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When does it become a “program”? 





Why involve 
volunteers in 

our work? 



What’s 
hard or 
scary 

about it? 



Benefits 
Risks 





10 Key Elements 

1. Leadership 

2. Program mission 

3. Culture and roles 

4. Deal breakers 

5. Addressing issues 

6. Protocols 

7. Agreements 

8. Training 

9. Liability  

10. Recognition 

 

 



Why?? 

Recruit 
volunteers 
who aren’t 

right for the 
program 

Provide little 
training, 

guidelines or 
support 

Spend time 
hand-

holding and 
putting out 

fires 

Staff further 
distrusts 
program 

“Right” 
volunteers 

become 
frustrated 
and leave 

HELP! 

Crisis 
Chaos 
Spiral 



• Lower ratings of volunteers 
by paid staff equated with 
less commitment and more 
likelihood of staff quitting. 

 

• The potential impact of 
"bad" volunteers for an org 
isn't limited to merely 
having certain tasks go 
incomplete! 

 

 

 

Organizational Impact 
is Significant 

Rogelberg, S. G. Allen, J. A., Conway, J., Goh, A., 
Currie, L., & McFarland, B. “Employee Experiences 
with Volunteers: Description, Volunteer 
Management Practices, and Outcomes.” 
Nonprofit Management and Leadership Journal, 
2010. 



The Good News… 

• Staff’s positive 
experiences with 
volunteers were 
associated with greater 
commitment and lower 
intention to quit.   

 

• The more best practices 
pieces in place the 
higher the positive 
ratings of volunteers by 
employees. 



#1 Leadership:  Who’s in Charge? 



What personality 
characteristics are 
most important   

in a volunteer 
coordinator? 

• People-focused 
• Solution-oriented 

• Organized 
• Friendly 
• Strategic 
• Patient 

• A good teacher 
• Collaborative 

• Good at delegating 
• Willing to be 

uncomfortable 
 
 



The volunteer manager’s to do list 

Does include:  

• Recruiting 

• Screening 

• Training 

• Care and Feeding 

• Appreciation 

• Managing 

  

Does NOT include: 
 

Doing it all 
alone! 



• Why do you want a 
volunteer program? 
 

• What are the goals? 
 

• What does success look 
like? 

 
 

#2 Mission:  What do you want and will it serve the 
mission? 



What are your organizational needs? 

What activities can 
volunteers engage in 

to ensure the Five 
Freedoms? 

• Feeding/watering/dishes 

• Cleaning/scooping/laundry 

• Observations/disease 
transmission prevention 

• Kennel enrichment 

• Training 

• Fundraising 

• Increasing adoptions 

1. Freedom from hunger/thirst 
2. Freedom from discomfort 
3. Freedom from pain/injury/disease 
4. Freedom from fear and distress 
5. Freedom  to express normal behavior 



• What are you 
inviting volunteers 
into? 
 

• How are volunteers 
valued by the 
organization? 
 

• What boundaries 
are important? 

#3 Culture and Roles of Volunteers 



Big Picture Thinking 

Highly Skilled 

Training provided 

No skills needed 



Find the Right People 

• Figure Out What You 
Need First 
 

• Ask for What You 
Want 
 

• Screen In, Screen Out 



Who is the Right Fit? 

What are the 
personality 

characteristics of 
your ideal 
volunteer? 

• Not squeamish & Flexible 
• Common Sense & Sensitive  
• Follow Directions 
• Support Policy, Responsible 
• Good listeners & Responsible 
• Self-motivated 
• Safe & Sensitive 
• Calm and Collected 
• Observant & Communicative 
• Understand their Commitment 



• What must you 
absolutely see in 
volunteers? 
 

• What is absolutely 
not okay? 
 

• What are your 
expectations for 
their participation? 

#4 Identify & communicate deal-breakers 



• When, not if… 
 

• Who is 
responsible? 
 

• How and when 
will feedback 
be given? 

#5 Process for Addressing Issues 



• What needs to get 
done and when? 
 

• Which 
activities/animals are 
STAFF ONLY? 
 

• How are these being 
communicated? 

#6 Protocols 



• What is the organization 
agreeing to? 
 

• What is the volunteer 
agreeing to? 
 

• Does it include tasks, 
behavior, spirit of 
participation? 

#7 Volunteer Agreements 



• Who is doing the 
training? 
 

• How are you 
communicating the 
instructions? 
 

• How are you making 
sure people “get it?” 

#8 Training 



Train Your Volunteers 

• Orientation to the 
organization 

 

• Training for their 
positions 

 

• How to be a part of 
your community 

 



What Does Staff Need to Know? 

• Expectations—of volunteers and themselves 

• Mission/vision of the program 

• How to handle any issues that arise 

• What’s in it for them? 
 



• How will you protect 
your organization? 
 

• Who is your risk 
manager and have they 
reviewed it? 
 

• How will you handle 
minors in your 
program? 

#9 Waiver and Release of Liability 



• Is it behaviorally specific 
and authentic? 
 

• Is it an expectation for 
EVERYONE in your 
organization? 
 

• Do volunteers have a 
voice? 

#10 Culture of Appreciation 



Remember… 

Volunteers are supposed to add 
to your organization, not take 

away from it!  

• This is not about finding warm bodies! 
• Ask for what you want in hopes you might get it 
• Success depends on monitoring and course 

correction 



Dream Big but Start Small 



www.AnimalSheltering.org/volunteermanagement  

http://www.animalsheltering.org/volunteermanagement


THANK YOU! 

The Humane Society 
of the United States 

 
  


