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Section I.
INTRODUCTION/OVERVIEW OF VOLUNTEER SERVICES DEPARTMENT

A.
OVERVIEW/PURPOSE

The purpose of the Volunteer Services Department is to highlight and celebrate the experiences of the volunteers attending the 2001 Special Olympics World Winter Games Alaska (2001 SOWWGA). To increase public awareness and knowledge about mental retardation through a world-class, international sporting event that leaves a legacy of interest and commitment to Special Olympics volunteer programs throughout the state of Alaska. 

After Action Addition:

· To prepare and equip all volunteers to fulfill their job assignments for the 2001 World Games.

Volunteer Recruitment 

The purpose of Volunteer Recruitment is to ensure reliable, well-matched volunteers are in place prior to Games time. Through the processes of recruiting personnel, Volunteer Services will assess, plan, source and enlist Games-wide volunteers from all viable resources. Recruitment is responsible to provide a staff base that will support all other departments throughout preparation and game times. The recruitment group will source all community and individual possibilities to flag and commit necessary volunteers. This must be done in a timely method to make certain all volunteer staff is trained and in place before the Games open.

Volunteer Training & Orientation 

The purpose of Volunteer Training is to plan, direct and execute the training of over 4,500 volunteers for the 2001 SOWWGA.  Training will be conducted in a comprehensive manner ensuring that volunteers are well trained and empowered to carry out their duties and tasks for this world-class event. There are four elements of training: 

· General Training and Orientation 

· Job Specific Training 

· Venue Walk-Through 
· Games Time Training 
Database Management 

The purpose of the Volunteer Database Management is to maintain an accurate database of volunteers and to schedule them according to their preferences and the 2001 World Games’ needs in a timely and orderly manner.

Volunteer Management 

The purpose of Volunteer Management is to manage the overall structure of the Volunteer Services Department. This includes Volunteer Check-In during games time, in order to have an accurate record of who participated.

After Action Assessment:

· Oversee the creation and implementation of all Games-time volunteer policies and procedures.  
· Responsible for the direct management of all Venue Team and Volunteer Leaders.  By establishing and maintaining direct communication with all Volunteer Leaders, the Volunteer Management Coordinator will provide them with guidelines, official policies and procedures, and other training tools necessary to effectively manage their respective volunteer operations.  
Recognition 

The purpose of Volunteer Recognition is to ensure that all volunteers receive recognition for their significant contributions to the 2001 SOWWGA.  Volunteers are the lifeblood of Special Olympics. Recognizing the time and effort that goes into the Games is very important.  Recognition will include regular thank yous prior to Games Week, thank you letters and certificates, the volunteer uniform, and the volunteer party.  

B. GOALS & OBJECTIVES

Volunteer Recruitment

· To work with each Venue and/or Functional Area Coordinator in developing an overview of staffing needs

· To create a workable schedule for each area’s volunteers

· To plan for attrition and other “unforeseen circumstances”

· To match volunteer resources with needs for each functional area 

· To source community and business groups and leaders and inspire willingness to volunteer within their organizations

· To create and maintain a recruitment/volunteer pool

· To develop a presentation that will consistently fit all recruitment needs, together with the public relations group.

· To increase community awareness, involvement, and build enthusiasm.

After Action Additions:

· To ensure all “key” positions (Leaders and Assistant Leaders) are committed to respective positions no later than 90 days prior to Games start.

· To lead ALL recruitment including that of “specialty” areas such as medical and security in cooperation with other departments. Medical and Security are two areas that have been identified as “specialty”, needing some level of expertise in placement of volunteers, level of certification and level of commitment to ensure the highest level of safety. 

Training & Orientation

· To provide all volunteers with sufficient information so that they will feel comfortable working with persons with mental retardation, understand the underlying philosophy of the Special Olympics movement, and knowledgeably perform their volunteer roles during the 2001 World Games.

· To emphasize the importance of thorough training.

· To ensure a safe and fulfilling experience for all participating Special Olympics athletes by providing a well trained volunteer force to host their event.

· To get volunteers excited about their participation in the 2001 World Games and properly recognize their importance to this organization and to this event.

· To introduce people to Special Olympics who will continue volunteering on a local level with Special Olympics Alaska long after the World Games.

Database Management

· To schedule volunteers into positions in a way that will satisfy the volunteers and the Games Organizing Committee (GOC).

· To develop database/scheduling procedures for staff and volunteers.

· To provide daily check-in sheets to all venues that will have volunteers.

· To make last minute schedule changes depending on the volunteer needs.

· To ensure that the volunteer database contains accurate information including; the transfer of data from the volunteer application (from both the web and paper applications), the building of positions by shifts within the database and the creation of reports that reflect the needs of the GOC.

After Action Assessment:

· The final schedule of volunteers was a success, volunteers and GOC were happy with the assigned positions with few exceptions.  The main exceptions were Language Services Interpreters and Medical volunteers due to miscommunication between the staff members of all involved departments and the volunteers.  

· The development of procedures for the database was difficult to finalize, as the database itself was not finalized until one month prior to Games.  General guidelines were applicable throughout the development of the database (formatting, etc.), but we kept adding fields into the database to capture additional information. These additions were necessary and did not have any adverse affects on the data already in the database.  It would be good to put as much foresight into what the database will be used for other than scheduling and maintaining volunteers and what it needs to differentiate.

· The daily check in sheets at the venues worked well.  Because of the ever-changing schedule of volunteers due to call-ins, no-shows, etc., it was near impossible to have up-to-date information.  The best way to solve this would be to have a live connection to the Volunteer Database from every venue and check in volunteers electronically.  This would also provide a more accurate way to produce statistical information after the Games are executed.

· Last minute scheduling changes went well.  There were many changes to be made, because no matter what kind of commitment volunteers give they will not know their schedule until the last minute.  There was a volunteer phone number for people to call with their changes.  We were prepared for this and had enough people making callbacks to remedy these problems.

· Keeping accurate information in the database was crucial in many respects.  By doing periodic checks for duplicate records, maintaining quality control, including formatting and testing operational parts of the database, we were able to keep fairly accurate information in the database.  

Volunteer Management

· To check-in volunteers for the 2001 World Games as quickly and efficiently as possible.

· To ensure volunteers find their volunteer locations without confusion.  

· To assure that there are enough volunteers at the venue on a daily basis to make it run smoothly.

· To work with security on a screening/background check process for volunteers.

· To develop the processes by which all volunteers are managed prior to and during Games week.

· To ensure that all departments are functioning in a way that will motivate our volunteers

After Action Assessment:

· Due to the highly confidential aspect of background checks, the Support and Volunteer Services Director dealt directly with the Security Manager for the screening process. 
· The Database/Scheduling Coordinator gave weekly printouts of new volunteers to the Security Manager, not the Volunteer Management Coordinator.
Volunteer Recognition

· To develop a system of rewards and recognition by which all volunteer contributions will be recognized.

· To outfit volunteers with a uniform to ensure quick identification.

· To ensure that volunteers receive a personal thank you letter and certificate immediately following the games.

· To ensure that all volunteers feel appreciated. 

C.
OVERVIEW OF SERVICES

Second to the athletes, Special Olympics Volunteers are the most essential component of the organization.  Volunteers enable Special Olympics to offer sports training and competition to nearly one million individuals with mental retardation on a worldwide basis.  Special Olympics owes its tradition of excellence and positive impact upon athletes to the time, energy, dedication, and commitment of the more than 600,000 volunteers who participate around the world.   

The 2001 World Games is no exception in its need for skilled, committed individuals who are willing to volunteer their time, energy, and talents to make the 2001 World Games possible.  The 2001 Games Organizing Committee (GOC) plans to involve approximately 4,500 volunteers and 1,500 military personal before the completion of the Games. The Volunteer Services Department will provide a critical service in its management of the volunteer team assembled to staff the largest sporting event ever to be held in Alaska.  The GOC will be instrumental in ensuring that the 2001 SOWWGA volunteers are provided a positive experience with Special Olympics that will perpetuate an involvement with the movement that outlives the existence of the Games Organizing Committee.

After Action Assessment:

· See Appendix 3 for PowerPoint Presentation of Volunteer Services Department.

D. KEY RESPONSIBILITIES

1. Pre-Games

Volunteer Recruitment

· Carry out effective and timely venue-based Volunteer Needs Assessment procedures

· Recruit all 2001 SOWWGA volunteers

· Distribute and collect the Volunteer Application for all volunteers

· Provide assistance, in the area of skill-specific volunteer recruitment, to the Functional Area Managers as needed

· Meet with each Functional Area Manager to determine specific needs of each area prior to and during Games time

· Note areas where cross-utilization of volunteers may be beneficial

· Develop a schedule for volunteer work hours as a base for optimal staffing 

· Develop contingency plans for volunteer staffing solutions for vacancies, no-shows or other unplanned circumstances

· Make certain that all community resources are tapped into in a professional, warm-spirited way that will promote participation.

· Communicate changes in volunteer staffing numbers to all affected venues and functional areas or management when necessary.

· Develop a flexible recruitment presentation that will inspire and educate all possible volunteers.

· Produce and maintain a kit that will contain all items necessary for anyone to present a volunteer recruitment speech.

· Work with media department to ascertain that all media is sending message to community about the need for volunteers.

· Track all correspondence and presentations.

After Action Additions:

· Coordinate all recruitment efforts with Risk Management to ensure that volunteers are given correct information. A representative from the GOC’s Risk Management Department should read and sign off on the presentation as it covers the safety and security expectations of the volunteers. In producing the presentation, it is extremely important to be thorough and not to overlook any pertinent information or to mistakenly give erroneous information.  

· Get commitment in writing from anyone taking leadership positions. A standard form should be developed that gives complete, in-depth detail of the expected commitment, a brief general job description and a statement that indicates the volunteer understands and is committed to doing everything possible to fulfill the duties described.

· Present to GOC staff guidelines, responsibilities, and expectations in their role when interacting with volunteers in leadership roles.

· Introduce all leadership volunteers to GOC department contact for respective work area. The GOC staff member will understand the limits and expectations and NOT ask anymore of the volunteer in the leadership position. 

· We recruited over 800 volunteers for 500 positions, 300 of whom backed out for various reasons, including lack of time, not fully understanding the responsibilities, not getting along with their staff liaison, etc.

Training & Orientation

· Plan and produce a General Training & Orientation (GTO) session that is mandatory for all volunteers. 

· Offer multiple times for GTO starting 4 months prior to Games.

· Schedule the next two steps of training which are Job Specific training and Venue Walk-Through. Provide training templates for these sessions, determine who is responsible for the training, and ensure that the sessions take place in a timely and effective fashion.   Training Coordinator is responsible for coordinating this phase of training, not executing these training sessions. 

· Develop and edit the Volunteer Handbook.  This handbook will be an important tool for volunteers as they are introduced to Special Olympics and the 2001 World Games.  

· Serve as a resource for specialized training that needs to occur for other Games functions/departments.  These will include areas such as Host Town Program, Family Ambassador Program, and Delegation Assistants.   It is the Training Coordinator’s responsibility to ensure that the essential general volunteer information is shared in all training sessions.  Training templates will be provided to these areas as well as assistance upon request.

Database Management

· Ensure accurate data entry information including the transfer of data from the web to the database.

· Create and produce accurate reports from the Volunteer Management System (VMS).  This will help to serve many purposes; accurate check-in at the venue site, weekly updates for Venue Coordinators (VC) and Functional Area Coordinators (FAC) or their Venue Management Team (VMT), and any other information captured within the database that may be useful to the GOC.

· Make minor changes to the VMS to customize it to our needs.  This includes simple formatting changes, adding new forms, and creating queries and reports.

· Create an accurate schedule of volunteers so as to fill all determined shifts and positions.  To do this, communication between the Database Manager and the VC and FAC is critical.
· Send scheduling letters informing volunteers of their assignments and resolve any scheduling dilemmas.
After Action Assessment:

· Transference of data from the Internet into the database caused a few problems.  If the online application had been created to match the database’s fields, it would have made the transfer easier.  Also the format of the online applications was in all capital letters causing Volunteer Services to reformat them for a uniform “look”.

· The creation and distribution of reports from the VMS went well.  More training from Volunteer Services to the rest of the staff would have enhanced the understanding of these reports. Reports were given on a regular basis and on an as-needed basis.  The as-needed reports were produced the day of the request, with very little exceptions.  Any information needed from the VMS was easy to access because of the flexibility of the reports used.

· Most changes that needed to be made to the database were done in a timely manner without much hindrance.  The few changes that could not be made by GOC staff were sent to the database creator at Special Olympics, Inc. (SOI).  Better foresight on what was needed from the Volunteer Management System could have improved the timeliness of these changes providing a more complete database earlier in the planning.

· Half of the applications came in after the application deadline.  This caused most of scheduling to occur too close to the execution of the Games.  The positions ended up being overfilled, which was good for no-shows.  Volunteer Services utilized these “overflow” volunteers within the venue to fill positions that were lacking bodies.  

· Communication occurred between the Volunteer Services Department and the VCs and FACs through weekly and biweekly reports giving the current status of the functional area and/or venue volunteers.

· Timing is key when sending out confirmation letters.  Volunteer Services sent the letters out at the right time 6 weeks prior to the execution of the Games.  After the letters went out resolving scheduling differences was a major task.  A couple specific functional areas chose to do their scheduling outside of Volunteer Services and this was a mistake.  There should be staff dedicated to scheduling these “specialty positions” (Medical, Security, Language Services, etc.), but they should be in the Volunteer Services Department so as to keep consistency of scheduling procedures.

· Scheduling should start immediately upon receiving an application. A scheduling letter should be sent at that time and a confirmation letter sent 6 weeks out from Games time. See Database Management Procedures for more information.

Volunteer Management

· Oversee the creation and implementation of all Games-time volunteer policies and procedures

· The role of the Volunteer Services Leaders and Commissioners is to act as a liaison between the venue that they are working for and the Volunteer Services Department.  They should attend one meeting a month for both venues – relaying problems and/ or questions between the venue site and the Volunteer Services Department. 

· Create volunteer application 

After Action Additions:

· Supervise the development and operation of Volunteer Centers at all appropriate venues.

· Staff the Volunteer Service Center before and during Games time.

· Communicates with Venue Management Staff to ensure the layout and placement for the Volunteer Check-In Area and Lounge.

· Develop and execute an overall plan for Volunteer Areas to handle all volunteer check-in and hospitality at each appropriate venue.

· Ensure that the plan for volunteer check-in includes coordination with each functional area for the purposes of staging and briefing the volunteers prior to check-in.

· Coordinate all mailings from the Volunteer Services Department.

· Respond to all voice mail and email messages from general volunteers.
Volunteer Recognition

· Work with the various GOC departments to guarantee that all who contribute to the Games are appropriately thanked.

· Thank pre-games volunteers on a regular basis

· Develop a monthly recognition program for leadership volunteers

D. KEY RESPONSIBILITIES

2. Games Time

Volunteer Recruitment

· Implement a contingency plan if needed. A pool of volunteers will be identified after January 15, 2001, through the application process and database, which will be utilized as “back-up” volunteers. These will be pulled from those applicants not meeting our minimum standard requirements for time commitment. Volunteer Services staff will contact them and schedule them as “on-call” volunteers.

· Communicate changes in volunteer staffing numbers to all affected venues and functional areas or management when necessary.

· Assist with volunteer movement as needed to fill any gaps.

After Action Additions:

· Be physically present in venues with a high potential for problems or those with large numbers of volunteers.

· Provide volunteers for any unforeseen circumstances.

Training & Orientation

· Schedule and execute training during Games week for out of town volunteers who were unable to attend the General Training & Orientation sessions.  These volunteers will be scheduled into positions requiring minimal training in order to reduce the need for extensive on-site training.  Games Time Training (GTT) will take place at the Volunteer Service Center (VSCTR).  There will also be additional group training sessions for large groups of volunteers arriving during Games Time.

After Action Assessment:

· Provide Volunteer Handbooks, JST Information, and VWT Information at the VSCTR.

· Provide Information Services at the VSCTR to answer generic questions about information regarding the World Games.  

Database Management

· Provide daily check-in sheets for all locations having Volunteers 

· Make last minute schedule changes as needed.

· Provide any other reports requested by the FAC or the Venue Coordinators as needed.

After Action Assessment:

· Check-In sheets at the venues ideally could have been replaced with computers having live access to the Volunteer Management System to make the check-in process smoother and more accurate.  Hard copy check-ins was a fairly quick process, however, the information was slightly outdated.

· Reports requested on an as-needed basis were, with little exception, provided on the day of the request.  This went well because of the flexibility of the reports used.  The reports could be used for various purposes with little changing necessary.

Volunteer Management:

· Volunteer Management will help all volunteers get signed in and find where they will be working.  Volunteers at Special Olympics will be very diverse.  Some have volunteered with the organization for years and will walk in and know exactly what to do and where to go.  Others will be volunteering for the first time and will need information.  They are all vitally important to making 2001 SOWWGA succeed.

· There will be a Volunteer Service information binder at each venue.  Each binder will provide a list of all volunteers that are registered with the 2001 SOWWGA.  They will be divided among each sports venue. There will be a list for the specific venue and a mater alphabetical list of all volunteers. There is a simple procedure for signing in volunteers who are registered. 

· Handling the Walk In Volunteer. There will be people who want to volunteer, who have not attended the orientation or filled out an application. These volunteers will be sent to the Volunteer Service Center (VSCTR) to register and go through GTO and JST.  

· The Volunteer Services Leader will be responsible for maintaining and supervising the condition of the volunteer lounge area including:  food, drinks, information, etc. 

· Each Volunteer Services Leader will have a phone and a list of numbers to contact in the event of an emergency.  This will be utilized if a venue is short volunteers.  

· Staff the Volunteer Service Center during Games week.

Volunteer Recognition

· Distribute volunteer uniforms

· Host a volunteer Thank You Party after the games

· Send thank you letters and certificates to all volunteers

· Distribute special recognition items to volunteers at the venues, i.e. chap stick, zipper-pulls, logo tattoos, etc.

E.
LEGACY

The Legacy of the Volunteer Services Department is to introduce citizens of Alaska to Special Olympics who will continue volunteering on a local level with Special Olympics Alaska (SOAK) long after the 2001 World Games. The Department will be instrumental in ensuring that the 2001 SOWWGA volunteers are provided a positive experience with Special Olympics that will perpetuate an involvement with the Movement that outlives the existence of the GOC. After the Games, SOAK will be given an accurate database of volunteers who participated in the 2001 World Games.

Section II.
SCHEDULES/TIMELINES/EVENTS

A. 
SCHEDULES

1. Pre-Games – See Appendix 1

2. Games – See Appendix 1

3. Post Games – See Appendix 1
B. 
COMMITTEE TIMELINES – See Appendix 1

C. EVENTS

Volunteer Rally 

100 days prior to the start of the 2001 World Games the Volunteer Services Department with the Special Events Department will coordinate the Logo in the Snow Rally.  1,000 volunteers will meet on the Park Strip in downtown Anchorage. They will hoist colored poster board to form of the 2001 SOWWGA logo, while being filmed from a helicopter above.

After Action Assessment:

· The Volunteer Rally should take place within one month of the start of the Games.  It is a great opportunity to motivate volunteers and bring everyone together just prior to the athletes arriving.

· Provides great publicity to local citizens of the events that will be held.

· Volunteers should be wearing their volunteer uniform.

· Special Events should be in charge of Volunteer Rally as it is an “Event”.

· Our Rally was too far out from the beginning of the Games. Volunteer Recruitment began 1 month prior to the Rally and very few volunteers were actually registered. We had a 50% turnout of the needed volunteers.

· The date of the Volunteer Rally was changed to coincide with the 100 days until Games campaign. This was decided ten days before the rally. The date of the rally was the day after Thanksgiving, a holiday. While we thought it might bring more people to the event, it actually was a negative. This event needs at least five weeks to plan.

Volunteer Thank You Party

The Volunteer Services Department will host a Thank You Party for all volunteers of the 2001 SOWWGA. The 2001 World Games will not be possible without volunteers and we want to acknowledge their significant contributions to this effort. The party will include a buffet dinner, live music, and dancing.  Approximately 3,000 volunteers are expected.  

After Action Assessment:

· See Volunteer Recognition Procedures for after action information.
Section III. 
ORGANIZATION OF VOLUNTEER SERVICES

A.   GOC OVERALL ORGANIZATIONAL CHART
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After Action Assessment:

· The GOC needs to have a Human Resources Department. 

· The hiring of employees was the sole responsibility of the Directors. This was difficult. The Director had to place the ad in the newspaper, screen all applicants, interview those meeting qualifications, and decide which applicant to hire. Directors had to do this without any help. Bad decisions were sometimes made. Hiring employees needs to be done by a panel. One person should not be solely responsible. It is also extremely time consuming.

· Employees did not always have a resource to help them with issues. There needs to be a liaison that employees can turn to with problems.

· There needs to be a Venue Management Director who works to coordinate everything at venues. The COO took on this role when it was discovered necessary. She was too busy to adequately fulfill this role. It could, however, be filled by the Sports Director.

· Volunteer Services needs a liaison with SOI. VSD is the only GOC department to not have someone to consult on volunteer issues. The technology staff at SOI assisted with the database. They were indispensable. A liaison for volunteers would have helped eliminate several mistakes. It will also help with consistency from Games to Games. SOI needs to provide someone, however, there is currently no one on their staff who deals with volunteers. They either need to create a position or contract someone to help future GOCs.

· Logistics -  There were several major issues with the company hired to provide logistical support. A more detailed evaluation has been provided by the COO. DO NOT HIRE OFC, INC. FOR ANYTHING AGAIN!

· The proofing process for publications took too much time. It was often two weeks to have a document approved. There needs to be a staff member hired to do editing. The Director of Public Relations has too many other responsibilities to be responsible for proofing. There should also be more than one person doing proofing.

[image: image3.wmf]Confirmation Letters

Recognition

Global Messengers

Speakers Database

Assist Position #4 with Schools

Recruitment

Volunteer Handbook

Orientation Schedule

Recruit  Team

T&O

Coordinate Mailings

Volunteer Leaders

General Voice & E-mail

General

Volunteer Check-In

Volunteer Service Center

Rachel Barber

Volunteer Management Coordinator

Manual

Computer Needs

Process New Applications

Coordinate Mustafa

Data Input

Database Management

Reports

Policy/Plan

Manual

Individuals

Groups

Scheduling

After Action Reports

General

Morgan Ottley

Database/Scheduling Coordinator

Create Orientation

Trainer Manual

Coordinate Orientations

Out of Town Volunteers

Attendance

Content of Job Specific Training

Training & Orientation

Assist Sponsor Recruitment

Recruitment

Doris Cerny

Training Coordinator

Needs Assessment

Web Site

Credentialing Center

General

Coordinate PR Dept.

Corporate Recruitment

Sponsor Recruitment

All Other Groups

Recruitment

Group Scheduling

Scheduling

Promotion with PR Dept.

