INFORMED - SPRING, 2013

Volunteering

informed

Policy & practice newsletter
for the community
information and support
sector
Helping local communities help local people

SPRING, 2013

INFORMED - SPRING, 2013

Policy & Practice newsletter for the community information and support sector

INFORMED is a publication of
Community Information & Support Victoria (CISVic)
Suite 209, Level 2
343 Little Collins Street
Melbourne VIC 3000
T: 03 9672 2000
F: 03 9672 2099
admin@cisvic.org.au
http://www.cisvic.org.au
Articles in this publication do not necessarily reflect the views and policies of CISVic or its staff members.
Articles may be reproduced if full acknowledgement is given.

2

INFORMED - SPRING, 2013

Policy & Practice newsletter for the community information and support sector

Contents
Overview .................................................................................................................................................................... 5
Government policy and response.............................................................................................................................. 6
Reimagining the power of volunteers ....................................................................................................................... 8
Useful Resources: .................................................................................................................................................... 12
Responding to the challenges of volunteering management ................................................................................. 13
Volunteering – find the right balance...................................................................................................................... 14
Volunteering – what does the future hold? ............................................................................................................ 16
Volunteering in the West – Challenges and opportunities ..................................................................................... 17
Volunteering and the emergency relief sector........................................................................................................ 19
Growing and supporting a volunteer workforce – Knox Community Care Program .............................................. 20
Stories from CISVic volunteers ................................................................................................................................ 22

3

INFORMED - SPRING, 2013

Introduction
Volunteering has been described as the ultimate exercise in
democracy – while we vote in elections for those to govern
our country, as volunteers, we are voting everyday about the
kind of community we want to live in. This idea really
resonates with me. Further, numerous research reports
demonstrate how volunteering promotes social cohesion and
a sense of community. I can testify to both these ideas
through my own volunteering experiences where I have tried
to make the world a better place, developed new
relationships in my community, and increased my own
knowledge and sense of belonging.
Volunteers are a crucial thread in the fabric of our society,
and indeed, a crucial thread in the fabric of the community
information and support sector. Our sector was born of
volunteers and we continue to have a high reliance on a
diverse range of passionate and enthusiastic volunteers to
deliver critical services to those in need. While this work is
highly valued, we also value the opportunity it provides for us
to build and strengthen our volunteers, and thus our
communities.
The CISVic membership comprises over 60 independent and
autonomous agencies. Across those agencies we have over
200 paid staff, and significantly, an excess of 2500 volunteers
who carry out a range of activities. This is a paid staff to
volunteer ratio of 1:12. Some of our agencies are solely run
by volunteers.

Kate Wheller & some of the wonderful volunteers at
Maryborough CIC
As a peak body, CISVic has a role to play in supporting the
sector to work through these challenges and reimagine
volunteering and our service models to ensure our
sustainability into the future.
This edition of Informed provides an overview of volunteering
in our sector and more broadly, in Australia. We look at
government policy, useful resources, responding to volunteer
management challenges, maintaining a volunteer workforce.
Finally, and perhaps most importantly, we hear from two
volunteers who have generously shared with us their own
personal experiences.

I hope that you find this edition of Informed interesting and
Our volunteers undertake a variety of roles in their thought provoking and one which will inspire innovation and
organisation, from committee/Board members, case workers, new approaches to engage different volunteers which can be
community support workers, administration officers, shared with the whole membership.
information managers, food couriers, No Interest Loans
I would like to sincerely thank our contributors for taking the
assessors, and Tax Help agents. Each volunteer brings their
time to prepare their articles, particularly our friends at
own skills and experience to the work they do and conversely,
Volunteering Victoria for their topic overview contribution.
their work is reciprocated as they are rewarded and
Final thanks to Minh Nguyen, our Sector Development
challenged as they carry out their work.
Officer, who sources articles and manages to bring it all
In an ever changing world, the traditional volunteer together so beautifully.
demographic is transforming, and the challenge for the
community and welfare sector is to respond to and embrace
Kate Wheller
the new diversity.
Executive Officer
September 2013
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Overview
By Minh Nguyen, Sector Development Officer, CISVic

Community Information and Support Victoria (CISVic) have
evolved since our beginnings in 1970 as the Victorian
Association of Citizens’ Advice Bureaux (VACAB). From
name change, to membership size and service types, we
have grown and strengthened our capacity to deliver a range
of information and support services to the communities our
members operate in. One constant throughout the years
have been our reliance on volunteers to govern, manage and
deliver our services. Like many other community based,
grass-roots services, CISVic members in the past few
decades have been operating in a rapidly changing social and
service environments. The volunteering landscape is
undergoing rapid change as a result of social, economic and
technological change. This has led to new forms of
volunteering, which provides both challenges and
opportunities for the volunteering sector.
Trends in volunteering indicate that:
• More people are volunteering, but for less time than in the
past.
• The overall rate of volunteering grew from 24% in 1995 to
36% in 2010.
• Growth in volunteering is uneven. Rates of volunteering
have grown in sport, religion and education, but have
declined in community services and emergency
management.
• The average number of hours per volunteer has gone
down, from 74 hours per year in 1995 to 56 hours per year
in 2006.
• More volunteers want roles that are flexible, or require
shorter hours or a shorter term commitment. Volunteers
are now more likely to spend shorter periods of time in
multiple roles.
• People are increasingly time poor, and volunteering
activities compete with greater work and caring
responsibilities. People are also more mobile than in the
past, making it less likely that a volunteer will stay for
many years in a single role.
• The frequency of natural disasters requires a ready supply
of skilled emergency management volunteers.1
These trends present challenges as well as opportunities for
growth and development of the volunteer workforce in the
community information and support sector. Local people
have long been the source of volunteers for CISVic agencies.
Volunteering are instances of citizen engagement and social
inclusion. Volunteering affords opportunities for local people
to engage with agencies in various capacities – as leaders,
supporters, workers and advisors – and ultimately, to cocreate and shape their own communities, agencies and
society. Volunteering enhances a sense of belonging, helping
1

National Volunteering Strategy, p.12

individuals connect to their local communities as they make
valued contributions to a service, cause or group of decision
makers. For others, volunteering can be an important
pathway to participation and employment.
Conversely,
volunteers from a diverse range of experiences and
backgrounds, through their interaction with each other and
service users, build social capital, leading to enhanced social
cohesion and resilient communities.
As place-based organisations, CISVic member agencies are
best equipped to understand the conditions, issues and
assets in their local communities and to assess what solutions
and resources are best suited to their unique circumstances.
In responding to the challenges of a changing volunteering
landscape, flexibility and adapting to local circumstances is
key to successful engagement with volunteers. Volunteering
is as much about the agency’s service capacity and needs as
it is about the volunteer’s needs and what they have to offer.
In view of these changes, reliance on traditional conceptions
of volunteering and volunteer engagement may constrain
organisations’ ability to identify and develop strategies to
engage with potential volunteers. Therefore, the National
Volunteering Strategy provides strategic direction for the
sector over the next decade, identifying focus areas that
respond to a rapidly changing sector.
New concepts of volunteering
Jacques Boulet gave an inspiring talk to CISVic members at
our inaugural CISVic Forum in 2012. He outlined a
conception of volunteering as civic participation and civil
society ‘work’. The typology developed by Jacques and his
colleagues at Borderlands originated from their research
consultancy for the Eastern Metropolitan Region (EMR)
Management Forum in 2007. This gave them an opportunity
to explore the concept of volunteering as civic participation
and community strengthening as well as a means for the
delivery of services. The typology is reproduced below, and
is a series of overlapping ‘ovals’ to represent the dynamic
nature of the categories – that they relate and overlap rather
than are stand-alone, mutually exclusive. The typology helps
us to reflect on the role of volunteering and civic participation
in the larger context of societies and how they relate to other
institutional and policy process and structures. This in turn
will assist is to consider ways to develop meaningful
strategies to support volunteering. In the EMR consultations,
some participant volunteers describe their volunteering work
as ‘civic participation’. Similarly, in a 2011 Canadian Summit
session facilitated by Volunteer Canada where the notion of
volunteering was explored, participants view their involvement
in community volunteering as ‘an expression of their
citizenship, part of living in a community, or what one does to
shape the society one wants to live in.’ The broadening of the
notion of volunteering as freely giving of one’s time, to active
participation and shaping of one’s society reflects a
broadening of attitude, purpose and value of volunteering.
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source: Boulet et al, 2007

