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About Us
Community Information & Support Victoria (CISVic) is the peak body
representing local community based not-for-profit agencies.

We advocate to government and other peak bodies on behalf of our members.

We support our members to offer services to community members who need
help, especially the vulnerable and disadvantaged.

We offer training and support to our volunteers and paid workforce, so they can
learn new skills and help others in the community.

Our membership is made up of agencies from across metropolitan Melbourne and regional
Victoria. They assist people experiencing personal and financial difficulties by providing
information, referral and support services.

Description of volunteers
The CISVic workforce is diverse. Though volunteer positions and roles vary, each volunteer
contributes to the provision of support for those in our community who are disadvantaged.
Volunteers bring their own skills, knowledge and life experiences to the work they do. The ratio
of volunteers to paid staff is 10:1 demonstrating that without volunteer participation, there is no
way that we could provide the services and support that we do.

Why we did the Volunteer Census
The Volunteer Census was conducted to provide an up-to-date picture of our volunteer base.
We wanted to identify who our volunteers are and highlight their strengths and impact. We also
aimed to explore areas of practice where we are doing well and where we can collectively
improve and further develop.
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Methodology
The Volunteer Census was comprised of two distinct surveys: one for volunteers (see Appendix
1) and one for agency representatives (see Appendix 2). All volunteers and agency
representatives in the CISVic membership were invited to participate. Participants could
complete the survey physically or online. Six hundred and twenty-four volunteers completed the
volunteer survey.
A further 34 agency representatives undertook the agency survey, representing nearly two-thirds
of our entire agency membership. Not all respondents in both surveys answered every question.
Data collated in the census was cleaned to ensure a robust analysis to only include
organisations that offer community-based information and support to ensure these responses
did not alter the overall results.

National Standards for Volunteer Involvement
In 2015, Volunteering Australia introduced the new National Standards for Volunteer
Involvement (Standards) to provide a framework of best practice for supporting the volunteer
sector.
The Standards provide good practice guidance to organisations with volunteers, including risk
and safety management. This, in turn, improves the volunteer experience for all.
There are eight Standards addressing the key areas of volunteer involvement. In this report we
have considered how our agencies and CISVic align with the Standards. The following symbols
feature throughout the report to indicate where we achieve these alignments.

1: Leadership and Management
The governing body and senior employees
lead and promote a positive culture towards
volunteering and implement effective
management systems to support volunteer
involvement.

2: Commitment to Volunteer
Involvement
Commitment to volunteer involvement is set
out through vision, planning and resourcing,
and supports the organisation’s strategic
direction.

3: Volunteer Roles

4: Recruitment and Selection

Volunteers are engaged in meaningful roles
which contribute to the organisation’s
purpose, goals and objectives.

Volunteer recruitment and selection
strategies are planned, consistent and meet
the needs of the organisation and
volunteers.

5: Support and Development

6: Workplace Safety and Wellbeing

Volunteers understand their roles and gain
the knowledge, skills and feedback needed
to safely and effectively carry out their
duties.

The health, safety and wellbeing of
volunteers is protected in the workplace.

7: Volunteer Recognition

8: Quality Management &
Continuous Improvement

Volunteer contribution, value and impact is
understood, appreciated and acknowledged.

Effective volunteer involvement results from
a system of good practice, review and
continuous improvement.

To view a copy of the Standards visit: https://www.volunteeringaustralia.org/policy/national-standards-and-supporting-material/
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Executive Summary
For 50 years volunteers have been providing critical support to fellow community members who
felt they had nowhere else to turn. Community information and support services, formerly
Citizens Advice Bureaus, were founded and run through the goodwill of dedicated and socially
conscious volunteers. Through their work they provided a listening ear, help for those in need
and directed people to appropriate agencies for further support.
In 1973, from first available records, the Victorian community information and support sector had
a volunteer workforce of 384 across 25 agencies. Fifty years on, CISVic now has a membership
of 58 agencies with a volunteer workforce of 3028.
We have taken this opportunity to take stock and explore how we as a sector engage and
support our volunteer workforce.

Key Findings:
•

Volunteering in our agencies has positive influences on volunteers’
wellbeing.

•

Our volunteers are well supported by their agencies.

•

Agencies’ practices and procedures are aligned with The National
Standards for Volunteer Involvement.

•

Agencies and CISVic could be doing more to measure and account for
the impact of our volunteers’ contribution.

•

CISVic need to improve its communication of the development and
training opportunities available for volunteers.
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Who are our Volunteers? Sample Description
The sample consisted of 624 volunteers. This group represents 20 per cent of our volunteer
workforce.
Figure 1: Gender of volunteers
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The majority (79%) of volunteers were female.

Figure 2: Age of volunteers
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The age range of the volunteers was diverse. The most frequent (37%) age group was 65-74
years old.
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Table 1: Volunteer self-identifiers

Culturally or
linguistically
diverse

Having a
disability

Speak a
language
other than
English

Aboriginal or
Torres Strait
Islander

18%

0.3%

26%

10%

Over a quarter of volunteers (26%) speak a language other than English and nearly a fifth (18%)
identify as being culturally or linguistically diverse.