Training & Orientation

Chris Samlaska

Recruitment Coordinator

Equipment and Space Needs

General

Plan

Uniforms

Incentives/Fulfillment Package

Recognition

Assist

Recruitment

Terry Umatum

Recognition Coordinator

Kara Capaldo

Support & Volunteer Services Director

[image: image4.wmf]Volunteer Services Coordinator Recruitment

Chris Samlaska

Volunteer Services Coordinator Database/Scheduling

Morgan Ottley

Volunteer Services Coordinator Training & Orientation

Doris Cerny

Volunteer Services Coordinator Volunteer Management

Rachael Barber

Volunteer Services Coordinator Recognition

Terry Umatum

Vol. Services

Technology

David Duprow

T.J. Morgan

Rob Carver, and other MDGI Staff

GMS3

Bill Cornett

Other Bespoke Staff

Technology

Director of Support Services

Kara Capaldo

COO

Melissa Anderson

President & CEO

Ben Stevens

SOWWGA

Board of Directors

Special Olympic Inc.

 

VOLUNTEER SERVICES DEPARTMENT
[image: image5.wmf]Administrative Asst.

Athlete Staff

Receptionist

Office Mgr.

Mara Urciuoli

Operations

Loren Smith

Delegation & Participant Svc.

Leslye Langla

Sports & Competition

Joel Summers

Public Relations

Nance Larsen

Special Events

Gloria Allen

Support Services

Kara Capaldo

Cultural & Educ. Exchange

Heather Handyside

Administration

Ben Stevens

Melissa Anderson

Exec. Dir. & COO

Ben Stevens

President & CEO

SOWWGA

Board of Directors

Special Olympics Inc.



After Action Assessment:

· While trying to conserve money, the GOC hired a majority of their staff too close to Games time. All directors need to be hired at least 24 to 36 months out. For Pre-Games, there was only one Volunteer Services Coordinator and one part-time database input attendant. This was not enough to do the necessary work. Volunteer Services was a disaster during Pre-Games. The GOC decided after this to hire a Director of Support and Volunteer Services. This position needs to be hired from the beginning. 
· The VSD staff members need to be hired at least nine months prior to Pre-Games. Additional staff for the Games need to be hired immediately after Pre-Games. Our staff members were hired six months out and we never caught up.  

· The structure of the VSD worked well. It was good to have one person overall responsible for Recruitment, Training, Database, Recognition, and Check-Ins. The staff was also cross-trained. They each helped the others depending on which area was busiest; everyone helped to schedule the volunteers, everyone did recruitment presentations, everyone helped with recognition, etc.

· Each staff member was assigned specific venues to help coordinate. They were the liaison between Functional Area Coordinators, the Venue Managers, and the volunteers. This was a change to the structure of the Department 4 weeks prior to Games. It was beneficial. All venues should be assigned to a specific VSD staff member. The number of venues each staff member has will be determined by the size of the venue and the number of volunteers needed. Each can easily coordinate approximately 1,500 volunteers. 

· In addition to being the liaison, the staff will also assist with Job Specific Training, scheduling, and any communication with the volunteers. While they have assigned venues, each staff member also needs to be in charge of a function within the Department. For example, there still needs to be one staff member overall responsible for Recruitment, Training, Database, Recognition, and Check-Ins.

· This type of structure creates a stronger bond between staff and volunteers. Allowing one person the knowledge of every volunteer, every job assignment, and any staff person affiliated with that particular venue. 

· VSD staff were assigned to specific venues during Games time. See Appendix 5 for Volunteer Services Department Games Time Staff Schedule.

B. VOLUNTEER SERVICES DEPARTMENT

Pre-Games

The role of the Volunteer Services Department prior to games week is to recruit, schedule, train, and manage all volunteers for the 2001 SOWWGA.

Games Time

The role of the Volunteer Services Department (VSD) during games week is to accurately check-in all volunteers and to make sure that each Venue has an adequate supply of volunteers. The VSD is also responsible for ensuring that every volunteer receives recognition during the week.

After Action Assessment:

(Rewrite)

The role of the Volunteer Services Department (VSD) during Games Time is to oversee all volunteer activity at each Venue.  The VSD will become the single point of contact to resolve conflicts and/or issues.  The VSD will ensure that the guidelines and policies are consistent with each Functional Area and Venue.  Additionally, it will be the responsibility of the VSD to seek out exceptional volunteers and reward them appropriately.  
3. Job Descriptions

Position:
DIRECTOR OF SUPPORT & VOLUNTEER SERVICES
Department:
Support and Volunteer Services

Supervisor:
Chief Operations Officer

Summary: 
The Director of Support and Volunteer Services will oversee the creation and implementation of all games time volunteer policies and procedures. He/she is responsible for the direct management of all Volunteer Services Coordinators, Deputy Commissioners and Commissioners. The Director of Support and Volunteer Services will provide them with the guidelines, official policies and procedures, and other training tools necessary to effectively manage their respective volunteer operations. The Director of Support and Volunteer Services is also responsible for the Technology Department.

Duties and Responsibilities:

· Conduct all staff meetings for the Volunteer Services Department (VSD).

· Attend all meetings for Volunteer Services Committee Commissioners & Leaders.

· Ensure implementation of all volunteer policies, procedures and the general management of the Support & Volunteer Services Department.

· Provide detailed, area specific, functional operations plans for the Volunteer Services Department.

· Ensure that all systems are functional, including volunteer recruitment, needs assessment, volunteer check-in, volunteer lounges, training and orientation, meal distribution, and volunteer recognition.

· Responsible for VSD timelines.

· Receive training and fully understand the Volunteer Management System (VMS).

· Responsible for ensuring that the VMS is fully operational and supports the needs of the GOC.

· Develop and file after-action report that details planning, implementation, management, evaluation, and recommendations for future Special Olympics World Games.

Position:
VOLUNTEER SERVICES RECRUITMENT COORDINATOR
Department:
Support and Volunteer Services

Supervisor:
Director of Support & Volunteer Services

Summary: 
Responsible for the overall recruitment of all 2001 SOWWGA leaders and volunteers. Assists with recruitment of skill specific volunteers:  medical, security, and interpreters.

Duties and Responsibilities:

· Attend all meetings for Volunteer Services Committee Commissioners & Leaders

· Receive training on the Volunteer Management System.

· Work with Venue Team and Functional Areas to ensure that all volunteer needs are incorporated into the structure of the competitions, functions, and activities.

· Carry out effective and timely venue-based volunteer needs assessment procedures.

· Oversee the process by which Volunteer Applications are distributed, returned and accounted for.

· Monitors recruitment of skill specific volunteers.

· Create a Power Point Presentation to be used for Volunteer Recruitment.

· Coordinate with the PR Department all advertising needs for Volunteer Recruitment. 

· Coordinate the Volunteer Recruitment of Corporate Sponsors.

· Coordinate the Volunteer Application on the Web Page.

· Work with the Volunteer Services Database/Scheduling Coordinator to coordinate volunteer group scheduling

· Be aware of committee budget and report any anticipated changes promptly for approval to Support and Volunteer Services Director.

· Submit Operations Plan to Director of Support and Volunteer Services for approval.

· Develop and file after-action report that details planning, implementation, management, evaluation, and recommendations for future Special Olympics World Games.

After Action Addition:

· Ensure that all Leaders and Asst Leaders are committed to position (see Pre-Games responsibilities).

· This position needs to be a person who lives locally and has community contacts.

· Needs to also be in charge of skill specific recruitment. Should not only assist other Functional Area Coordinators.

· This position was not involved with the volunteer application on the web page. That was the responsibility of the Database/Scheduling Coordinator.

Position:
VOLUNTEER SERVICES DATABASE/SCHEDULING COORDINATOR
Department:
Support and Volunteer Services

Supervisor:
Director of Support & Volunteer Services

Summary: 
The Database/Scheduling Coordinator is responsible for the Volunteer Application data entry and job specific scheduling of all volunteers for the 2001 SOWWGA.

Duties and Responsibilities:

· Attend all meetings for Volunteer Services Committee & Commissioners

· Coordinate computer needs with Technology Department including testing the database to ensure proper functioning prior to beginning date input and scheduling.

· Create Data Input manual 

· Process all new applications with help of Database Committee.

· Help recruit Database Committee.

· Determine security levels of access for the Volunteer Management System (VMS).

· Cross Check database with hard applications.

· Coordinate VMS with SOI.

· Develop a back-up plan, in case of computer failure.

· Develop 2001 SOWWGA Database and Scheduling procedures.

· Receive training and fully understand the VMS and provide training to others.

· Coordinate with Venue Teams to get applications for all pre-assigned volunteers.

· Create reports for Functional Areas and Venues of current volunteers in system.

· Submit Operations Plan to Director of Support and Volunteer Services for approval.

· Develop and file after-action report that details planning, implementation, management, evaluation, and recommendations for future Special Olympics World Games.

After Action Addition:

· Coordinate the Volunteer Application on the Web Page.

· Database and applications were not cross-referenced after input due to time constraints. It would have been beneficial and could have helped eliminate scheduling errors due to data entry mistakes.

· We did not have a back-up plan in case of computer failure. Future Games should consider creating one.

· The Director of Support and Volunteer Services determined the security levels for the VMS.

Position:
VOLUNTEER SERVICES TRAINING COORDINATOR
Department:
Support and Volunteer Services

Supervisor:
Director of Support & Volunteer Services

Summary: 
Ensure that all volunteers receive thorough training about the 2001 SOWWGA and their participating volunteer role.

Duties and Responsibilities:

· Attend all meetings for Volunteer Services Committee Commissioners & Leaders

· Develop 2001 SOWWGA training policies by identifying various levels of volunteers and determining appropriate training for each in conjunction with each department, Volunteer Services, and Venue Management.

· Develop and execute overall plan for the implementation of Training and Orientation for all volunteers including Commissioners/Venue Team Leaders, committee members, in-house volunteers and skill specific and general volunteers.

· Identify all information about Special Olympics, volunteering, and the 2001 World Games which needs to be relayed to volunteers and create a program for General Training & Orientation.

· Research, evaluate, and develop training and orientation templates for areas conducting Job Specific Trainings (JST).

· Prepare Volunteer Handbook containing information about Special Olympics, mental retardation, cultural sensitivity, volunteerism, and other aspects of the 2001 World Games.  

· Work with each functional area to determine training needs in order to develop training templates.

· Work closely with Venue Coordinators to develop Venue Walk-Through (VWT) templates.

· Work with FACs to ensure that each Functional Area submits a training plan, agenda, and materials for both the JST and VWT.

· Devise a system to notify volunteers of the three different Trainings and create a system to document attendance in order to ensure that all are properly trained.

· Recruit and train volunteers to assist with all training sessions.

· Be aware of committee budget and report any anticipated changes promptly for approval to Support and Volunteer Services Director.

· Submit Operations Plan to Director of Support and Volunteer Services for approval.

· Develop and file after-action report that details planning, implementation, management, evaluation, and recommendations for future Special Olympics World Games.

· Receive training on the Volunteer Management System.

· Coordinate promotion of Trainings with PR Department

Position:
VOLUNTEER SERVICES RECOGNITION COORDINATOR
Department:
Support and Volunteer Services

Supervisor:
Director of Support and Volunteer Services

Summary: 
The Coordinator of Volunteer Recognition’s main responsibility is to ensure that all volunteers receive recognition of their contributions to the 2001 Special Olympics World Winter Games Alaska.

Duties and Responsibilities:

· Attend all meetings for Volunteer Services Committee Commissioners & Leaders

· Define, and execute overall plan and policies for the implementation of recognition of all volunteers including Commissioners, leaders, committee members, in-house, skill specific, and general volunteers.

· Submit Operations Plan to Director of Support and Volunteer Services for approval.

· Identify each level of volunteerism and determine the number of volunteers filling each level and match with appropriate recognition level. 

· Research, review and evaluate possible recognition awards.

· Arrange for ordering, sorting, storing and distributing of volunteer recognition awards.

· Develop and oversee subcommittees as necessary (i.e. STAR, Volunteer Recognition Party).

· Assist subcommittee in the recruitment and training of STAR (Spontaneous Thanks Assistance Recognition) Teams.  

· Oversee STAR recognition subcommittee and teams during operational times.

· Plan the distribution of a Holiday thank-you gift to all Commissioners.

· Develop and implement Volunteer Recognition Party.  Work with PR and Special Events Departments to find sponsor and execute event.

· Recruit volunteer groups to undertake recognition activities, particularly following the closing of the Games (i.e. thank-you mailing, post-Games recognition event).

· Be aware of committee budget and report any anticipated changes promptly for approval to Support and Volunteer Services Director.

· Creates focused agenda prior to VRC meetings and ensures that agenda is followed.

· Establishes the process by which volunteer recognition awards are researched, review, and evaluated.

· Decides with the staff liaison from the PR Department the proper procedure for requesting donated volunteer recognition items.  Oversees the process, once determined, by which donations are requested.

· Receive training on the Volunteer Management System.

· Develop and file after-action report that details planning, implementation, management, evaluation, and recommendations for future Special Olympics World Games.

After Action Addition:

· Holiday thank you gift did not occur due to budget constraints.

· STAR teams were not utilized. It is highly recommended that future Games utilize this concept. (see recognition procedures)

· The PR and Special Events Departments did not participate much with the Volunteer Recognition Party. No sponsor was found due to the fact that management did not want to ask sponsors for anything more. 

Position:
VOLUNTEER SERVICES MANAGEMENT COORDINATOR
Department:
Support and Volunteer Services

Supervisor:
Director of Support & Volunteer Services

Summary: 
The Volunteer Services Management Coordinator supervises the development and operation of the Volunteer Centers at all appropriate venues.

Duties and Responsibilities:

· Attend all meetings for Volunteer Services Committee Commissioners & Leaders

· Communicates with Venue Management Staff to ensure the layout and placement for the Volunteer Centers.

· Develop and execute an overall plan for volunteer centers to handle all volunteer check-in and hospitality at each appropriate venue.

· Ensure that the plan for volunteer check-in includes coordination with each functional area for the purposes of staging and briefing the volunteers prior to check-in.

· On a regular basis schedule all Volunteer Services meetings for the purpose of information dissemination and training of all Volunteer Services Leaders and Commissioners.

· Staff the Volunteer Credentialing Center and Volunteer Check-in Centers during games time.

· Document minutes of all meetings.

· Coordinate directory of all Volunteer Services Commissioners and leaders.

· Receive training on the Volunteer Management System.

· Coordinate all mailings from the Volunteer Services Department

· Assist the Volunteer Services Director in serving as the managing body for all 2001 Special Olympics World Winter Games volunteers.

· Be aware of committee budget and report any anticipated changes promptly for approval to Support and Volunteer Services Director.

· Submit Operations Plan to Director of Support and Volunteer Services for approval.

· Develop and file after-action report that details planning, implementation, management, evaluation, and recommendations for future Special Olympics World Games.

C. VENUE TEAM ORGANIZATIONAL CHART – Not Applicable

D. VENUE TEAM FUNCTIONS – Not Applicable

E. LIST OF VENUES

Competition Venues

· Alyeska Ski Resort 

· Federal Express Hangar 

· Harry J. McDonald Memorial Center 

· Hilltop Ski Area 

· Kincaid Park 

· Tesoro Sports Centre 

Non-Competition Venues

· Alaska Center for the Performing Arts 

· Bus Depot – Alyeska Railroad Depot

· Delegation Welcome Center

· Egan Center 

· Fifth Avenue Garage (Motorpool Headquarters)

· Health-South Polyclinic

· Joint Operations Command Center (JOCC)

· Main Operations Command Center (MOCC)

· Other Sites (Receptions, etc)

· Sullivan Arena 

· Ted Stevens International Airport 

· Volunteer Service Center

· 2001 SOWWGA Warehouse 
Athlete Villages

· Best Western Barrett

· Captain Cook

· Days Inn

· Hawthorn Suites

· Hilton Hotel

· Holiday Inn

· Kenai Dorms

· Matanuska Hall

· Sheraton Hotel

· WestCoast International Inn

· Westmark Hotel

Non-Athlete Villages

· Alyeska Prince

· Inlet Towers

· Hampton Inn

· Residence Inn

Section IV.
SCOPE OF VOLUNTEER SERVICES OPERATIONS

A. FUNCTIONAL AREA ORGANIZATIONAL CHART
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B. VOLUNTEER JOB DESCRIPTIONS

Title: VOLUNTEER SERVICES COMMISSIONER
Department: Volunteer Services

Supervisor:  Support & Volunteer Services Director

Summary:     The Volunteer Services Commissioner works closely with the Support & 

Volunteer Services Director to implement all polices and procedures for the Volunteer Services Department.

Estimated number needed:  One 

Duties and Responsibilities:

· Attend all meetings for Volunteer Services Committee Commissioners & Leaders

· Ensure that all systems are functional, including needs assessment, volunteer check-in, volunteer lounges, training and orientation, and meal distribution.

· Receive training on the Volunteer Management System                         

Title: VOLUNTEER SERVICES DEPUTY COMMISSIONER
Sub-Title:      Recruitment Commissioner

Department:
Support and Volunteer Services

Supervisor:
Volunteer Services Recruitment Coordinator

Summary: 
The Volunteer Services Recruitment Commissioner works directly with the Volunteer Services Recruitment Coordinator to recruit all 2001 SOWWGA volunteers.  

Estimated number needed:  One 

Duties and Responsibilities:

· Attend all meetings for Volunteer Services Committee Commissioners & Leaders

· Receive training on the Volunteer Management System.

· Work with Venue Team and Functional Areas to ensure that all volunteer needs are incorporated into the structure of the competitions, functions and activities.

· Assist with distribution of the Volunteer Application.

· Coordinate a team of volunteers to assist with the Presentations for Volunteer Recruitment

· Work with the Volunteer Services Database/Scheduling Coordinator to coordinate volunteer group scheduling

· Develop and file after-action report that details planning, implementation, management, evaluation, and recommendations for future Special Olympics games.

After Action Addition:

· Assist with the development of recruitment presentation.

Title: VOLUNTEER SERVICES DEPUTY COMMISSIONER
Sub-Title:
Orientation & Training Commissioner

Department:
Support and Volunteer Services

Supervisor:
Volunteer Services Training Coordinator

Summary: 
The Volunteer Services Training Commissioner works directly with the Volunteer Services Training Coordinator to train all 2001 SOWWGA volunteers.  

Estimated number needed:  One 

Duties and Responsibilities:

· Attend all meetings for Volunteer Services Committee Commissioners & Leaders

· Receive training on the Volunteer Management System.

· Develop and file after-action report that details planning, implementation, management, evaluation, and recommendations for future Special Olympics games.

After Action Addition:

· Assist with preparation of training plan, presentation material, and implementation of all trainings.

· Assist with the Train the Trainer program to prepare personnel to present GTO, JST, VWT.

Title: VOLUNTEER SERVICES DEPUTY COMMISSIONER
Sub-Title:      Database/Scheduling 

Department:
Support and Volunteer Services

Supervisor:
Volunteer Services Database/Scheduling Coordinator

Summary: 
The Database/Scheduling Commissioner will assist staff with the scheduling component of the Volunteer Services Department.

Estimated number needed:  One 

Duties and Responsibilities:

· Attends meetings of Volunteer Steering Committee, assisting with overall planning and responsibilities of committee.

· Works with staff, SOI, and Technology Department to ensure a working computer system.

· Assists with the development of guidelines for computer data input.

· Trains volunteers as necessary to input volunteer information

· Trains volunteers as necessary to use scheduling component of computer system

· Does computer work necessary to make reports available as requested by staff and volunteers

· Attend all meetings for Volunteer Services Committee Commissioners & Leaders

· Receive training on the Volunteer Management System.

· Develop and file after-action report that details planning, implementation, management, evaluation, and recommendations for future Special Olympics games.

Title: VOLUNTEER SERVICES DEPUTY COMMISSIONER
Sub-Title:       Management/Check-in Commissioner


Department:
Support and Volunteer Services

Supervisor:
Volunteer Services Management Coordinator

Summary: 
Serves on the Volunteer Services Steering Committee. Responsible for the development of policies and procedures to handle all aspects of the Volunteer Check-in Centers

Estimated number needed:  One

Time Commitment: 


Should be on board as soon as possible (two years out). Attend meetings once a week with Volunteer Services Committee. Help facilitate volunteer leaders meetings once a month. Be available for the entire week of games.
Duties and Responsibilities:

· Attend all meetings for Volunteer Services Committee Commissioners & Leaders

· Receive training on the Volunteer Management System.

· Responsible for formulating and testing systems to handle Volunteer Check-in which includes provisions for volunteer meal coupon distribution and volunteer redeployment procedures.

· Develops plans for decorating, opening and closing and cleanup of Volunteer Centers.

· Develop and file after-action report that details planning, implementation, management, evaluation, and recommendations for future Special Olympics games.

After Action Assessment:

· Time commitments should be honestly stated.

· Commissioners should be in place at least a year in advance.

· Develop a volunteer committee of volunteers. At least one volunteer for each staff member. These people will help in all areas of volunteer services 

Title: VOLUNTEER SERVICES DEPUTY COMMISSIONER
Sub-Title:      Recognition 

Department:
Support and Volunteer Services

Supervisor:
Volunteer Services Recognition Coordinator

Summary: 
The Commissioner of the Volunteer Recognition Committee (VRC) works directly with the Volunteer Services Recognition Coordinator to manage the committee members and execution of committee tasks.  Under the Commissioner, the VRC is responsible for ensuring that all 2001 SOWWGA volunteers receive recognition for their contributions to the Games.

Estimated number needed:  One 

Duties and Responsibilities:

· Ensures that the VRC establishes and adheres to a regular meeting schedule.

· Responsible for minutes, distribution of minutes and agenda to all VRC members and staff manager prior to meetings, general administrative tasks.

· Manages the membership of the VRC, as well as all interactions of the committee with other committees and venue teams.

· Oversees the VRC committee’s execution of the overall plan for the recognition of all volunteers including Commissioners, leaders, committee members, in-house volunteers and skill specific and general volunteers.

· Oversees the arrangements for distribution of volunteer recognition awards.

· Ensures that committee recruits and trains STAR teams.

· Oversees the development and implementation of the post-Games volunteer recognition event.  

· Communicates with the staff liaison on all workings of the VRC.

· Disseminates to the VRC any relevant information developed among the Games Organizing Committee staff.

· Coordinates communication between VRC and venue teams to ensure all are knowledgeable of STAR Team function and activities in venue.

· Attend all meetings for Volunteer Services Committee Commissioners & Leaders

· Receive training on the Volunteer Management System.

· Develop and file after-action report that details planning, implementation, management, evaluation, and recommendations for future Special Olympics games.

Title:
VOLUNTEER SERVICES LEADER
Department:
Support and Volunteer Services

Supervisor:
Volunteer Services Management Coordinator

Summary: 
The role of the Volunteer Services Leader is to act as a liaison between the Volunteer Services Department and the Venue Management Team

Estimated number needed:  One for EVERY venue

Time Commitment:


Attend volunteer leaders meeting once a month. Work through the duration of the games (may be everyday of games week.)

Duties and Responsibilities:

· Attends meetings of Volunteer Management Team and their assigned Venue, assisting with overall planning and responsibilities of committee

· Recruits volunteers to serve as managers at Volunteer Check-in.