Government policy and response
In 2011, The National Volunteering Strategy sets out the
Australian Government’s vision for volunteering in Australia
over the next 10 years. The aim of the strategy is to ensure
that by 2021 volunteering is encouraged, supported and
recognised by all Australians. It provides strategic directions
for all levels of government, the business sector, the not-forprofit sector and the broader volunteering sector.
The National Volunteering Strategy sets out six focus areas
for action:
Focus area 1. Respond to trends in volunteering: A better
understanding of emerging trends in volunteering will enable
the development of better tailored strategies to attract and
retain volunteers.
Focus area 2. Harness technology: Information technology
can better match people to volunteering opportunities and
increase participation in volunteering. Technology can also be
used to increase engagement among volunteers and enable
collaboration between organisations that use or support
volunteers. The National Broadband Network will further
enable this.
Focus area 3. Better regulation and risk management: Easier
access to reliable information and simpler, more effective
regulation will reduce the complexity of volunteer protection
and insurance requirements.
Focus area 4. Strengthen management and training: Good
volunteer management and training are central to attracting
and engaging volunteers. This can be achieved by providing
more effective information and resources to volunteer
managers and volunteers.
Focus area 5. Strengthen relationships and advocacy:
Governments, the volunteering sector and other key
stakeholders must all work together to build a stronger
volunteering sector. Intermediaries, such as peak bodies and

volunteer resource centres, provide vital support and
advocacy for many volunteers and organisations. The quality
of the volunteering experience will be improved by strong
representation and advocacy.
Focus area 6. Recognise and value volunteering: Greater
recognition of volunteers and the contribution they make to
Australian society will inspire more Australians to volunteer.
Under the strategy, the government commits to ongoing
dialogue, engagement and collaboration with key
stakeholders to achieve the goals of the strategy. In close
consultation with the volunteering sector, other governments
and business, over the next 10 years, the government will:
• carry out the priority government actions outlined in the
strategy
• use the strategy to guide its own policy development,
decision making and investments
• continue to develop ways to implement the strategy
• report on progress and evaluate the strategy’s
implementation and effectiveness.
Volunteering Management Programs (VMP) provide
funding to volunteer resources centres (VRCs) across
Australia. VRCs assist community members to participate in
volunteering by providing matching, support services,
information and training to volunteers and organisations that
use them. They also support organisations that engage
volunteers through capacity building, promoting innovation
and collaboration between organisations, government and
other sectors.
Harmonisation of Work Health and Safety laws under the
Model Work Health and Safety (WHS) Act brings into line
each jurisdiction’s work health laws to reduce regulatory
burdens and create a seamless national framework. To date,
most states and territories have enacted legislation to
harmonise with the WHS, except for Victoria and Western
Australia. The Victorian Government announced it will not
adopt the national model WHS in its current form, although it
does support the principle of harmonisation and works
towards a best practice legislation. In Victoria, the Victorian
Occupational Health and Safety Act continues to apply, until
the 2017 scheduled review of the Regulations. There will be
some level of modernisation of the regulations to keep in line
with changing work practices.
The Australian Charities and Not-for-profits Commission
(ACNC) is the independent national regulator of charities. The
ACNC has been set up to achieve the following objects:
• maintain, protect and enhance public trust and
confidence in the sector through increased
accountability and transparency
• support and sustain a robust, vibrant, independent and
innovative not-for-profit sector
• promote the reduction of unnecessary regulatory
obligations on the sector.
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The ACNC was created as part of the Commonwealth
Government’s broad reform agenda for the not-for-profit
sector.
This includes regulatory reform (including
establishment of the ACNC and the introduction of a new
statutory definition of charity), tax reform (the regulation and
taxation of NFP sector) and funding reform (streamlining
government funding and reporting requirements). The
reforms take place under the framework of the National
Compact, an agreement between the Commonwealth
Government and the NFP sector on how they work together
to achieve common goals. Federal and State governments
are also working to reduce regulatory burden on the sector.
As a relatively new entity, the ACNC’s role may be further
refined, based on the incoming Coalition Government’s policy
position. In a speech at the Centre for Independent Studies in
Sydney in April, Kevin Andrews, then Shadow Minister for
Families, Housing and Human Services outlined plans for the
ACNC as an independent organisation that:
 Provide education and support services to registered
charities
 Provide information to assist with the process of
registration for new charities and Not for Profit agencies
 Act as a ‘one-stop shop’ for information on charitable
organisations and agencies operating within Australia
 Advocate for the rights of charities and Not for Profit
agencies
 Represent the interests of charities and Not for Profit
agencies to government
 Help facilitate the interaction between government and
the charitable and Not for Profit sector
 Undertake research and cross-sector evaluations on
issues of concern to the sector
 Help foster innovation within the sector
“We will also ask the new body to co-ordinate with the sector,
the Commonwealth, the States and Territories to propose a
new, common financial and other reporting standard that will
negate the practice of numerous reports being prepared each
year for different funding and regulatory bodies.
We will return the regulatory powers that existed in the ATO,
ASIC and other similar bodies to those bodies.”2

2

see more at http://www.probonoaustralia.com.au/news/2013/04/futureacnc-under-federal-coalition#sthash.UhtrUGWE.dpuf
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levels, coupled with how well we foster a culture of
volunteering says much about whom we are and what we
By Sue Noble, CEO, & Alicia Patterson, Marketing value.
and Communications Manager, Volunteering Victoria Overview of volunteering
Nationally,
6.4
It’s a sign of the times when volunteers can be currency
million
volunteers
between two organisational goals. But that doesn’t have to be
support
more
a bad thing – it’s just different to the way it used to be. There
than
700,000
not
is a growing trend, for example, in large corporates, keen to
for
profits.
A
honour their commitment to corporate social responsibility –
common estimate
and their promise to encourage their employees to volunteer
of the dollar value
– to appeal to large and well regarded charitable
organisations to let them provide an army of volunteers from of this workforce is a little more than $14 billion but also as
high as $200 billion. Victoria’s ‘share’ is around a quarter of
their workforce.
This could be a difficult challenge for the charitable those numbers. While numbers are useful, Volunteering
organisation. They might be large, and with a great deal of Victoria argues that we live in a community rather than an
brand awareness, but that doesn’t mean the ‘opportunity’ of a economy – reducing volunteering to an hourly rate masks the
large influx of volunteers won’t cost them time and effort to real social impact of the act of volunteering – on individuals,
manage. So some of them now, quite literally charge for the communities and organisations.
According to the ABS 2010 data, 36% of Australians aged 18
opportunity to cover the cost.
That’s not the way it used to be. But the way we volunteer is years and over participated in voluntary work. Women
changing – to include lots of new and different ways to be a working part-time had the highest rate of volunteering (49%).
volunteer. And our understanding of how best to coordinate People over 65 most commonly volunteered for welfare and
community organisations (37%). 66% of volunteers reported
volunteers is broadening too.
that their parents had undertaken voluntary work and
The way we volunteer is diversifying. There is still the volunteers were more likely to have participated in group or
‘traditional’ and much needed volunteering – retirees assisting community activities as a child (43%).
a charitable organisation for a portion of time each week –
and parents who volunteer at their children’s sporting clubs in People outside capital cities (regional and country) are more
all manner of roles. But volunteering has broadened to likely to volunteer (41% compared to 34% average in capital
include skilled, virtual, bite sized and volunteerism to name a cities) – in Victoria, Melbournian participation rates sit at 32%
few. Where it was traditionally something you did because compared to 45% of regional and country Victorians.
you had time to spare and a strong sense of community People who speak a language at home other than English
obligation, now your motivations can be social, to gain volunteer at a rate of 25% - we think this lower figure is
largely a product of definition. For example, some cultures do
experience or learn new skills, or explore an interest.
Just as some organisations struggle to manage the demands not have a word for ‘volunteering’ since helping each other
of people wanting to volunteer – including how to manage communally is a way of life that defies labelling; parents
them effectively when they are volunteers - many others involved with their children’s local sport as coaches or
struggle to attract and keep volunteers. And this is the umpires, and lawyers who do pro bono work rarely call what
they do ‘volunteering’. . Other personal characteristics or
challenge because without volunteers:
circumstances where a volunteering rate was significantly
 Many community support services will not be delivered lower than the average of 36% participation were low
 Community sport will grind to a halt & many cultural education levels and where the main source of income was a
institutions will close
government pension, benefit or allowance.
 Our environment will degrade & wildlife will disappear Hardly surprising for any parent who has done the Saturday
 Protection from disasters and response to them is sports run with their children, that sport and physical
reduced, & recovery slower
recreation organisations attracted the largest number of
 Social connectedness, cohesion & resilience will volunteers (2010 data indicates 2.3 million or 14% of the adult
breakdown
population).
 People will live unsafe, unhealthy, lonely, isolated,
Men were more likely to volunteer for sport and physical
poorer lives. People will die
recreation organisations (55% or 1.2 million) than women
Volunteers have always been priceless. Most not for profits (45% or 1 million). People in couple families with children
are quite literally powered by their volunteers. 90% of under 15 are more likely to volunteer than other family types,
community organisations rely on volunteers to operate at all. 23% compared to 6.5 % to 14.4%. People who volunteer for
How well we recognise the role of volunteering, at an sport and physical recreation organisations have higher rates
organisational level, as well as community and government of participation in physical activity (exercise and recreation

