Working with Volunteers: Exam Information
Structure of the exam
100 total marks
Time: ten minutes reading time plus two hours working time
Eight short-answer questions (six questions @ 10 marks each; two questions @ 20 marks each)
You must answer all questions.
The exam is open book. However, it is essential to prepare carefully. Be sure to create a detailed, written study outline, as there will be not be enough time to find answers to all questions during the exam.
Sample question: Why should NFPs actively seek volunteers from diverse backgrounds? (10 marks)
Key concepts by chapter 
Note: Not all of the topics listed here will be covered in the examination. 
Preface
Volunteering as a leisure activity
1. An introduction to volunteer involvement 
Definition of volunteering
Reasons for volunteering
2. Planning for high-impact volunteer involvement 
Including volunteering in the NFP’s strategic plan
Setting SMART goals 
3. Embedding volunteer involvement 
Clarifying the rationale for using volunteers
Working to gain support of staff and senior leadership
Developing policies and procedures that provide necessary guidance to volunteers
4. Creating motivating roles for volunteers 
Creating volunteer roles that staff will support
Creating volunteer roles that volunteers will want to perform
Volunteer position descriptions
5. Recruiting volunteers 
Methods of recruiting volunteers
Seeking diversity
Offering flexibility
6. Matching volunteers to roles 
The goals of an interview
The interview/selection process
7. Preparing volunteers for success 
What to cover during orientation
Types of training
8. Managing and empowering volunteers 
Balancing the needs of volunteers, beneficiaries and the NFP
Managing volunteers vs managing paid staff
How much authority to delegate to volunteers
A supportive environment: policies and values
9. Managing at a distance and with groups 
Remote volunteering
Group volunteering
10. Managing volunteers with different purposes
Volunteers in different age groups
Whether or not to accept supported volunteers
Volunteers in managerial/oversight roles
11. Managing with external requirements
Pro bono volunteers
Paid staff as volunteers
12. Making a difference
Appraising performance and offering feedback
Dealing with misconduct or poor performance
Reasons for dismissal and recommended procedures
13. Building and maintaining relationships with volunteers
Paying attention to needs and circumstances of individual volunteers
Relationship building at various stages of the volunteer ‘life cycle’
14. Building staff and volunteer engagement 
Reasons for conflict between staff and volunteers
How to encourage cooperation between staff and volunteers
15. Measuring effectiveness 
Monitoring outputs, outcomes and impact
Setting SMART goals
Providing evidence: numbers vs stories
Measuring volunteer inputs and costs
How to assess effectiveness: customer surveys and external standards