Figure 3: Volunteer level of education
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The level of education in the volunteer sample is diverse. The most frequent responses were
Degree (20%) and Year 12 (or equivalent) (20%).

Volunteer Census - Final Report 2018

7

Figure 4: Primary role within agency
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Community support worker was the most frequently (45%) reported primary role, followed by
Client support (11%).
Over half of volunteers held multiple roles. On average, 23.7 hours are volunteered monthly per
individual.

Volunteer Census - Final Report 2018

8

Figure 5: Distance lived from agency
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More than half (56%) of volunteers lived less than 5km from their agency.

Figure 6: Employment status
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Nearly half (49%) of respondents were retired.
Full time
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Nearly half (49%) of volunteers were retired.
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Volunteer Roles
Figure 7: Main reason to initially volunteer and to continue to volunteer (n = 597)
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Volunteer's reason to continue volunteering

The main reason the volunteers started volunteering was that it allowed them to give something
back to the community (47%). This was also the top reason volunteers continue to volunteer
(33%).
Volunteer Census - Final Report 2018

10

Figure 8: Length of time volunteer intended to stay in their role (n = 656)
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The responses of how long volunteers intended to stay in their role were diverse. The most
frequently reported answer was “unsure”. The second most common response was “5+ years”,
with nearly a quarter (24%) choosing this answer.

Why volunteers had chosen their role
Volunteers were asked why they chose their role. Across the responses there were five main
reoccurring themes. These are, in order of frequency: Established skillset and upskilling,
Alignment with personal interests, values and goals, Contribution to community, Role availability
and need, and Social connections.
Established skillset and upskilling
The most common theme among volunteers’ answers was that they had chosen the role which
was most suitable to their current skillset. In this theme, some volunteers also added that they
had chosen the specific role as they had wanted to gain skills, awareness and experience in the
area.
“As it was a similar field of work that I previously worked in a few years back, and it allows me able
to any apply my professional expertise to the role.”
“This role seemed to suit my current skill set and offered opportunities to gain experience as well
as new skills.”
“It was an opportunity to develop new skills and build on existing experience and knowledge.”

Alignment with personal interests, values and goals
The second most common theme reported by volunteers was that the chosen role aligned with
their values, interests and/or goals. This theme includes the type of work that interested the
volunteers, as well as how the commitment of the position would fit in with their lifestyle.
“I like encouraging people to grow and seeing people develop a passion for helping others and
making a difference in other people's lives.”
“I have been in a similar situation where I really appreciated the help that was given to me.”
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“It was the most meaningful area for me. I wanted to be with people face to face.”
“Able to perform on my availability.”

Contribution to community
Another frequently reported theme was the desire to contribute to their local community.
“I wanted to give something back to the community.”
“To give back to the community by helping and making a difference in the lives of people in need.”
“I felt being a Community Support Worker was a practical way I could be of help in the
community.”

Role availability and need
Many volunteers also commented that they had taken up their role as it was what was being
offered. In this theme some volunteers also elaborated that there was there was a need in
agencies for the roles they had up taken.
“No real choice. It is the main role for all.”
“I was asked and have never been sorry that I accepted.”

Social connection
Lastly, another reoccurring theme across volunteer answers was that their chosen role allowed
them to make social connections with both staff and wider members of the community.
“Because it gives me a chance to interact with the staff and participants whilst being active.”
“It involved direct interaction with people from the community.”
“To meet people and socialise with them.”

Figure 9: Views on whether volunteer role met expectations
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The vast majority of volunteers (89%) either agreed or strongly agreed that their role has met
their expectations. Only five per cent of volunteers believed that the role did not meet their
expectations.

Impact the role has had
Volunteers were asked what impact their role has had on them. Of the five hundred and sixtyfour responses provided, there were five reoccurring themes across the answers. They are, in
order of frequency: Personal satisfaction and self-worth, Awareness and understanding, Skills
and confidence, Social connections and Appreciation.
Personal satisfaction and self-worth
The most frequently reoccurring theme across the responses provided by volunteers was the
increased feelings of satisfaction and self-worth through their role. Many volunteers attributed
this impact to their ability to contribute to their community and to the lives of fellow community
members.
“The volunteering has given me back my sense of worth and "can do" feeling. Having been so
unwell I have had a lot of "you can't do that", so it's nice to be able to do and be of use
somewhere.”
“It has helped me to enjoy my senior years in a worthwhile and constructive way. It gives me
satisfaction when I know that I have made a difference to a client’s day.”
“I feel that it contributes to my wellbeing. I like to think that I have made some contribution to a
client's wellbeing even if it is only in the moment.”
“It has given me a sense of satisfaction that I am able to help other people in need of support
socially.”

