
Best in Class Volunteer 
Experience
What does it mean to build and maintain a best-in-class 
VITA volunteer experience?



9,000 
volunteers

400,000 
service hours

300,000 
returns

$500M in 
refunds

Foundation 
Communities VITA 
Volunteer Impact 

since 2005



So how do we do it? 

• We ask and we ask again.
• We work to make it easy and 

reduce barriers.
• We build connections.
• We provide meaningful work.
• We hire dedicated Volunteer Engagement 

staff to focus on creating the volunteer 
experience. This is crucial!



Meet the Tax Help Volunteer Team

AMEERA SAHAL

Volunteer Coordinator

MILLER WILBOURN

Volunteer Engagement Manager



Volunteer Engagement Cycle
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Volunteer 
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Assessment
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Service



Recruitment



Recruitment 
• Start with our existing pool
• You will need more “applicants” than will actually volunteer
• Create and maintain a list of partner organizations
• Invite clients to volunteer
• Think outside the recruitment box



4 Motivation 
Strategies for 
Recruitment 
Messaging

Often all someone needs to get involved is to be 
asked to participate.

Enlist

Others need an incentive or reason.Motivate

Then there are those that need to be won over or 
talked into giving service a try.

Persuade

Physically seeing service in action and seeing the 
impact on someone's life.

Show



Initial Contact



#1 - WE RESPOND #2 - WE CONNECT



Set clear 
expectations

• Create a volunteer position 
description

• Clearly lay out the hours 
requirements and 
availability needed

• Express what your desired 
experience in a volunteer is, 
base this on the type 
of  training you can provide

• List the training 
requirements



Training



We have a 
responsibility to 
ensure volunteers 
are adequately 
trained.

We work with program staff and volunteers 
to create content and training delivery plans.

We work hard to reduce barriers and make 
training accessible.

We serve as the main point of contact for 
volunteers.

We answer a LOT of questions.



Jumping the training hurdle

Support, support and 
more support!
• We provide very 

explicit instructions
• We offer a lot of 1:1 

support
• Testing support 

sessions



Follow up, follow up and follow up again!
• Invest a lot of effort in the follow through
• Set deadlines
• Make a communication plan
• Keep communication consistent

It’s critical volunteers feel supported in their efforts.

Trained Certified



Volunteer Experience 



TRAIN YOUR STAFF SET EXPECTATIONS PROVIDE TOOLS CREATE A CULTURE





The 
Volunteer 
Experience 

The first day volunteer experience 
is key
• Train your staff
• "It’s my first day" checklist
• Provide an opportunity for 

shadowing
• Reach out to first time volunteers 

after their first shift



Keeping volunteers engaged
Foster A Culture Of Support!
• Through training and communications, we 

constantly emphasize our team environment
• The volunteer resource pages
• Have a centralized point of contact volunteers 

know they can go to
• Managers/onsite staff to provide feedback to 

Volunteer Engagement Team on specific 
volunteers that require follow up and we follow 
up

• Maintain regular communication with 
volunteers



Service Learning



Partnership Since 
2006

•Over 2,500 
students 
have participated

•Over 140,000 
hours of service



How it works, at a glance

Practicum/Internship course

55 hours of service

In class presentations from community leaders

Group work throughout the semester

End of semester paper



BENEFITS

• Added capacity
• Guaranteed volunteers each 

year
• Connect the University with 

the community
• Real world experience 

for students
• Impact it has on students

CHALLENGES

• Require more staff oversite
• Low retention rates
• Retrain every year
• Some students have never 

had a customer service 
job before.

• Student motivation levels vary
• Shift coverage aligns 

with academic calendar and 
student schedules



Evaluation/Assessment



Ask for 
feedback…and 
take action!

TRAINING SURVEY

ONGOING SURVEY

END-OF-SEASON SURVEY

STAFF FEEDBACK SURVEY



Recognition



Retention
THANK YOU goes a long way!

Simple ways to appreciate volunteers:
• Be present on-site
• Learn their names
• Notice repeat service
• Provide them with a nametag
• Treats and snacks
• Mail personalized, hand-written thank you

 Notes
• Leadership opportunities
• Individual impact data
• Offer recommendation letters
• Social media spotlights
• Award applications



Ways to show 
appreciation

Recognize milestones 

(5 years, 10 years, etc.)



Ways to show 
appreciation

Outstanding Service Award for 100+ hours



Volunteer Appreciation 
Week



Volunteer Appreciation 
Dinner



Recruitment

Initial 
Contact

Training

Volunteer 
Experience

Evaluation/

Assessment

Recognition

Recurring 
Service

Think outside the box

Messaging is key

Offer lots of 

support

Prepare for on 

the job training 

Set clear 

expectations 

Respond

Make it part of our team 

culture

Ask for feedback 

and listen to it!

Find ways to say 

Thank You!

Make it easy for 

volunteers to say yes

Most importantly…

have staff to 

support them!



Q&A
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