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1. INTRODUCTION
The Project

InApril, 1997, several |ocal agenciescametogether to discussthe need for asupported volunteering program
in Waterloo Region. The group of involved agencies that emerged has been named THE RESOURCE
GROUP FOR SUPPORTED VOLUNTEERING (R.G.S.V.). Alistof R.G.S.V. member agenciesis|ocated
inAppendix "A. All member agenciesof theR.G.S.V. offer programsthat support peoplewith physical and
health disabilities, learning disabilities, developmental challenges, mental health concerns or any
combination of the above.

Supported Volunteering Defined

For the purposesof this project, “ Supported Volunteering” means ensuring full participation by peoplewho
aremarginalized inour community and enablingtheir integration into vol unteerism. Supported volunteering
can entail arange of functions, including: helping prospective volunteer placement agencies know how to
work with people with disabilities; providing a coach for the volunteer; and/or a centralized placement
agency that both hel psvolunteersidentify their interestsand abilities, andrefersthose vol unteersto potential
placements in not-for-profit organizations in the community.

Supported volunteering can be undergood to include interventions on three levels:
¢  GROUP - providing training for agencies to enable them to be more inclusive

¢ INDIVIDUAL - support for the volunteer including providing a coach for a period of time and/or a
partner either initially or on an ongoing basis

¢ SYSTEMIC - assisting agencies with the devel opment of appropriate infrastructure to manage such a
program
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Community I ssues I dentified
Three major issues related to supported volunteering have been identified by R.G.S.V .

a) Thereisalack of comprehensiveintegrated strategy that allows for theincdusion of all volunteersin the
larger voluntary sector in our community.

b) Anecdotal and statisti cal evidenceindicatesthat more and more prospective volunteersrequire somekind
of support.

¢) Charitable organizations are less and less able to accommodate volunteers who may require additional
support, unless the support accompanies the volunteer.

Purpose

Responding to the community i ssuesidentified above, the project will seek funding tobuild our comnmunity’s
capacity for supported volunteering services by assessing current resourcesand gaps. Key components of
the project include: devel opment of a program model to support and providetraining for agencies wishing
to offer volunteer opportunities. Investigation of how the private sector might participate in the project will
be akey activity.

The central purpose of OPPORTUNITIES FOR ALL can be stated as follows:

To increase the community’s capacity to open up new opportunities for all persons to
exercise more control over their own lives and make a contribution to this community
through volunteer work.

Philosophy Statement
The activities of the R.G.S.V. will be guided by the following statement of philosophy:

The RESOURCE GROUP FOR SUPPORTED VOLUNTEERINGiscommittedtoassisting all persons
to participate in satisfying, productive volunteer experiences. Our purposeistoremove barrierstofull
participation by educating and supporting community members, identifying and devel oping resources
that promote accessibility and supporting individuals to cultivate their potential.

We believe that all persons have the right to informed choice and equal access to fully participatein
the opportunities they choose for themselves. We believe in encouraging independence, individual
growth, mutual respect, cooperative relationships, and partnerships within an understanding and
welcoming community.
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First Phase Goals

The R.G.S.V. will approach its work in two phases, with first phase goals as follows:
ASSESS the extent to which the community is already accommodating volunteers with special needs

IDENTIFY barriers and difficulties which volunteers are experiencing
INVOLVE volunteersin all aspects of the supported volunteering model devel opment

BUIL D awarenessinthecommunity about the needtoincludeall personsinvolunteer opportunitiesbecause
we know that with awareness comes greater understanding, greater acceptance and greater accommodation

BREAK down attitudinal barriers about the perceived difficulty in accommodating all personsin volunteer
settings

EXPL ORE innovative partnerships with the private sector

DEVEL OP asupported volunteering model that would facilitate community involvement

Assets Inventory

The assets inventory component of this project represents efforts to assess the current state of supported
volunteering in not-for-profit organi zationsthroughout Waterloo Region. It addressesfour of the phase one
goals listed above:

ASSESS the extent to which the community is already accommodating volunteers with special needs
IDENTIFY barriers and difficulties which volunteers are experiencing

BUIL D awarenessinthecommunity about the needtoincludeall personsinvolunteer opportunitiesbecause
we know that with awareness comes greater understanding, greater acceptance and greater accommodation

BREAK down attitudinal barriersabout the perceived difficulty in accommodating all personsin volunteer
settings

Two distinct methodswill be deployed to complete the assetsinventory. The first method involves a brief
survey of a large number of community agencies in the Waterloo Region; the second method involves
conducting focus groups with volunteers, prospective volunteers, and agency representatives. It is the
second component - the focus group research - which is the substance of this report.

Focus Group Research

The focus group research component of the assets inventory will give the R.G.S.V. amore detailed |ook at
the supported volunteering currently taking place in agencies in Waterl oo Region. While intended to be
neither extensive nor exhaustive, thisresearch will nonetheless serve as a base line for further research as
well as provide specific recommendati ons regarding the enhancement of supported volunteering through
subsequent phases of the Opportunities For All project.
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2. METHODOLOGY

The focus group research was conducted using the following process:

Focus Group Construction

Based on information from the community agency survey and questions arising therein, it was determined
that this component needed to collect more detailed information from the following populations:

»  agenciesthat currently (or have recently) involve(d) persons with disabilities as volunteers

»  agencies that have not involved persons with disabilities as volunteers

» individuals with disabilities who are currently volunteering (or have recently volunteered)

» individuals with disabilities who have never volunteered

It was further decided that interaction in the focus group setting among representatives of the first two

populations, and among representatives of the last two populations would be instructive.