Awareness and understanding
The second most reoccurring theme in volunteer responses was that their role had given them
an increased awareness and understanding of the challenges and adversities community
members face. Volunteers also commented on having developed a greater awareness and
understanding of the sector, other community services and the limited government resources.
“It has opened my eyes on so many issues. A main issue that has shocked me is how many
people in the area need assistance, and not just a once off, but as an ongoing situation. How
many people are homeless and live in what's considered crisis situation.”
“It's increased my awareness of how poverty affects people. That government social security
pensions are often too low to live on. Some people live in generational poverty.”
“Opened my eyes to people living in hardship and need. Made me less judgemental hopefully
than previously.”

Social connections
Another common theme was the positive social connections volunteers had made through their
role.
“I have made new friends and enjoy contact with our customers.”
“Other volunteers are like-minded. Enjoy being around like-minded people.”
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“I enjoy the opportunity to meet co-volunteers as well as interacting with the community and
visitors.”
“I need a little socialisation. Working here gives me that. It energises me to be active in other parts
of my life.”

Skills and confidence
Through their role, many volunteers also commented that they had developed new skills and
had increased confidence.
“(I) have gained valuable knowledge, skills and experience in working with vulnerable clients.”
“Developed confidence in the role and working with clients.”
“I have learned new skills that will allow me to apply for a broader range of jobs.”

Appreciation
Lastly, many volunteers expressed in their answers that through their role they had gained a
sense of appreciation of their own privilege.
“Made me appreciate how lucky I am and the challenges confronting some people.”
“It has made me appreciate my life a lot more. I feel so lucky and certainly feel I have nothing to
complain about in my own life.”
“Sometimes it is easy to see how readily I could end up in the shoes of the client and I've learned to
appreciate the life I've been privileged to have - this is made manifestly clear after each volunteering
session.”
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Experience within the Agency
Figure 10: Duration of volunteering at agency (n = 567)
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The length of time respondents have been volunteering at their agency varies vastly from less
than six months to more than ten years. The most common response (26%) from was between
two and five years. A further 20 per cent answered that they had been volunteering for more
than ten years.

Figure 11: Volunteer reason for choosing agency (n = 567)
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Nearly half (46%) of volunteers responded that they had chosen their respective agency due to
the agency’s locality. A further 20 per cent of volunteers chose their agency due to the agency’s
popular reputation.
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Figure 12: Likelihood of recommending volunteering at agency (n = 523)
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Overall, nearly all volunteers (95%) were likely or very likely to recommend volunteering at
agency to others.
Figure 13: Volunteer views about participation in agency (n = 596)
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Overall, volunteers reported positive beliefs of their involvement in agencies. Notably, nearly all
volunteers (95%) believed that their work was meaningful in directly supporting the agency. To a
lesser degree, volunteers believed agencies were making the most of their skills and expertise.

2.2 Volunteer involvement is planned and designed to contribute directly to the
organisation’s purpose, goals and objectives.

7.2 Volunteers are informed about how their contributions benefit the
organisation, service users and the community

7.3 The organisation regularly acknowledges contributions made by volunteers
and the positive impact on the organisation, service users and the community

Figure 14: Volunteer understanding of agency's approach (n = 569)
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The area which volunteers reported having the strongest understanding of was their agency’s
vision, mission or goals. Over two-thirds (68%) of volunteers reported having a high
understanding of this agency area.
Volunteers responded to a lesser degree having an understanding of their agency’s strategic
plan and direction.
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1.2 Policies and procedures applying to volunteers are communicated,
understood, and implemented by all relevant staff across the organisation.

2.1 The organisation publicly declares its intent, purpose and commitment to
involving volunteers

6.3 Volunteers have access to complaints and grievance procedures.
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Supports within the Agency
Figure 15: Volunteer perception of being supported (n = 596)
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Nearly all volunteers (93%) agreed or strongly agreed that they felt supported in their agency.

5.2 Volunteers knowledge and skills are reviewed to identify support and
development needs.

Figure 16: Volunteer access to support person (n = 569)

Yes, 98%

Yes

No

Nearly all (98%) of volunteers responded that they know who they can speak to if they have any
issues relating to their role.
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Figure 17: Volunteer feelings of safety (n = 569)
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The clear majority (82%) of volunteers responded that they feel very safe at all times when
performing their role. Only one volunteer (0.2%) answered that they often feel unsafe.

6.2 Processes are in place to protect the health and safety of volunteers in their
capacity as volunteers.

Figure 18: Volunteer access to induction and guidance (n = 596)
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Overall, volunteers feel they were given appropriate and sufficient direction and guidance in their
role. Nearly all (90%) of respondents answered that they agree of strongly agree that there was
appropriate orientation of induction to the agency and the role.
A further eighty-six per cent responded that they agree or strongly agree that they received
enough direction to perform their role properly.
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6.2 Processes are in place to protect the health and safety of volunteers in their
capacity as volunteers.

Figure 19: Person responsible for induction and orientation of new volunteers (n = 30)
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The person/s responsible for inducting and orienting new volunteers varied across agencies.
This role includes informing volunteers of the agency's policies and procedures and ensuring
they understand what is expected of them in their new role. The most common response across
agencies was the Volunteer Coordinator (33%), followed by the Manager (27%). No agency
reported having no formal induction/orientation procedure.