Reimagining the power of volunteers
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(90%) and sport (74%)) compared with other volunteers (80%
and 30% respectively) and are more likely to have attended a
sporting event than other volunteers (90% compared with
60%).
Economic value
Volunteering contributed at
least $4.9 billion to the
state economy in 2006 and
time spent on volunteering
in Victoria increased by
38% in the 15 years
between 1992 and 2006, according to The Economic Value of
Volunteering in Victoria (Ironmonger report) published by the
Victorian Government in 2012. And of that $4.9 billion formal
(or organised) volunteering, women contributed $2.64 billion,
men $2.25 billion while regional Victorians contributed $2,012
million compared to Melbournians’ $2,884 million. Sport and
physical recreation remains the most popular area for
volunteer investment – with volunteer work contributing
$1.281 billion in Victoria, followed by education and training
($1.037 billion), community and welfare ($723 million) and
religious organisations ($646 million)
The Ironmonger report interestingly contains some forecasts
on the future economic value of volunteering – based on 2011
census data – with an astounding projected economic value
of volunteering by 2021 of between $30.3 billion and $42.1
billion depending on the growth in volunteer participation.
The measuring of the economic value of volunteering is a
relatively new approach to articulating the value of
volunteering. Numbers are powerful, but they cannot
demonstrate the real value of volunteering – the intangible
benefits we derive as a community, but some reports try.
In the 2011 Victorian Government report Indicators of
community strength in Victoria: framework and evidence,
suggested that volunteering creates bridging networks in
communities and can
mediate the negative psychological effects of disadvantage,
connect people to career paths and labour markets that are
better paid and more stable and build collective efficacy by
influencing civic norms, developing political and negotiation
skills and inspiring collective problem solving to improve
community life.
In short, connecting people in communities in meaningful
ways is good for all of us, and volunteering is an effective way
of making that happen.
Regulation
The increasing regulation and professionalisation of voluntary
work is a significant challenge for the volunteering community.
Generally volunteering organisations operate in three
regulatory spheres:
Laws and regulations that are specific to a particular activity
an organisation undertakes – for example, food handling or
fundraising.

General laws and regulations that guide the management of
an organisation and its people, such as governance,
harassment and discrimination, health and safety, protection
of minors, and privacy of information.
Regulation or an organisational type, for example
incorporated associations.
The establishment of the Australian Charities and Not for
Profit Commission (ACNC) and the commencement of the
Associations Incorporation Reform Act 2012 were the two
major changes in the regulatory environment for volunteering
in 2012. While it’s early days under the new system, what is
clear is that volunteering organisations which are incorporated
association have needed to review and adjust their rules this
year (2013) and Victorian charities that are also incorporated
associations are now answerable to at least two regulators
(Consumer Affairs Victoria (CAV) and the ACNC).
Ask and you shall receive
Apart from regulatory requirements and ‘red tape’, for
volunteer-involving organisations, there is an endless array of
challenges when it comes to finding, keeping and managing
volunteers. When organisations rely on volunteers, they need
reliable, committed people – but they also need to ensure the
organisation’s method of embracing and coordinating that
effort works to get the best of volunteers. Organisations have
a job to do (or a mission to fulfil) afterall. It is a truly symbiotic
relationship.

Understanding the barriers to individual volunteering is
important – what prevent people from volunteering the first
place, and what stops them from volunteering more?
A recent piece of Canadian research provides some insights.
The main barriers to volunteering (or giving more time)
included:
 Did not have the time
 Unable to make a long term commitment
 Prefer to give money than time
 Had no interest
 Didn’t know how to become involved
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 Financial cost of volunteering
 Dissatisfied with their previous volunteering experience
 No-one asked me.
The last point is an important one – because the research
also shows that most people start volunteering because
someone actually asked them to. We also know, from a
number of pieces of Australian research that the key reasons
people volunteer include:
 To give something to the community
 To get skills and experience for work and other pursuits
 For social reasons – to meet and be with friends
 For good physical and mental health.
The message in all this is clear – people like to be asked, and
their reasons for volunteering will vary.

The second part of the equation – building a happy volunteer
workforce – relies on the ability of an organisation to
effectively carve out well defined roles for volunteers. That
means ensuring that the purpose of volunteers in the
organisation is clearly understood by the organisations, by
volunteers, and by staff. This in turn means that volunteers
can see and understand their role and what they are assisting
in, and gain satisfaction from knowing their efforts are
worthwhile.
All of which makes the role of the volunteer manager or
coordinator an essential link in the chain between the willing
volunteer workforce and the organisational objectives to
provide services or support to their communities.
Volunteer Managers
Given the critical role of volunteer managers – effectively the
HR manager for the volunteer workforce with all the attendant
responsibilities and expectations: Recruit, train, counsel,
maintain volunteers in a range of roles, rostering, manage
conflicts, succession planning and processes around
volunteer departures.
Any organisation that seriously values the role of volunteers in
helping them achieve their mission will also place a high value
on their volunteer manager. This person is an enabler; they
know what volunteers want, what brings them to the

organisation and what makes them stay. Most importantly,
they know what makes volunteers leave.
However, the role of volunteer manager is often underresourced, under-valued and undersold – and that’s
disappointing. Volunteers who see their manager – their key
link to the organisation they were attracted to support in the
first place – is valued and energetic will see that as a
reflection of the value placed on them as volunteers and their
contribution.
And so it is essential that volunteer managers are provided
with the resources & tools to do their job, including leadership
training & development to help them adapt to the changing
volunteering landscape, and significant management
recognition & support. This can be reflected not just in the
resources provided to the volunteer manager to enable them
to get the best from volunteers (such as training budget and
facilities and so on), but in where the volunteer manager’s
position sits in the organisational hierarchy – and indeed the
office they physically inhabit compared to their colleagues.

Change and innovate
Human beings are adaptable, creative animals. Just as we
change the world, our jobs, the way we work, the way we
define family and leisure time, so too, have we changed how
we volunteer. In response, volunteering organisations must
also adapt and change to make the best use of the way we
live now. The communities and causes (or interests) we feel
aligned to are much more likely to motivate (and predict) our
behaviour. The ‘old’ style demographic analysis is less likely
to help us find or understand volunteers. Marketing
professionals, for example, are moving away from
demographics – recognising that age and gender are less
likely to predict our market behaviour than other indicators –
namely social and interest areas and connections.
Today’s volunteers are different and that means they look for,
and prefer different things in their volunteering experience:
 More mobile & tech-savvy
 Multiple roles & experiences
 Seeking options & opportunities to use skills
 Seeking reciprocal, collaborative & inclusive
relationships
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 Not willing to commit to regular, long-term volunteering
opportunities
 Come from an even more diverse social, cultural.
Linguistic and religious backgrounds.
What hasn’t changed (yet) is the minority of volunteers
contribute the majority of volunteer hours – and that minority
is changing. It’s critical that organisations who rely on
volunteers put energy into succession planning for their
volunteer workforce. As volunteering organisations, we need
to think differently about how we imagine volunteering – and
how we organise the work that needs to be done by
volunteers, we need to:
 Accommodate different motivations & expectations
 Remove/minimise barriers to volunteering for volunteers
& for organisations
 Support socially inclusive volunteering
 Leverage diversity & new technologies
 Engage rather than ‘manage’ volunteers
 Support intergenerational volunteering
 Target young people, who are the future of volunteering
and ensure volunteering organisations, are equipped to
engage them.

