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INTERVIEWS
Why Conduct Interviews?
Allows both the organization and the potential volunteer to make informed decisions
Without this step, many misplaced or inappropriate volunteers may end up serving
organizations, ultimately leading both the volunteer and the organization to be dissatisfied.
Interviewing allows the applicant and the interviewer to determine if there is a good match
between individual’s interests, skills, abilities and the organization’s needs.
Benefits:








Opportunity to promote your organization
Expand on the information provided in the potential volunteer’s application
Obtain additional verbal and non-verbal information
Look for other positive and negative characteristics
Learn more about the organization, programs; volunteer roles, responsibilities
Decide if the organization/position fits with their skills, abilities, interests and time
commitments

“Have you ever volunteered before?” Typically these questions do not elicit explanation or
opinion. Asking close-ended yes or no questions may prevent you from getting the information
needed.
Close-ended questions: Typically begin with words such as ‘is’, ‘do’, ‘has’, ‘can’, ‘will’, or ‘shall’.
 Examples: Can you work in the evening? Do you type? Do you enjoy working with
children? Will you be attending training sessions?
Open-ended questions: Require an explanation and are useful in obtaining more detailed
information. They typically begin with ‘what’, ‘when’, ‘how’, ‘where’, or ‘which’.
 Examples: Tell me more about. . Why are you interested in this position . .. What did
you like about . . What would you change about . . What do you hope to gain from
volunteering . .
Sample Interview Questions:
 Why would you like to be a volunteer at our organization?
 Can you tell me about an aspect of a volunteer experience that you’ve really enjoyed,
and a part that you wish had been different?
 Why do you think this volunteer opportunity is a good match for you?
 How much time would you like to volunteer?
 Tell me about a time your responsibilities got a little overwhelming. What did you do?
 What motivated you to apply to volunteer with our organization?
 Are you prepared to attend orientation and training?
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Are you prepared to undergo screening and/or a background check for everyone’s
safety?
When are your able to start volunteering?
What specific skills do you have to contribute to the program?

ORIENTATION
Provides an introductory overview of your organization, sets the tone and clarifies rules and
procedures applicable to all. Consistency is key. An orientation session should be a time to
make new volunteers feel welcome and part of the group.
What Orientation Should Cover













A description of your organization's programs, the community you serve, and your
organization's relationships in the community.
The structure of your organization, including an introduction to key staff members and
an explanation of their roles. Organizational chart
What is expected of the volunteers, including a general overview of the jobs they will be
doing.
A brief history of your organization. Help them understand your organization's mission,
policies and main goals, as well as how the volunteer can contribute.
Go over your organization's general policies, rules, and procedures spending the most
time on those that impact the volunteers directly.
A physical tour of the facilities. Make sure you show the volunteer offices, phones, rest
rooms, parking, where to store their purse, get coffee, et cetera.
The volunteer training schedule, if one exists.
The volunteer evaluation and performance review system.
Volunteer benefits. These may be tangible, such as free membership in a nearby gym or
free coffee and doughnuts for breakfast. But the job also has more abstract benefits,
such as personal growth or the opportunity to obtain new skills. For example, a group
helping to build low-income housing may teach volunteers the basics of construction--a
skill they will be able to use throughout their lives. A mentoring relationship might give
the mentor the satisfaction of having helped a young person succeed in school, or
having opened his protégé's eyes to new life possibilities.
Emergency procedures, such as where to go in case of a storm, where to find the first
aid kit, and related information, should always be explained.
Does the volunteer need to check in? How do they log their hours? To whom can they
turn for help?