1.2 Policies and procedures applying to volunteers are communicated,
understood, and implemented by all relevant staff across the organisation.
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Figure 20: Volunteer awareness of roles
and opportunities (n = 596)

Figure 21: Volunteer uptake of roles and
opportunities (n = 481)
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The majority (72%) of volunteers were aware of further roles and opportunities they could take
up in their agency. Over a third (39%) of volunteers had taken up these opportunities.

What can CISVic do better?
Agencies were asked if there were unlimited resources, what type of volunteer support would
they want? Twenty-five agencies chose to respond to the question with some offering multiple
answers.
The most common response among the agencies related to more paid positions to support
volunteers’ work. Most frequently this was named as the wish for a Volunteer Coordinator,
however some agencies also listed other specialist roles, such as social workers or a funding
officer.
“Minimum 3 days per week Volunteer Co-ordinator to do: recruitment, induction, communications,
records management, volunteer appreciation, volunteer training.”
“A fully paid full time manager / coordinator.”

Another common response among agencies was the desire for more training. Some agencies
further elaborated on their answer, commenting that training needs to be more localised for their
volunteers.
“More funding to provide in-house training.”

Five agencies also responded that they were either unsure, satisfied with the resources they
received, or the question was not applicable to their agency.
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Volunteer Training
All volunteers who are engaged in the delivery of face-to-face support with community members
are required to complete the Community Support Workers Course (with exception to volunteers
of our associate member agencies). This nationally accredited training helps skill volunteers in
assessing client needs and delivering appropriate services. Along with the accredited course,
volunteers are offered a suite of training that continues to enhance their capacity to provide
appropriate services to the community.

Figure 22: Volunteer completion of the CISVic Community Support Workers Course
(n = 532)
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Volunteers responded relatively evenly in relation to whether they had (49%) or had not (48%)
completed the CISVic Community Support Workers Course. A small portion of volunteers (3%)
also reported that they were still in the process of completing the course.
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Figure 23: Agency satisfaction with CISVic training (n = 29)
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Overall, agencies reported they were satisfied with the training CISVic offered
Though overall positive, the aspect of training delivery where agencies reported the lowest level
of satisfaction was the location of venues. Some agencies added further comments indicating
that more diverse locations for training sessions are needed.
Other agencies also added that “(It’s) difficult to manage availability of volunteers and availability
of courses” and “Many volunteers have been with us for a considerable time and have a wealth
of experience so do not always see the need for more training”.
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Figure 24: Volunteer awareness of CISVic training
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Overall, most volunteers were unaware or unsure of the non-accredited training offered by
CISVic. The answer which yielded the lowest responses of volunteer awareness (37%) was the
CISVic Working with Interpreter training.
Figure 25: Number of training sessions attended by volunteers in last 12 months (n = 532)
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Over half (59%) of volunteers responded that they had attended between one and five training
sessions over the last year. The most commonly reported answer (35%) was ‘1 or 2’ training
sessions. Just over a quarter (26%) of volunteers reported that they had not attended any
training.

Volunteer training needs
Five hundred and thirty volunteers provided feedback about what training would better support
their role. Types of answers varied across the responses, with four main themes reoccurring. In
order of frequency, they were: Training modalities, Client needs, Administration and governance,
and Working with clients.
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Further, nearly two-thirds (62%) of volunteers responded that they were unsure, happy with the
training they currently received or believed additional training was not applicable to their role.
Training modalities
Training modalities was the most frequently reported answer, with volunteers commenting on the
type of method they would like training to be delivered.
The most common response in this category was the need for increased sector networking.
Volunteers expressed that they would like opportunities to engage with other organisations and
support services they can refer clients to. Several volunteers also listed a preference for
volunteer networking and team case discussions.
“Opportunities to spend some time in other agencies of the network instead of feeling
disconnected from the network, as it is always the same person representing our organisation at
CISVic meetings”
“More localised information applicable to our community”

The second most common answer in the training modalities theme was the need for refresher
courses.
“It is so long since I did my training ... that I am not up to date with the current CISVic course.”
“To keep having continued updates of general subject applicable to our work”

Many volunteers also expressed the need for more ‘hands-on’ courses and increased in-house
training about the specific services and procedures within their agency.
“Trainees need to have practical experience at the same time they undergo the course”
“Within the agency - training on various procedures for different services. Currently we learn on
the job and sometimes it can be quite unnerving going into an interview and being asked about
certain services we don't know the procedures for”

Client needs
The second most popular theme of training needs was client needs. The most frequently
reported answer was mental health training, followed by homelessness/housing, family violence
and, drug and alcohol. Other topic areas listed include financial assistance and legal information.
“Mental health awareness training would be beneficial in carrying out the role of community
support worker”

Administration and governance
A further reoccurring was administration and governance training needs. In this category, IT
training was frequently reported. This includes technical instructions with computers, cash
registers and computer programs.
“To become more relaxed with use of computer.”

Many volunteers also reported the need for governance, service coordination and management
training.
“Governance issues in the NFP sector”
“More database management training and practice”
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Working with clients
Volunteers also expressed that they would like training in working with clients. The most frequent
response was surrounding communication techniques and counselling skills.
“More counselling courses”

A further reoccurring response among volunteers was for training in dealing with conflict.