 Short term skilled volunteering roles to tap into the
corporate social responsibility strategies or employee
volunteer programs or commercial businesses.
Examples of these strategies at work are out there. Bite-size
Volunteering (a project of Volunteering Geelong and
Volunteering Victoria) capitalizes on project based, short term
volunteering. Know your Gizmo (Albury Wodonga Volunteer
Resource Bureau) harnesses the skills of ‘digital natives’ (aka
year 11 students) to share their knowledge with less adept,
older users of technology and to teach them how to use newly
acquired technology and equipment. A charitable organisation
based in Wyndham regularly engages school students to
pack kits to be sent overseas to support women in developing
countries by taking the kit components to the school where
they are assembled in a giant working bee and connecting
young women across nations through the act of volunteering.
There are millions of people volunteering every day – and just
as many ways to embrace them within the scope of
volunteering organisations. We just need to keep reimagining
the possibilities, look to our incredible volunteer experts
(managers) and be courageous in proposing new programs
and new ways of ‘doing’ volunteering.
www.volunteeringvictoria.org.au

The way we design volunteer programs is the measure of our
adaptability – and relies on the experience of volunteer
managers. Adapting a ‘portfolio’ approach to volunteering
opportunities to cater for the myriad of motivations, skills &
experiences for contemporary volunteers (especially younger
volunteers) enables organisations to harness the energy and
power of all kinds of volunteers. Some of the ways this can
look include:
 Virtual volunteering opportunities to take advantage of
new technologies, or for people who want to volunteer
remotely or after business hours
 Sporadic, project based volunteering for skilled or timepoor volunteers (defined projects)
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Useful Resources:
PRACTICE
Volunteering Victoria
http://volunteeringvictoria.org.au/policy-advocacy/researchdigests/ a snapshot of recent developments in volunteering
research and analysis.
http://volunteeringvictoria.org.au/resources/fact-sheets-2/
factsheets and guides.
Volunteering Australia
http://s172287.gridserver.com/volunteeringresources/volunteer-managers/ resources for managers
(factsheets and guides).
GoVolunteer
An initiative of Volunteering Australia GoVolunteer connects
potential volunteers with organisations, and has a quick
search function to find volunteer positions available in any
locality in Australia http://govolunteer.com.au/
ER Victoria
There are fantastic resources at the ER Victoria website
http://www.ervictoria.org.au/er-providers/fact-sheets with
links to organisations and services, volunteering resources
and information for ER providers.
Our Community http://www.ourcommunity.com.au/
The organisation provides advice and tools for community
groups and the not-for-profit sector including funding and
grants, training and various factsheets.
PILCH Connect http://www.pilch.org.au/volunteers/
PilchConnect focuses on legal issues that may arise when
attracting, screening, selecting and managing volunteers.
The organisation also provides low cost training and
information around legislative requirements and changes
affecting community based and volunteer organisations.
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Office for the Not-for-Profit Sector
http://www.notforprofit.gov.au/ drives and coordinates the nofor-profit sector policy reform agenda and the National
Compact: working together.
Volunteering Victoria and Volunteering Australia
websites have considerable resources and links to policy
issues, advocacy and research.
Social Inclusion http://www.socialinclusion.gov.au/ this
website sets out the Australian Government’s social inclusion
agenda and policy, and includes resources as the How
Australia is Faring Report which highlights Australia’s
progress against social inclusion indicators.
RELEVANT READING
Sladowski, P.S., Hientz, M. & Mackenzie, R., (2013)
Volunteering: A catalyst for citizen engagement, social
inclusion, and resilient communities, Philanthropy, 25(1),
pp.37–44.
https://volunteer.ca/content/philanthropist-volunteeringcatalyst-citizen-engagement-social-inclusion-and-resilient
The authors argue that the concept of volunteering needs to
be redefined to encompass a more inclusive and reciprocal
form of engagement.
Boulet, J., Healey, L. & Helton, R. Gift relationships and their
political-economy: of volunteering, community involvement
and creating (a) civil society, New Community Quarterly,
6(2), pp.28-41.
http://www.newcq.org/pdfs/62/ncq%20gift%2062.pdf
Originating from findings in a research consultancy
commissioned by the (Melbourne) Eastern Metropolitan
Region (EMR) Management Forum through the City of Knox,
the authors proposes an integrative typology of volunteering
and civic participation as civil society ‘work’

Australian Charities and Not-for-profits Commission
(ACNC) http://www.acnc.gov.au/
The independent national regulator of charities.

POLICY
The Comparative Non-profit Sector Project (CNP) is the
largest systematic effort ever undertaken to analyze the
scope, structure, financing, and impact of non-profit activity
around the word.
http://ccss.jhu.edu/research-projects/comparative-nonprofitsector
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Responding to the challenges of
volunteering management
By Leanne Petridis, Manager of Cranbourne
Community Information & Support
As we all know, recruitment, selection and
retention of volunteers is one of the constant
challenges facing the community services
sector in general, and CISVic agencies
specifically. Working with the vulnerable
populations that we do means that it is crucial that we do not
compromise on the training we offer potential volunteers, or
the type of person we recruit to work with our clients.
Like many of you, over the fourteen years I have been at
Cranbourne Information & Support Service (CISS), I have
seen a change in both the volunteering landscape, and the
client issues we are required to deal with. We are busier, and
client issues are more complex and multi-dimensional.
People from varied backgrounds are now being attracted to
volunteer at our centres – many of us have a volunteer team
with a more diverse age range, cultural mix, as well as people
with a range of educational and vocational experiences. This
mix ensures we are reflecting the diverse range of people
who attend our centres for assistance – something I see as
crucial.
We have always struggled to attract younger volunteers to
ensure our teams have a good mix of people, and remain
vibrant and strong. One of the biggest challenges is that
younger volunteers (and I am talking 18 to 50 years of age)
tend to move onto employment and/or study opportunities in
order to meet their own needs. Rather than viewing them as
short-term or transitional volunteers, the challenge for us is to
see our role as one of providing experience and opportunity
for people to move on to other areas of their lives, and making
the most of their contribution while we can. This works well if
we have a fairly robust volunteer team and are not too “short
staffed”. It also works best if we have a rolling intake and
training process so that we are able to offer these
opportunities to people and then replace them as they move
on to different life phases.
One of the initiatives instigated by the Manager of Volunteers
at CISS (Michael) has been to establish strong links with local
employment agencies. Michael then collaborates with them
around the needs we have, (generally for reception duties),
and they match their clients who are looking to gain
experience and confidence with us. People generally stay for
about six months, and because they have been assessed so
well by both their caseworker, and Michael, they generally
become comfortable in the position very quickly.
Delivering ongoing, relevant training has been crucial for
CISS in maintaining staff skill levels and the interest of the
volunteer team. Ensuring that relevant guest speakers attend
team meetings to notify staff about new programs for their

clients has kept volunteers informed and feeling confident that
they are providing their clients with the most current, relevant
information they can.
This ongoing training is also crucial in ensuring staff are
informed and consistent when dealing with new populations of
people. Over the years the demographic landscape of Casey
South has changed dramatically – we now have people from
many different communities settling in the area, and more
recently, refugees and asylum seekers being placed under
community detention in our suburbs.
Often, we then struggle with language and cultural barriers,
as well as understanding the specific needs of these
communities, particularly around customs and dietary
requirements. We have had training in how to utilise the
Telephone Interpreter Service (TIS), and training around
relevant cultural norms and mores of different communities.
One of the key challenges faced by CISS over the years was
getting access to the Volunteer Training Course when we
needed it. Being located in an outer suburban area at the end
of a train line meant that volunteers were often unable or
unwilling to access training in the city even when places were
available. For those without cars, inefficient and unreliable
public transport meant that volunteers were also unable to
access training in other outer suburban locations. Another
risk was that if we couldn’t offer training and/or experience in
the workplace that we could lose potential volunteers to other
organisations.
Our solution was to ensure that our newly appointed Manager
of Volunteers had the qualifications, experience and capacity
to deliver the Volunteer Training Course himself. Our goal
then was to ensure that we could find premises and funding to
deliver the training locally and as needed. We have had a
long collaboration with the local Salvation Army, which over
the years has admired the training we offer to our volunteers.
They offer us a lovely training room and use of all facilities for
free, and in return we take a few of their volunteers into our
training course – a useful “quid pro quo” arrangement that
works well for both agencies, and also for clients who are
receiving services from trained volunteers at both centres.
We have also been able to secure financial support from the
“Communities for Children” program that funds one of our
activities, to fund any outstanding costs we may have from
delivering the course. The combination of funding, training
facilities, and an employee capable of delivering the course
means that we can run our own advertising and recruitment
cycle, and offer training when we have enough interest. We
are also able to open the course up to neighbouring, sister
CISVic agencies who can then offer a local option to any
potential volunteers they may have.
To end – flexibility, local options, and a trained Manager of
Volunteers, as well as keeping an eye on ongoing training
needs have been the key for CISS being able to maintain and
sustain a keen, trained, happy volunteer workforce.
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Network a number of agencies have approached us for
assistance in developing volunteer recruitment strategies, for
guidance in how to improve volunteer management and to
By Robyn Coughlin, Volunteer Support Coordinator,
Southern Peninsula Community Support and Information address specific volunteer issues. This not only helps build
capacity in local agencies to staff their own services but also
Centre
creates great networks for referring potential volunteers that
may not be suitable for our organisation.