· Work with Logistics Manager of each venue to ensure that venue includes placement of Volunteer Check-In

· Receives training on Volunteer Management System

· Formulate procedures for volunteer check-in, including provisions for reassigning volunteers or computer failure

· Develop plan for orienting Volunteer Check-in Volunteers

· Schedule time/date(s) for training of Volunteer Check-in Volunteers

· Develop procedures manual for check-in volunteers, including volunteer policies and procedures

· Develops plan to recruit, assign & call upon pool of volunteers to act as emergency volunteer pool for each venue

· Carries out plan and has those people available during Games

· Attend all meetings for Volunteer Services Committee Leaders

· Receive training on the Volunteer Management System.

After Action Assessment:

· At the Villages the Volunteer Services Leader (VSL) should be in charge of all volunteers. They should be the point of contact not just a check-in person. Other Leaders can coordinate with the VSL, if needed at all. The VSL can replace some leaders at the Villages.
Title:

Volunteer Services Assistant Leader
Department:
Support and Volunteer Services

Supervisor:
Volunteer Services Management Coordinator

Summary: 
The role of the Volunteer Services Assistant is to assist the leader in acting as a liaison between the Volunteer Services Department and the Venue Management Team

Estimated number needed:  One for EVERY venue

Time Commitment:


Attend any meeting the volunteer leader is unable to attend. Fill in for volunteer leader at the venue.

Duties and Responsibilities:

· Attends meetings of Volunteer Management Team and their assigned Venue, assisting with overall planning and responsibilities of committee

· Recruits volunteers to serve as managers at Volunteer Check-in.

· Work with Logistics Manager of each venue to ensure that venue includes placement of Volunteer Check-In

· Receives training on Volunteer Management System

· Formulate procedures for volunteer check-in, including provisions for reassigning volunteers or computer failure

· Develop plan for orienting Volunteer Check-in Volunteers

· Schedule time/date(s) for training of Volunteer Check-in Volunteers

· Develop procedures manual for check-in volunteers, including volunteer policies and procedures

· Develops plan to recruit, assign & call upon pool of volunteers to act as emergency volunteer pool for each venue

· Carries out plan and has those people available during Games

· Attend all meetings for Volunteer Services Committee Leaders

· Receive training on the Volunteer Management System.

Title:
VOLUNTEER SERVICES ATTENDANT
Department:
Support and Volunteer Services

Supervisor:
Volunteer Services Leader

Summary: 
The role of the Volunteer Services Attendant is to check-in volunteers during Games Week.

Estimated number needed: 

3 or 4 depending on the size of the venue and the amount of general volunteers at that venue

Time Commitment: 

Must attend a general orientation and training, job specific training, and volunteer for 4 days minimum (6-10 hour days).

Duties and Responsibilities:

· Responsible for stocking the Volunteer Lounges with food..

· Assists with Volunteer Check-in

· Assists with Volunteer Uniform Distribution

· Assists with Volunteer Credential Distribution

Title:
VOLUNTEER SERVICES ATTENDANT
Sub-Title:      Data Entry
Department:
Support and Volunteer Services

Supervisor:
Volunteer Services Database/Scheduling Coordinator

Summary:
Data entry attendants support the data entry/scheduling component of the Volunteer Services Department. It is their responsibility to see that data is entered accurately and that all information is held in confidence. They also attend a training session to learn to use the Volunteer Management System and to enter information necessary to schedule volunteers.

Duties and Responsibilities:

· Enters data accurately from applications into computer prior to Games

· Makes telephone calls to verify information on application

· Makes telephone calls to confirm volunteer job assignments

Title:
VOLUNTEER SERVICES ATTENDANT
Sub-Title:      Scheduling Follow-Up Attendant
Department:
Support and Volunteer Services

Supervisor:
Volunteer Services Department

Duties and Responsibilities:


Scheduling Follow-Up Personnel will be responsible for contacting the volunteers who have been given schedules to insure that the details of that schedule work for both the volunteer and the Games Organizing Committee (GOC) staff.  

Skills:
Must have good telephone/communication skills.

D. ANTICIPATED NUMBER OF VOLUNTEERS NEEDED

The anticipated numbers of volunteers are as follows (as of 8/28/00):

Commissioners/Leaders
 
  331

Officials



  200

General Volunteer


4000

Management



  100

Military/Ceremonies


1189

Contract



    50

Total Volunteers            

 5870
Actual Numbers:

Commissioners


      54

Leaders



    384

Officials



    158

Medical



    579

Security



    493

General Volunteer


4,534

GOC/SOI Management

   135

Military



1,051

Ceremonies



Not tracked with Volunteer System

Contract



   150

Total Volunteers:


6,292

Additional Statistics:


Names in the database

7,753

Scheduled Volunteers

6,292

Volunteers who actually worked
5,811

No-show volunteers


   481


Applications from the WEB

2,382


Paper Applications


5,371


Waiting List



1,461


Shifts Filled



31,000


Shifts Not Filled


4,000


Average Number of Shifts Worked
4.9

Needs Assessment
· A consultant will be hired to help with the Needs Assessment process. Alan Shaw will be doing the process; week of July 24th he will be determining position names and the week of August 14th he will be determining a total head count.

· We will also determine what shifts are needed for each venue and functional area.  We will know venue, position, day, time and number of bodies needed. From this date we will determine the head count (an estimate of total numbers of individual volunteers)

· Needs Assessment will be an ongoing process. The final data from Alan’s meetings is the first step. Monthly the Volunteer Coordinator will check with venue and FA staff to confirm the needs.  Updates will be made as needed. 

Issues to be resolved with the Needs Assessment:

· Determine which jobs will be filled by the same volunteer all week long. Which will need multiple volunteers. From this a total head count will be determined.

· Determine who recruits the specific position the VSD or the FA.

· Determine what jobs are necessary, what role they fulfill, why they are needed.

· Define contract staff versus GOC staff, versus temp paid, versus volunteer.

· Determine if the position is truly necessary.

· Define 3rd party volunteers and what to do with them. For example Ceremonies volunteers.

After Action Assessment:

Consultant:

· The Volunteer Consultant was hired before the Volunteer Service Director (VSD). It was good to start the Needs Assessment process, however, the consultant had his own agenda. The consultant and the VSD need to have similar goals and objectives to get the most benefit from the process.

· The total head count numbers should be based on the average of the total number of shifts. Our consultant did his head count based on how many volunteers the FAC thought would work the entire week or those that would only work a partial week. This number was extremely low. The consultant estimated the volunteer numbers 55% low. By averaging the shifts the projected numbers was much more accurate.

· The consultant eliminated a lot of positions in order to reduce numbers. However, the majority of those positions were added back in as it got closer to Games and staff realized they really did need that job.

· The lower volunteer numbers from the consultant hurt because uniforms were originally determined based on his projection.

· The consultant used the concept of “re-deploy” volunteers. This is a volunteer who’s main job is at one location and yet will work a shift at a different location. Hence the volunteer will be re-deployed to the second location and not be counted as a shift. This created problems with lunch counts. Every volunteer for Opening Ceremonies was considered a re-deploy, so the needs assessment showed no needed volunteers. Actually there were over a hundred working that night that did not show up on the needs assessment. Thus dinner counts were wrong. Every shift needs to be counted whether it is worked by a re-deploy volunteer or not.  Staff got into the mind set of “he’s a re-deploy, so I don’t need to count him.” This was not true.

Volunteer Recruitment/Scheduling:

· The needs assessment directly impacts the scheduling. There should be a cut-off date after which no additions are allowed. There should also be a cut-off date after which there are no changes to the schedule, no additions, no deletions. This should be the date when the volunteer confirmation letters are mailed.

· Know who is sourcing the volunteers. Is it Volunteer Services or the Functional Area staff and leaders? If it is the FA staff responsible for sourcing, there needs to be a cut-off date after which VSD will step in and provide volunteers for any vacant positions. There were Functional Areas who were sourcing their own volunteers and could not recruit enough. Many notified VSD of the problem four weeks prior to Games, after confirmation letters were sent out. There were also areas where VSD found the volunteers and the FA also recruited them. Those volunteers had to be rescheduled.

Village Volunteers:

· Volunteers in the Villages – there was not as large of a need as expected. Many village volunteers were not needed. The positions can be cross-trained and the same volunteer can fulfill multiple roles. Not every Functional Area needed a leader at every Village. The same leader can be in charge of Delegation Services and Information Services. Transportation Leaders were not always necessary. The Volunteer Services Leader can take on many of these roles.

· Hotel head counts need to be based on the size of the hotel. A hotel with one or two delegations will not need as many volunteers as one with ten delegations.

Transportation Volunteers:

· Transportation volunteers need to be scheduled 24 hours a day. Ours were from 7am till 11pm. There were several instances where there was a need for motorpool volunteers in the middle of the night. A skeleton crew can be scheduled. Or security and medical should be given cars.

· We hired a baggage handler to take luggage from the airport to the villages. This is highly recommended.

· Meet and Greet volunteers should not be a part of transportation. They need to be a Functional Area of their own based out of the Welcome Center. There also needs to be volunteers scheduled to “send off” the athletes when they leave. We did not have any scheduled. This was on oversight.

Volunteers Not Tracked:

· Receptions Committees were not tracked as volunteers because they did not volunteer the minimum number of shifts during Games time. In the future they need to be tracked also. Many of the Receptions Volunteers worked more than four days leading up to the Games. They deserve recognition just as any other volunteer.

· Host Team Leaders, Education Forum, Meet and Greet, and Spectator Team Leaders should also be considered volunteers. They volunteered a lot of hours and need to be recognized. They either need more information that they are not volunteers, or they need to be considered volunteers with full benefits. We has Spectator Teams check-in at the venues at Volunteer Check-in. This was extremely confusing and not recommended. They need their own separate check-in are.

· Ceremonies volunteers were tracked by the Special Events Department. They also need to be kept under the Volunteer Services Department. Ceremonies volunteers did not receive thank you letters or certificates because they were not in the VMS.
· Third Party Volunteers should also be tracked in the Needs Assessment. For example, volunteers for Ceremonies. They were not considered official volunteers because they were volunteering for the Production Company and because they were not volunteering for the minimum number of “official” shifts.

Medical Volunteers:

· Need two medical volunteers for every 100 athletes. Medical volunteers need to be present in every hotel 24 hours a day.

Food Volunteers:

· We used 1 Food Services Attendant for every 50 people. This can be 1 for every 75.

Security Volunteers:

· The military security volunteers left immediately following Closing Ceremonies. Security needs to stay until the last athlete leaves. Our security force did not have enough volunteers the last two days. Military was the perfect volunteer group for security. They command a certain respect that general volunteers do not.

Miscellaneous: 

· Each Venue should have a “No Show” pool of volunteers. They should be generic volunteers assigned to a specific venue and they will only be utilized if needed.

· Need to pre-determine the length of shifts. What is the maximum time before a shift will be split in half? Shifts should not be longer than ten hours.
· All positions and job titles should be the same from Games to Games. A template can then be used for Needs Assessment purposes. The job title and the base count volunteer numbers can then be given to the Functional Areas to modify to their specific needs.

· Keep copies of all major Needs Assessment reports. You might need to prove something to FA staff at a later date. 

· See Appendix 6 for “Request for Volunteers” form.

· See Appendix 7 for “Request for Volunteers Staffing Numbers Changes” Form

· See Appendix 8 for “Volunteer Headcount Worksheet” from volunteer consultant, last edit 8/1/00.
· See Appendix 9 for Final Needs Assessment Numbers.
· See Appendix 10 for Organizational Charts for all Functional Areas, listing all volunteer job titles.
· See Appendix 11 for all GOC Volunteer Job Descriptions.
· See Appendix 12 for AmeriCorps Volunteer Positions and Job Descriptions.
Dot Exercise

After Action Assessment:

· After the Needs Assessment was finalized we held a “Dot Exercise” meeting. All FACs and VCs placed a Dot representing each volunteer on the Venue Map. This showed physically where volunteers were located within the Venue. 

· This was very beneficial to gather all staff together to discuss volunteers at one Venue. This process took six days.

· While the Needs Assessment meetings were done by FA, the Dot Exercise was done by Venue. Both process need to be done. Different issues are discovered through the two processes.

· From this we could determine where we had too many bodies or where we needed more help. We were able to see that at each sport venue we had Volunteer Attendants checking credentials and a Security Officer at the same location. We determined that the Security Officer could check credentials eliminating one position.
Section V.
VOLUNTEER SERVICES GUIDELINES/RULES/POLICIES AND PROCEDURES

A.  GENERAL GUIDELINES/MANAGEMENT POLICIES

Volunteer Application

· All volunteers must have an official 2001 SOWWGA Volunteer Application on file with the GOC.

· All volunteers are required to sign the Volunteer Waiver and Release Statement on the Volunteer Application.  The volunteer’s signature on this statement will authorize the State Bureau of Investigation to conduct a state wide criminal history information check.

· All Volunteer Applications are subject to screening through a system of reference and background checks.

· Create the application 7 months prior to Games

Print 10,000 applications

· Volunteers can access the application via the web. We will be able to download this information into the Volunteer Management System.

After Action Assessment:

· Know what the volunteer positions and shift times will be prior to designing the application. For example we did not need any ceremonies volunteers, but this was listed on the application. This created a lot of unhappy volunteers. Listing morning, day, evening, and night for the shift times is not specific enough.

· Create various applications for different types of volunteers, i.e. ceremonies, military, medical. Each group has certain specific information needed from their group only.

· Code the applications to specific groups for recruitment. When the application is turned in, if the group name is not written, you will know which group it came from.

· The Volunteer Application was created to late. The applications arrived five months prior to Games. We had a waiting list of over 500 people who had already requested applications. This created extra work. The application needs to be available one month after Pre-Games.

· Consider using one application for both Pre-Games and Games. Because they are two different events, an addendum will be needed for the World Games. You cannot guarantee that the volunteer will work both Games. And availability is too hard to predict over a year in advance.

· There needs to be a way of tracking and linking the two Games in the database. The names and addresses will be the same, however, the event information will change. The needs assessment is also different for both games.

· Immediately following Pre-Games, send the addendum to all the volunteers giving them the first opportunity to be involved in the World Games.

· The application and the web application must match the database screen.

· We printed 10,000 applications. 2,400 volunteers applied via the web, 3,500 applied via paper.

· All volunteers must fill out an application and sign the waiver, including children and awards bearers, for risk management purposes.

· Consider only accepting Web applications. This will eliminate the need for printed applications and eliminate a lot of data entry. You will need to do a flyer/brochure with information on needs and the Web address. The 2002 Olympics in Salt Lake City is only accepting Web applications and it is working for them.

· Web application – Transferring the data from the Internet into the database caused a few problems.  If the online application had been created to match the database’s fields, it would have made the transfer easier.  The Web application only transferred 75% of the application directly. The remaining information needed to be hand entered.

· When creating the Web Application, someone from SOI who is a Web expert should assist with the process. The SOI Database person also needs to be involved.

· See Appendix 13 for Volunteer Application

· See Appendix 14 for Military Personnel version of Application

· See Appendix 15 for Volunteer Applications from past World Games.

Distributing the Application 

· The first step in the application process is the volunteers’ expressed interest in volunteering for the 2001 Special Olympics World Winter Games Alaska.  There are a few different ways that this can happen:

· The volunteer calls or stops by our corporate offices asking how to apply.

· The volunteer fills out a volunteer registration form, which can be found at all recruitment sites.

· The volunteer leaves a message on our volunteer hotline requesting an application.

· Within a week all people who have expressed their interest will be sent an application by mail, fax or urged to apply on the website.

· Daily staff will pick up the mail for Support Services and pick out all the applications and place them into a basket marked “NEW Applications”.

Filling Leadership Positions

· From there, until we have all leaders on board, someone will look through the applications seeking good candidates for leadership positions.

· If the volunteer looks like a prospective leader, they will be contacted to see if the volunteer is willing and able to fulfill a leadership role.

· If the volunteer accepts the leadership position, their application will be marked as such and the application is placed in a basket awaiting data input.

· If the volunteer does not accept the leadership role, the application is also placed in a basket pending data input.

Application Follow-Up

· Within a week of receiving the volunteers’ application, a postcard will be sent stating that their application has passed our requirements and they will be hearing from us on January 15th (6 weeks out from Games) with a schedule.

· Also within a week of receiving the applications that do not meet our requirements, a postcard will be sent with an explanation of why they didn’t meet our requirements.

After Action Assessment:

· The application process went well.  If a volunteer did not have an application on file, he/she did not receive any entitlements, including credentials, uniform, etc.  This made it extremely difficult for someone without an application to volunteer.  

Volunteer Shifts

· All recruitment and placement of volunteers will be based on the needs and demands of the 2001 SOWWGA. 

· All Games Week volunteers will be required to work a minimum of four shifts.  Shifts will range from 6 to 12 hours depending upon the specific job.

After Action Assessment:

· The four-shift minimum was a good number to require.  There was criticism in the beginning, however, the minimum requirement worked despite the complaints.  

· The minimum requirement helps to encourage volunteers to take on more than they normally would.

· The average number of shifts worked by each volunteer was 4.9 shifts.

· Leader shifts were typically the entire games, which for hotel leaders was 14 days. It was difficult to find people willing to work that long. These shifts should be split by week, one leader for the first week, another for the second week.

· Emphasize it is a privilege to volunteer.

· Need to pre-determine the length of shifts. What is the maximum time before a shift will be split in half? We had some sport venues where the shift was 12-14 hours. This is too long. A shift should not be longer than 10 hours.

· If volunteer shifts are split in half, know that it will increase the volunteers needed, which will also increase the number of uniforms needed and the budget.

· Another option is to shorten the hours of operation at sport venues. Eliminate days off for the athletes. Instead of having five or six 14 hour days, have six or seven 10 hour days. Competition time of 10:00am until 4:00pm makes for a more reasonable volunteer shift. Schedules can be adjusted to make this happen.

· Another option is to begin divisioning the day prior to Opening Ceremonies.

Age Requirements

· A volunteer must be at least 14 years of age in order to participate as an individual, non-chaperoned Games Week volunteer. 

· Any volunteer under the age of 14 must be part of a registered, chaperoned group in order to participate during Games Week (i.e. girl scouts, boy scouts)

· A volunteer must be at least 25 years of age in order to operate a moving vehicle.

After Action Assessment:

· The age requirement set forth by the GOC was appropriate.  There was some skepticism about young people working an event the caliber of  World Games, however, most of the feedback after the Games has been positive.

· Allocate certain positions for children to fill, such as results runners and apparel carriers.

· 12-14 year olds can volunteer if their parents are volunteering also.

Types of Volunteers

Group 1
GOC Committee: Commissioners, Deputy Commissioners, and Staff

Group 2
Sub-Committees: Leaders and Assistant Leaders

Group 3
General Volunteers: In-House, Pre-Games, Games Week, Officials, Ameri-Corps, Temp Paid

Group 4
Other: Ceremonies, Host Team, National Guard, Military, Receptions

Group 5
Contract, Family Ambassadors

Travel  

Mileage will not be reimbursed for any travel to Anchorage.

Meals

Pre-Games

· All meals and refreshments for meetings prior to Games Time will be “on your own” basis or donated.

Games Time  

Games Time includes days for set-up, tear down, and airport operations for welcoming international delegations

· Volunteers on the AM shift receive lunch.  

· Afternoon and evening shifts have access to snacks in break room.

· If a volunteer works 6 hours, he/she will receive, at minimum, one meal. All other meals/refreshments must be “on your own” basis or donated. 

After Action Assessment:

· Contract staff were treated like volunteers and received uniforms and meals. At the same time, their companies gave them a per diem for food. SOI also received per diems and our meals. They should have to reimburse the GOC for the meals they ate during Games time, or not have a per diem.

Housing

Pre-Games

· Hotel stays for volunteers will not be reimbursed prior to Games Time.  If an overnight stay is necessary, every effort must be made to find a private resident for the volunteer's stay.  In extreme circumstances, the departmental Director under which the committee/volunteer falls, may request an overnight stay from the CEO.  Reimbursement comes from department responsible for the volunteer.

Games Time

· It is recommended that private arrangements be made when possible.  Any hotel costs must have prior approval of the appropriate department.

· Hotel stays for general volunteers will not be reimbursed by the GOC.

Volunteer Groups

· Volunteer Groups are defined as groups of volunteers whose efforts represent one organization and whose numbers total 25 or more.

· Volunteer Groups are subject to the standard operating policies and procedures for general volunteers.

· Individual volunteer applications for a participating organization must be collected, bundled, and submitted as a whole to the Volunteer Services Recruitment Coordinator by the participating group.  

· Group assignments will be made only with the correct procedure of application submission.

· While every effort will be made to place together members of a participating group, all placements of volunteers will be dependent upon the needs of the 2001 SOWWGA.

After Action Assessment:

· Volunteer groups should have been given a specific acronym or verbiage as soon as they were determined as being a “Volunteer Group.”  This would make reports easier to produce for these organizations.  Also we should have been a little stricter with the retrieval process of these applications.  Only a handful of groups turned them all in at once.

· The following groups participate in every World Games:

· Clipped Wings

· Otis Elevator

· Healthy Athletes

· United States Military

Job Titles

After Action Assessment:

· There needs to be consistent job types for all World Games: Commissioner, Leader, Assistant Leader, Supervisor, Attendant. This flow of duties worked well. Each has a different level of responsibility.

· There also needs to be consistency in terms of GOC job titles. Coordinator versus Manager needs to be defined. All titles should be “Manager”. It is a stronger title than Coordinator and sounds more “in charge”.

· All positions and job titles should be the same from Games to Games. A template can then be used for Needs Assessment purposes. The job title and the base count volunteer numbers can then be given to the Functional Areas to modify to their specific needs.

· The position of “Official” needs to be defined. Who specifically is considered an official? The three types need to be consistent between venues, A, B, and C level Officials. Each type should have a different level of entitlement.

· DALs (Delegation Assistance Leaders) need to have their name changed from “Leader” to “Liaison”. They are not technically “leaders” and the name is confusing. Leaders receive a different level of recognition.

· See Appendix 16 for a list of all job titles with their zone allocation and whether or not they need to attend JST or VWT.
Bi-lingual Volunteers

· Interpreters were scheduled into jobs in addition to being an interpreter. For example someone who was bi-lingual might have worked as a Food Services Attendant and when we needed an interpreter, we knew where this person was working. This idea did not work. Most interpreters did not want to fulfill another job. They wanted to talk to the athletes and interpret. This left the Functional Areas such as Food Services short of volunteers. 

· Instead of assigning to a job, assign bi-lingual volunteers to a delegation. That way the needs can be easily assessed. Similar to the DAL position, only not a 24-hour job. Each delegation might have several volunteers rotating throughout the week. The volunteer would meet the delegation at their village each morning and the Head Delegate or the DAL will determine where the volunteer will go for the day. The Bi-lingual volunteer becomes a member of the delegation for the day.

· Interpreters should only be assigned jobs with Delegation Services or Information Services.

· There needs to be a Needs Assessment of language needs. Language Services scheduled volunteers, but not based on need. There were some venues with ten athletes with a given language and five interpreters. This was not necessary. They did not want to “turn away” those four extra volunteers.

· There needs to be a way to visually identify which language an interpreter speaks. The armbands should be language specific.

