

 

Warm regards,

C.E.O. Women Staff

[SAMPLE EVENT FLOW DOCUMENT]

	C.E.O. Women Volunteer Appreciation Celebration: Thursday, July 21, 2011

Location: Sports Basement Grotto, 1590 Bryant St, San Francisco, CA 94103

	Timeline
	Task/Event
	Who

	4:00
	First group of staff leave for venue and take materials (ideally 4)

-chart paper

-tape

-laptop

-beverages-snacks

-cake

-plates, cups, napkins, utensils, tablecloths

-programs

-nametags, signs, banner

-music & CD player
	Elinor, Rebecca, Nichole, Joyce?

	5:00
	First group of staff arrive at venue
	

	
	Hang signs to guide guests & banner (s)
	

	5:00
	Second group of staff leave for venue
	Farhana, Margarett, Anita?, Carly?

	
	Arrange room
	

	
	Set up registration table (nametags, programs) & C.E.O. Women info
	

	
	Arrange food table & beverages
	

	
	Set up music & speakers
	

	6:00
	Volunteers/remaining staff arrive
	

	
	Run registration table & distribute nametags
	Nichole

	
	Invite guests to have some food & beverages 
	

	
	Volunteers write their favorite volunteering memory on chart paper
	

	
	Begin slide show, loop
	

	6:30-6:50
	Ceremony

6:30 – Opening & Welcome (Farhana)

6:45 – Client speech (Alena)

Closing (Rebecca)

Group photos
	Quote-Writer: Margarett

Photographer: Elinor

	7:10-8:00
	Reception

Cake? and drinks
	Cake cutting: Nichole

	8:00 – 8:15
	Clean up, breakdown and pack-up


	Whole Team                         



	8:30
	Return supplies to office
	Rebecca

	
	
	


[SAMPLE THANK YOU FOR COMING EMAIL]

Dear Carolina,

It was so great to see you last night!  Thank you for coming to celebrate all of the hard work that our volunteers have contributed to C.E.O. Women.  I hope you enjoyed the evening and got the opportunity to meet some the inspiring volunteers who support us.

If you have any questions about the organization or the volunteer program, please feel free to reach out to me at any time.

Thank you for all of your support!

Warm regards,
Rebecca
Program

Program

Guide to Re-engaging Volunteers

The re-engagement process refers to the ongoing process of asking our active volunteers to volunteer with the organization again.  Re-engaging volunteers is about building lasting relationships between the volunteer and the organization as a whole.  Our re-engagement efforts should focus on deepening a volunteer’s relationship with the organization while giving them more perspective on our work.  In addition, re-engagement allows CEOW to continue to tap into a volunteer’s skill set without needing to invest time in the initial general training, since that is something the volunteer has already been through. This in turn increases our productivity as an organization.

Re-engagement also has the added benefit of generating regular contact between a volunteer and CEOW, which leads to an increased likelihood of conversion into a donor.

How to Re-Engage Volunteers
1. Volunteer recruitment
As part of the volunteer recruitment process for a new volunteer position, we should tap into our current pool of volunteers.  This offers the opportunity to engage our volunteers with a specific volunteer position, which is the strongest way to continue to build a relationship with our work.  It also has the potential to create connections between the volunteer and a new manager, which creates a tie between them and not just one individual on staff.  In order to engage volunteers through volunteer recruitment, we should:
a. Advertise the volunteer opportunity in the monthly eNews (and the volunteer newsletter if timely – see section 2 for more information) 
If there is sufficient lead time for the volunteer opportunity, this allows us to share information about the opportunity and give our volunteers the chance to choose that position.  That choice also allows volunteers to take on different types of volunteer positions.
b. Ask staff for volunteer recommendations
Staff will have a good sense of their own volunteers and therefore are a great resource to tap into in the recruitment process.  On a similar note, if there is a trusted volunteer who has held a similar position, ask them for recommendations as well.
c. Send personalized emails (there is a sample below)
Many of our volunteers have expressed specific interest in certain types of positions, and we have tracked that information in eTapestry.  As part of the re-engagement/recruitment process, we should send individual invitations to the volunteers who have expressed an interest in a position similar to the one for which we are recruiting a volunteer.  Before sending these emails however, make sure to check in with the volunteer’s steward to make sure we are not over contacting them.

Once you send these emails, make sure to record your communication with them in eTapestry.  This way we have a record of how recently a volunteer has been contacted, what they’ve been contacted about and what their response was.