Volunteering – find the right balance

SPCSIC decided that it was important to mirror the level of
professionalism required by the volunteer in the selection
process and a formal interview was seen as the most
appropriate way of doing this. The objectives of our
interviewing process include ensuring the potential volunteer
understands the nature of the service and what will be
expected of them, to clarify anything from their original
application including confirmation of referee details and to
discuss the process going forward.

In a time when many agencies are struggling with the
changing world of volunteering there are a number of things
that have proved successful for our organisation Southern
Peninsula Community Support and Information Centre
(SPCSIC) in attracting and retaining the right volunteers. It
has become apparent that although policy is vital for
organisational management of volunteers, the perceived
value of these policies to the volunteer group is minimal.
Sound policy, poorly implemented is of no benefit and for our
organisation this has resulted in using policies to set the tone Once we have agreed to take on the new volunteer we
and culture of our organisation for both prospective volunteers schedule an induction on one of the days the volunteer will be
rostered. This is done to introduce the new volunteer to their
and those already engaged.
colleagues and gives us an opportunity to discuss
housekeeping matters such as where they can park and
When contemplating volunteer recruitment the most crucial where the amenities are and to undertake occupational health
point for SPCSIC was to be clear about what our and safety training. This induction process, for which we have
organisation’s objectives are and this has helped us to created a checklist, is an opportunity to detail who they can
determine the role we require our volunteers to fulfil. Our approach with any concerns or questions and is the time we
Centre provides support and information to an average of 400 assign them a mentor, an experienced volunteer who they
clients per month and it would be impossible to deliver these can rely on for support. The mentor receives a checklist of
services through our paid workforce so our objective is to things to cover with the new volunteer and after three months
develop a volunteer workforce that is capable of delivering the Volunteer Coordinator conducts an interview with the new
these services. This capability is developed through targeted volunteer to ensure all essential information has been
recruitment, specific skills training and ongoing information received and to discuss the volunteers experience thus far.
and support provided by the paid staff.
It is integral to be honest with potential volunteers about the
objectives of your organisation and the work that will be
required of them and it is also necessary to accept that not
everyone expressing an interest to volunteer will be the right
fit for your organisation. Although we recognised that the
quicker you harness the interest of a potential volunteer, the
more likely they are to engage, timely connection does not
necessarily mean immediate integration of them into the
workforce. This understanding led to the development of a
Volunteer Pack which includes general service information,
job descriptions, volunteer rights and responsibilities, a
volunteer application form and our code of ethics and code of
conduct which every worker in our organisation is required to
sign before commencing their role. The volunteer is then
asked to return these documents and then within 2 weeks the
volunteer coordinator will make contact, at a time appropriate
to the organisation, to either arrange an interview or refer the
prospective volunteer to a more appropriate volunteering
opportunity. Through our established Emergency Relief
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The most time consuming yet most beneficial investment in
volunteer management at SPCSIC are the roles staff play in
the creation of workplace culture. This role includes actively
creating conversations within our volunteer group that
highlight the objectives of our organisation, discussions about
the limitations of our organisation and finding the right
balance of independence and support to ensure the
volunteers have a sense of fulfilment. Inaction on
misunderstandings or expressions of volunteer dissatisfaction
can be harmful to the cultural environment and
acknowledging the issues, taking the appropriate amount of
time to develop a way to address concerns and explaining
your decision making processes can reduce levels of
volunteer dissatisfaction. There is often a fear around creating
boundaries or formalised policies and procedures for
volunteers as this will result in volunteer disengagement.
From our experience at SPCSIC the opposite actually occurs.

When volunteers are left to operate without clarity they will
often, using their best judgement, create these boundaries
and take ownership of those boundaries. With this method
though there is no consistency in delivery of service and
frustrations emerge with other volunteer’s noncompliance.
Developing or clarifying these boundaries and discussing the
rationale behind why certain procedures need to be followed
will enable volunteers to take ownership of these new or
clarified ideas and encourage others to comply. We also
encourage problem solving within our volunteer group, using
policy as a guideline, as the resources and skills they possess
are our greatest asset.
It would be naive of us to believe that the policies we have in
place and our policy implementation strategy are complete as
we work in an ever changing environment and we must move
with it. Sharing policies, guidelines, implementation strategies
and other resources between our agencies is by far the most
efficient way of improving our organisations response to
volunteer management.
(Members can access SPCSIC’s volunteer pack via the
CISVic website’s members section.)
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People over 65,
referred to as the
builders, are loyal,
and altruist and often
socially aware. They
are of that generation who build much of the social
infrastructure of our communities ---- elderly citizen’s centres,
community facilities, school halls and libraries ----- and they
are the generation who have committed every Wednesday for
20 years to a particular organisation. However they are an
aging population and their numbers are declining.

Founded in 1999, the North East
Region Volunteer Resource Centre or
Volunteers of Banyule (VOB) as it
more commonly known has a staff of 4
part time paid members and 16
volunteers. The volunteer Community
Information Officers interview prospective volunteers, whilst
other volunteers perform a range of administrative tasks
including writing the newsletter and managing information. The Baby Boomers, aged
Our service has a community based Committee of between 50 and 65, are driven
by values, moralistic and selfManagement
focused. These potential
volunteers are often time poor
We conduct between 4 and 5 interviews daily and reach more with many competing ways to
than 720 annually and together with email and phone spend their time. Often they
assistance, we support more than 5,000 prospective are juggling family responsibilities --- caring for both aging
volunteers annually.
parents and grandchildren, supporting their children for longer
periods due to education or relationship breakdown or
As well as our main office in Heidelberg, we have a 1 day a increasingly wanting to travel as 'grey nomads’ for months at
week service, Volunteers of Nillumbik (VON) operating in a time. Their interest and availability for volunteering will
different Nillumbik townships. VON is a pilot project supported need to fit with these responsibilities, and so they will be more
interested in ‘episodic volunteering’ to support community
by Nillumbik Shire Council.
events such as Daffodil Day or helping with Christmas Day
lunch or short term volunteering reading at local libraries or
As part of the community service network, we are well assisting with a school based gardening program. They are
connected to other not- for- profit organisations. Currently, unlikely and unable to commit to one organisation in the same
I’m a member of BANSIC Committee of Management and find way their parents did.
this an important way of building relationships and sharing
volunteering trends. Our focus is to preserve and promote
Generation X, born between
volunteering across the community with residents and local –
1961 and 1981, are highly
not- for profit organisations who are seeking volunteers. To
educated, active, balanced and
this end, we convene the Banyule/ Nillumbik Managers of
family orientated.
They are
Volunteers Network.
This network holds a bi-annual
technologically
literate,
accepting
conference, held in July 2013, titled ‘Volunteering: What
of
change
and
see
their
jobs as
does the Future hold?’ At this, our key note speaker,
temporary
and
a
stepping
stone
to
their
next
position.
Now in
Margaret Bell spoke of volunteering as ‘community caring for
community’, of reciprocity and of moving away from the ‘lady their 40’s, they are connected to their communities by children
bountiful’ stereotype. Panel members from NAB, Ford, and home ownership. Volunteering for this generation will be
Melbourne City Mission, Young Vinnies, Boots for All and the linked to schools and sporting activities of their children with
They are
Brotherhood of St Lawrence all agreed volunteering is corporate volunteering a real possibility.
independent
and
flexible
and
will
avoid
any
volunteering
changing and that we, as Managers of Volunteers, need to
where they are micro managed and doesn’t allow for a work/
recognize and prepare for these changes.
life balance. So an organisation with a training program of 4
Saturdays from 10. 00- 4.00 is unlikely to successfully recruit
We need to know about why people volunteer. Andy Fryar in Gen X members because it doesn’t allow for Oz Kick, Toy
his presentation, ‘Turn your organisation into a volunteer Library duties or basketball games.
magnet’ identifies different generations and describes their
motivations for volunteering.
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to be treated as an equal. Generation X, on the other hand,
are very independent and well used to managing themselves.
So, don’t micro-manage and make sure you highlight how
their contribution can help to make a difference to your cause.
So, in summary, accept the challenges that different
generations bring; have clear role position statements and be
open to all volunteers and recognize the different
contributions they can bring to your organisation.