· The virtual switchboard worked well. The volunteer needs for the switchboard need to be included in the Needs Assessment. The phone numbers for the switchboard need to better distributed. There also needs to be a hard phone line at each venue for the Language Leader to access the switchboard numbers.

Ceremonies

· It needs to be determined if ceremonies volunteers are actually volunteers or not. Performers who volunteered their time worked the minimum number of shifts and yet were not considered volunteers. They were not tracked in the VMS and did not receive any form of recognition. 
Healthy Athletes

· Healthy Athletes was a major problem. It is a program organized by SOI staff. The Healthy Athlete practitioners were tracked by the SOI staff in Washington D.C. There was no communication with the GOC as to who was registered with the program. We required volunteer applications from anyone associated with the Games. SOI was extremely negligent in collecting the applications. They felt doctors were too special to ask them to fill out the application. One week prior to Games, over 50% of the Healthy Athlete practitioners did not have applications on file. The local medical staff are the ones who filled out the applications. SOI had their legal department draft a legal letter saying they did not need to fill one out.

· The Healthy Athlete practitioner for SOI were not in the database because of not having applications. They were also not on check-in sheets nor did they receive any recognition items. However, the locals for the GOC were. This was confusing.

· SOI took responsibility for checking in their volunteers on a daily basis. They were given day passes because credentials were printed through the VMS.

· SOI paid for volunteer uniforms for their practitioners that they flew in. However, they did not include the local volunteers. It created an atmosphere of “us and them”. It was not good.

· Because the Healthy Athlete volunteers were not in the VMS, they also did not have background checks. SOI supported this, even though it is against the General Rules.

· There was not a needs assessment of Healthy Athlete practitioners. One week prior to Games the SOI liaison could not tell us how many volunteers there would be. This made it difficult to determine true uniform needs and lunch counts.

· Healthy Athletes also utilized general volunteers from the GOC to assist with check-in of athletes. This was confusing because they were a part of Healthy Athletes and yet they were separate. These volunteers were in the system and received all forms of recognition.

· Healthy Athletes needs to be either completely part of the GOC, or totally the responsibility of SOI. It was too confusing for the volunteers having some be in our system and some not. This program presented the greatest challenge during Games time.

· There was also confusion between Healthy Athletes and the Medical volunteers. The local Healthy Athletes practitioners who turned in applications only marked medical on their application. “Healthy Athletes” was not an option, however, it should be added to future applications. We mistakenly scheduled them into medical positions.

Medical

· Medical volunteers at the JOCC need to have two to three volunteers scheduled at all times. One needs to be a medically trained person, the others can be administrative volunteers to process incident reports. This position was extremely busy during Games time. We did not have enough help for them.

· At sport venues we had stationary and roving teams of volunteers. This was a good way to schedule volunteers. Behavioral Specialists are also recommended. We did not think this position was necessary at first, however, they were utilized often.

· Every village needs to be staffed with medical volunteers. We used a “hub” type of system where only one village per quadrant was staffed. Athletes needing medical from a non-hub village needed to go to the medical hub to receive treatment. This was difficult at night when there was not any transportation scheduled.

· Medical volunteers at hotels can work two 12hour shifts.

· Medical recruitment needs to be done differently. Medical facilities need to be sponsors and they need to supply the necessary volunteers from their staff. Medical recruitment needs to start earlier than general volunteer recruitment, at least one year prior to Games. Medical volunteers are the most difficult to find.

Military

· The military involvement in the Games was very positive. We highly recommend keeping this relationship open. The military personnel had an excellent attitude, they were hard workers, and they demand a certain amount of respect. They were also extremely reliable. If one of they personnel could not attend on a given day, they replaced them with a different person. So, the military had a 0% no show rate.

· The military was coordinated through the Department of Military Support. This was coordinated with the Operations Department. This included everything from radios, blankets, housing on the Military Base to volunteers. Each Functional Area or Venue that needed military volunteers coordinated with their own military contact. This created a lot of confusion.
· All military volunteers need to be coordinated through the VSD. There needs to be one military point of contact. We had over 12. Due to this, often the head military contact and the Volunteer Services Director did not know what was happening. Military coordination needs to go through the proper channels. 
· Because of the multiple points of contact, not all communications were properly relayed.
· Military involvement needs to be treated as one group, not multiple individual units.
· The military numbers also grew considerably close to Games time. It needs to be clear that a position needs to be filled by one volunteer for the entire week. An example is that for Radio Communication, they needed 80 volunteers per day. The military gave us 80 bodies, but a different person every other day. That more than doubled the number of uniforms and credentials needed. It also increased the need to retrain each group each day.

Security

· Do not always rely on facility security, even if the facility says they do not need any extra security. Access control at our Games is different from a typical event. The venue where we held Opening Ceremonies did not want any additional security. We did not have enough. We did not estimate the correct number of security for honored guests, i.e. Arnold Schwartzenaeger.

B. FUNCTIONAL POLICIES

VOLUNTEER GUIDELINES

All Volunteers and Staff will be submitted to a background and motor vehicle check.

Volunteer Code of Conduct

A Volunteer Shall:

· Adhere to the Volunteer Code of Conduct

· Maintain high standards of moral and ethical conduct that includes self-control and responsible behavior. A volunteer must consider the physical and emotional well being of others and display courtesy and good manners.

· Attend general training and job-specific training to gain the knowledge necessary to best perform my volunteer role

· Be dependable and fulfill the duties described in the volunteer job description

· Set a good example for the athletes and demonstrate good sportsmanship and cooperation

· Be vigilant and aware of the safety of the athletes

· Refrain from smoking and the consumption of alcoholic beverages and non-prescribed, controlled substances while carrying out volunteer duties (there will be designated smoking areas in the venues for off-duty volunteers, etc.)

· Avoid profane and abusive language and disruptive behavior including behavior that is dangerous to self and others including acts of violence, physical or sexual abuse, or harassment.

· Abstain from illegal activity.

· Provide for the general welfare, health and safety of all Special Olympics athletes.

· Wear my credential and understand that it must be visible for the duration of my volunteer shift

· Offer suggestions but not belittle others’ ideas

· Accept the Special Olympics rules and realize that there is a good reason for their existence

· Endeavor to do a good job and welcome supervision and guidance

· Be a team player and work in cooperation with my supervisors and co-workers

· When I arrive at volunteer check-in, I will leave the following at home:  my pets, cellular phones and pagers, purse or handbag (there will be no secured storage space), children (unless they will be serving as chaperoned volunteers spectators) and food that needs to be refrigerated

· Have Fun!

Inappropriate Behaviors

The following behaviors will not be tolerated by the 2001 World Games:

· Abuse behavior toward athletes, volunteers/staff members or any other participants, including failure to provide adequate health and safety measures, emotional mistreatment, verbal and/or physical abuse or attacks

· Inappropriate behaviors/comments based on race, color, religion, sex, national origins, age and/or disability status

· Possession, sale or use of illegal drugs or the misuse of prescribed drugs

· Performing duties under the influence of drugs or alcohol

· Failure to respond to prior disciplinary action or constructive comments and other behaviors which, at the discretion of the 2001 World Games, is considered a violation of policy or is a serious offense

Should the behavior and/or attitude of any coach be contrary to the principles of the Volunteer Code of Conduct or to the goals and philosophies of Special Olympics, then one or more of the following steps may be taken by 2001 SOWWGA in an effort to alleviate the situation without further affecting Special Olympians:

· The volunteer may be notified of the undesirable behavior and requested to remedy the situation for continued participation. 

· The volunteer may be requested to withdraw continued involvement in the 2001 World Games.

Conflict Resolution

During the 2001 World Games, participants will inevitably have to deal with problems that come with any event of this magnitude.  Even the most composed person may lose his/her temper for a moment.

Deal courteously with any minor situation to the level at which you are comfortable. The minute you feel you need assistance, call on your supervisor or other member of the venue staff to help resolve the matter.  You are valued as a volunteer, and it is neither your responsibility to deal with serious conflict nor our desire to have you treated poorly.

As a volunteer, you have the right to know what is expected of you and what you can expect of your co-workers, supervisors and the organization.  Volunteers are the lifeblood of Special Olympics. At the same time, if a volunteer’s performance jeopardizes the safety of the athletes or the integrity of the event, however, s/he may receive a warning.  If this is not effective, s/he may be relieved of his/her volunteer job and asked to leave the premises.

Protective Behaviors

When an individual associated with Special Olympics engages in abuse behavior toward another Special Olympics participant, not only is the safety of the abused individual at risk, the organization itself can suffer serious repercussions.  We all have the responsibility to be aware of potential abusive behavior and to promptly report any indications of such actions.

Please remember that abuse may occur as a coach to athlete, athlete to coach or even athlete to athlete.  Although such behavior is rare, it is always best to be prepared and informed.  The following should be reported to security immediately:

· Emotional abuse is a verbal, psychological attack on an individual.  

· Physical abuse is harm inflicted on the body of an individual.  

· Sexual abuse is inappropriate touching of an individual’s body.  

If you witness or see evidence of abusive behavior, report the incident to the Security immediately.  Please do not take it upon yourself to interfere.

Background Checks

According to the official SOI General Rules volunteers shall be classified into three functional categories, as follows:

1. “Class A” volunteers are those who are or may be in regular close physical contact with athletes, such as coaches, drivers, and overnight hosts, or have or may have administrative and/or fiscal authority.

2. “Class B” volunteers are those who have or may have only casual or limited contact with athletes, such as Committee Members and officials.

3. “Class C” volunteers are those who volunteer for Special Olympics for a single day or for a single event, and thus have the most limited contact with Special Olympics athletes.

Each Special Olympics Program shall require all volunteers to register with that Program prior to their participation in Special Olympics. Each Program shall also institute procedures for investigating the backgrounds of any prospective volunteer. Where permitted by law, each Program shall arrange for background checks to be made of all “Class A” volunteers prior to their participation in Special Olympics.

After Action Assessment:

· To simplify the process we considered all volunteers to be “Class A”. If we needed to redistribute volunteers during Games week, we wanted to be able to move any volunteer into a “Class A” position. Therefore, we did a background check on all volunteers.

· The local police department and the local office of the FBI assisted with the background checks. They did not charge a fee. Weekly reports of new volunteers were given to these agencies.

· Volunteer names with a suspicious background were given to the Security Manager. The Security Manager, Volunteer Services Director, and the CEO made the decision to include the volunteer or not.

· Volunteers not passing the background check were sent a letter thanking them for volunteering but saying we did not need their services.

· They were allowed to appeal the decision and needed to prove that the person in the background check was not them. This happened on one occasion. There was a volunteer with the same name as a suspicious person. The volunteer was able to prove she was not the same person.

· Having a 100% background check rate on all volunteers ensured the safety of the athletes.  
· Six volunteers were denied the opportunity to volunteer.
· Security did pull the credentials of inappropriate volunteers, approximately four individuals. However, they did not tell Volunteer Services that they did this. This information needs to be passed along to be tracked in the database.
Unacceptable Volunteers

Risk Management Issues:

· Identify who will be involved in the decision to include or exclude a volunteer; CEO, Director of Support and Volunteer Services, Security Manager

· Reconfirm the policy of confidentiality with all these individuals.

· Work with these individuals to create a guideline so that when making a decision we can refer to it to determine whether the decision will uphold the policy (it helps people to have some type of criteria, such as, "Do we have reason to believe that including this individual will 'compromise the health and safety of Special Olympics participants'?")

· Have legal counsel review the plan and advise of any possible legal complications (for example, are there laws that will compromise excluding someone on the basis of their criminal history?).  Basically we are determining two things:  1) the consequences of including someone who should not have been included and having something bad happen (an assault, molestation, theft) plus a potential lawsuit; and 2) the consequences of excluding someone on the basis of his or her criminal history and having that person sue the GOC.  Avoiding the first risk takes precedence over the second risk.  

· Determine what the process will be for informing the individual that he or she will not be able to participate

Statement of intent:  The 2001 Special Olympics World Winter Games Alaska (SOWWGA) will not accept a volunteer who has a history of criminal activity where the nature of the crime(s) committed causes reasonable concern that the individual's participation as a volunteer may compromise the health and safety of Special Olympics participants (including athletes, coaches, delegates, staff, or other volunteers) or may pose a threat of financial loss to 2001 SOWWGA.  In applying this statement of intent, 2001 SOWWGA will consider the nature of the offense, the date it was committed, and the frequency.  2001 SOWWGA will apply this statement in such a way as to support the belief that the safety and security of the event will take precedence over any benefits to the volunteer of being granted the opportunity to participate.  All determinations will be made on a case-by-case basis by 2001 SOWWGA management with input from professional agencies as needed. 

Volunteer Drivers

Unacceptable drivers will not be allowed to drive for the 2001 Special Olympics World Winter Games Alaska (SOWWGA). Drivers involved in an accident after the time of their Motor Vehicle Report may lose their driving privileges pending the accident investigation.

Unacceptable Drivers

· A driver with any one of the listed Serious Violations committed in the last 3 years.

· A driver with two or more of the listed Serious Violations committed between three and eight years ago.

· A driver with any combination of accidents (regardless of fault) and other moving violations that total three during the previous three years. Any diver with a combination of two will be considered marginal.

· A driver with an international or foreign driver’s license.

· A driver licensed less than three years regardless of age, with any driving violation.

· Any volunteer who is required by Federal or State statute, regulating ordinance to have a specialized license (i.e. commercial Driver’s License) but does not have one for whatever reason.

Volunteers 25 Years or Younger

· Volunteers 25 years or younger are not eligible to drive for the 2001 SOWWGA.

Serious Driving Violations

· DWUI/DWI – Drugs or alcohol

· Hit and run

· Failure to report any accident

· Negligent homicide using a motor vehicle

· Driving while license is suspended or revoked

· Using a motor vehicle for the commission of any felony

· Permitting an unlicensed person to drive

· Reckless driving

· Speed contest

· Illegal passing of a school bus

· Other violations considered serious by state law

· Careless driving

· Failure to obey traffic control signs in school zones, playgrounds, crosswalks, or parks

· Failure to yield to emergency vehicles

· Negligent driving

· Fleeing or attempting to flee a police officer

Risk Management

After Action Assessment:

· See Addendum # 17 for Risk Management issues and solutions.

Volunteer Access Control

To control the access points at the competition venues – there will be two ways of implementing controlled access; zone allocation numbers and acronyms found on credentials.  

Zones

There will be 7 zone allocations for the 2001 Special Olympics World Winter Games Alaska.  These zone allocations will be the same at all competition venues, with limited exceptions (determined by the venue team, with meetings between safety, competition, medical, venue coordinators and other functional areas - as needed).  The credential should be in clear view at all times when working at a venue. 

· The first zone allocation is the “Infinite Symbol”.  The “Infinite Symbol” will be issued to paid staff, and others determined by the GOC (i.e.:  certain medical and security personnel, SO, Inc. staff) – and those personnel that may need to leave a venue and proceed to another venue for any reason.  The “Infinite Symbol” zone is to be representative of the term “all access zone”.  This will allow personnel with an “Infinite Symbol” allocation to enter any venue – allowing the personnel to access any area representing a function of the 2001 Special Olympics World Winter Games Alaska organization.  This zone allocation (“Infinite Symbol”) needs to be limited and given to personnel that have reasons to be needed at more than one venue. 

· The second zone allocation is the “Infinite Symbol w/a Zone”.  The “Infinite Symbol and Zone” will be issued to volunteers or other functional areas determined by the venue coordinator that needs all access to all venues, but only a specific zone at the following venues.  Any example, say an owner of a Vendor is having vendor at every venue, that would receive a credential that would have an Infinite Symbol but the zone 3 on it, because that is the only are that vendor needs access too.

· The third zone allocation is the number “1”.  The “1” zone will be issued to those persons that have vital operational functions at the venue, such as Leaders of the Venue team and assistant leaders, as well as other volunteers on the competition staff and certain other functional areas – as determined by the Venue Team.  The “1” is to be representative of the term “Back of House”.  This zone is restricted within the specific venue.  This zone is where most operations and communications activity will occur at the venue.  This area needs to be secluded from the public’s “eyes and ears”, for purposes of safety and security of all persons at the venue (especially the athletes).

· The fourth zone allocation is the number “2”. The “2” zone will be issued to those persons that have access to the venue’s open areas, image and look of the venue.  The “2” is to be representative of the term “Venue/Image Area”.  This zone is for volunteers that may be working the Information Services, Accreditation, Language and Media table inside the venue and any other functional areas as determined by the Venue Team.  This zone will also be for the Media PAL’s to escort Media to areas around the Field of Play for pictures and stories.  

· The fifth zone allocation is the number “3”. The “3” zone will be issues to those persons that are vendors of food and merchandising.  The “3” zone is to be representative of the term “Vendor/Merchandise”.  This zone is inside the venue at the area the Vendor or Merchandiser will be present.  This zone will be for vendors and volunteers that are selling 2001 World Games Merchandise and certain other functional areas as determined by the Venue Team.  

· The sixth zone allocation is the number “4”. The “4” zone will be issues to those persons that need access to spectator seating.  The “4” zone is to be representative of the term “Spectator Seating/Lounge”. This zone is for the seating at the venue for spectator to watch the competition.  The public watching will not have a credential so will not need the “4” to get to seats.  The “4” will be for Honored Guest, Family Members and Athletes of the 2001 World Games that will need to get to there designate spectator seating.  The Media PAL’s may need this zone to take Media to interview Honored Guests or Family Members and certain other functional areas as determined by the Venue Team.  

· The seventh zone allocation is the number “5”. The “5” zone will be issues to those persons that need access to the Field of Play.  The “5” zone is to be representative of the term “Field of Play”.  This zone is for the OFC’s, Coaches and sports volunteers that need access to the “Field of Play” to perform their duty, but not to cause harm to the competing athletes.  Otherwise besides Athletes, the Officials, Coaches and Volunteers working the competition are the only persons that will receive the “5” unless the Venue Team determines a certain functional areas needs on the “Field of Play”.

After Action Assessment:

· All volunteers had the zones 2, 3, 4. These zones were not necessary. If a volunteer had a credential, they should have been allowed access to those areas. Someone without a credential would not be allowed in. It is not necessary to have a zone for spectator seating where literally everyone is allowed access. Simplifying the zones will help eliminate confusion. Having seven zones were too many.

· Security, medical, GOC, and SOI were all given the infinity zone.

· Zone access needs to be completely remodeled. SOI needs to provide input.

· The Accreditation Coordinator should coordinate the assignment of zones. We had too many different people involved in the process. It should not be a large group decision. Volunteer Services will work with the Accreditation Coordinator when deciding which volunteer is assigned which zone. The Accreditation Coordinator would also print all credentials. There needs to be a Venue Management Director in charge of zones, acronyms, and credentials.

· See Appendix 16 for a list of all job titles with their zone allocation.

· See Appendix 60 for “Accreditation Badge and Color Scheme”. This is a listing of all the various credentials, their acronym, and the quantity ordered. 
Acronyms 

There will be one other way to control access to areas that are not distinguished by an exact zone allocation (i.e.: the Honored Guest Lounge, Volunteer Lounge, Athlete Lounge, etc.)  These areas will have controlled access by the acronym on the credential of those persons that will access the specified area.  Also Athletes and Coaches will use their acronym for zone access into their specific areas (i.e.: athletes locker rooms, athletes staging, awards, etc.) So, the access control personnel will look for the acronym of “HON” (representing an Honored Guest), or an “ATH” (representing an Athlete), “COA” (representing a Coach), “DAL” (representing a Delegation Assistant Leader) and “HOD” (representing a Head of Delegation and those others that the GOC determines to fit into the category of “Honored Guests” (such as certain sponsors).

Another way access is allowed – is, if a staff member, with the approval of the venue coordinator, and notification of the appropriate access control personnel within that venue, escorts a person to an area.  The venue coordinator will approve all zone reallocations, and has the final determination of zone allocations.

Facility Personnel can use their own facility badges or there will be a Vendor credential given to them.

After Action Assessment:

· This system worked will.

Volunteer Credentials

All 2001 SOWWGA participants will be required to wear a credential. This ensures the quick, safe, and efficient access to all 2001 World Games events. The volunteer credential is a laminated hard plastic card. It will be attached to a lanyard and should be worn around the neck at all times. The volunteer credential serves as a pass identifying volunteers. It also ensures parking and provides access to the area where volunteers will be working. The access the volunteers have depends on the job they are performing and their assigned venue. All 2001 World Games constituents will receive a color-coded credential depending on their role (e.g. volunteer, athlete, family member).

When a volunteer dose not have a credential:

· If they forgot it that day, issue a day pass. Check identification Write their name, job title, date, and cross of the zones where they DO NOT have access. Ask them to bring their credential for their next shift.
· If the volunteer lost their credential, issue them a day pass. Check identification (Write their name, job title, date, and cross of the zones where they DO NOT have access.) Write their names on the re-credential log and fax it DAILY. Tell the volunteer they must go to the Volunteer Service Center (VSC) to receive another credential.
· If the volunteer never received a credential, issue them a day pass. Check identification (Write their name, job title, date, and cross of the zones they DO NOT have access.). Write their names on the re-credential log and fax it DAILY to 277-2789. Tell the volunteer they must go to the VSC to receive a credential. 
After Action Assessment:

· Pre-print as many credentials as possible but also have the capability to print on site at the VSCTR. 

· We underestimated the time needed to print credentials. They were supposed to print 100+ per hour. We actually printed about 30-40 an hour. This backed us up several days. Allow twice as much time as what you think you will need.

· Order the credential printers at least six months prior to Games. SOI made the decision on which printer to use three months prior to Games. They were waiting to hear from Kodak, a sponsor. The printers arrived one week before the VSCTR opened. This did not give adequate time to print all the credentials. If a sponsor does not respond by six months prior to Games, an alternate decision must be made. The printers must be physically present at least three months prior.

· The printers used for credentials must be tested prior to use. SOI chose a printer that had never been tested. They did not work. We ordered three printers, one broke after the first day, the second broke down after the first week. Getting printers replaced the week prior to Games was difficult. The printers should be used for Pre-Games to test that they are what is best.

· As soon as scheduling is complete, credential printing can begin. The same is true for athlete credentials. There is no need to wait.

· There must be computers assigned specifically to the credential printers. Sharing computers did not work. The computer will be busy 24 hours a day. 

· Assign staff or volunteers specifically to print credentials. We underestimated the staff time necessary. Someone must be physically at the computer and printer at all times.

· Lanyards (which hold the credentials) should be sturdy and credentials should attach easily. Do not use Velcro on the lanyards. Velcro is not secure and many volunteers lost their credentials because of this. Risk Management insisted on this for the athletes, it is not necessary for volunteers.

· When using acronyms or numbers make sure to have that information publicized everywhere, especially in access areas.

· Future Games should consider not having the volunteer name on the credential. If a photo credential is not used, names are also not necessary. Credentials also do not need to be venue specific.

· Day passes were printed on regular paper. This was not sturdy enough for volunteers working at outside venues. Snow and rain ruined the credentials. There also needs to be a way to secure the credential. Safety pins did not work.

· It was beneficial to do re-credentialing at the Volunteer Service Center. Do not combine this with the Athlete Re-credentialing Center. Volunteers need to stay at one place. It would be confusing to send them somewhere new.