It is helpful to have some orientation materials in writing. These can range from a one-page tip
sheet to a full-length orientation manual.
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Additional Benefits of Volunteer Orientation





Reduce Volunteer Anxiety
Limit Volunteer Turnover/Attrition
Save Time for Program Management Staff
Develop Realistic Expectations, Positive Attitudes and Satisfaction

TRAINING
Just getting the volunteer in the door is not enough. Just like any employee, a volunteer needs
to feel welcomed, informed and trained for whatever might happen








Training includes both initial training necessary and in-service or ongoing training. Initial
training must be relevant to each specific volunteer position description, and also must
be tailored to the abilities and experience of each volunteer.
Nothing says "we need you" more effectively than having work prepared for the
volunteer to do right away. Conversely, having the volunteer wait while you "pull
something together to keep you busy" sends quite the opposite message. It is better to
prepare more work than less work.
Whether or not you offer "training;' every volunteer needs good instructions to do the
job right.
And providing an example. A walk through of the task and coaching while the volunteer
tries out the task.
Having basic procedures written out is useful.
Be as clear as possible about your expectations for how work is to be done. Don't
assume something is easy but don't insult the intelligence of the volunteer either.

Ending the First Day




Be around when the volunteer's shift is over. Review work done and give some
feedback. If it is good work, say so. If there is something wrong, remind the volunteer
that she or he is still in training and that improvement will come with practice. But do
explain what was done wrong.
Verify the next time he or she will be coming in and express pleasure at having a new
member on the team. Such courtesies are not just for show. They are part of the
process of making the volunteer want to return again and again.
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Information to include in a volunteer manual:

















Copies of publications such as brochures, articles, etc.
Staff and volunteer directory
A list of the Board of Directors
Record keeping forms and paperwork
Reimbursement policy
Termination procedure
Dress code
Scheduling changes
Insurance (if necessary)
Grievance procedure
Definitions of technical terms and jargon used by your organization
Information on client rights, confidentiality, legal restrictions, etc.
Volunteer promotion opportunities
Use of agency facilities, equipment, and services
A written copy of information discussed during the orientation
See the impact they are having on the agency and its clients

Today, much volunteer orientation and training takes place online, either in the volunteer’s
home before they come to the site or at a computer at your facility. However, supplement that
online training with at least a brief face-to-face session where unforeseen concerns can be
addressed.
On line training
 Are your volunteers digitally competent and open to online training?
 Do your volunteers have computers? High-speed internet connections?
 Is your leadership on board with online training? Willing to spend the money to get
started? Is staff willing to devote the time to develop online training modules?
 Develop a training program that consists of both in person and online components. An
orientation to your nonprofit could be accessed online, while specific training could be
done in person.
 When designing training or updating it, be sure to get the input of current volunteers.
 Ask what they wish they had known before they started doing the work. Let current
volunteers help you design orientation and training for new volunteers.
 After orientation and training, have new volunteers fill out a survey about how they
liked it and if they found it adequate.

Information in this handout comes from numerous on line resources including publications through Energize Inc.,
Galaxy Digital and Volunteer Pro.
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FORT WAYNE INTERNATIONAL AIRPORT
PROCEDURES FOR HOSPITALITY HOST

1. Volunteer Application – Online application is available on our website. Of late, I
have been sending the application in snail mail as well to those who have only an
address and no email.
2. Interview/Orientation – The interview is an informal meeting to get to know the
volunteer, their expectations, restrictions/limitations and aspirations. This usually
takes 15-20 minutes. I explain the program, its goals and functions. The program
manual is also given so they can read through and see if this would be a good fit
for them. If they like the opportunity, then their application is sent to the Airport
Public Safety department. Currently we do not provide online orientation.
3. Background check – Once the application and 2 forms of recommendation is
received, it is sent to the Public Safety department for a background check per
Homeland security policy.
4. Training with current volunteer – The volunteers can start on the very day of
submitting the application. They will interact with the volunteer on duty and may
even work the remaining shift.
5. Shadow – The volunteer will shadow different shifts (morning, afternoon,
evening) with different volunteers to hone their skills in the different functions at
the airport. Some volunteers take 2 weeks, some prefer up to 4 weeks on
shadowing.
6. Permanent Shift – Once the volunteer is ready, I will work with them to set up
their preferred shift hours. The schedule is given at the beginning of each month.
Reading material, vest, lanyard for ID badge, name tag and pins are provided to
them.