2. Volunteer Newsletter
Volunteers want to feel like they are connected to CEOW and part of the organization.  As a way to build a community of volunteers and have a well informed community, a volunteer newsletter, separate from eNews, should be sent regularly.
a. When to send the newsletter
In order to be an effective newsletter, it should go out regularly.  In the near term, it should go out twice a year, but as the volunteer program grows, this newsletter should go out once a quarter.
Based on our current communications calendar, the newsletter should go out on the fourth Wednesday of the month in January and July.  For the quarterly schedule, the newsletter should go out in January, April, July and October.
b. What to include in the newsletter (there is a sample below)
The newsletter should give our volunteers an inside view of the organization.  Think of this a mini annual report with a focus on the volunteer community’s contribution to the organization.  Include the following components:
i. What is new with the organization
ii. What volunteers have done to support CEOW since the past newsletter
iii. Upcoming volunteer opportunities
iv. A volunteer spotlight
v. Volunteer resources
vi. Reminder to log volunteer hours
vii. Upcoming CEOW events
viii. Ways you can help right now
ix. Thank you for volunteering
c. How to send the newsletter
The newsletter should be sent through eTapestry, since that is where volunteer information is managed.  Use the existing template for this newsletter, located in the Volunteer Communications category (Volunteer Newsletter: July 2011).

For more information on how to create and send emails in eTapestry, see \\Ceowserver2003\share\ORGANIZATION\C.E.O. Women HOW-TOs\DATABASE & EVALUATION\eTapestry\CHEAT SHEETS\Cheat Sheet.Create and Send Emails

It is important to make sure that the messaging for this newsletter is consistent with CEOW’s communications in general, so make sure to coordinate with the Development Team about messaging.

3. Volunteer orientations
Volunteer orientations are a great opportunity to re-engage volunteers.  As part of the orientation communications, you want to include an invitation to current volunteers to come to a volunteer orientation (for more specifics on orientation communications, see the Guide to Orienting Volunteers, part 3).

In addition, you want to invite a few volunteers to speak at the orientation about their volunteer experiences.  This allows prospective volunteers the opportunity to learn directly from current volunteers, while giving current volunteers an opportunity to support the organization.  (Also, current volunteers tend to be flattered by the invitation).
For more specific information on how current volunteers can re-engage as speakers at a volunteer orientation, see the Guide to Orienting Volunteers.

4. Invitations to Storefronts
Storefronts are a powerful event that many volunteers enjoy.  Because so many volunteers are looking to interact directly with our clients, it is important to invite volunteers to Storefronts on a regular basis.  This helps them continue to connect with the women CEOW supports and not just their project manager.
If the volunteer is not currently working on a project, be prepared to offer them a project after they attend Storefronts, since they will be freshly energized about CEOW.
5. Have a conversation with your volunteers
Some volunteers are looking for different projects, but they do not know what those projects could be.  It is important to have a conversation or send an email to volunteer occasionally (once a year approximately) to find out if they are still enjoying their project, would like to repeat their project, or want to do something entirely different.  This is a more pro-active approach to re-engagement, instead of waiting for a volunteer to respond to a volunteer announcement in eNews or the Volunteer Newsletter.
6. When to re-engage volunteers
To avoid burnout, we do not want to contact our current volunteers too often.  We should contact volunteers a minimum of once a year to see if they want to take on a new position, and a maximum of once a quarter.

[SAMPLE PERSONALIZED EMAIL TO RECRUIT/RE-ENGAGE A VOLUNTEER]

Hi Wickey,

I hope all is well!  I'm writing today because on your volunteer sign-up sheet at the volunteer orientation, you expressed an interest in our classroom assistant position.  We are currently recruiting classroom assistants and I wanted to find out if that is something you are still interested in.  You can read about the position here:
http://www.ceowomen.org/index.php?option=com_content&task=view&id=411&Itemid=112

If you have any questions, let me know and I can let you know what the next steps are if you are interested.

Warm regards,
Rebecca

[SAMPLE EMAIL INVITING A VOLUNTEER TO SPEAK AT AN ORIENTATION]

Hi Melanie,

I hope you are well!  I'm writing today to find out if you would be interested in speaking at the volunteer orientation.  Elinor recommended that I reach out to you based on your experiences as a C.E.O. Women volunteer and I believe you would provide a valuable perspective for prospective volunteers.

The orientation is on October 5th from 6-7pm at our office in Oakland and it would consist of talking briefly about the following:
-Why you first got involved with C.E.O. Women
-What you did as a volunteer with C.E.O. Women
-What you learned from your volunteer experience
-Advice you have for new volunteers

Please let me know if that is something you would be comfortable doing.  We'd love to have you participate if you are available/interested.

Warm regards,
Rebecca
Volunteer Newsletter

Volunteer Newsletter

Volunteer Newsletter

Guide to Cultivating Volunteers
Volunteers are a unique segment of our stakeholders because of their direct connection to and interaction with CEOW’s work.  This connection makes them strong candidates for donor cultivation.  In addition, research on volunteerism shows that volunteers on average donate almost twice as much money as nonvolunteer donors.  

Because volunteers are more likely to donate, it is an efficient use of our cultivation time to ask volunteers to donate.  While the strategy for cultivating and stewarding volunteers is similar to that of nonvolunteer donors (for more information about making an ask, see \\Ceowserver2003\share\ORGANIZATION\FUNDRAISING\4-INDIVIDUAL DONORS\ASKING\ How to ask for a gift 20110907 FH v.1), the following is an overview of the cultivation process for volunteers and recommendations for future cultivation efforts.