Generation Y, born after 1982
is the first cohort to be born with
technology and they employ
technology to keep in regular
contact with their peers. They
love
group
volunteering
activities and will be happy to
text and tweet everyone about their volunteering experiences.
As Jack Boessler and Belinda Ding from the Australian Youth
Council of St John’s Ambulance suggest attracting such Volunteering in the West –
volunteers an organisation will need ‘to provide flexible and
timely opportunities for Generation X to render meaningful Challenges and opportunities
community service.’ Volunteering Queensland’s Young
People as Volunteers Report (2012) suggests that for By Emma Sharp, General Manager of Volunteer West
sustained volunteer engagement the not –for- profit sector
At Volunteer West, our vision
must hear the opinions of young people and try new
is ‘engaged communities
approaches.
through
volunteering
excellence’. As with any
So if we know that volunteering is changing and that different vision this can mean different things depending on who you
generations are volunteering with different expectations, what are talking to. To me, as General Manager of Volunteer West
does this mean for organisations such as Community it means that more people in the west should have access to
high quality, mutually beneficial volunteer opportunities.
Information and Support Services?
Anyone that works in the volunteer sector, especially those of
us in volunteer resource centres knows that this is easier said
First, different people are doing volunteering differently. We
than done.
need to recognize these differences and think carefully about
what roles we want our volunteers to perform. Are they all In the west, we work with one of the most highly diverse,
about being Community Information providers which require disadvantaged and fastest growing communities in Victoria.
extensive training? Could your organisation seek a volunteer We cover six local government areas, two of which are the
to develop a marketing plan and others to implement it or fastest growing in the country (Wyndham and Melton) and two
redesign your website or monthly newsletter? Do you want to that are on the list of the top ten disadvantaged local
hold an Open Day for the community and need volunteers? government areas in Melbourne (Brimbank and Melton).
Such roles could be more short term, flexible and allow the With this comes a huge variety of complex needs amongst
person to work from home. They may also help you to recruit our residents. Long term unemployment, high disability and
Generation X and Y to your cause and enlist their continuing chronic health problems, disengagement of youth, increased
migration of newly arrived communities especially refugees
support.
and asylum seekers not to mention a lack of adequate
transport and lower education and employment opportunities.
Second, prepare well written and skill based position
descriptions. These allow potential volunteers to recognize In terms of volunteer engagement our numbers are
that your organisation values their skills, especially important consistently lower than the Victorian average.
for Baby Boomers but also how Generation Y can grow their I’m a local resident of the West so every day I see what this
employment opportunities by performing in a particular means for the community when I turn on the news or open a
volunteering role. It is very important to place potential local paper and read stories about community members in
volunteers in roles that match their knowledge, skills and dire straits. Or when the trains are consistently late or don’t
abilities. Does a Generation Y volunteer really need show up. Or another school gets closed down.
extensive training in completing forms or is his/her time better I also see how passionately my neighbours and I feel about
spent in developing the form for the organisation?
our community; and, this is why I feel so passionately about
volunteering being part of the solution.
Thirdly, be flexible with your management style and We receive approximately 70 calls and emails each month
communication channels and match them to the appropriate from residents wanting to volunteer. Over 50% of these have
generation. Many of the Baby Boomers are looking to one or more attributes that makes them “complex” or, harder
replace their old jobs with a cause, but be careful because to place in a volunteering roles. They may be newly arrived to
many may not be satisfied with menial work, and will expect the country with limited English and want to volunteer to make
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friends or gain experience in an Australian work place. They
may be young people from the local school wanting to get
involved in their community whilst gaining school credit.
People with disabilities who want to ease into the work force
or, increasingly, the long term unemployed over 60 years old
that need to get 15 hours of voluntary work under their belts
each week or they fear they will lose their payments.

needed in what is a critically underfunded and underrecognised sector?

It’s definitely all of those things. But the key wall that I hit
every time I go out into the community is that lack of
understanding as to why volunteering is so important. Yes,
everyone thinks volunteering is good. Everyone agrees that
volunteers are wonderful people. But do they realise what
The fact is, there is no shortage of people wanting to their community would look like if you took volunteers away?
volunteer in the west. So I don’t think low participation rates
are due to a lack of interest.
The impact of a community without volunteers would be
devastating. It may seem dramatic but think about what would
happen to sports, arts, education, and health if volunteers
weren’t there to fill the ever widening gaps left my decreased
funding and increased demand.
For Volunteer West, we recognise that raising the profile of
volunteering so that key decision makers understand the
worth of it as an asset is the key to the longevity of
volunteering in the west, and to us as an organisation.
On the flipside, we have hundreds, if not thousands of
volunteer programs in the west, especially when you include
everything from local footy clubs right up to Councils and
large not for profits like the Salvation Army and AMES that
operate here. So it’s not really a lack of opportunity either.
But there is a serious disconnect between the number of
people wanting to volunteer and the appropriate opportunities
available to them. This is especially the case for volunteers
with more complex needs.
There has been a lot of talk of inclusive volunteering across
the country. The National Strategy identifies “building
inclusive volunteering” as a key action under its focus area
“Respond to Trends in Volunteering”. In the last few months
at Volunteer West I have attended multiple round tables,
forums, meetings and workshops devoted to how to get
different sector of the community more involved from asylum
seekers to job seekers.

The recognition that volunteering doesn’t just “happen”
without any planning and resourcing. In fact, Volunteer
Managers who are the ones often responsible for making it
“happen” are constantly over worked wearing the hat of HR,
marketing, program management and design, conflict
resolution, business development manager – with very little
recognition for just how important their roles are.
Our one goal in the organisation is to share our vision with as
many people as possible to and to inspire them to help us
create an active and inclusive volunteering community in the
west. To take the current challenges of the volunteer sector
and turn them into opportunities. To not just survive, but to
innovate and thrive.

So the challenge that faces Volunteer West and the volunteer
sector more generally is how to we change and adapt so that
we can utilise the abundant source of people and good will in
the community so that we can all reach our goals?
There are so many answers to this question are difficult to
work out where to start. Is it giving volunteer managers more
resources and skills so that they can better recruit and cater
for a diverse community? Is it about getting community
members “volunteer ready” so that they learn quicker on the
volunteer job? Is it more money and resources that are
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Volunteering and the emergency
relief sector
By Jessica Murrowood, Sector Development Manager, ER
Victoria
Since 2011, ER Victoria has
had a focus on enhancing the
emergency relief (ER) sector’s
capacity to support vulnerable
and disadvantaged individuals
and families. This is described in further detail in our current
Strategic Plan 2011-14. The early work that contributed
towards ER Victoria’s understanding of the needs of the
emergency relief sector was one which realised clearly, the
changing landscape of the sector including the needs of its
80% strong volunteer workforce.
For many Victorian emergency relief agencies with a strong
reliance on an unpaid volunteer workforce we know there are
many challenges. These include increasing insurance costs,
increasing demand for skilled volunteers, increasing
requirements on volunteer compliance and management and
increasing demand on volunteer co-ordination. The ageing of
the current volunteer base, the availability of a new skilled
class of retiree volunteers and differing expectations and
requirements of younger volunteers presents further
challenges. However, there have also been opportunities for
new volunteering models in this environment. The provision
of casework to complex needs clients is one area ER Victoria
has explored with partner organisations in the ER sector. We
understand the benefits of case management provides
including better outcomes, however, we also know this
requires increased short-term assistance for necessary
changes to systems and procedures and training. This
extends also to ‘whole of place’ planning and ‘single door’
policies.