· Delegation Assistance Leaders (DALs) had GOC credentials with photos. This was not necessary. They also were given their credentials and uniforms at their JST. This was confusing. Many DALs came to the VSCTR to pick up their uniforms prior to the JST. All volunteers should be treated the same. No one should receive their credential and uniform separately.

· See Appendix 58 for copy of the volunteer credential.

· See Appendix 59 for copy of the day pass.

· See Appendix 60 for “Accreditation Badge and Color Scheme”. This is a listing of all the various credentials, their acronym, and the quantity ordered. 5,000 volunteer credentials were originally ordered. This number was increased to 8,000. However, volunteers who worked two different venues were given two different credentials because the credentials were venue specific. With misprints and the need to print more than one credential per person, 8,000 were also not enough. We had to use credentials from other groups.  Twice the number of credentials needed should be ordered.
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C. PROCEDURES  

VOLUNTEER RECRUITMENT PROCEDURES

Volunteer Application

· Distribute – After August 20th
· Mail to past volunteers including 2000 Games & SOAK Volunteers

· Mail to people who filled out interest forms.

· Mail to groups who expressed interest.

· Applications will only be given to people who are committed to volunteer.

· Filled out Volunteer Interest Form

· Contacted office via email, web, phone

· Contact staff member

· For volunteer recruitment we will use the Volunteer Interest Form. 

Presentations

· We will track in an Excel spreadsheet any staff member (Volunteer Services, Venue, FA) who does a presentation to a group requesting volunteers. Purpose is to not duplicate groups.  Volunteer Services will coordinate the presentations.  We don’t want Language Services and Medical (for example) speaking to the same group.  Staff will have to check with Volunteer Services before scheduling a presentation.
· Volunteer Services will create a presentation for everyone to use when speaking to a group.  The presentation will cover general SO information including history, goals, athlete and volunteer data.  It will also include specific information on the 2001 SOWWGA.  The presentation can also be tailored for specific groups (i.e. Language, medical, spectator team)

· The presentation will be provided in several different formats:  power point, overhead, video.  A one page handout will be created. 

· Once the presentation is complete, all staff who use it will be trained on how to use it.

· In addition to staff, or key volunteers, doing the presentation, we will be using SOAK’s global messengers.  It is our goal to have a global messenger present at every major presentation.  We will track global messengers in the presentation spreadsheet.  

· Items to bring to Presentation:



Power point presentation (computer), or overhead slides, or video



Bookmarks



Tri-fold



Interest form 



Business cards

After Action Assessment:

· We offered a flexible presentation that fluctuated from 20 to 45 minutes.

· The presentation should cover general Special Olympics familiarization information, expectations of the volunteer and as much logistical information as is available. It should be updated as changes occur.

· All sessions should include a Global Messenger.

· See Appendix 18 for a copy of the Recruitment Presentation.
· See Appendix 19 for a copy of the Recruitment Bookmark.
· See Appendix 20 for a copy of the Volunteer Opportunities Tri-fold Brochure.
· See Appendix 21 for copies of Volunteer Recruitment Flyers
Recruitment Media Plan

Volunteer Services will coordinate with Media Services to create a media plan for recruitment.  Areas where we would like to place ads:

Radio

Newspapers (Anchorage Daily News, Anchorage Press, etc.)

TV

Alaska Airlines Magazine

Movie Theatres (slides)

Metro bus

Trash Cans

Church bulletins

We also want to distribute volunteer bookmarks and flyers throughout the town – libraries, churches, sporting goods stores, health clubs, bulletin boards, grocery stores, schools, etc…

After Action Assessment:

· Media coverage needs to begin at least 6 months prior to application deadline. This will increase community awareness of not only the event, but also the opportunities and time lines. Our coverage started too late. By the time the media campaign for volunteers really started, we already had a waiting list. We had to cancel several adds asking for volunteers because we already had too many. 

· Need better coordination with the PR Department. Our schedules were not synchronized. 

· The timing for World Winter Games is difficult because of the Christmas holidays. We also had problems with media ads because of our Presidential election in November. 

· The media campaign should focus on the benefits of volunteering. Not the tangible rewards but the benefits and life changing experiences.

Target Groups

· A list of all potential Volunteer groups will be created.  The list will include group name, contact person, phone, address, and type of group.  

· Volunteer Services will collate this information from other staff who have already established lists.  The list will be prioritized based upon size of group, interest already expressed, volunteer potential. 

· Current corporate sponsors will be selected to provide groups of employees.  These groups should be given high priority and will be targeted first. Other target groups include:

· Corporations who are not sponsors but have potential for donating manpower.

· Clubs, service groups, churches

· Military – this will be coordinated with Loren.

· Teachers (all levels)

· Students (University or HS)

· Unions/trade groups

· Special events and trade shows. 

· The list will be sorted by group type and we will determine which groups we have missed and add them to the list.  

· The groups contacts will be contacted by phone and briefly told about the 2001 World Games.  We will request to speak at an upcoming meeting.  Best times to talk will be put in the spreadsheet and a speaker and global messenger will be scheduled.  

· Potential speakers include:

· Venue Staff

· Functional Area Staff

· Volunteer Services Staff

· Home Host/School Enrichment Staff

· Volunteer Services Commissioners

· Volunteer Services Leaders

· Other volunteers who have expressed an interest in helping out with recruitment. 

Volunteer Opportunities

· Administrative/Clerical - Phone/data entry/general office

· Athlete Escort - Hugger/companion

· Awards - Staging and presentation

· Family Services - Assist athlete families

· Food service - Greet, serve food & clean up of lounge

· Information Centers - General information to athletes, coaches, guests, general public

· Logistics - Venue set-up/take down, warehouse, delivery

· Medical - CPR, first aide

· Registration/Accreditation - Athletes and volunteers

· Set-up/Take down - Site preparation and restoration

· Spectator Teams - Provide support for athletes

· Sports and Competition - Timekeepers, scorekeeping, runners

· Technology - Computer set up and support 

· Transportation - Drivers, vehicle loaders, parking attendants

· Volunteer Services - Volunteer Check-In, Support

Volunteer Recruitment Presentation Log.

A log will be maintained and updated with calls in reference to volunteer recruitment. This log will contain the following information:

· Name of group

· Date call was made/received

· Date group requests presentation to be held

· Time of the call

· Length of presentation time

· Group size

· Group contact

· Phone contact

· Email contact

· Notes

· Follow-up information

After Action Assessment:

· See Appendix 22 for a copy of the Post-Presentation Report form. 

· See Appendix 23 for a copy of the Volunteer Recruitment Presentation Log.

Recruitment Kit

Each recruitment kit will contain the following:

Videos:

· 1 Copy  “REACH”

· 1 Copy “Inspire Greatness”

· 1 Copy “Development Video w/Susan Saint James”

· 1 Copy “Attitude”

Recruitment Materials:

· 50 Applications

· 250 Intent Forms

· 250 Bookmarks

· 250 Tri-fold Flyers

Resources:

· Office Telephone Contact Sheet

· Ops Plan

· Recruitment Coordinator’s Business Cards

· Host Team Program Contact Business Cards

· School Enrichment Contact Business Cards

Presentation Materials:

· 3 Copies of Power Point Disks

· 3 Copies of Power Point on Overhead Film

· 50 Copies of Power Point Printed Material

· Laptop

Medical Volunteer Recruitment

After Action Assessment:

· Medical and Security are two areas that have been identified as “specialty”, needing some level of expertise in placement of volunteers, level of certification and level of commitment to ensure the highest level of safety. Volunteer Services needs to ensure that the prospective volunteers are fully aware of expected commitment and job duties and can be informed of not only the policies of the 2001 World Games, but also the expectations of the job for which they will be volunteering.
· The Medical Manager took charge of all medical volunteer recruitment and scheduling. This was a mistake. All volunteer recruitment, training, and scheduling needs to be handled by Volunteer Services. 

· For “specialty volunteers” there needs to be someone on the VSD staff that understands that specialty. We needed to have someone with a medical understanding to assist the Medical Manager with medical volunteers. 

· Medical volunteers were still being solicited the week prior to Games beginning. Many doctors were recruited the week of Games. Because of this, their background checks were not completed. This is a risk management issue. They have direct contact with athletes and definitely need to be checked.

· Most medical volunteers did not meet the minimum shift requirements. They averaged 3.2 shifts.

· The Medical Manager and the Medical Commissioner did their own scheduling of volunteers. They used a different system than VMS. They then transferred their completed schedule into VMS. This created double work. It also created problems because they had volunteers who came to the VSCTR to pick up uniforms that were not in the system. Their volunteers also did not receive mailings in a timely manner. 

· Only one volunteer system should be used.

Commissioners and Leaders

After Action Assessment:

· All “key” positions Commissioners, Leaders, and Assistant Leaders should be committed to respective positions no later than 90 days prior to Games start. A written commitment, outlining details of the job and signed off by the volunteer would be ideal. A standard form should be developed that gives complete, in-depth detail of the expected commitment, a brief general job description and a statement that indicates the volunteer understands and is committed to doing everything possible to fulfill the duties described.

· Key volunteers need to understand the importance of their role. Explain that they are second in charge behind the Venue Coordinator. They need to be given the responsibility along with the title.

· Present to GOC staff, guidelines, responsibilities, and expectations in their role when interacting with volunteers in leadership roles.

· Introduce all leadership volunteers to GOC department contact for respective work area. The GOC staff member needs to understand the limits and expectations and not ask anymore of the volunteer than the agreed upon job description. 

· Staff need a training on how to better utilize their Leaders. What is the leader is, what their role is for the Games. A motivational speaker would be beneficial. 

· It needs to be determined who is responsible for recruiting Volunteer Leaders. Functional Area staff need to play a larger role in this recruitment. Since they will be working very closely with their leaders, staff need to help find who they can work with. 
· We recruited over 800 volunteers for 500 positions, 300 of whom backed out for various reasons, including lack of time, not fully understanding the responsibilities, not getting along with their staff liaison, etc.
· Sponsors might be able to help find leaders from their staff. This worked for us at a few venues. Each sponsor should find the leaders for their assigned venue.
General Recruitment

After Action Assessment:

· We had a waiting list of over 2,000 people by the third week in January (six weeks prior to Games). At this point we stopped the media campaign to recruit volunteers. However, we were not totally full. We still needed medical and bi-lingual volunteers. We were worried about the waiting list growing but we should not have totally stopped the recruitment. 

· Volunteers on the waiting list were sent letters inviting them to join the spectator teams.

· Sponsors that are supplying volunteers need to be recruited and signed up sooner. This should be done 18-24 months out so they can participate in Pre-Games also. We had two sponsors who decided 6 weeks out to supply volunteers for two sport venues. We already had a waiting list and had to overbook those venues. This was not fair for those on the waiting list.

TRAINING & ORIENTATION PROCEDURES

There are four aspects/elements of Training & Orientation:

General Training and Orientation (GTO)

· Overview of Special Olympics

· Overview of World Winter Games

· Overview of Mental Retardation

· Overview of Cultural Awareness 

Job Specific Training (JST)

· Provide details of duties assigned

· Provide guidelines to fulfill duties

· Provide phone list (point of contact)

· Provide general information:  Security, Medical, Safety, etc.

Venue Walk-Through (VWT)
· Provide detail map outlining various stations and functional areas

· Identify key locations

· Volunteer Check-In, Medical, Media, etc.
Games Time Training (GTT)
·  GTO and JST at the Volunteer Service Center 

General Training & Orientation

General Training & Orientation (GTO) will be the first training for volunteers.  The purpose of GTO is to provide an introduction to Special Olympics and the 2001 World Games through a presentation that will get volunteers both excited about their participation and knowledgeable about this event.  This session is mandatory for all volunteers.

GTO is to be upbeat with thorough information presented in a concise, efficient manner.  It should maintain the integrity of Special Olympics as a sports competition program and properly convey the message of the Special Olympics Movement.  

Special Olympics athletes will be an integral part of GTO.  Most World Games volunteers will receive their first introduction to Special Olympics at the GTO.  It is a wonderful opportunity to provide a first impression of the Special Olympics Movement and to showcase the talents and abilities of the athletes.  Special Olympics athletes will be active in everything including speaking as Global Messengers, checking-in volunteers, distributing handbooks, and ushering volunteers to their seats. 

Several sessions will be held in order to ensure attendance by all volunteers.  Sessions will be held on weekends (Sat. 10:00 am) as well as weeknights (6:00 pm).  All volunteers living within an hour and a half drive from Anchorage will be asked to attend these sessions. GTO will be held in a facility that can accommodate up to 200 volunteers.

After Action Assessment:

· It is highly recommended to find large facilities and do less GTO sessions, in order to focus more on JST and VWT.

· All volunteers living within close proximity of the hosting city will be notified by mail requesting their attendance for a training session.  The intent is for team building, volunteer camaraderie, and opportunity to meet the staff/committee members
· See Appendix 24 for the General Training and Orientation Schedule.

· See Appendix 25 for GTO Presenter’s Schedule.

· See Appendix 26 for the Job Specific Training Schedule.

Execution of GTO:

All volunteers will receive a save-the-date postcard inviting them to the GTO.  Volunteers can choose one session to attend which best fits their schedules.  It has been found that attendance is more or less consistent for all sessions when volunteers have a choice of times.  Therefore, there will be no registration or RSVP process for GTO.

The doors will open one hour prior to the start of the program.  Volunteers will enter the site and go straight to the check-in area.  Check-in will be broken down by alphabet into ten sections.  There will be ten master lists of volunteer names printed out from the Volunteer Management System (VMS).  Attendance will be recorded in the VMS following each GTO session.

After Check-In, volunteers will proceed toward volunteer seating.  They will pass a distribution point and receive the Volunteer Handbook, JST schedule, and a Games map.  They will then be free to purchase 2001 World Games merchandise, receive Coke products, and samples from the GTO sponsor.  

After Action Assessment:
· We sent letters monthly to volunteers only listing the dates for the next month. We did not want to advertise all dates at once so volunteers would come to earlier sessions. This created a lot of extra work. Create a post card in lieu of a letter to notify volunteers of training session. List all dates at once.
· See Appendix 27 for samples of monthly letter.
· It was easier and quicker to have ten people available to check in any and all volunteers in lieu of “ten alphabetic sections.”

· Best not to distribute handbooks until time being addressed in presentations. Volunteer were reading the book instead of paying attention to the presenter.

· Games maps were not available until two weeks prior to Games. They were distributed at the VSCTR.

· Job Specific Training schedules were mailed with the scheduling confirmation letters 6 weeks prior to Games.

· Merchandise was not sold at GTO due to logistics complications.

· Coke products, etc. were also not available. It would be nice for future Games to offer refreshments.

· See Appendix 28 for GTO Presenter instructions.

· See Appendix 29 for layout of GTO facility.

· See Appendix 30 for GTO sign-in sheets

· See Appendix 31 for GTO evaluation form.

· See Appendix 32 for the GTO Presentation.

The program will start promptly and take approximately 90 minutes.  The program will include information about:

· Mental Retardation

· Cultural Sensitivity

· Special Olympics, Inc.

· Working with persons with mental retardation

· World Games facts

· Volunteer tips (uniform, meals, parking, check-in, etc.)

· Uniform distribution

· Further training

The program will heavily utilize Special Olympics athlete participation and visuals such as a video and a PowerPoint presentation.  There will be drawings for free prizes and there will be a theme for the program.  The theme will emphasize sports and competition and the focus will be on the athletes.  The sport pictograms will be displayed as volunteers enter the facility.

Skill-specific volunteers will be recruited to assist with the production side of the event.  This will include help with the sound system, the lighting, the presentation, and the staging.   

General Training & Orientation will operate as a venue with an altered venue team model.  Integration with other departments of the GOC will be very important.  Training of the volunteers working during the sessions and rehearsals will be important to ensure that all components come together.

After Action Assessment:

· Provide an incentive, or team-building item such as the “rubber band”. The rubber band was a team building exercise where everyone was given two rubber bands. They were asked to break one. This was easy for most people. The remaining rubber bands were collected and grouped together. Two strong people were asked to try to break these rubber bands. They could not. The moral, if you band together you are unbreakable. The rubber band symbolized the unity and flexibility of the GOC. All volunteers and staff were asked to wear their rubber band until after the Games. The responses were awesome as many volunteers wore those rubber bands, and some military too.  Thousands of people wore their rubber band for months leading up to the Games.

· Adding the volunteer’s names to raffle drawing proved also to be a positive incentive.  Perhaps have smaller scale “drawings” at the GTO sessions. There should be two or three “souvenir” drawings during the training sessions.  The volunteers were excited about being a part of something big.    

· Include information on the Local Special Olympics program as a part of the presentation.

· Provide specific information regarding “what to expect” with athletes:  behavior, interactions, age and ability level, etc. Many volunteers and host team programs were surprised at the “higher” ability level athletes. All the videos used showed Downs Syndrome type athletes and athletes in wheel chairs. These were the type of athletes that were expected, where they are actually a minority among our athletes. 

· Train staff and Volunteer Leaders how to treat volunteers. 

· Do not present “Uniform” requirements.  Address the “uniform” as a gift and a part of volunteer recognition.

· Provide a means by which “out-of-state/country” volunteers can “attend” training sessions via the WEB.  

· Create a database for Volunteers willing to volunteer prior to the games.  Allow all staff members to recruit from this list.  

· Ensure there is a Global Messenger at every training session.  Provide opportunity for Global Messengers and volunteer to interact.

· Spectator teams should receive GTO as they too will have opportunities to interact with the athletes.  
· There were people attending GTO who had not filled out applications. Do not let the volunteer leave GTO without filling one out. They assumed that because they attended the training they were registered. This was not true.
The following are the statistics of who attended GTO:

	Group Name
	# of People 

	Alyeska Management
	175

	Clipped Wings 
	53

	General Volunteers
	2968

	Job Corps
	109

	Military
	435

	Nordic Ski Patrol-Medical
	85

	Officials
	45

	Other
	475

	Outside Presentations
	50

	Outside Presentations For Officials
	81

	Police Academy
	95

	VSCTR - Out of Town Volunteers
	323

	Total
	4894

	
	

	Number of General Training Orientations
	63


Job Specific Training 

Job Specific training is the second training for volunteers.  Job Specific training is considered the most valuable of all 4 trainings in terms of providing volunteers with the information they need to perform their duties effectively.  Each functional area is responsible for the planning and execution of their JST. Volunteer Services will assist with the agenda by providing a template for the training. Each Functional Area Coordinator is responsible for determining which jobs require training and which do not. 

If any volunteers do not attend their required session, they will not be able to volunteer since they will not be properly trained, credentialed, or uniformed.  In the event that a volunteer arrives at Volunteer Check-in without having followed the proposed procedure, they will be invited to watch competition but not to participate as a volunteer unless there is a shortage of volunteer assistance.  In that case, the person will be directed to the Volunteer Service Center to receive training, a volunteer uniform, and credential.

After Action Assessment:

· Functional Area staff were responsible for presenting their own JST. Many were not comfortable with this and complained about it. This needs to be a part of their job descriptions. They need to realize it when they are hired.

· Not all jobs require JST. It needs to be determined when job titles and job descriptions are created which will require specific training. 

· We did not eliminate volunteers if they did not attend JST. Most jobs could be trained at the beginning of their shift. The purpose of JST is to eliminate the need for this however, it is possible.

· Develop a means by which the scheduling letter can identify the training session(s) that are pertinent to the volunteer for their specific job assignment.
· Allow for the possibility the volunteer will be assigned multiple job roles and therefore, multiple training sessions.
· Job descriptions should be mailed with the JST scheduling letter. This information should also be put on the Web.
· See Appendix 26 for the Job Specific Training Schedule.
· See Appendix 33 for the JST Resource Guide.
Curriculum

· A training curriculum should be developed for all future World Games.

· Do not provide general information about Special Olympics at Job Specific Trainings.

· JST should be classroom-type training with hand-outs, lecture, and PowerPoint presentation.

· The training curriculum should be created by the Training Coordinator with cooperation from each Functional Area Coordinator. Each Coordinator should sign-off approval of all training materials before training starts.

· The FA staff need to start planning their curriculum 4-6 months prior to Games.

· The Venue Management Director needs to help coordinate with FA staff for JST.

· Deadlines for providing Job Specific information from each area to the Volunteer Services Department should be no less than 16 weeks prior to Games start.

Schedule

· Each JST should have at least four sessions at various times and various days of the week. 

· Combining JST for various jobs should be encouraged for similar jobs. However, be aware of conflicting information and provide enough time for thorough training.

· All Job Specific Training should be completed at least ten days prior to Games Start. 

· JST should start sooner. We could not start more than 6 weeks prior because scheduling was not complete. It should start 8-12 weeks out. Therefore, scheduling must be complete at this time.

· Volunteer Services staff will help assist FA staff determine the time and location of JST.

Late Training (Out-of-Town Volunteers)

· Volunteers from out of town should not be scheduled in positions that require significant JST to be successful. 

· If a volunteer has previous Special Olympic experience, this should be assessed on a case-by-case basis to qualify.

· Late Training should cover venue familiarization, safety, security, transportation, and media advice.

Venue Walk-Through Training

The third aspect of training is the Venue Walk-Through.  Venue Walk-Throughs are not mandatory.  Attendance will, however, be strongly encouraged.  Venue Walk-Throughs are a valuable part of training.  They will not, however, fall under the definition of “mandatory” due to the late date they will be performed.  A large majority of volunteers are, however, expected to attend of their own volition. VWT will take place starting 2 weeks prior to Games. The Training Coordinator will oversee the scheduling of Venue Walk-Throughs but once again, the Venue Teams will be responsible for carrying out training. Training templates will be provided to each Venue Team to ensure consistency and thorough training. The Training Coordinator will work with the Venue Coordinators (VCs) to communicate training policies and templates, to monitor training and to collect attendance records.

The person conducting the trainings must take attendance. Once training is completed, the VC will submit the attendance list and training report to the Training Coordinator.  Attendance will then be recorded in the VMS.

After Action Assessment:

· The last venue team meeting should be held at the venue site.

· 50-60% of volunteers attended the trainings.

· More information should be put on the Web.

Games Time Training

There will be volunteers from outside of Alaska who will not be able to attend the regular General Training & Orientation sessions.  It will be important to provide training for these individuals.  This training will be offered during Games Time.  GTT will also be available for local and statewide volunteers who did not attend previous sessions who need a general introduction to Special Olympics and the 2001 World Games.

GTT will take place in the Volunteer Services Center (VSCTR).  The VSCTR will be operational for the duration of the Games and will be staffed by a member of the Volunteer Services Committee at all times.  

Volunteer assignments for out-of-state general volunteers will be limited to as few positions as possible.  Out of town volunteers will not be given a job that requires extensive Job Specific Training.   This will streamline the training offered during Games time.

There are several large groups of volunteers who will be arriving from out-of-state during Games time.  Special training sessions will be arranged by request for groups of twenty people or more.  Arrangements will need to be made for such sessions.  Many of the groups have previous experience working with Special Olympics.  Therefore, training for these groups can act more as a refresher and focus on facts specific to the 2001 World Games.  There will be a facility set aside strictly for group training during the Games.  