How volunteers are currently solicited for gifts
1. As part of the screening process, volunteers are added to our enewsletter list in eTapestry.  This automatically includes them in the pool of individuals who will receive e-solicitations.
2. Once a volunteer is converted from Prospective to Active status in eTapestry, they are then rolled into Development’s solicitation process.
a. All active volunteers receive a direct-mail solicitation letter, unless they have already given within the past year.
b. In the letter, we include a line about their most recent volunteer activity.
c. After sending the letter, the volunteer’s steward has followed up with a personal phone call when possible.  The steward is the individual (usually a staff member) who has the strongest relationship with the volunteer (not necessarily the volunteer’s manager).
3. In coordination with Development, we have also set up in-person asks with volunteers, as we would with nonvolunteer donors or prospects. 
4. The stewardship of high level donors who volunteer (Board members, Development Council, Advisory Council, etc.) follows a different process that is managed by Development.

Recommendations for how to solicit gifts from volunteers
1. As part of the screening process, volunteers should continue to be added to our enewsletter list in eTapestry, thus automatically enrolling them into the pool of individuals who receive e-solicitations.
2. Once a volunteer has completed their first volunteer project (approximately 6-12 months after their initial contact with CEOW), we should set up a personalized ask of $50.  To do so,  we should follow this procedure: 
a. Send an email to ask for an in-person meeting.  
b. Schedule and hold an in-person meeting.  If an in-person meeting is not possible, it can be substituted with a phone call.
3. Once a volunteer gives their first gift, we should research their giving capacity
4. Direct-mail solicitation letters should go out to all volunteers who have completed at least one project (unless they have already given within the past year).  
a. In the letter, we should continue to include a line about their most recent volunteer activity.  Maintaining the volunteer tracking system is very important to ensuring this process is easy and streamlined (for more information about volunteer tracking, see the Guide to Tracking Volunteers).
b. Each letter should have a personal note written on the letter from the volunteer’s primary steward.  
c. If the volunteer has not yet given, we want to include a lower ask level for volunteers to encourage a first gift (approximately $50).
d. It would be ideal to have a volunteer steward follow up with each volunteer who has been solicited to encourage giving with a phone call within two weeks of the solicitation.
5. When inviting volunteers to Global Marketplace or other fundraising events, have a volunteer invite their peers.  Volunteers make very compelling fundraisers because their commitment is completely focused on helping the organization achieve its mission.
6. Re-engagement efforts to continue to involve an individual with the organization as a volunteer are also important cultivation efforts.  For more information about volunteer re-engagement, see the Guide to Re-engaging Volunteers.

Who solicits volunteers for gifts
Volunteer cultivation is very personalized, like all donor cultivation.  In general, the volunteer’s manager holds the relationship with the volunteer.  As a result, the volunteer’s manager should be the individual making the ask.

Individuals who are prepared to make asks include staff, the Board and trained “steward” volunteers.

Cycle for volunteer giving
Before asking a volunteer to give, we want to ensure that they have developed a strong tie to the organization.  In general, the cycle for volunteer giving follows this pattern:

1. Volunteer contacts the organization
2. Volunteer comes to an orientation or event that serves as an orientation
3. Volunteer takes on a position
4. Volunteer completes position
5. Volunteer is asked to give a small amount ($50)
6. Volunteer gives a gift
7. Volunteer’s giving capacity is researched
8. Volunteer is asked for an increased gift the following year, depending on their giving capacity.

How volunteers differ from regular donors
1. Volunteer donors have multiple roles at the organization and so it is important to maintain clear divisions between those roles.  Asking individuals to volunteer with CEOW must be separate from asking individuals to donate.
2. Excluding Board members and the Development Council, CEOW’s volunteers are lower level donors
3. We have more opportunities to do individualized asks because of the relationships that build between volunteers and their managers
4. Donors who aren’t volunteers have fewer relationships with staff members
5. We try to get donors to become volunteers as a way to deepen their connection with the organization and spread relationships across staff
6. We use volunteerism as a way to cultivate potential donors

[SAMPLE LETTER ASKING FOR A FIRST GIFT]

Hi Rafael,

I hope this finds you well.  I hear that you will be volunteering at our event again this year - it'll be great to have you again.

Things have been going well over here - we have celebrated a few grand openings of our clients' businesses this summer, which was wonderful.  Now we are focusing a great deal of our energy on Global Marketplace, which in my opinion is going to be our best event yet!

I wanted to personally let you know that we are so grateful to have had your participation and time as a volunteer.  Your contributions have helped us tremendously to build a strong volunteer program and run successful events.  Since you have been a supporter of our organization, I wanted to see if I could speak to you about making a personal financial gift to support the work of C.E.O. Women this year.  We would love to have your join our OHANA, our monthly donor program.  A gift as small as $10 a month makes a lasting impact on our work (plus, you get an awesome gift made by one of our graduates).  I would be happy to meet with you at a place that would be convenient for you to discuss more.  Please let me know if you would be open to meeting.

Thanks and I look forward to hearing from you,

Mikaela
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