in maximising the skills and expertise of people in the local
community who wish to give back to their local community.
Importantly, ER Victoria has appreciated another area of
infrastructure with regards to the volunteer workforce in the
Victorian ER sector. The training needs of ER volunteers are
significant because this infrastructure component contributes
to the capacity of agencies to support ER clients. The
snapshot survey we conducted on the training needs of ER
workers, particularly volunteers, provided us with valuable
information that informed the development of our training
directory and the intelligence we were able to communicate to
government for their funded ER training programs. The
training directory provides ER agencies with direct links to
training providers and a range of free or low cost training
courses (accredited and non-accredited) for all workers in the
sector including volunteers. Our fact sheet on volunteering
provides resources to ER providers about volunteer sourcing,
management, responsibilities, tools, and networks to increase
knowledge and build relationships.
ER Victoria has played an increasing role as a central conduit
for; promoting training opportunities to the sector, connecting
ER providers with other known services to establish new
programs using volunteers (e.g. NILS, budgeting assistance,
mentoring). We also recognise and promote the valuable
contribution of volunteers who support vulnerable and
disadvantaged people across 700 organisations in the
Victorian ER sector. Our morning tea event during October
2012 in partnership with the Victorian Anti-Poverty Week
Coordinating Committee and the Victorian Governor General
was a great opportunity to highlight the work of all ER
volunteers that assist people in poverty. We also continue to
support the many initiatives and campaigns of peak bodies
such as Volunteering Victoria.
It is known by many in the ER sector that one of the most
significant challenges is supporting not only the growing
demand of people seeking ER but also the complexity of
client needs. The future presents us with opportunities to
innovate further, based on the enhancements already made.
In particular, continuing our advocacy for the training needs of
volunteers and the capacity and sustainability of ER providers
to manage volunteers as they continue to support more
clients with more complex needs.

We have seen a number of examples in ER service delivery,
where volunteer coordination has played an increasing role in
enhancing the capacity of an agency delivering ER to clients
in need. Whether an agency employs a paid or non-paid role,
volunteer coordination provides a great opportunity to invest
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Growing and supporting a volunteer
workforce – Knox Community Care
Program
By Katrina Highman, Community Care Coordinator, Knox
Infolink

To date the program has provided KCCP case management
and ER volunteer secondary consultation and information to
support 41 individuals with mental health, disability,
employment, carer supports, housing, and family violence
issues.
This program has made available the opportunity for
volunteers from within the Knox ER network to access
support and secondary consultation. The KCCP Co-ordinator
regularly attends network meetings and is available to provide
information, referral and direct case management to
volunteers via phone Monday to Friday, and we have
developed an intake process for volunteers from referring
services.
Knox Infolink’s Knox Community Care Program has built
collaborative partnerships with Coonara Community House
and Wellington Care Centre to develop and deliver Client
Skills Development Sessions aimed to enhance participant’s
knowledge and skills to; create healthy meals on a budget
incorporating food items provide in our ER Food parcels and
support individuals to become work ready. The Cheap Easy
Meals Cooking Workshop and ‘I can do it’ Pre-employment
Workshops are scheduled to be delivered during 3rd and 4th
Term in 2013. ER providers within in the City of Knox have
been invited to link clients into the sessions.

Knox Infolink Inc. is the main provider of emergency relief
assistance for the City of Knox, our aim being to help and
assist the citizens of Knox who are finding themselves in
necessitous circumstances. Services include: Community
Information & referral, Emergency assistance (food vouchers
and food parcels), Budget Assist, Knox Community Care, No
Interest Loans Schemes (NILS & FV NILS), Tax Help (JulyOctober), Telstra
Assistance
Program,
Interpreting
Services, TTY relay services for hearing & speech impaired
people and Fax service for unemployed people sending
resumes to secure employment. All services are offered free To enable us to identify our Knox ER Network members
by 6 professional staff and 50 trained volunteers.
volunteer training requirements we developed and distributed
an ER Survey and Training Audit throughout the network.
We have been fortunate to have a history of long serving Results from the survey identified training in the areas of;
volunteers, however many are now moving towards dealing with difficult clients, housing, mental health, family
retirement and with this has come a loss of skills, knowledge violence and counselling skills were considered to be of value
and workforce to meet the client demand within our service. to their volunteers. In response to these findings speakers
The changing face of volunteering within our service presents from Women’s Housing, PHaMS and Lifepyschology have
challenges in relation to recruitment, retention, training and been organized to carry out information sessions with network
long term volunteering commitment with limited resources and and ER volunteers during 2013.
funding.
In working toward the future growth and sustainability of our
service we were successful in gaining funding in 2012 for the
implementation of the Knox Community Care Program
(KCCP). This programs aim is provides professional
development, mentoring and secondary consultation to
support and grow the volunteer workforce across Knox ER
Agencies and provide up to date community information,
direct case management, referral and training.

The KCCP in collaboration with Lifepyschology and St Pauls
Anglican Church a member of our Knox ER network provided
a ‘Seriously Difficult People’ 3 hour information session to 25
Knox ER Network Volunteers to provide information on
problem behaviours and learn strategies to manage conflict,
resolve issues and minimise stress . A second session is to
be delivered on Counselling in August aimed at providing
volunteers the skills and knowledge to deal confidently with
clients on a basic and first-level basis and also raises issues
of assertiveness and self-care.

The KCCP also aims to provide additional support and work
with clients in a holistic and integrated way, to seek to As with any new program it is taking time to establish
address the underlying causes of poverty and disadvantage relationships with some of our ER providers. Barriers in
having ER Network Volunteers engage with this support are;
with the aim to achieve better and longer term outcomes
our larger ER providers have established case management
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programs in place. Smaller ER providers can see their core
role as providing ER for their clients; and access to funding
and time for training are often not available. Through this
program the KCCP Co-ordinator is available to visit smaller
services to provide opportunities to discuss with volunteers,
service provision and explore areas such as: providing their
clients an opportunity to link in with case management
support, OHS in their work place, debriefing and the
development of ER policy and procedures.

Through our partnership with Coonara House we have been
able to offer our network volunteers access to accredited ER
training within their local area, cutting down travel time and a
quicker transition for new volunteers to become work ready.
We hope that this training will also be considered by our
smaller ER providers who do not have structured training
processes currently in place.
As a relatively new program we look forward to the continued
growth of Knox Community Care Program and the opportunity
to build supportive links with our Knox ER Network agencies
and their volunteers in the coming year.
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Stories from CISVic volunteers
Lindy Gilham, volunteer at Doncare
My community life did not altogether start with my
volunteering to be a Community Support Worker at Doncare,
but it most certainly enhanced it and volunteering started to
take up a much more prominent place in my day to day
activities. Working as an operating room nurse for 30-odd
years and then in the discipline of aged psychiatry (admin) for
the last nine years before retirement gave me a relatively
narrow sphere of experience. I had always thought I might
have enjoyed ‘social work’ and retiring gave me a chance to
explore this field a bit. Doing a couple of stints among our
indigenous people in Darwin and Katherine and working in Sri
Lanka after the tsunami of Christmas 2004 prepared me a
little.
On reflection, the dominant reasons for volunteering have
been:
 to maintain structure and growth in my life;
 to give credibility to a professed social justice agenda;
 to learn about the new neighbourhood – to which I
moved on retirement;
 to give me access to ongoing education and training –
FREE!
 to gain experience in social work – without writing
essays for university;
 to give me colleagues who often turn into close friends;
 to allow me to maintain skills and develop new ones (i.e.
bullying utility providers into submission for my clients…)
 to let me ‘belong’ to an organisation again;
 to connect me to my community and keep me alert as to
what is happening in the district;
 to free up local café tables for ‘the Ladies who Lunch’.
As I gain in maturity and expand my knowledge of all the
different sorts of resources (human, local, government,
charitable, etc) there are, I am constantly made aware of the
huge benefit that volunteers both receive and donate in the
carrying out of their work. Numerous organisations could not
function without the dedication, knowledge and goodwill of
volunteers and it is not one-sided. The physical, mental,
emotional - and dare I say (for an agnostic) – spiritual
wellbeing experienced through volunteering is of an
amazingly high calibre which, for me, cannot be quantified.
May there never be a time when I am not able to participate,
even if in only the smallest degree, to this most life-affirming
activity.