5.3. Volunteers knowledge and skill needs relevant to their roles are identified,
and training and development opportunities are provided to meet these needs.

Figure 26: Existing process to identify skill needs for volunteers (n = 30)

No, 50%

Yes, 50%

Only 50 per cent of agencies reported having a process to identify skill needs for volunteers.
Some agencies choose to elaborate on how often they underwent the process. The most
common responses were “annually” and “on a needs basis”.
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Volunteer Recognition
Across agencies, the average number of hours worked per individual volunteer was 21 hours per
month. When asked, on average, how many hours per month does each of their volunteers
contribute, agencies gave varying responses ranging from two to 112 hours per month.
Across the agencies, volunteers collectively contributed 16,523 hours monthly. On average, 501
hours are volunteered per agency per month.

Figure 27: Agency practice of recording volunteer hours (n = 29)

No, 31%

Yes, 69%

The majority of agencies (69%) reported that they record volunteer hours
Some agencies further elaborated on who recorded the hours, with the most frequent answer
being that it was the responsibility of the volunteer to record their hours through a log/sign-in
book or timesheets.

1.4 Volunteer involvement records are maintained.
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Figure 28: Frequency of recording volunteer hours (n = 26)
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Over half (58%) of agencies reported they recorded volunteer hours daily. One agency also
noted that their total volunteer hours were recorded in the Annual Report.
Agencies were also asked how they used the information gathered about volunteer hours. The
most popular (39%) answer given was for reports to financial stakeholders and when applying
for funding.
The second most common response (31%) among agencies was for other reporting purposes,
such as, reports to the Board of Management or Committee of Management, and in the
newsletters and Annual Reports.
Some agencies (14%) also listed that they use the information for in house recording purposes,
such as tracking hours over the years and monitoring whether volunteers are active or not. Two
respective agencies also listed they used the information “almost never” and “to ensure
volunteers are keeping up with community info and involvement”.

7.1 The governing body and employees understand how volunteers benefit the
organisation, service users and the community.
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Figure 29: Agency use of Return on Investment (n = 29)

Yes, 17%

No, 83%

Return on Investment (ROI) measures the dollar value benefit provided by volunteers against
the cost of programs provided, taking into account the cost otherwise of the volunteers’ labour.
Only 17 per cent of our agencies reported that they utilise ROI measures.

Figure 30: Volunteer understanding of their contribution
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Sixty-seven per cent of volunteers indicated their understanding of the benefit their volunteer
contribution has on the agency as high.

7.2 Volunteers are informed about how their contributions benefit the
organisation, service users and the community
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Figure 31: Agency processes for volunteer feedback (n = 30)
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The vast majority of agencies (83%) reported using informal or ‘on the job’ processes to gain
feedback. Less than a quarter (20%) of agencies utilised anonymous feedback methods.
Two agencies also reported that they respectively use performance appraisals and agency
communications to gain feedback.

8.4 Opportunities are available for volunteers to provide feedback on the
organisation’s volunteer involvement and relevant areas of the organisation’s
work.

Figure 32: Frequency of volunteering leading to paid employment
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The majority (80%) of agencies reported that volunteering provides a pathway to paid
employment within the agency either occasionally or frequently. Twenty-eight agencies gave
information on how often this occurred. Reportedly, volunteering provided a pathway to

Volunteer Census - Final Report 2018

31

employment within the agency on 68 occasions in the last 12 months. The responses ranged
from zero to twelve occasions.
“(I would like) more pathways to employment” - Volunteer
“I would like to see current volunteers (not Committee of Management) be able to transition into
paid employment.” - Volunteer

Figure 33: Agency position on engaging volunteers through Work for the Dole
arrangements (n = 30)
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Nearly half (46%) of agencies agree or strongly agree on the use of volunteers who are engaged
with Work for Dole arrangements.

Figure 34: Frequency of Work for the Dole arrangements
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Fifty-three per cent of agencies never or rarely provide opportunities for volunteers engaged in
Work for the Dole to meet mutual obligations, compared with 33 per cent occasionally and 13
per cent frequently.

Figure 35: Agency position on engaging volunteers through Over 55's arrangements
(n = 30)
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More than half (60%) of agencies agree or strongly agree on the use of volunteers who are
engaged with the Over 55’s arrangement.
Figure 36: Frequency of Over 55's arrangements
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Just over half (53%) of agencies responded that they provide opportunities for Over 55’s mutual
obligation arrangements occasionally. This is followed by a third (33%) of agencies answering
that this arrangement never or very rarely occurred.
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Volunteer Network
A key function of CISVic is to provide opportunities for our members and their workforce to come
together to share information, ideas and resources, discuss issues, access professional
development, and to make new connections or strengthen existing ones.
Figure 37: Volunteer awareness of CISVic's networking and information sharing activities
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The majority of volunteers are aware of CISVic (77%) and the CISVic website (71%).
Contrastingly, volunteers were aware of other networking and information sharing mechanisms
to a much lesser extent. Just over a third (34%) of volunteers were aware of CISVic’s Bi-annual
conference. Further, less than half of volunteers were aware of the fortnightly e-bulletin (45%),
the Community Support Worker Case Discussions (37%), the CISVic facilitated peer to peer
learning forum for volunteers.

