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Your current reality?



Core Capacity Assessment Tool

Percentage of Nonprofits by CCAT

Volunteer Management Score Category
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(Does not total to 100% due to rounding)



Volunteer management practices
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Source: TCC Group’s CCAT Study for Reimagining Service, April 2009



Volunteer engagement vision
Best Friends Animal Society

• Strategic, innovative and 
collaborative volunteer 
engagement is integrated 
into all areas of the 
organization. 

• Our program success will 
allow us to be a role model 
for other organizations, as 
we work together to Save 
Them All.



Characteristics of a Service Enterprise



Planning and Development

Developing a strategy and infrastructure for 

mission-driven volunteer engagement



Strategic plan

• Mission, vision, core values

• Desired outcomes

• Current reality

• Strategies

• Include volunteer engagement

– Goals

– Strategies

– Tasks



12 items to use to fill your gap

1. Workplace culture agreement
• KPG = 100% staff commitment

2. Large-scale foster program
• 7% dog intake, 15% cat at peak 

intake.

3. Progressive adoption policies
• No holds, fast release, hours = AC 

hours
• Adoption KPI = 50%–80% of intake 

4. SNR: ALL outdoor healthy cats
• 24-hour turnaround
• KPI = all stray healthy cats over 

three months old

5. Intake diversion
• Fee-waived reclaims
• Return in field / drop-off service

6. Progressive return-to-owner policies
• Fee-waived reclaims
• Return in field / drop-off service

7. Transfer or transport out
• KPG = 10%–30%

8. Disease prevention / animal flow 
protocol

• Most fragile bypass shelter
• Intake vaccines, holding, finder hold
• Immediate isolation of sick
• Sanitation protocols
• KPI = minimal died in care, LOS, 

euthanized for illness, and complaints



12 items to use to fill your gap

9. Timely medical make ready:
• Spay/neuter animals daily and by 

intake
• Medical animal availability

10. Specialty programs:
• Bottle-baby kitten ward
• Parvo ward
• Ringworm ward
• Large-dog behavior program
• Severe medical (e.g., distemper) 

ward

11. Large adult dog adequate capacity: 
• Double up where appropriate
• Large dog foster (monetize?)
• Ringworm ward

12. Euthanasia list scrutiny and sharing:

• Provides quality control, checks and 
balances

• Share with select groups to ensure no 
duplication of effort

• KPI = track percentage saved each day, 
week, year



Example: Allen County SPCA

a. Increase resources for fostering 
shelter animals in interim 
accommodations.
• Task: Staff and/or current foster 

volunteers host Pet Expo booth 
dedicated to foster procurement.

• Task: Executive director and/or 
marketing manager use social 
media to attract foster volunteers.

• Task: Staff uses SPCA volunteer 
social media platforms to 
communicate.

• Task: Compassion foster 
coordinator monitors and 
administrates Facebook page 
for foster volunteers.

b. Assure that jobs assigned to volunteers 
are clearly defined and explained.

c. Partner with local companies that 
require their staff to volunteer hours to 
local nonprofit agencies.

d. Formalize a structure of volunteer 
opportunities offering potential volunteers 
multi-faceted options.

e. Continue to praise, and promote the 
work and accomplishments of volunteers 
through recognition events and 
publications.

f. Conduct annual assessments of the 
effectiveness of volunteer orientation and 
organization. Incorporate results of 
volunteer survey. Report same to board.

Goal 6: Achieve an increase in the capacity and commitment of volunteers and hours 
committed reflective of the mission and vision of the organization.



What’s on YOUR “to do” List?



Process analysis

As-Is Gaps To-Be



Senior Manager,

Events

Manager, 
Development

Events

Senior Specialist

Specialist

Event Assistants

Manager, 

National Events 

Specialist

Specialist

Event Committees  

Manager, 

Educational Events

Specialist

Specialist

Team Leads, 
Registration 

Coordinator, Event 
Assistant

EVENTS DEPT



How could your org chart look?

Your team 
here

Your team 
here

Your team 
here

Your team 
here

Your team 
here



Leadership Support

Demonstrated executive commitment 

to volunteer engagement



Leadership Support

• Volunteers are treated as partners in achieving the 
organization’s mission and goals.

• Senior leadership supports the role of volunteers in 
the organization.

• Leadership publicly acknowledges the work of 
volunteers.

• There is regular communication about volunteer 
value, impact and outcomes.

• Acknowledge staff who engage effectively with 
volunteers.



Effective Training

Train volunteers and 

the employees who manage them 

to fill their positions effectively 



Kanab kitten nursery

https://drive.google.com/file/d/0ByWL4aIXXIfBSDlpZENGRjlUZzg/view?ts=58b46d08


Volunteer Handbook



Resource Allocation

Allocation of resources 

(time, money, human capital, tools) 

to volunteer engagement



Sufficient resources, including adequate space, 
equipment and supplies



Tracking and Evaluation
Determining service value, tracking volunteer 
retention, assessing the quality of volunteer 

experiences, and monitoring the outputs and 
outcomes of volunteers in meeting the mission of 

the organization through a volunteer tracking system



Organizational ROVI: Expenses

Item Cost

Volunteer recruitment materials $500

Volunteer coordinator (salary and benefits) $50,000

Staff supervision (5% of five program managers’ time at average 

salary/benefits of $60,000)
$15,000

Volunteer training materials $1,000

Volunteer recognition activities $1,000

Professional development $500

INVESTMENT TOTAL $68,000



Organizational ROVI: Value

Number of Volunteer 

Hours
X Value of Volunteer Hour =

Value of Volunteer 

Contribution

15,000 x $25.10* = $376,500

Value of Volunteer 

Contribution
/ Total Investment =

Return on 

Investment

$376,500 / $68,000 = $5.54

*Value of volunteer time for Texas, 2018 (IndependentSector.org) 



Value of volunteer time
independentsector.org



Outreach

Ongoing outreach and volunteer recruitment 

to sustain ongoing volunteer engagement



Outreach

• Effective volunteer recruitment via various methods

• Skilled volunteer recruitment

• Volunteers feel valued and appreciated



Funding

Fund development for 

volunteer engagement



Funding

• Process in place to engage volunteers as donors

• Development plan that includes fundraising for 
volunteer engagement and ongoing support



Funding: Common challenges*

• Volunteer engagement isn’t seen as a priority area worthy of funding.

• Staff members are resistant to engaging volunteers more meaningfully 
and that reluctance affects funder attitudes.

• Volunteer engagement is considered a “program” to serve volunteers 
rather than a strategy to achieve the mission.

• Leaders lack an understanding of how volunteering and giving are 
connected.

– Volunteers are more likely to donate to the organizations for which 
they volunteer

• The term “volunteer” can be misleading.

– It’s not free help!

*Leightyfoundation.org



Onboarding and Supervision

Matching volunteers to appropriate 
positions, clarifying their roles, orienting 
and supporting them throughout their 

time with the organization



Onboarding and supervision

• Volunteer personalities, skills and abilities

• Orientation of volunteer candidates

• Position descriptions



Position descriptions

• Position name

• Function/impact

• Reports to (position title, department or function)

• Time commitment and location of work

• Core responsibilities (Use as many bullet points as needed, 

listing brief action-oriented duties)

• Qualifications and requirements

Volunteers can help you write position descriptions!



Technology and Communication

Using best practices in technology 
and communication to enhance 

volunteer engagement