Execution

Volunteers who live out-of-state will receive instructions in the mail about Games Time Training.  These instructions will direct them to report to the VSCTR.  They should plan on attending the training session the day before their shift.  The volunteers will go through GTT which will include receiving the Volunteer Handbook and listening to an abbreviated version of the GTO.  Finally, they will receive Job Specific Training.  Once training is complete, the volunteer can receive his/her uniform, and credential.  

Training will occur regularly.  The Training Coordinator or someone from the Training Committee will be available at all times to conduct training.  They will also be available to assist with other functions in the Volunteer Service Center.  

After Action Assessment:
· We produced a two minute video of a shortened version of the GTO with the Training Coordinator as the presenter. The advantage of this is that it does not require a training presenter to be present at all times. We were able to start the video whenever there was a need. It did not require a predetermined schedule. A committee member must be present to answer questions. However, this person can fulfill a dual role at the VSCTR and work another position while the video is playing.

· The GTT sessions were difficult because a large number of out of state volunteers have participated before.  They do not need the GTO, but rather just specific Games information. It is imperative to make the presentation “fresh” and motivational.
· Mail the Volunteer Handbooks to the “out of state” volunteers with the confirmation letter.  Inform them they will receive a “condensed” GTO, as well as JSP and VWT information when they arrive.
Training Materials

Training materials include the Volunteer Handbook, the video of GTO, and visuals for GTO. The Trainings will be a presentation of an enormous amount of information.  It is important that an interesting, innovative format be utilized to convey this information.  These may include slides, power point presentations, short video clips, etc. A video will be made of GTO for legacy and record purposes. All arrangements for videotaping of GTO will be coordinated with the Public Relations Department.

The Training Coordinator will work with the Transportation Department to ensure that venue maps are available for distribution at GTO.  The Coordinator will also work with Venue Management on development of the Venue Maps, which will be distributed to volunteers.

Materials to be used during the General T&O sessions must be developed and gathered.  These will include:

· Computer for PowerPoint presentations

· PowerPoint presentation

· Overhead projector

· Overheads

· Video

· Screen

· handouts

After Action Assessment:

· Include flyers for special activities (i.e. Logo in the Snow, fundraisers, etc.).

· Include raffle tickets for volunteer recognition.

· Include rubber band or token identifying the volunteer as a participant for the games and a reminder of their participation.

· Should have maps available at Job Specific Trainings/Venue Walk-Through(s), perhaps even at the GTO sessions. However, they were not available until two weeks prior to Games.

· Include sign-up list for prior to the games volunteer opportunities:  stuffing envelopes, sorting, stuffing goodie bags, warehouse support, etc.  Provide time, date and location.

· Videos used for Trainings:

Development Video with Susan St. James – SOI

Alaska’s Special Olympics Commercials

2001 Alaska Presentations – GOC 2000 highlights

2001 Orientation Video for Alaska – GOC

Guardians of the Flame – SOI

Greatest Love of All – SOI

Reach – SOI

Highlights of Tim Shriver Speech – SOI

Life in the Shadows – SOI

· Ensure all equipment is allocated to Volunteer Services Department. It was difficult having to schedule and share equipment. Many times the person using the equipment before us did not return it on time. This created problems when there is a training scheduled and no audio-visual equipment.

· Ensure there is adequate amount of equipment for multiple training sessions to occur at the same time.

· Include VCR and TV and/or projector with capability to project video on to large screen.  Allow for sound capability also.  

Volunteer Handbook

The most essential training tool will be the Volunteer Handbook provided to all volunteers as an accompaniment to the GTO session.  It will contain all information covered in GTO and will serve as a reference guide for the volunteers.   

The following information is an outline of the components of the Volunteer Handbook:

· Cover

· Welcome Letter

· Table of Contents

· Mental Retardation

· Special Olympics

· World Games (organization, venues, special events, etc.)

· Cultural Sensitivity/Language

· Expected performance (Volunteer code of conduct/bill of rights)

· Training

· Uniform

· Credentialing

· Parking

· Check-in/Check-out Procedures

· Shifts/Job Assignments

· Meals

· Media/Celebrities

· Safety

· Emergency Procedures

The FAC or VC responsible for each component of the Volunteer Handbook will be approached for information to be contributed to the Handbook.  

After Action Assessment:

· See Appendix 34 for copy of the Volunteer Handbook.

Train the Trainer Sessions

The Training Committee possesses a wealth of training experience and expertise.  The committee will be an excellent resource for staff members and leadership volunteers alike who are responsible for conducting training sessions.  A good training session can make a difference in a volunteer’s confidence level, ability to perform his/her duty, and experience with Special Olympics. 

Train the Trainer Sessions will be offered on three occasions by members of the T&O committee.  All GOC staff and key leadership volunteers will be invited to attend.  An RSVP will be required.  These sessions will offer advice and suggestions for training preparation, creating an effective agenda, use of visuals, and effective presentation styles. 

All arrangements for these sessions will be coordinated by the Volunteer Services Training Coordinator.  The actual agenda will be put together by those committee members offering to run the training sessions.

After Action Assessment:

· The Training Coordinator/Manager will provide the presentation material, the “tips” for presenting, how to use the presentation equipment, and any other pertinent information.
· The training sessions should include techniques to motivate the volunteers and get them excited about the events that will take place.

· The train-the-trainer sessions are an invaluable resource for the 2001 World Games.  Well-trained volunteers are the greatest assets to any event and there cannot be enough emphasis on the importance of training and equipping the volunteers to fulfill their functions.
DATABASE MANAGEMENT PROCEDURES 

Volunteer Registration Form

As a temporary means of getting contact information on people interested in volunteering while the approval of the Volunteer Application is pending, we have a Volunteer Registration Form.  It is a half-page form including:

· 2001 SOWWGA Logo

· SOWWGA contact information

· Information about the 2001 World Games

· Name, Address, Phone & Fax #’s, E-mail, and Area of Interest of the prospective volunteer

As the Volunteer Registration Forms are coming in they are placed in the Volunteer Registration Forms basket and put into a spreadsheet. Once the Volunteer Application is finalized, they will be sent to anyone who returned the form.  Also to any already established leaders as indicated by their coordinator.

After Action Assessment:

· The Volunteer Registration Forms were a good intent, however, they should have all been burned once the application was completed and ready for distribution.  After that point, the form confused people and they thought they were applying to volunteer, when they were only applying to get an application sent out to them.  

· It was also created double work because of having to keep up on both processes.  

· A phone line to call and reserve an application would have worked better.

· See Appendix 35 for a copy of the Volunteer Registration Form.

Received Application Process

Volunteer Application received from prospective volunteer.

New Applications Basket-This will be the first place Volunteer Applications are put before going through the data input process and is located on a filing cabinet in Volunteer Services.  This is where the Database Coordinator or a volunteer would pick up the application for entry into the Volunteer Database.

Before data input an application must meet certain requirements.

· The application must have enough personal contact information, so as to get a hold of them.

· The volunteer waiver and release statement must be signed.

· The applicant must meet our minimum shift requirement of four (4) shifts.

· If they do not meet this minimum, they will be placed in a separate folder and will not be input until December 31st, 2000.

· If the applicant is underage, a parent signature is required.

· Any other problems with the application, such as missing information, illegible handwriting, etc., will be resolved by sending a postcard to the volunteer asking for additional information.

· After the application has passed these points, it will be entered into the volunteer database.

· Once entered into the database, the application is placed in a filing system sorted alphabetically by last name.

If any of the above applies to the Volunteer Application in question, they are placed in the Incomplete Applications Basket. Once put in the Incomplete Applications Basket, they will later (about once a week) be called with an explanation of what is missing or incomplete on their application, hopefully resolving the information in question.

Application Follow-Up

· Within a week of receiving the volunteers’ application, a postcard will be sent stating that their application has passed our requirements and they will be hearing from us on January 15th (6 weeks out from Games) with a schedule.

· Also within a week of receiving the applications that do not meet our requirements, a postcard will be sent with an explanation of why they didn’t meet our requirements.

After Action Assessment:

· This process was replaced with a simple phone call most of the time.  It was a much quicker way of retrieving missing information from volunteer applications. Phone calls are however, very time consuming. We could have utilized the postcard process better.

· Consider returning applications that are not complete.

· Date stamp the application when they arrive. Enter this date in the database. Volunteers should be scheduled based upon this date: first come, first served.

· See Appendix 36 for copies of the Volunteer Postcards.

Volunteer Management System - Data Entry Process

At this point, procedures regarding the Volunteer Database are tentative, though they will change very little.  The reason for this is the lack of a finished Volunteer Application and the lack of an up and running Volunteer Database.  

After Action Assessment:

· See Appendix 37 for a step-by-step explanation of what a Data Entry Volunteer will do.

· The data entry process needs to be a little easier to read.  Most volunteers did not look at the data entry manual so I created a simpler one-page document that would show the basics.  This one-pager didn’t have as much information on it, however, and formatting became an issue.  Had we had a core group of data entry volunteers that would be dedicated to doing data entry on a regular basis they could have read the entire manual and produced consistent work.  As it was, there had to be periodic checks on the database to ensure quality and consistency.

Volunteer Management System - Data Entry Check-Off Sheet

The purpose of this document is to maintain the same format of data entry for fields which we may pull reports from at a later date.  This will be either a separate form in a check-off and explanation format, or will be included on the application for office use only in the same style.  Keeping the way you enter a certain company, certification, language, etc. exactly the same is crucial when you go to pull reports.  The reports ask for specific information.  If you pull all volunteers from “UAA”, for example, you will not also pull volunteers who have “University of Alaska Anchorage” in that field.  This form will only be used if there is an “unknown” (to the database) piece of information in certain fields.  

After Action Assessment:

· See Appendix 38 for the Data Entry Check-Off Sheet directions.

· This check off sheet was replaced with a “Contact Sheet” to record all contact with the volunteer.  This process fell through the cracks.  It was intended for recording all contact with the volunteer, but that soon became impossible.  A better way to track contact with the volunteers would be through the database, as most often anyone having contact with a volunteer was looking directly at their record within the database.  This sheet was still used for filing and the tracking of major contacts with the volunteer (i.e. postcard mailings, etc.).

Volunteer Application Cover Sheet

· This was to be used for several reasons.  The first was for an easier filling system.  The name could be seen clearly at the top of the application because of this form.  Also it was used for tracking all contact with the volunteer.  This worked well for the major points of contact, such as mass mailings, but fell through the cracks on most phone calls contact.  The third purpose of this form was to track any problems with the application such as a missing waiver signature, etc. See Addendum # ____ for copy of Cover Sheet.

Designate Versus Schedule

Designate

To hold for a specific venue, functional area, day or shift time, and/or event without an exact schedule.  Designating is used for a couple of reasons:

· To hold a volunteer for a job without the specifics (shift time, venue, etc.).

· To hold a volunteer who has an obvious interest or skill in an area, but has not been contacted about that job.

About 90% of the volunteers will be designated immediately during the data entry process, depending on their preferences.

Schedule

To assign to a specific volunteer position, at a specific venue during a specific shift time and day.  This is a “permanent” assignment that the volunteer has agreed to do.

· The first factor in scheduling is, of course, if the volunteer has been assigned to a job or venue by the FAC or VC.

· The second factor is the volunteers’ expressed preference of venue or position.

· If no preference is indicated, a call will be made to the volunteer asking if they would like to help out in the areas that need the most help.

After Action Assessment:

· Start the scheduling process as soon as possible. Late scheduling backs up when JST can begin. Until the scheduling is complete, volunteers will not know which job they are doing or which JST to attend. Our consultant recommended that we begin scheduling eight weeks prior to Games. This was too late. It created a rush at the end. Also, volunteers who turned in applications six months prior, did not get a confirmation letter until six weeks out. They were confused as to why we did not schedule them sooner.

· Scheduling can begin six months out. The scheduling letter should include the date only, not a specific time. Time can be listed as “morning, day, evening, or night”. A confirmation letter can then be sent to all volunteers six weeks prior to Games with specific times.

· Scheduling when applications arrive will also help with the “first come, first served”. 

· By not scheduling until late, the confirmation letters were mailed 6 weeks prior to Games. Volunteers who did not get jobs did not know they were rejected until 4-6 weeks prior to Games. 

· Scheduling is also very time consuming. There needs to be one person scheduling for every 300-400 volunteers. Each venue needs to have only one person responsible for the scheduling of those volunteers.

· Be cautious having non-VSD staff scheduling. You do not want to many people with the access passwords to the system. Volunteers who were assigned and confirmed were then rescheduled by FA Staff looking for volunteers. This creates confusion for the volunteer who thought they were doing one job and ended up doing something different.

· Applications that are not complete should not be entered into the database. It is impossible to schedule someone who does not have availability marked.

· The report times given to volunteers were not accurate. The Venue Management Committee decided on generic report times, all staff and commissioners two hours out, leaders 1.5 hours out, attendants one hour out. This is what was in the database as report time and what was mailed to volunteers. However staff and Leaders at the JST told volunteers different times without notifying VSD. This created confusion.

· There was also confusion as to when each hotel was open to athletes. Because of changing flight schedules these dates fluctuated. This information was not always passed along to Volunteer Services. There was at least one hotel that had volunteers scheduled a day before athletes arrived. This led to a lot of unhappy volunteers.

· Once volunteers have been scheduled and the confirmation letters have been mailed, there should be no changes to the venue schedules. If absolutely necessary, all volunteers will need to be notified of the changes.

Volunteer Groups List

· The purpose of this list is to ensure conformity in the way organizations/companies are entered into the volunteer database by volunteers.  It will indicate specific spellings, abbreviations, etc. to be used when entering a specific group.  This will help when pulling reports on volunteers from certain organizations.  Also this will aid in the scheduling of these groups (especially if the group wants to be scheduled in similar positions).

· This list will include any sponsor groups that are donating people to volunteer, groups with large numbers of people have expressed their interest in volunteering, and any other group that, for any reason, needs to be recognized as a group.  Also included will be common abbreviations or alternative names that those organizations might use.

· This list will be updated every time a new group has been recognized.

After Action Assessment:

· Rather than creating a list, it was better use of time to conform the terms for different groups during quality control checks.  This worked, but I would suggest having one person in charge of Group Volunteers making it easier to create this list.

Certifications List

· The purpose of this list is similar to the Volunteer Groups List.  It will ensure conformity in the way different certifications are entered in the database.  It will indicate how certain certifications are to be entered by indicating exactly how to type it in.  This will also help when pulling reports on applicants’ skills so as to schedule them in the most optimal position.

· Also included will be common abbreviations or alternative names that are associated with those certifications.

After Action Assessment:

· This was done on an as-needed basis.  If we saw the need to include a new certification type, we would make that change within the database.  We also did this with languages skills.

Filing Applications

After the application has been entered into the database they will be filed alphabetically in a filing cabinet for easy access.  This cabinet will be locked to prevent anyone from accessing confidential information without good reason.

After Action Assessment:

· For the most part only one person was doing the filing of volunteer applications.  This works very well, as that one person will be consistent with their own way of filing.  At one point a volunteer jumped in to help with filing and it became a mess.  More than one person filing is acceptable as long as they are all in it from the beginning and discuss certain filing discrepancies.

Volunteer Management System

After Action Assessment:

· It needs to be determined who will be tracked in the VMS. Paid people versus volunteers. Is the system only used to schedule volunteers, or is it used to track total numbers of bodies needed. Lunch counts, credentials, and uniforms need the total number of bodies. We only tracked about 25% of the non-volunteer bodies. Some facility staff were tracked, some were not depending on the Venue Manager. This needs to be consistent. 

· The computer operating system needs to be the same on all computers. We used Windows ’95, 98, NT, and 2000. This created problems with the database and access.

· All staff should have read only access to the VMS and the ability to print reports. These can be generic reports that they can choose from a list.
· The VMS needs the capability of producing large emails to all volunteers. This would eliminate several of the necessary mailings.
· There needs to be a local expert for the VMS. SOI and Washington DC are too far away. The time difference created many problems. There needs to be someone who can physically come into the office to deal with problems.
· The database must be tested during pre-Games, the year prior to the World Games. Our system was never fully tested. Thus, many modifications needed to be made too close to Games time. 

· There needs to be documentation on how to use the VMS. There also needs to be better training. A lot of what we learned was on our own, or over the telephone with SOI staff.

· Needs to be a way of linking the pre-Games volunteers and events in the database and keeping the two Games separate.

· The SOI Volunteer Management System has potential to be a very good program. Modifications still need to be made prior to the next Games. The system worked for us however, it was difficult.

Reports

After Action Assessment:

· Standardized reports need to be better utilized. A lot of time was spent making custom reports for staff at the last minute. Two months out from Games, the reports need to be finalized. Staff need to agree on what they want. The VSD will have to help the learn what they want. Then there needs to be a list of what reports are available. Custom reports need to be kept to a minimum.

· More electronic reports should be utilized, less paper. Especially for the weekly reports that are a couple of hundred pages, times 50 or more staff.

· See Appendix 40 for the “Request for Reports or Other Computer Based Data” form. This form was only utilized in the month and a half prior to the Games.  This form was used to manage the high demand of reports from staff.  This form also helped to refine what the staff member was requesting so as to reduce miscommunication and wasted paper.

· See Appendix 41 for the “Background Check Report”. This report was produced in order to check all prospective volunteers.  This was good because the GOC didn’t have to worry about the contact with athletes that a volunteer might encounter. This enabled Volunteer Services to cross-utilize volunteers in different types of positions without worry of the safety of the athletes.

· See Appendix 42 for the “Volunteers Not Scheduled” report. This report was a used to let the staff know approximately where they stand in volunteer capacity.  This was used further out from the Games as more of a general knowledge of where the venues and functional areas stood.

· See Appendix 43 for the “Training and Orientation Check In Sheet”. This check in sheet was used strictly for General Orientation and Training and was specific to only those volunteers that had registered with an application and had not been to the Training and Orientation yet.  This helped to make the check in process at trainings smoother.

· See Appendix 44 for the “Volunteer Services Center Check In Sheet”. This check in sheet was used only for the Volunteer Service Center and was a master alphabetical list of all registered volunteers.  This was used to show the types of entitlement and credentials a volunteer would receive and also tracked whether they had picked up these items or not.

· See Appendix 45 for the “Venue Check In Sheet”. This check in sheet was used at all venues that had volunteers to manage during the week of the Games.  These were specific to the venue, making the check in process quicker.

· See Appendix 46 for the “Venue Report by Job Title and Date” report. This report was used more as it got closer to the Games.  This gave a more detailed account of how the venues and functional areas were being filled with volunteers.  This report could be changed slightly to show only certain venues and/or functional areas.  This was the most utilized report that initiated schedule changes and corrections.

· See Appendix 47 for the “Scheduled Volunteers” report. This report is very similar to the “Venue Report by Job Title and Date”. It was sorted by volunteer rather than by job title and showed the various job that each volunteer was scheduled to do. This report could be pulled by Venue or Functional Area. It is also the report used to cross check an application against the database.

· See Appendix 48 for the “Total Number of Volunteers by Venue by Day” report. This report was used to track the number of volunteers at a given venue. It was used for lunch counts and for placing orders for volunteer recognition.

· See Appendix 49 for the “Total Number of Volunteers by Day” report. This report was used to track the number of volunteers overall for the games. It was also used for lunch counts and for placing orders for volunteer recognition.

· See Appendix 50 for the “Volunteer Needs Assessment” report. This report was used to track the volunteer needs by Functional Area or Venue. This is a report of the underlying component of the database. This report represents every volunteer need for the entire games.

· See Appendix 51 for the “Volunteer Preference Report”. This report lists the jobs the volunteer is interested in working. It was used to help with scheduling.

· See Appendix 52 for the “Bilingual Volunteers” report. This report was given to the Language Coordinator  and the Language Leaders to track which bi-lingual volunteer was scheduled at each venue.

· See Appendix 53 for a “Games Work Schedule” report. This is an example of a report that the VMS could not produce and that several staff requested. This was done manually in Excel and took a considerable amount of time. Future database systems need to be able to produce a spreadsheet type report.

· See Appendix 54 for the “VMS Definition of Terms”

VOLUNTEER MANAGEMENT PROCEDURES

Volunteer Service Center

The Volunteer Service Center will be located at 2001 Special Olympics World Winter Games offices and will be operational for the duration of the games. The VSC will be the distribution point for all volunteer uniforms and credentials (except currently-military and officials). 

The VSC will house reserve volunteers for deployment to venues in need, as well as serve as a Games time volunteer training facility.  The VSC will be contacted directly by the volunteer check-in centers.  A least one member of the Volunteer Services Committee will staff the VSC at all times. It is the responsibility of the VSC to communicate with the Volunteer Check-in Leaders on issues of training and deployment of reserve volunteers.

The Deputy Commissioners will work closely with the volunteer services management coordinator and the volunteer services training coordinator to plan the management structure and policies and procedures of the VSC.

Volunteer Service Center Procedures

The first stop for all volunteers is the credentialing area. Individuals working here will be expected to have done or do the following…

· Produce valid picture Identification (drivers licenses, passport, state ID). And if possible a scheduling letter

· General volunteer must have attended a General Orientation and Training, Job Specific, and venue walk-thru training.

 If the volunteer has not, they will be asked to attend a condensed version. 

Sessions will be every half hour at the Volunteer Center.

· Volunteer schedules will be verified to ensue they are accurate.

· If a volunteer is not satisfied with their schedule, send them to the Volunteer Help Room for assistance. 

· Do not try to change schedules at this time.

· All scheduled volunteers will have pre printed credentials sorted alphabetically.  Find the individual by first and last name (*remember some people have the same names, so check the job title to make sure they match)

If a volunteer is missing a credential write their name on the credential list and one will be printed for them.

Now the Volunteer is ready to receive their uniform. 

· The first stop is the t-shirt room. Every volunteer will receive 2 t-shirts in a bag with a volunteer pin.

· Next is the vest room. All security will receive green vests, all medical will receive navy blue, all officials royal blue, all staff yellow, and all general volunteers will be able to choose a color.

· Finally everyone will report to the jacket room. The jackets are also colored coordinated. Security = green, medical=red, officials=royal blue, staff=purple, and general volunteers =black. There will be no exceptions to these colors.

· The last step is for anyone who is classified as a leader, official, commissioner, or assistant leader. They may be receiving a cell phone or a Ceremonies ticket. They all will receive a goody bag.

 
After Action Assessment:

General

· See Appendix 56 for “Last Minute Volunteer Information” handout.

· See Appendix 57 for a copy of the VSCTR attendant instructions.

· All volunteers must be processed through the VSCTR. There were several positions where staff came through and picked up their uniforms. This adds confusion as to who received training or not. Also, not all volunteers were marked as having picked up their uniform. They were able to receive a second uniform if they tried. We also tracked volunteers as having attended by who picked up their uniform. If they did not go through the VSCTR process they were not marked as a “Yes” and therefore were considered “No Shows” for the Games. Do not be accommodating for anyone requesting special treatment. It causes too many problems. All volunteers must be treated the same.

· Staff should also be required to be processed through the VSCTR to receive their credentials and uniforms. This will also help them understand the process that volunteers must go through.