Lynette McDonald, volunteer at Doncare
Reflecting on my twenty-year history as a volunteer, I
remember my children were teenagers and developing their
own lives. My husband was an executive and often travelled
interstate. I worked part-time in a small frock shop.
From the word ‘frock’ you might gather that I sold dresses to
senior women; that’s exactly what I did. Many of my
customers were from the Italian community and I realised I
had communication skills. When a woman came in, she often
wanted company and a chat more than she required another
frock for her wardrobe. As much as I enjoyed the
conversations, I began to realise I wanted to do something
more valuable with my life.
One day, while waiting for customers, I noticed a small
advertisement in a local newspaper. Preston Citizens’ Advice
Bureau, as they were then named, was looking for volunteers
to train as Community Information and Support workers – now
Community Support Workers (CSWs). So I applied and
began what has been an extraordinary journey for me as a
volunteer.
Once you apply whatever skills you have to volunteer work,
you might be surprised at the way you grow as a person. You
learn new skills, work with a variety of interesting people from
all walks of life and reap rewards that are difficult to define.
I soon discovered I enjoyed writing letters and reports, a small
part of the engrossing work in the emergency relief sector.
So I began to wonder whether I could write other things as
well. Going off on a tangent, I joined a local writing group.
This small beginning eventually led me to write a published
memoir and two other biographical books. I had a new hobby
as well as a volunteer job I loved.
After thirteen years at Preston, I moved house and became a
CSW at Doncare in the Doncaster area, continuing to
increase my knowledge by completing relevant training
sessions in the community. My self-esteem and my life was
forging ever forward.
While working at Doncare, I also trained as a volunteer
biographer for Eastern Palliative Care and spent about three
and a half years recording and writing the life stories of
people facing end of life care.
My life has been rewarded in multiple ways by working as a
volunteer; though I never really consciously think of myself as
a volunteer. This is my work!
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CISVic FULL MEMBERS
Banyule Support & Information Centre Inc
Bayside Community Information & Support Service
Bayside Community Information & Support Service
Bayside Community Information & Support Service
Box Hill Citizens' Advice Bureau
Camcare Inc - Ashburton
Camcare Inc - Camberwell
Casey North Community Information & Support Service
Chelsea Community Support Services
Cobram Citizens Advice Bureau
Coburg Community Information Centre
Community Information Centre Hobsons Bay
Community Information Glen Eira
Community Support Frankston
Cranbourne Information & Support Service
Dandenong Community Advisory Bureau
Darebin Information, Volunteer & Resource Service
Diamond Valley Community Support
Doncare Community Services
Essendon Citizens Advice Bureau
Goulburn Valley Community Care & Emergency Relief
Information Warrandyte
Knox Infolink
Lilydale Assist
Living Learning Pakenham
Maroondah Citizens Advice Bureau Inc - Croydon
Maroondah Citizens Advice Bureau Inc - Ringwood
Maryborough Community Information Centre Inc
Mentone Community Assistance & Information Bureau Inc
Monash Oakleigh Community Support & Information Service
Monash Waverley Community Information & Support Centre
Mornington Community Information & Support Centre
Mt Alexander Community Information Centre
Port Phillip Community Group Inc - Port Melbourne
Port Phillip Community Group Inc - South Melbourne
Port Phillip Community Group Inc - St Kilda
Prahran Citizens Advice Bureau
South Gippsland Citizens Advice Bureau Inc
Southern Peninsula Community Support & Information Centre
Springvale Community Aid & Advice Bureau
Sunraysia Information & Referral Service
UnitingCare East Burwood Centre
Western Port Community Support
Whittlesea Community Connections
CISVic ASSOCIATE MEMBERS
Ardoch Youth Foundation
Australia Help
Bendigo Family and Financial Services
Collingwood Information Centre/Jesuit Social Services
Countrywide Community Mission Victoria Inc
Diamond Valley Foodshare Inc
Dingley Village Community Advice Bureau Inc
Eastern Emergency Relief Network Inc
Endeavour Ministries Inc
ER Victoria
Healesville Interchurch Community
LINC Church Services Network Yarra Valley
North East Region Volunteer Resource Centre
Oz Assist
Somali Australian Council of Victoria
Swags for Homeless
The Gianna Centre
The Migrant Hub
Transworld Aid
United Way Ballarat Community Fund
Volunteer West
Volunteering Geelong
Wimmera Information Network Inc

HEIDELBERG
BRIGHTON
HAMPTON EAST
SANDRINGHAM
BOX HILL
ASHBURTON
CAMBERWELL
FOUNTAIN GATE
CHELSEA
COBRAM
COBURG
ALTONA
GLEN HUNTLY
FRANKSTON
CRANBOURNE
DANDENONG
PRESTON
GREENSBOROUGH
EAST DONCASTER
MOONEE PONDS
SHEPPARTON
WARRANDYTE
BORONIA
LILYDALE
PAKENHAM
CROYDON
RINGWOOD
MARYBOROUGH
MENTONE
OAKLEIGH
MOUNT WAVERLEY
MORNINGTON
CASTLEMAINE
PORT MELBOURNE
SOUTH MELBOURNE
ST KILDA
PRAHRAN
LEONGATHA
ROSEBUD
SPRINGVALE
MILDURA
EAST BURWOOD
HASTINGS
EPPING

9459-5959
9596-7283
9555-6560
9598-0422
9285-4801
9809-9100
9831-1900
9705-6699
9772-8939
5871-0924
9350-3737
9398-5377
9571-7644
9783-7731
5996-3333
9791-8344
9480-8200
9435- 8282
9841-4215
9370-4533
5831-7755
9844-3082
9761-1325
9735-1311
5941-2389
9725-7920
9870-3233
5461-2643
9583-8233
9568-4533
9807-9844
5975-1644
5472-2688
9209-6350
9209-6830
9534-0777
9804-7220
5662-2111
5986-1285
9546-5255
5023-4025
9803-3400
5979-2762
9401-6666

www.bansic.org.au
www.bayciss.org.au
www.bayciss.org.au
www.bayciss.org.au
www.whitehorse.vic.gov.au/Community-Directory.html?id=473
www.camcare.org.au
www.camcare.org.au
www.caseynorthciss.com.au
www.chelsea.org.au

ST KILDA
NARRE WARREN STH
BENDIGO
COLLINGWOOD
EPPING
GREENSBOROUGH
DINGLEY VILLAGE
MITCHAM
ENDEAVOUR HILLS
MELBOURNE
HEALESVILLE
YARRA JUNCTION
HEIDELBERG
NARRE WARREN SOUTH
HEIDELBERG WEST
KNOXFIELD
BENDIGO
WERRIBEE
NARRE WARREN SOUTH
BALLARAT
ALTONA
GEELONG
HORSHAM

9537-2414
428366220
5441-5277
9421-7600
9408-8299
9432-8274
9551-1799
9874-8433
9700-4944
9672-2005
5965-3529
5967-2119
9458-3777
0411 714 885
9459-6333
9764-9422
5442-4644
9731-7877
0411 714 885
5331-5555
9398 1233
5221-1377
5382-5301

www.ardoch.asn.au
www.australiahelp.org
www.ourcommunity.com.au/directories/listing?id=28346
www.jss.org.au/programs/all-programs/collingwood-community-information-centre
www.ccmv.com.au
www.ourcommunity.com.au/banyulegives/donate/org_details.form?orgId=1583
www.dvcab.org.au
www.easternemergency.org.au
www.andrewscentre.org.au
www.ervictoria.org.au

www.cige.org.au
www.frankston.net
www.cranbourneiss.org.au
www.dcab.org.au
www.divrs.org.au
www.dvsupport.org.au
www.doncare.org.au
www.informationwarrandyte.org.au
www.knoxinfolink.org.au
www.llinc.com.au
www.mcab.org.au
www.mcab.org.au

www.monashwaverleycis.org.au
www.morninfo.org.au
http://users.vic.chariot.net.au/~cic/
www.ppcg.org.au
www.ppcg.org.au
www.ppcg.org.au
www.sgcab.org.au
http://humanservicesdirectory.vic.gov.au/SiteDetails.aspx?SiteID=40951
www.scaab.org.au
www.vicnet.net.au/~sirs
www.uebc.org
www.wportcomsupport.org.au
www.whittleseacommunityconnections.org.au

www.lincnational.org.au/affiliates.html
www.volunteersofbanyule.org.au
www.ozassist.org
www.swags.org.au
www.gianna.org.au
www.transworldaid.org
www.unitedwayballarat.com.au
www.volunteerwest.org.au
www.volunteeringgeelong.org.au
www.wimmerainfo.org.au
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Helping local communities help local people
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Community Information & Support Victoria (CISVic)
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T: 03 9672 2000
F: 03 9672 2099
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http://www.cisvic.org.au
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