2.3 Volunteers are provided with supervision and support that enables them to
undertake their roles and responsibilities.
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Agency networking
Figure 38: Agency attendance at a local Volunteer Network

No, 30%

Yes, 70%

More than two-thirds (70%) of agencies responded that they attended a local Volunteer Network.
Of the agencies participating in Networks, the person responsible for attending varied across
agencies. The most frequently reported response was the Volunteer Coordinator. Other answers
included the President, the Emergency Relief Coordinator, Managers and Community Support
Workers. One agency also added that “all members are given an opportunity to attend”.

2.3 Volunteers are provided with supervision and support that enables them to
undertake their roles and responsibilities.

Figure 39: Agency membership of Volunteering Victoria

No, 40%
Yes, 60%
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The majority of agencies (60%) responded that they are a member of Volunteering Victoria.

Other local networks
Agencies listed that they utilised local volunteer networks and resource centres to support
volunteers. Some agencies also responded that they respectively used their local council,
service clubs, schools, community groups and support services, such as the Salvation Army and
Turning Point.

2.3 Volunteers are provided with supervision and support that enables them to
undertake their roles and responsibilities.

Committees of Managements (Boards)
Figure 40: Professional/Organisational associations across Committee of Management
(Board) volunteers (n = 29)
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Impressively, many agencies identified their Committee of Management (Board) volunteers as
being members or past members of organisations or professional associations that support the
work of the agency. Notably, the representation of Social Work/Health/Community Services field
at 90 per cent.

7.1 The governing body and employees understand how volunteers benefit the
organisation, service users and the community.
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Figure 41: Other roles performed by Committee of Management (Board) volunteers
(n = 27)
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Agencies provided information as to what other roles Committee of Management (Board)
volunteers performed within their agency. Across agencies, the most frequently occuring position
also held by Board members was the Community Support Worker role.

.
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Engagement and Recruitment
Figure 42: Methods of engagement and recruitment

Other

3%
2%

Past service user

0.3%

Previous work/volunteering in sector/aligned
sector

3%

Local knowledge/self-referral

3%

Job services/Centrelink

2%

Signage/physical presence of agency

2%

Council

1%
21%

Volunteer Resources Service

7%
24%

Social Media

1%

School, professional association or club
newsletter

1%

7%

3%
0.3%

Human interest story
Friend/s & Family

17%
76%

Current volunteers/workers

76%

Word of mouth

23%
34%

Volunteer information session/day/stall

5%
45%

Community/church communications or bulletin

3%
52%

Local media

15%
34%

Agency Website

2%
21%

Agency newsletter/publication/communications

4%
45%

Online job search

14%

0%
How agencies advertise new roles (n = 29)

20%

40%

60%

80%

How volunteers learned about their role (n = 596)

Respondents could choose multiple answers

Volunteer Census - Final Report 2018

38

Agencies reported the most frequently used means of attracting new volunteer roles was
through word of mouth (79%), current volunteers/workers (76%) and the local media (52%).
Similarly, volunteers indicated the most popular means by which they learned about their role
was through word of mouth (23%), friend/s and family (17%), and the local media (15%).
Interestingly, despite nearly half of agencies (45%) reporting that they advertise volunteer roles
through community or church bulletins, only 3 per cent of volunteers indicated this method is
how they learned about the role.

Table 2: Screening and recruitment process
Yes

No

Agencies have a
documented recruitment
and screening process
(n = 30)

70%

30%

Volunteers found the
recruitment process
understandable and
informative (n = 596)

97%

3%

The majority of agencies (70%) answered that they have a documented recruitment and
selection process.
Nearly all volunteer (97%) answered that they found the recruitment process easy to understand
and felt informed throughout the process of becoming a volunteer.

4.2 Potential volunteers are provided with relevant information about the
organisation, the volunteer role and the recruitment and selection process.

Table 3: Targeted recruitment (n = 30)
Yes

No

Agency targets volunteers
with specific
characteristics

73%

27%

Agency recruit new
volunteers for specific
short-term projects or
roles

83%

17%
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Nearly three quarters (73%) of agencies responded that they did not target volunteers with
specific characteristics. Of the agencies (27%) that did target volunteers, retirees was the most
frequently occurring answer. One respondent cited "they are more likely to give a much longer
term of service considering the time spent training volunteers" as their reasoning.
The second most frequently targeted group was those who hold specialist skills for specific roles,
such as money management skills.
Respondents also listed students in community services courses and individuals who hold
strong interpersonal skills.
Further, the majority of agencies (83%) reported that they do not recruit new volunteers for short
term projects or roles in their agency.
Of the agencies who responded that they do recruit short-term volunteers, the majority
elaborated that they externally advertise these roles. One agency also included that they
“usually use students” for this type of work.