· This center should be operational 4-6 months before Games start. A volunteer can come to the VSCTR to sign-up, get scheduled, and receive information on their job assignment. All volunteers will also check-in here to receive uniforms and credentials.

· Having the VSCTR located in the same building as GOC headquarters was extremely helpful. During slow times, staff could go to their offices to work. During busy times, extra staff could be pulled from the office if needed. Because the VSCTR was not set up as an office, we used the fax, copy machine, phones, and computers located at the GOC offices. Volunteers who needed scheduling changes were taken down to the Volunteer Services office to the computers. However, I do not recommend not having any office equipment at the VSCTR. The VSCTR is a fully functional venue and should be set up accordingly.

· The location of VSCTR needs to be determined at least six months prior to Games. Ours was decided four weeks prior to opening. This made it difficult to complete a venue plan, not knowing what the space allotment would be. 

· Consider locating the VSCTR within a sponsor’s business office. That will provide good exposure for the sponsor with thousands of volunteers attending.

Before Games

· A volunteer center should be set up as the “hub” or resource center for volunteers where volunteers pick up uniforms, receive extra training or information, change schedules, even sign up to volunteer.

· The center should have several computers, phones, faxes, copiers, and any other electronic equipment that is necessary for an office to operate.

· The VSCTR needs to be open longer prior to the Games. It should be open 8am until 8pm without closing down during the middle of the day. We closed for a few hours each day so staff had an opportunity to answer phone calls and emails. This created a lot of confusion for volunteers who did not read the published schedule and just showed up.

Games Time

· Any emergency volunteer situations should be handled trough the VSCTR.

· The staff at the center will receive calls from all venue Volunteer Services leaders or other staff personal and be responsible for shuffling reserve volunteers.  

· The staff person or Volunteer Leader at each venue should be responsible for calling the Service Center to check in every morning, in case they need or have extra volunteers.

· We underestimated the number of volunteers that were needed to staff the VSCTR. This venue needs to be a part of the Volunteer Needs Assessment process.

· The transportation system shuttle buses need to go by the VSCTR. Out of town volunteers had difficulty getting to the venue.

· The hours of operation can decrease after the second day of competition. 

· See Appendix 55 for the VSCTR hours of operation.

Training/Scheduling

· It is a good idea to capture last minute General Training specifically for out-of town volunteers. Job specific information should be available for every job.

· Maps, transportation guides, and public transportation information should be available. 

· Scheduling changes can be made at this time.

· Extra volunteer handbooks should be ordered for Games time. Many volunteers wanted an additional book and we did not have enough for out of town volunteers.

· It needs to be determined before Games time which staff member is in charge of which part of the VSCTR. We had confusion as to the Training component. The Training Coordinator thought the Volunteer Management Coordinator would take charge of this during Games time. This needs to be clearly defined.

Volunteer Check-In at Venues 

The Volunteer Check-In Area will be located at each venue and will be staffed at all times for the duration of the Games. All volunteers must report to the volunteer check-in center before starting a shift. Functional Area leaders and Venue Management can be checked-in informally by the Volunteer Leaders.  

Directions given to Check-in Attendants:

· Welcome and thank the volunteer for coming.

· Check to see that the volunteer is properly uniformed and credentialed

· Alphabetically, find their name on the volunteer list, confirm that it is the name on the credential, and place a check by their name.

· If the volunteer is not on the list, check the master list and see if the volunteer is scheduled somewhere else. If so send the volunteer to the appropriate venue.

· If the volunteer does not appear on any lists, refer them to the leader and the leader will contact the Volunteer Services Center.

· Give the volunteer a meal ticket and an incentive program ticket (they should put their first/last name and a telephone number on the ticket.)

· Show them the location of the Volunteer lounge and the Information Services desk is.  Any questions can be referred to the Information Desk.

· Direct the volunteer to their functional area leader.

After Action Assessment:

· ALL volunteers should check-in at the volunteer table before their shift starts everyday. (including: commissioners, leaders, security, and military) It is difficult to get accurate statistics when key volunteers do not check-in and are counted as a “No Show”.

· Try to stagger check-in times so Volunteer Services will not be overwhelmed at one time.

· Check-in tables should be located directly at the volunteer entrance of every venue. 

· Volunteer check-in should possess an accurate list of all leaders of every functional area along with a map of the venue and where each area is located.

· It is highly recommended to use a computer during check-in. To avoid the use of paper and out-dated volunteer check-in reports. Reports needed to be printed two days before Games began due to time limits. Because the check-in sheets were not always up to date, the data coming in was inconsistent. Some volunteers were written on pieces of paper, some written on the backs of the check-in sheets. Computers would help accuracy.

· Live check-ins would also help with knowing instantly which positions had the most “No Shows”. When doing alphabetical check-ins, it took time to go through the sheets to determine which positions were lacking.

· There were several groups (Lions, Otis, and others) who thought they could check in their own volunteers. This was confusing. Set limits with groups early. They must all go through the same process as other volunteers. Just because they are a group, they do not get special privileges.

· Credentials must be worn by all volunteers but when some are lost or damaged day passes need to be issued to ensure that anyone participating in a volunteer role is identified as so. The volunteer leaders and attendants need information on zones and which position gets which zone.

· Walk-in volunteers at the venue should not fill an actual volunteer position but should be encouraged to participate as a spectator. Pom poms, posters, and other cheap Games paraphernalia could be passed out.

· Non-scheduled volunteers who were promised jobs by staff or leaders should not be allowed to volunteer unless they meet the requirements.

· Leaders of every functional area should have contact numbers available of all other leaders at that venue.

· Pre-assigned Spectator Teams are not considered general volunteers. They should either have a separate check-in or check-in with information services. Spectator teams are not considered general volunteers and will not have access to the lounge.

Volunteer Walk-In Procedures 

All volunteers must go through a General Orientation & Training and have filled out an application to volunteer for the 2001 Special Olympics World Winter Games Alaska. When a volunteer who has not met the above requirements would like to volunteer for the games proper steps must be taken to ensure all Special Olympics policies are followed and that the volunteers time is best utilized.  

Directions given to Check-in Attendants:

· Welcome and thank the volunteer for coming.


· Ask the volunteers if they have filled out an application.

· Call the Volunteer Service Center (VSCTR). The VSCTR is equipped with a master list of volunteers.

· If there is a need then the volunteer will be sent to the VSCTR to receive GTO. They will then be sent to an appropriate venue.

· If there is not a need ask the volunteer if they would like to stay at that venue as a spectator. Located in each Volunteer Lounge will be (pre-made signs) markers and poster board to make signs, along with common cheers in different languages.
Reserve Volunteers

The VCC will be responsible for contacting reserve volunteers when needed. When scheduling letters are sent out in Jan.  The volunteers who did not get scheduled will be sent a letter asking to be a reserve volunteer. The letter will state “ all volunteers positions are full but may we call you if a need arises” the letter will have the volunteer hotline for them to call back. 

When a general volunteer fails to report…

· ½ hour after a general volunteer was scheduled to arrive the Volunteer Services Leader at each venue will let the Functional Area Leader know they are missing volunteers.

· If the volunteer Services Leader and the other Functional Area Leader decide that it is necessary to call in a reserve volunteer, then the volunteer leader and only the volunteer will call the Volunteer Service Center to schedule a replacement.

· If a general volunteer plans to be late they should to contact the volunteer hotline. This hotline will be checked each morning for messages.

After Action Assessment:

· A reserve group of volunteers is mandatory. Four or Five per venue (depending on the size of the venue) should be scheduled.

· Reserve volunteers should be treated as general volunteers. They should be captured in the original needs assessment, receive a uniform, get training, and have a venue to report to.

· They report to that venue that day as a reserve, if the venue needs extra help then the reserve fills in. If that venue does not need help but another venue does then the volunteer will be spent to the venue in need. If they are not needed anywhere they can be a spectator or visit other sporting venues. 

· Transportation and volunteer services should put a plan together to handle the shuffling of reserve volunteers from venue to venue.

· A walk-in volunteer should not be allowed to volunteer for that day. It is important to train them and do a background check.

· Analysis should be done on each Venue to determine whether a “reserve” volunteer(s) should be scheduled to assist with filling critical positions that volunteers fail to show up for. These volunteers can be cross-trained on several different functional areas. 

· Some scheduled “Spectator Team” members should be designated and trained to fill in for vacancies.

· There needs to be a better way to find and schedule last minute volunteers, especially hard to find specific volunteers such as ceremonies. We had requests to find specific skills with an hours notice. This was difficult.

Volunteer Communication

Volunteer Telephone Hotline & Volunteer Email

· The volunteer hotline & email is used for general volunteers to request an application and receive general information. This is the link to Special Olympics World Games Volunteer services.

· Before Games time mail is checked daily…

· All volunteers are contacted and first asked if they would be willing to take on a higher level of a leadership role, those who have time to plan and stage 2001 World Games as well as oversee volunteers. 

· If volunteers are interested in a leadership position with a functional area, their name and number is passed on to the functional area coordinator.

· If the volunteer is not able to commit to a leadership position their address is taken and an application is sent to them.

· Volunteers may ask questions regarding job assignments, training, and other volunteer opportunities.

· If volunteers are late or have an emergency that prohibits them from fulfilling your duties as a volunteer they will use the hotline & email.

After Action Assessment

· A volunteer telephone hotline should be established. 

· The number should be published at least two years in advance and should include as much information as possible with menu options and a chance to leave messages. (i.e.  press one for training information; press two to request a volunteer application) The more information you give them the less questions to answer.

· On the web page there should be a volunteer email to access and request any information.

· Both the telephone hotline & email messages must be checked daily and volunteers should be answered on a timely basis.

· Updating the web page and hotline with current information should be done regularly.

· Any mailings to be done should be pre-determined before games to ensure deadlines are met and volunteers receive information. (scheduling letters, thank you letters etc.)   

· Large mailing can be completed by volunteer groups. Do not underestimate the amount of time spent doing mailings.

Procedures for Volunteer Calls to Confirm Schedules
All 2001 SOWWGA volunteers will be called to confirm schedule. They will either be called by Volunteer Services, functional area/sport staff or functional area/sport leader. 

If a functional area would like a report of volunteers they must make a request to Volunteer Services. Once the list of volunteers is given to a functional area/staff, Volunteer Services will not be responsible to contact those volunteers. The purpose is to avoid a volunteer from being contacted too many times by different people. 

When Functional Areas choose to call their volunteers:

· They must identify themselves as a SOWWGA volunteer (not to be confused with staff)

· Tell the volunteer what their schedule currently is and ask them if it is suitable

· If it is make a notation on the report and we will put it in the database.

· If the volunteer is not satisfied with their schedule have them call the volunteer hotline @ 277-2497 and a Volunteer Services Representative will return their call. (Please note if a volunteer is not happy with their schedule/job-finding another position may be difficult because most volunteer positions have been filled.)

· Remind the Volunteer of Job Specific Training and Venue Walk-Thru Training.

· Reiterate the importance of The Volunteer Service Center, where they will pick up uniforms and credentials. 
After Action Assessment

· It is very important to have verbal confirmation of a volunteer’s schedule. This will ensure that the volunteer can fulfill their commitment. 

· Only the volunteer department should be responsible for calling volunteers.

· It can be very confusing when many people are confirming schedules with volunteers

· It is also recommended to have the volunteer call the Volunteer Hotline to verify their schedule. Then we would only need to call those volunteers who did not RSVP.

Logistics Re-Supply and Volunteer Lounges

Donations from local area vendors have allowed SOWWGA to provide lunches to athletes, coaches, officials, and volunteers at the venues during the games. Volunteer Services is responsible for serving box lunches to all volunteers who are working 6 or more hours. The initial order for the first two days will be made on February 12th, 2001, any additional items will be ordered through logistics.

· Only leaders and assistant leaders are to place orders.

· All orders must be turned into logistics leader at the venue before 4:00pm.

· Please do not order excessively. Order what is needed for the next day.

· Please print legibly, and make a copy to put in the Volunteer Resource Manual.
Ordering Guidelines to Consider

50% of people drink Coffee (20% of people Decaf and 30% of people regular) 

60% use creamer and sugar 

30% will drink hot cocoa 

10% of those will drink sugar free 

If there are 100 people utilizing the lounge, plan for 50 cups of coffee – 30 regular, 20 decaf, and 60 packets of cream and sugar. 

Most snack items, budget 1 serving per day, per lounge, per person. 

M & M’s, budget 1.5 servings per day, per person, per lounge 

70% of people drink soda pop 

30% of those drink diet soda 

Budget 1 can of soda for every 4 hours of attendance per person.  

After Action Assessment:

· At the Hotels where the athletes are staying volunteer lounges should be accessible to volunteers only. Security should have a presence at some point for access control purposes. There was not enough of the Volunteer Lounges. Snacks and recognition items disappeared from the lounges.

· It’s important to have coffee and healthy snacks ready when the early morning volunteers arrive at the venue.

· The re-supply of items should be handled through only one person at each venue. All leaders summit their request for materials and food to a logistics supervisor.

· Volunteer meals should be handled by volunteer services not by food services. Meal tickets should be used to ensure only volunteers are eating.

· A volunteer lounge can be inviting and friendly with proper decoration.

· The volunteer lounges were not given any bottled water. We were told there was not enough for volunteers and athletes. Yet, after Games, there were thousands of bottles left over. Enough water needs to be ordered for all lounges.

· Meal tickets were not used. This did not seem to be a problem.

· Excess lunches were not picked up from the lounges. The numbers were not always correct. There needs to be a better way of determining needs.

· The FFE for the lounges was not delivered by logistics when needed. Several lounges were actually days late in arriving. We had to go to the warehouse and pick up our own equipment. This was a problem.

· Volunteer Lounges need to be located near the action. Several in hotels were too far away and were never utilized.

· See Appendix 61 for volunteer lounge placement maps.

· See Appendix 62 for “Volunteer Check-In and Lounges FFE”. This is an inventory of all Furniture, Fixtures, and Equipment needed for the volunteer lounges, sorted by venue.

Awards Bearers Volunteer Procedures

Scout troops will be undertaking the role of awards bearers at some of the venues. They are not classified as general volunteers. They are a special group of volunteers who will be providing 1 to 2 days of service. Schedules for the scout troops are set by the Awards Leader at each venue.
Security

The awards bearers will not report to the service center and will not receive credentials or a uniform. The volunteer, awards, and security leader should be aware that the troop is volunteering and they will be allowed on the Field of Play to fulfill their duties. The awards and security leader need to keep each other informed on when the troop will be arriving. 

Food

Most of the Awards Bearers will not be working a full shift therefore they will not receive a meal. If a troop is working 6 hours or more they will be given a box lunch. However, if the volunteer and the awards leader agree and there are extra box lunches, they may be given a box lunch.

Uniforms

Awards Bearers are asked to wear their Girl/Boy scout uniform. They will not receive uniforms form volunteer services.

Incentives

All awards bearers will receive a Special Olympics pin. Awards leaders will be given a supply to hand out. A limited supply of volunteer pins will also be given and awards leaders will decide how to use them.

Bearers may also receive various recognition items at the venue. 

One leader will be the contact and responsible for the troop. 

Email Response Spectator Teams

“Thank you for your support of the 2001 Special Olympics World Winter Games • Alaska.  Due to an overwhelming response from caring Alaskan residents like you, we have almost reached our recruitment goal of 5,500 dedicated volunteers!  Unfortunately, there are currently no volunteer positions available.  

However, the 2001 World Games Spectator Team Program (STP) still needs your participation.  Spectator Teams provide encouragement, cheer and support to visiting Special Olympics athletes and teams during competition.   They provide the extra incentive that encourages athletes to compete at their highest level.  Our goal is to fill the stands at every competition, every day.   We need your help to make this program a success!

To find out more about the Spectator Team Program, please call the Spectator Team Hotline @(907) 277-2860.  We hope you’ll recruit your family members, friends and co-workers to the STP - let’s show the world that Alaskans are Proud to Play!

Thanks again for your support of the 2001 Special Olympics World Winter Games Alaska.”

Volunteer Mailings

After Action Assessment:

· Do not underestimate the time involved with producing mailings. The VSD did at least 10 large mailing of 3,000+ pieces. There needs to be a volunteer group to just produce the mailings. Too much staff time was utilized.

· If the United States Postal Service Bulk Mail is used, know how long it will take a letter to reach someone. Bulk mail can typically take 2 weeks longer than regular mail. Out of state mail took 8-9 weeks. Many volunteers received their confirmation letters after the Games were over.

VOLUNTEER RECOGNITION PROCEDURES

Recognition Items

The Volunteer Recognition Committee will produce the following:

· Volunteer Pin

· Volunteer Thank You Letters

· Volunteer Certificate

· Volunteer Recognition Items

· Holiday Mailing

· Volunteer Rally

· Volunteer Party

· Post-Games Recognition Gifts for Leadership Volunteers

· Gift bags for leaders and commissioners

Prior to Games Recognition

The Volunteer Recognition Committee would like to acknowledge all the individuals who volunteer their time prior to the Games. Prior to Games Recognition Items include:

· Christmas Card 

· Raffle items for meetings

· Monthly raffle items

· Snack food for meetings

· Personal Thank You Messages from staff

· Logo wear for volunteers who are doing presentations

After Action Assessment:

· Recognition of volunteers is a continual process and should not only take place during the Games.

· Prior to Games Recognition was almost non-existent due to budget constraints. The Volunteer Recognition Coordinator solicited items for the monthly incentive drawings. Only one volunteer per month received recognition. In addition, there should have been a drawing at every large Venue Management Team meeting as well as Games Management Team meetings. We should have also provided snacks and drinks at these meetings. The majority of the meetings were scheduled from 5:30pm till 8:00pm. Snacks or pizza would have been a nice treat for the volunteers. The CEO did not agree with these forms of recognition therefore they were not allowed. The majority of staff felt it was necessary and paid for it with their own money. 

· Monthly raffle items; (gift certificates) should be drawn each month prior to Games and all staff and commissioners and leaders should have the opportunity to find out who won easily.  

· Many meetings were held after business hours (during dinner) food, snacks, and drinks or the funds for such should be provided for the staff person holding the meeting to be reimbursed for food expenses. There should also be drawings at each of the Venue meetings where large numbers of volunteers are attending. That way the recognition is immediate.

· The logo –wear for volunteers helping with outside presentations gave the volunteers the feeling that they were a vital part of the group.  This was very well received and rewarding to the volunteers.  

Volunteer Pin

The Volunteer Recognition Committee will be responsible for working with the PR Department to design the unique 2001 Volunteer Pin. The pin will be given as a part of the uniform but more specifically as a token of our appreciation.

After Action Assessment:

· The volunteer pin was an easy and effective way to recognize volunteers.   The pin was given out to the volunteers as they picked up their uniform, this worked out extremely well.  Make sure that pins have been ordered on time so that they may be given to everyone who comes to pick up their uniform at the volunteer service center to save time and effort handing them out at a later date or during Games Time.

· The Recognition Coordinator and the Volunteer Director should be responsible for the design and manufacture of the pins, or give this responsibility over to the PR department.  This responsibility should not be shared. Which department was responsible and had final say on the design and manufacture was not clear.   There were problems with sharing the responsibility for the design with another department, and ultimately the PR department decided the design and the manufacture of the pin.

Games Time Recognition

Entitlements That Each Group Receives

The following is a list of all recognition items to be given to volunteers:

Group 1
GOC Committee: Commissioners, Deputy Commissioners, and Staff



Receives: 1, 2, 3, 4, 5, 6, 7, 8a, 9, 10, 11 

Group 2
Sub-Committees: Leaders and Assistant Leaders



Receives: 1, 2, 4, 5, 7, 8a, 9, 10, 11 

Group 3
General Volunteers: In-House, Pre-Games, Games Week, Officials, Ameri-Corps, 

Temp Paid



Receives: 1, 8a, 9, 10, 11, option to buy 6

Group 4
Other: Ceremonies, Host Team, National Guard, Military



Receives: 1, 7, 10 

Group 5
Contract



Receives: 10, 11

Major Items:

1. Certificate

2. Christmas Card

3. Opening Ceremonies Ticket

4. Plaque (Acrylic flame)

    
5. Poster

6. Rally Photo

7. Thank you letter

8. Uniforms

2 White mock, long sleeve T-shirt





Polar Fleece Vest







Anorak-style, long, unlined micro-fiber or nylon shell



  9. Valentine Card

10. Volunteer Party

11. Volunteer Pin

After Action Assessment:

· It is good to be very specific with who receives what type of recognition. We, however, did not publicize this enough. Be very explicit and let everyone know what they receive. The problem was with ceremonies volunteers, third party volunteers, and contractors. They all felt they should receive the same as general volunteers. Contractors, such as transportation drivers, are paid, should they receive the same recognition? This needs to be decided early on. One suggestion is that they receive a t-shirt as a thank you. 

· Everyone should receive something, but identifying different levels is recommended.

· The volunteer thank you certificate was designed by the Publications Department.  This worked well because of their working knowledge of the computer programs needed to design, and of the publications process.

· Because our venue for Opening and Closing Ceremonies was so small the volunteer leaders and commissioners were given one ticket to the ceremonies.  There wasn’t much we could do about the size of the Arena, yet I would have liked to somehow given them two tickets so they could have brought a guest.  There were many seats available in the Arena once the ceremonies started. 

· The Rally photo of the Logo in the Snow downtown never materialized.  The Volunteer Department was told on several occasions that the photo would be available to put in the lounges but this never came about.  The PR Department did not make the necessary arrangements to have them produced.  The Volunteer Department should be responsible and have funds budgeted for this project.

· The thank you letter to volunteers should be sent out to all general volunteers in the database, as well as staff.  Staff should be given a chance to review the list of names to make sure that all people who helped during games-time receive some recognition for their efforts.  

· Christmas Cards were well received.

· The thank you letter and the certificate should be mailed out together to avoid extra costs in mailing.

· While it was put into writing who received what recognition, it needed to be better distributed. All staff need to be aware of this in advance.

· See Appendix 64 for copy of holiday party invitation. Sent to commissioners and board members.

· See Appendix 65 for a copy of the “Happy Holidays” postcard sent to all volunteers.

· See Appendix 66 for sample of Volunteer Pin.

· See Appendix 67 for the “Certificate of Appreciation”.

· See Appendix 68 for the volunteer thank you letter.

· See Appendix 69 for “Acrylic Flame Plaque”.

Week of Extras:

Lip Balm

Zipper Pull

Mardi Gras Beads

Gold Coins – chocolate

Poster boards with volunteer names for lounges

Handouts of how to thank volunteers on daily basis for leaders

Cards from athletes

Logo tattoos

After Action Assessment:

· Spontaneous Thanks And Recognition Teams (STAR) should be utilized during games time to hand out recognition items.  There should be a group, size dependant, who go venue to venue handing out small items such as the lip balm buddy, Mardi Gras beads, pins and zipper pulls. There would be a Recognition Leader at each venue.

· These items to be given away should be handed out as incentives to doing something good as a volunteer, such as being early for your shift, arriving on time, smiling, going above and beyond or picking up an extra shift to help out.  

· Recognition items should not be viewed as a definite gift that each and every volunteer receives.  There were problems with venue coordinators, leaders, and general volunteers calling trying to get the recognition items to their venues because people had not received a specific item. 

· Several items ran out mid-week. Volunteers who were working the second half of the Games did not receive the same items as those working the first half. This is due to two reasons. One that merchandise disappeared from the warehouse. Finally, leaders and staff were not conservative in handing out the recognition items. At several venues the leaders put the lip balm and zipper pulls in a basket at check-in and let the volunteers take what they wanted. There needs to be a system for giving out the items.

· Not enough focus was put towards recognizing the volunteers at the athlete villages during games time.  The STAR teams need to focus on all venues equally and split their time and the recognition items accordingly.

· Effort needs to be put into keeping the volunteers occupied during “downtime” at the athlete villages.  Recommend cards, board games, word puzzles and the like.

· The poster boards for the “hands” were a big success.  4’ x 8’ foam core poster board was put up at each venue where volunteers were present and said volunteers would have the opportunity to trace their hand and sign the board with colorful markers.  These were later used at the volunteer recognition party as a mural dedicated to our volunteers.

· Lip balm was a great success especially at the outdoor venues where sporting events were taking place. Three colors had been purchased, this caused some confusion and volunteers would try to get a different color instead of the one offered.  Order one color and the problem would be solved.

· The zipper pulls were a wonderful item to give away.  Once again they especially came in handy at outdoor venues where people were wearing gloves.  They were very popular at each venue however, and people were trading them with athletes and other volunteers for pins. 

· Chocolate Gold Coins were made locally and put into each of the volunteer lounges.  They were hard to keep track of since the lounges did not have adequate security to check the flow of people in and out of the lounges.

· The logo tattoos were great.  The SOWWGA logo was put onto small water based tattoos and the volunteers responded positively to them.

· Volunteer lounges should have a person checking everyone who comes in and out of the lounge.  Athletes, coaches and staff at the hotels were utilizing the lounges for their own benefit.

· See Appendix 70 for “Lip Balm Buddy”.

· See Appendix 71 for “Zipper Pull”.

· See Appendix 72 for “Mardi Gras Beads”.

· See Appendix 73 for “Logo Tattoo”.

Items for Thank You Party:

Flower Seeds – “thanks for helping us grow”

Recognition edition of newsletter

Other:

Letters to employers

School recommendation letters

Place add in newspaper after thanking volunteers

After Action Assessment:

· The thank you ad in the newspaper was in the “Money” section.  This was not a good section to get optimal viewing by our volunteers.

Opening/Closing Ceremonies Ticket Allocation

· Due to the fact that the largest venue in town, the Sullivan Arena, cannot accommodate the number of guests desiring tickets to Opening Ceremonies, it is necessary for us to prioritize distribution of the tickets available.

· There will be reserved seating for this event. The PR Department is designing and printing these souvenir tickets. 

· Each Functional Area that has ticket allotments must monitor the ticket distribution, and tracking of the RSVP’s. This will allow unused tickets in a group’s allotment to be redistributed to where a great need for tickets exists.

· Volunteer Services will track the count of Volunteer Leaders and Commissioners. Ticket distribution will occur at the VSCTR when the volunteer picks up their uniform and credential.

· Roughly ten minutes after curtain, empty seats can be filled with any standing volunteers not needed at their assigned work area.

After Action Assessment:

· There were hundreds of vacant seats at both Opening and Closing Ceremonies. 

· Sponsors should not have been given such a high percentage of seats. 

· Ten minutes after curtain, the doors should have been open to anyone wanting a seat, not only those volunteering at the venue.

· Handing out tickets at the VSCTR worked.
Post Games Recognition

The Volunteer Recognition Committee will provide recognition to all of the leadership volunteers. Plaques will be created for Group 1 and Group 2 volunteers.

After Action Assessment:

· Volunteer Recognition Coordinator and Director should work with outside marketing company to design and order plaques.  Recognition Coordinator and Director designed and ordered Acrylic Acetate Flame Plaques tinted blue for commissioners and staff, clear for leaders.  These were a success.  

· The price of the acrylic flame shaped plaque is comparable to a wooden plaque with a photo or medal on it.    

· If plaques with the Games medal are to be used, SOI will order extra medals for volunteer recognition.

· Volunteers who were not present at the party and were not able to pick up their prize should be contacted and asked to pick up their gift certificate at the main office or the prize can be mailed to them.

· See Appendix 69 for “Acrylic Flame Plaque”.
· See Appendix 74 for thank you note used for special volunteers.

Volunteer Thank You Party

The Volunteer Recognition Committee will work with the Receptions Committee and Special Events to host the Volunteer Thank You Party. The Volunteer Recognition Coordinator will work with local businesses and sponsors to provide gift certificates for volunteers.  These will include but not limited to, dinners, trips, airline tickets, paintings etc.

· Volunteer Department will locate and reserve a venue for the party, and maintain contact and relations with venue management.

· Volunteer Department will set up a volunteer RSVP line at least two weeks prior to the party to help estimate the number of attendees.

· Volunteer Department with the help of PR and Publications will design, manufacture and mail invitations to all volunteers

· Volunteer Department with help from PR will decide the theme for the party as well as the program of events.

· Solicit bids for catering and sign contracts when awarded.

· Solicit bids for entertainment and sign contracts when approved.

· With permission from the GOC the Volunteer Department will distribute any left over publications and logo bearing items to volunteers at the party.

After Action Assessment:

· The volunteer recognition party should be labeled a special event.  The Special Events Department should work closely with the Volunteer Department to develop a theme and tone of the party, but the responsibility for the party should ride with Special Events.   The Special Events Department has the contacts and resources necessary to stage an event of this size and importance.  

· The Special Events Department was given a budget to plan and prepare for each special event and reception except the Volunteer Recognition Party.  No budget was given for this event, which was frustrating because there was never a clear picture of what the parameters and expectations were for the party.  Each idea costing money had to be approved by the CEO. This stymied the planning process and hindered getting contracts signed because of the indecisiveness.

· Special Events had a working knowledge of which entertainers would fit the program desired.  They knew which bands and acts would want to provide their services for free and which would not want or be able to participate.  

· Special Events Department had a working knowledge of the venue and although they were helpful in the planning of the party, in retrospect had this party been classified as a special event the Volunteer Recognition Coordinator would not have had to establish new contacts at the venue.

· GOC Staff played an integral part in the set-up and tear down of the decorations.  This saved time and money and helped assure that minimal volunteer help was needed.  Each Department was assigned a specific task to perform during the party.  The one problem with this is staff who wanted to socialize during the party. 

· $5.00 per person was paid for food: hot dogs, hamburgers, condiments, chips, and salad. Drinks were from excess Games beverages: coke, sprite, and water. There was a no-host bar. Dessert was provided by the Anchorage Convention and Visitor’s Bureau: cakes, ice cream, and pies donated by local hotels. Decorations and music cost $8,000.

· Total bill for Volunteer Recognition Party was $28,000 for over 3,000 people. The Founders Reception had a budget of $50,000 for 600 people. $9.00 per person versus $83.00 per person. This is not very proportional.

· The party was held three weeks after the Games. Because there was no budget set for this event, there was no preplanning of the party prior to the Games. The week after Games was busy with recovery and organizing sign-in sheets to be able to mail the invitations. That left two weeks to plan an event for 3,000 people. This is not enough time. The party either needs to be 5-6 weeks after Games to adequately plan.

· 3,000 volunteers attended the party. We had estimated 4,000. The party was on a Monday night and the military invitations (1,000) were never delivered. Had the party been on a Saturday night there would have been more people attending.

· We offered carnival type games for the volunteers to play. They were rented from a local party supply store. We gave away extra stuff from the Games for prizes; athlete bags, honored guest bags, towels, volunteer uniforms, goodie bag items, signage, pins, etc. This was extremely successful and is highly recommended. It was an easy way to get rid of excess inventory. The volunteers were very appreciative.

· See Appendix 75 for “Volunteer Recognition Party Invitation”.

Volunteer Uniform

· Volunteers must wear the Standard 2001 SOWWGA Volunteer uniform and follow all uniform requirements.  Volunteers must wear the official uniform while on duty.

· Volunteer uniforms are provided to every volunteer who works at least four shifts during set-up, recovery, and Games Week periods.  

· If a volunteer loses or damages his or her uniform after distribution by the GOC, it is the responsibility of that volunteer to replace the uniform at his or her own expense.

· The Official Volunteer Uniform will consist of 2 long sleeve t-shirts, a fleece vest, and a light weight jacket.

· Sponsors will be permitted to have lanyards printed with their name/logo on them according to specs established by the GOC.  Lanyards will be one color.  

· General volunteers will have a lanyard with a sponsor’s name on it.  No volunteer group, other than licensed 2001 World Games sponsors, are permitted the option of printing a personalized lanyard.

· All volunteers will receive a generic volunteer pin that will be designed by the Volunteer Recognition Committee.  

· Licensed 2001 World Games sponsors may design their own volunteer pin with their name/logo and the 2001 SOWWGA logo.  The design must be approved by the GOC.  These pins will not be larger than 1.5 x 1.5 unless an exception is approved.  

· The generic volunteer pin and the licensed 2001 World Games sponsor pins are the only pins approved to wear while volunteers are on duty.  Both may be worn at the same time.

· Because we want our volunteers to have a clean, uniform look, and because our volunteers should not serve as billboards for the companies they represent, the following items will not be marked by licensed 2001 World Games sponsors or other individual volunteers or Volunteer Groups:

· Sunglasses/sunglasses holders

· Wristbands/headbands

· Bandanas

· Pants

· Belts

· Shoelaces

After Action Assessment:

· Uniforms were seen as a requirement to wear, not as a part of recognition. Emphasis needs to be placed on the fact that the uniform is a gift and not something that should be expected.

· SOI should not have a uniform that says “Staff”. They are not GOC staff and cannot answer questions that people ask, assuming they are staff.

· If uniforms are to be sold, it needs to be determined in advance what they price will be. Volunteers should be told if there are extra uniforms, they will be sold the last two days of Games.

· It needs to be determined in advance what recognition and uniform military personnel will receive.

· We only ordered one style of t-shirt and they all said “volunteer”. There should also be some t-shirts without the word volunteer on them. Staff, sponsors, and people receiving the uniform as a gift should not say “volunteer”.

· The uniform colors are as follows:

· Staff – purple

· Volunteers – black

· Medical – red

· Security – green

· Officials – royal

· Security needs a brighter color. They need to stand out in a crowd. Orange or yellow would be best.

· We printed the above words on each of the uniform jackets to help identify the groups. However, the general volunteers were mistakenly not printed. This worked better because volunteers were happier without the word “volunteer” printed on the back. They will wear the uniform more in the future, which helps to promote Special Olympics and is a part of the legacy of the Games.

· Uniforms need to be ordered much earlier than we did. They need to be ordered at least nine months in advance. We received 75% of the uniforms two days before the VSCTR opened. The remaining 25% were received after the center opened. Not all sizes arrived in the first shipment. We had to give IOUs for many sizes. Over 500 volunteers in the first week received an IOU. This is not good customer service.

· We ordered 115% of the anticipated number of uniforms needed.  Order sizes larger than the population average (small people can fit in bigger items but vise versa does not work). Nike based our sizes based on the average population, which included child sizes. Our proportions were extremely incorrect. We did not have enough large sizes. The majority of our volunteers are adults and tend to be larger than the population average. Especially when you consider the 1,000+ military personnel. 
· Nike gave us 1,000 extra vests and t-shirts. We had approximately 1200 small and medium left over. If we did not get the extras, our numbers were extremely close, probably too close. We had approximately 300 jackets left over.
· The volunteer pin also arrived three days after the VSCTR opened.

· The uniforms need to be a major sponsorship, planned 24 months prior. 

· Take into account “seasons” when ordering. There is a certain time of year that summer or winter apparel can be best ordered.

· All ordering of uniforms and pins should be the full responsibility of the Volunteer Services Director. This part of recognition fell under sponsorships and the PR Department. While they had good intentions, it was not done in a timely manner. It needs to be a larger priority.

· Winter Games should consider ordering two different types of volunteer uniforms: indoor versus outdoor. The uniforms we provided were not adequate for volunteers who spent hours outside in the snow. They had to wear their own coats to keep warm which was a visibility issue. It was difficult to tell who was a volunteer or not from a distance.

· Also consider gloves and a hat as a part of the outdoor uniform.

· See Appendix 76 for a copy of “Volunteer Uniforms” spreadsheet.

· See Appendix 77 for “Uniform Total Received”.

· See Appendix 78 for a copy of the proposal sent to Nike for uniform sponsorship.

Volunteer Incentive Program

Start Date: Aug. 3, 2000 at the Games Management Meeting

Program Goal 

1.
To acknowledge the contributions and commitment of our volunteers who serve at leadership levels.

2.
To acknowledge the contributions and commitment of all volunteers.

3.
To provide an incentive for meeting attendance.

Program Implementation

1.
Each Venue Coordinator and Functional Area Team Coordinator will be provided with a container and a roll of tickets.  

2.
Every person who attends either a VMT or FAT meeting or volunteers in any capacity helping prepare for the Games will be given a ticket to fill out when the meeting ends.

3.
The Venue Coordinators or Functional Area Team Coordinators will collect the tickets throughout the month.  At the end of each month the tickets will be turned in to Volunteer Services for a monthly drawing.  

4.
After each monthly drawing, the tickets will be given to the assigned Volunteer Coordinator to be kept for a final grand prize drawing to be held after the games.

5.
Prize distribution will be handled through the Volunteer Services Department.  Staff members are not eligible to enter these contests.

Types of Contributions:

Gift Baskets

Logo items

Gift Certificates

Dining Certificates

Fishing Adventures

Massage therapy

Transportation to Alaskan destinations

Snowboard/Ski equipment 

Adventure packages

Tour packages

Weekend getaways

Flight seeing tours

Accommodations

Companies and Associations making a contribution to our volunteer program will be recognized in the following manner:

· As the door prizes are being distributed your company or name of association will be announced over the PA system during the Volunteer Recognition Party.

· Any company or organization donating will have their logo or company name put into a power point presentation that will be continuously scrolling throughout the Volunteer Recognition Party.

After Action Assessment:

· Volunteer Coordinator should write and distribute a letter soliciting gift certificates from numerous local businesses and groups to be given as incentive prizes to volunteers.  The letter should be sent as soon as possible to illicit the best response.  Proper follow up is needed by phone or a personal visit to help collect as many as possible.  The local Chamber of Commerce as well as the Convention and Visitors Bureau will have a database containing addresses, phone numbers and contact names of local businesses that are members. 

· See Appendix 63 for a copy of the letter.

· The Volunteer Recognition Coordinator should solicit local groups such as tourism groups, restaurant associations and others that may be able to help with acquiring trips and gift certificates to be given to volunteers as incentives for pre-game volunteers as well as to be given away at the volunteer party.

· Incentive program tickets should be given out to anyone who volunteers at any occasion prior to games-time.  Many people were not able to volunteer during games-time yet they came and helped out with a multitude of other tasks before games.  These people should be recognized and given the chance to be drawn for the grand prizes during the volunteer recognition party.

· Make sure that all staff members are aware that they should be distributing the volunteer incentive tickets to each volunteer every time they come to a meeting or volunteer to help out.  Each staff should be aware of what is to be written by each volunteer on the ticket to maintain consistency, and should be responsible for collecting and delivering to the Volunteer Recognition Coordinator.

· Volunteer Recognition Coordinator must have a central location to house and display all of the incentive program tickets.  A large ticket spinner was used and was a good indicator for how many volunteers the GOC had helping out.  As it filled up staff and volunteers would comment on how full it was getting.

· Incentive tickets should have first and last name as well as phone number clearly written on them to ensure that the proper person receives incentives.

· We needed help with the big ticket items. We did not have enough large item prizes to give away. The Board of Directors should help solicit large items such as cruises, airline tickets, out of state hotel stays, etc.

· Sponsor Relations should also help solicit gifts. The request for volunteer incentive items should be included in the sponsor packet. Every sponsor should be required to provide at least one large ticket item.

· See Appendix 79 for a copy of “Volunteer Incentive Program” flyer.

· See Appendix 80 for “Recognition Donation Items Received”. These were used for the monthly drawings and the Volunteer Recognition Party drawing.

Additional Recognition Items for Staff and Key Volunteers:

This is an item put in a small plastic bag and given to staff for motivation:

A Daily Survival Kit

An Eraser so you can make all your mistakes disappear.

A String to tie things together when everything seems to be falling apart.

A Rubber Band to stretch yourself beyond your limits.

A Marble in case someone says you have lost all of yours.

A Penny so you’ll never have to say you’re broke.

A Lifesaver for when things are hectic.

HUGS to remind you that your friends care about you.

After Action Assessment:

· See Appendix 81 for Special Olympics trivia questions.

Past Games Information

· See Appendix 82 for past World Games volunteer certificates.

VOLUNTEER RALLY

Logo on the Snow

Policies and Procedures
11/13/00

1. People involved:

· Gate keepers- will be stationed at each gate to count and monitor the flow. They will also be responsible for communicating #’s to the leader

· Leaders- will be the only ones allowed on the F.O.P before the event. Will have a radio to communicate with head stager. They will have a sign representing their color and will lead the volunteers to the appropriate places. 

· Table stagers- will be responsible for manning the volunteer’s table and handing out cards to everyone.

· Head stager/MC-will be placed on top of the ladder in the fire truck. They will make the final call when the picture is ready to be taken. Will communicate with leaders.

· Rally Volunteers-will be given a colored card to represent the Logo.

2. Procedure:

· As volunteers arrive they will be given a page of instructions. 

· They will be asked to join one of the four staging areas.

· At this staging area the table stagers will give them a colored card and will ask to wait in this location until called by the leader. Coffee, and a 2001 SOWWGA volunteer opportunity table will be provided.

· The leaders will be in constant communication with gate keepers who will be keeping tract of #’s. (If Red 1 is full and we need more at Blue 4 the gate keeper will send people to that staging area) 

· Through communication with the leaders the head stager/MC will decide when to start. Once the numbers have been met we will start the flow:

Red 1 will be the first group to go-lead by the leader-they will file in the area staying in the lines!

Blue 2 will be the second group to file

Red 3, third

Blue 4 and Yellow 4, fourth



*The above areas are necessary*



The boarder, Blue 5, will be next 

The SOI Logo will follow?

Any one left over will be asked to stand around the outside boarder and use instruction sheets as cards.

· Once the rally volunteers are all in place the head stager will give instructions to leaders and we will take the picture!

· As volunteers exit the field of Play (through the gates) their cards will be collected and we can all go home!

After Action Assessment:

· See Appendix 83 for “Logo On The Snow Rally” Photo.

· See Appendix 84 for “Logo On The Snow Rally” volunteer instructions.

· See Appendix 85 for “Logo On The Snow Rally” flyers.

Section VI.
  BUDGET

Recognition Items:

	Item Descriptions
	Who
	Category
	Comments
	Quantity
	Unit

Cost
	Measure
	Total

Budgeted
	Actual Spent
	

	Buttons “Special people support Special Olympics. We do it for the athletes.”
	All
	STAR Team
	
	6,000
	0.40
	
	2,400.00
	$0.00
	

	Certificate
	All
	Thank You 
	
	6,000
	0.25
	each
	1,500.00
	$1,350.00
	

	Gold Coins – chocolate
	Lounges
	STAR Team
	
	31
	150.00
	
	4,650.00
	$3,000.00
	

	Lip Balm key chain
	All
	STAR Team
	
	4,500
	1.99
	
	0.00
	$8,955.00
	

	Logo tattoos
	All
	STAR Team
	
	6,000
	0.05
	each
	300.00
	$300.00
	

	Logo wear for drawings - monthly tickets per volunteer shift
	All
	Enticements
	Various logo items (cost is average) - 10 per month
	90
	15.00
	each
	1,350.00
	$1,350.00
	

	Logo wear for people recruiting/training vols
	Staff/Key
	Recruitment/T&O
	Vest and Mock T (retail cost)
	50
	48.00
	each
	2,400.00
	$2,400.00
	

	Lounge bulletin boards with photos of volunteers
	Lounges
	Lounge item
	
	31
	30.00
	each
	930.00
	$0.00
	

	Mardi Gras Beads
	All
	STAR Team
	
	100
	6.99
	Gross
	699.00
	$750.00
	

	Pennies
	Lounges
	Lounge item
	
	6,000
	0.01
	each
	60.00
	$0.00
	

	Plaque with photo 
	Group 2
	Thank You
	
	300
	25.00
	each
	7,500.00
	$11,000.00
	

	Plaque with photo and gold medal
	Group 1
	Thank You
	
	175
	35.00
	each
	6,125.00
	$0.00
	

	Poster
	Group 1
	Thank You
	
	450
	15.00
	each
	6,750.00
	$0.00
	

	Posters  with volunteer names for lounges
	Lounges
	Lounge item
	
	31
	50.00
	
	1,550.00
	$600.00
	

	Rally photo in lounge
	Lounges
	Lounge item
	
	31
	60.00
	
	1,860.00
	$1,860.00
	

	Suggestion Boxes in lounges “Penny for your thoughts”
	Lounges
	Lounge item
	
	31
	5.00
	
	155.00
	$0.00
	

	Tickets for drawings - fish bowl
	All
	Enticements
	fish bowls? Something huge for games week
	30
	10.00
	each
	300.00
	$300.00
	

	Volunteer Pins
	All
	Thank You
	
	6,000
	2.30
	each
	13,800.00
	$12,000.00
	

	Volunteer Uniforms
	All
	Thank You
	Nike gave at cost
	
	
	
	
	$415,000.00
	

	Window decals
	All
	STAR Team
	
	6,000
	0.07
	
	420.00
	$0.00
	

	Zipper Pull
	All
	STAR Team
	
	4,500
	1.25
	
	0.00
	$5,625.00
	

	
	
	
	
	
	
	
	52,749.00
	$464,490.00
	


Section VII.
  KEY INTERFACES

A. PROVIDER

The Volunteer Services Department will interface with all Venues and Functional Areas that have a volunteer need.

B. RECEIVER

Section VIII.
FORMS, DIAGRAMS AND APPENDICES

A. Products/Promotional Items/Guides

B. Functional Area Layout

C. Additional Items

Miscellaneous Letters

· See Appendix 86 for the volunteer assignment confirmation letter. This letter was processed through the Volunteer Management System.

· See Appendix 87 for the volunteer solicitation letter sent to Special Olympics Alaska volunteers.

· See Appendix 88 for the volunteer solicitation letter sent to SOWWGA Pre-Games volunteers.

· See Appendix 89 for the General Training and Orientation schedule letter.

· See Appendix 90 for a volunteer confirmation letter. This letter was used by volunteers to give their employers.

· See Appendix 91 for the letter sent to volunteers soliciting Leaders.

· See Appendix 92 for the letter sent to volunteers on the waiting list referring them to Spectator Teams.

� EMBED OrgPlusWOPX.4  ���





� EMBED OrgPlusWOPX.4  ���





SUPPORT SERVICES DEPARTMENT �





� EMBED OrgPlusWOPX.4  ���



















































































Volunteer Services After Action Report

Page 109
June 1, 2001


_1048315018.bin

_1049185138.bin

_1028991537.vsd

_1041856100.bin