4.1 If the organisation recruits volunteers, it uses planned approaches to attract
volunteers with relevant interests, knowledge, skills or attributes.

Figure 43: Barriers to recruitment
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The most common responses for barriers to recruiting new volunteers was the environmental
capacity of the agencies (39%), such as not having enough room or lack of disability access. A
further twenty-six per cent of agencies reported that there was limited work available.
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Figure 44: Screening practices used

Other

14%

Interviews

100%

Working with Children checks

69%

Referee/character checks

62%

Police checks

93%
0%

20%

40%

60%

80%

100%

Agencies responded that interviews were the most frequently used screening practice, with all
agencies answering that they utilised this process. Further, nearly all agencies (93%) indicated
that they also utilised police checks.
Some agencies further elaborated that they also used alternative screening processes, such as
probation periods and not accepting existing clients.

4.4 Screening processes are applied to volunteer roles that help maintain the
safety and security of service users, employees, volunteers and the
organisation.

Figure 45: Agency has position descriptions for volunteer roles (n = 30)
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Many (60%) of agencies stated that they have position descriptions for all volunteer roles. No
agency reported that they did not have position descriptions for at least some volunteer roles.
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3.3 Volunteer roles are defined, documented and communicated

Figure 46: Volunteers received a position description for their role (n = 596)
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Volunteer responses showed that the vast majority (82%) had received a position description
prior to, or upon commencing, their role.

Figure 47: Frequency of review of volunteer position descriptions (n = 30)
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The timeframe in how often position descriptions were reviewed differed across agencies. One
third (33%) of agencies responded that the position descriptions were reviewed annually, with a
further 23 per cent of agencies reporting that a review occurred every two years.
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Figure 48: View of volunteer base as a representation of the local community (n = 30)
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Over half (60%) of agencies responded that they believed their volunteer base represented the
local community they are based in.

Volunteer enquiries
On average, the agencies reported that they receive 36 volunteer enquiries annually. Of these
enquiries received, on average, 64 per cent result in new volunteers.
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Volunteer Management
Across the 34 agencies that responded, there is a collective number of 3228 volunteers.
Figure 49: Composition of agency staff (n = 34)
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Thirty-eight per cent of agencies responded that their agencies were comprised solely by
volunteer staff .
Figure 50: Volunteer Coordinator position in agency (n = 30)

No, 13%

Yes, 87%

The majority (87%) of agencies have a Volunteer Coordinator or someone who includes this as
a component of their job.

2.3 Resources (including time, funds, equipment and technology) are allocated
for volunteer involvement.
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Figure 51: Volunteer Coordinator position as paid or unpaid (n = 27)
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Over half (59%) of the agencies pay their Volunteer Coordinator. Some agencies elaborated on
where the core funding for the position comes from. The most common answer was the local
government. Other funding sources named were philanthropy, self-funding or through the
absorption of other position’s funding.
Figure 52: Person responsible for volunteer processes (n = 30)
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Responsibility for volunteers across a range of tasks is broadly shared across agency leaders.

1.1 Responsibilities for leading and managing volunteer involvement are
defined and supported.
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Table 4: Agency priority ratings on systems that support and manage volunteers (n = 30)
N/A

None

Very
Low

Low

Neutral

High

Very
High

Procedures/systems
that assist in
identifying,
assessing and
managing risk/OHS

3%

-

-

3%

17%

40%

37%

Volunteer records are
collected, kept
secure and
maintained

-

-

-

-

3%

47%

50%

Opportunities to
informally check-in
with someone
(debriefing)

-

-

-

3%

10%

30%

57%

Formal supervision
(scheduled time to
meet and check-in)

0%

0%

3%

7%

37%

30%

23%

-

3%

7%

17%

43%

17%

13%

Opportunities that
develop effective
working relationships
(team building)

-

-

-

3%

30%

33%

33%

Processes to identify
‘skill needs’ of
volunteers (effective
work practices)

-

-

-

3%

27%

50%

20%

-

-

-

7%

20%

40%

33%

In house training

-

-

-

3%

10%

47%

40%

External training

3%

-

-

3%

33%

40%

20%

Provision of
additional
volunteering
opportunities
(pathways, skill
development)

3%

-

3%

13%

40%

33%

7%

Performance
development
processes (yearly
performance
planning)

Requirements around
level of training
needed
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The priority agencies put on various volunteer management and support systems varied from
very low to very high. The system in which agencies indicated as their highest priority, with
nearly all agencies (97%) indicating the process as a high or very high priority, was ensuring that
volunteer records are collected, kept secure and maintained.
To a lesser degree, less than a third (30%) of agencies rated performance development
processes, such as yearly performance planning, as a high or very high priority.

2.2 Volunteer involvement is planned and designed to contribute directly to the
organisation purpose, goals and objectives.

2.3 Resources (including time, funds, equipment and technology) are allocated
for volunteer involvement.

Figure 53: Agency ratings of systems performance (n = 30)
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More than two-thirds (70%) of agencies rated their process in clearly defining and documenting
volunteer roles as excellent. Contrastingly, only a third (33%) of agencies their process of
systematically reviewing roles as excellent.

1.4 Volunteer involvement records are maintained.

5.3 Volunteers knowledge and skill needs relevant to their roles are identified,
and training and development opportunities are provided to meet these needs.

5.4 Volunteers are provided with supervision and support that enables them to
undertake their roles and responsibilities.

6.2 Processes are in place to protect the health and safety of volunteers in their
capacity as volunteers.
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Summary
For 50 years we, the community information and support sector, have seen volunteering at the
heart of what we do. Volunteer involvement in the delivery of our work with the community is
critical and something that our member agencies continue to value, work hard at and admire.
The National Standards for Volunteer Involvement provide guidance for agencies to best support
their volunteers. In this report we have identified where volunteer involvement aligns with these
standards. Overall, agencies had a strong alignment across all of them.
The findings from our census surrounding volunteers’ experiences were also overwhelmingly
positive. Volunteers expressed feeling supported and appreciated by their agencies and
believed their roles and community contribution to be meaningful. The strong support and
direction from agencies is reflected in the remarkable commitment from our volunteers. Nearly
two thirds of volunteers in the census have been with their agency for more than two years.
Impressively, 20 per cent had been volunteering in their agency for more than ten years.
Volunteers have also expressed a greater sense of wellbeing. Many volunteers shared that
through their volunteer roles, they have developed increased feelings of personal satisfaction
and positive self-worth. Throughout the report, volunteers also repeatedly commented on how
much they valued the social connections and friendships they had made through their
volunteering. It is encouraging to see that not only are our agencies able to provide impactful
and meaningful experiences for community members who access our services, but that our
volunteers are also able to achieve vast benefits through their role. It should be regarded as a
great achievement by agencies, volunteers and CISVic alike that nearly all volunteers in the
census responded that they would recommend volunteering in their agency to others.
As we look to the next 50 years there are some areas that provide opportunities to improve. With
only 17 per cent of agencies reporting they use Return on Investment and a further 29 per cent
advising that they don’t capture volunteer hours, one of the areas needing further development
in is the measuring and accounting for the impact of our volunteers’ contribution.
Communication from CISVic to volunteers could also be improved, as a lack of awareness from
volunteers of CISVic’s development and training opportunities was highlighted. Further,
volunteers and agencies alike indicated the need for greater types of training delivered across
more diverse locations, including more ‘in house’ training.
CISVic sincerely thanks all volunteers and agencies for taking part in the Census, your
willingness and openness in sharing your experiences and views is greatly appreciated. W e
would also like to acknowledge and thank the volunteers who shared their volunteer stories,
highlighted throughout the report. Finally, we thank our two wonderful RMIT students on
placement, Miranda and Fola, who generously worked on the census and census report.

Volunteer Census - Final Report 2018

49

Volunteer Thoughts
On the community sector
Together we do a great job, imagine what we could do if we had more financial help,
infrastructure and technology.
Very disappointed with expectations made by government on community agencies
without providing relevant funding.
I wish the Council would recognise and invest in the area and understand that living in a
boarding house is inappropriate for anyone.
As the budget here diminishes I find it frustrating not to be able to help people as we did
last year.
Volunteers in general are not given enough accolades by the state and federal
governments for the work they do.
There should be more pressure on politicians to improve housing standards and
availability for communities as it is at crisis point!
Housing opportunities in our region are decreasing with increase in people identifying as
homeless. We feel as if there is only so much we are able to do and difficult to have
positive outcomes.

On what they wish they could provide (if they had more funding and
resources)
BBQ every week for clients. Christmas party for clients.
A greater capacity to support the needs of our clients with material aid.
More items for everyone e.g. more food, hygiene items, Myki, phone cards.
Grants to families and individuals that have the will to be self-sufficient but need
assistance to get over the current crisis.”
Help (to) more people on a daily basis with bills and food.
More services to clients.
The ability for the homeless people to be able to have a warm shower.
An increased range of support services based on the needs of the clients, such as
increasing the amount of food voucher support and other material aids. Also develop
follow up system on how the client has been doing, who do not show up after six months
or more.
Fuel vouchers.
Help with emergency and long-term housing.
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Anything else to add?
I hope everyone does some volunteering within their lifetime because giving back to the
community is priceless. It's great to know you are doing something to help others and
hopefully one day we can all help each other and have a world without poverty and full
of peace. Everything is possible so let's hope and pray for a global solution. Wouldn't it
be wonderful!
Volunteers are an amazing bunch of people. I am very grateful for the opportunity to
work with these amazing people.
I have fully enjoyed being a volunteer and always let my friends know that I do it. I am
very proud of my contribution and encourage others to volunteer themselves.
I am beyond grateful for the opportunity to help. More than happy to be able to make a
change in someone's life.
Volunteering has helped me cope with my husband's death.
I no longer live in the municipality, but have found it impossible to leave, as long as I can
be of use. The work makes me aware of how fortunate I have been, and the agency is
such a pleasant, caring place to work. It also keeps me in touch with the world outside
the retirement village where I now live.
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Appendices
Appendix 1
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