Six focus group sessions were scheduled as follows:
1. agenciesthat currently (or haverecently) involve(d) persons with disabilities as volunteers

2. agendcies that have not involved persons with disabilities as volunteers

3. acombination of agencies that currently (or have recently) involve(d) persons with disabilities as
volunteers and agencies that have not involved persons with disabilities as volunteers

4. individuals with disahilities who are currently volunteering (or have recently volunteered)
5. individuals with disabilities who have never volunteered

6. a combination of individuals with disabilities who are currently volunteering (or have recently
volunteered) and individual s with disabilities who have never volunteered

Resear ch Questions

A separate set of questions was created for each of the focus groups. These are found in Appendix “A.”

Sample Selection

To recruit agency representative participantsto the focus groups, invitations were sent to the same mailing
list that was used to conduct the community agency survey. To recruit individual participants to the focus
groups, agencies were asked to pass along our invitation to any persons with disabilities that they worked
with whom they thought might be interested in assisting uswith our research.
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Schedule

All six focus groupswere conducted inmid-September, 1998 andwere hedinarelatively central, physicdly
acceptable location in Waterloo.

Reminder Notice

Reminder notices and or phone calls were sent/made to dl focus group participants to ensure their
attendance.

The Sessions

The sessionswere planned to run not longer than 1.5 hours and thisis the commitment madeto participants.
All ran within afew minutes of that target.

Each session was attended by amember of the R.G.S.V. who acted as host for themeeting. This committee
member welcomed participants, provided an outline of the project, and introduced the Consultant. The
Consultant provided an introduction to the focus group format and its purpose, and he ped participants to
understand that their comments and thoughts were welcomed at any point throughout the session. She
indicated that this was aresearch project and notified participants of the intent to tape each session. After
obtaining participants permission (none declined), the tape was started.

The Consultant ran each session, asking the questions scheduled for each session, and moderating
conversations among participants. From time to time the R.G.S.\V. member asked supplementary and
clarifying questions as well.

3. THE SAMPLE

Respondents

The sample included a total of 26 agencies, 24 (92%) of which were currently (or had recently) involved
persons with disabilities as volunteers, and two (8%) of which were not currently involving persons with
disabilities as volunteers. Of the latter two, one agency had never involved a person with a disability asa
volunteer, and the other had had what they considered to be only limited success in doing o in the past.

A wide range of agencies was represented among focus group participants, including representation from
the following sectors:

. arts/culture

. disability service

e  fundraising

. multiculturalism

e  seniors

. recreation

. local government

. nutrition and food services
*  hedlth

*  social services
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The sample also included 16 individual representatives, 13 (81%) of whom had recently or were currently
volunteering, two of whom (13%) had triedto locate volunteer work but had met with only limited success,
and one person (6%) who had not yet volunteered and who had not thought seriously of doing so.

Therewas awide variety of disability typesand severities represented among the focus group participants
including the following disabilities:

. mobility

vision

speech

developmental

cognitive

mentd health

Theideal focusgroup size was set at eight to ten participants, and respondents were schedul ed into sessions
as much as possbleto create that group sze. We had originally wanted to connect with alarger number of
agencies that had not involved persons who had disabilities as volunteers, but no others came forward to
participate. Similarly, we had wanted to connect with alarger number of individuals with disabilitieswho
had not yet volunteered, but we were unable to reach otherswho were willing to participate.

When the focus groups were compl ete, the audio tapeswere transcribed verbatim by the Consultant’ s saff.
A thematic analysis has been performed on the data collected from all six focus group sessions.

Every attempt has been made to protect the anonymity of the participants and of the agencies that they
represent, volunteer for, or have come into contact with while pursuing volunteering, All quotations
excerpted from the transcriptions of the focus group sessions are verbatim with two exceptions:

»  Anything in[sguare brackets] has been added by the researcher either to provide clarity of meaning,
or to substitute for words or phrases that would have made the speaker or the subject identifiable.

»  Threedots(...) indicatesthat asegment of apassagehasbeen omitted. Typically thiswasdoneto omit
extraneous verbiage that did not add substance to the text.

» A blank lineaways separates quotes from different respondents. If aquote beginsanew linewithout
aseparating blank line, it meansit isthe same participant continuing to speak. Such an instancelooks
likethis:

... the two peoplethat I've recruited in the last six months: one hashad, dueto anaccident, aninjury,
not really brain damage, but just slow in getting recovering and getting back to wanting to get back
into the work force. The second person, chronic pain and disabled because of that ... definitely | have
had to give extra attention to these people to place themin an appropriate placement.

...But there is that extra work to go through and | think we need to identify that because it's
important for agenciesto be aware of that. | mean, | haven't had aproblemwithit. I'vereally enjoyed
and the people |'veworked with ... to find placementsfor themhave been incredibly supportive aswel
in trying to work things through for both of them.
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4. THE RESULTS

While conversations in each focus group were guided in ageneral way by the pre-designed questions (see
Appendix "A’), the discussionsin each group took on alife of their own since questions did not always get
addressed in the order intended, and participants offered other comments and questioned and responded to
each other. Hence, theresults of the focus group sessionsinclude plenty of unexpected and even unsolicited
material, all of which adds a valuable richness and depth to the knowledge gleaned through this project.

Results are reported below, not in arigid format that follows the sequence of pre-planned questions, but
rather, in a format that has been dictated by what participants actually told us, clustered under the topic
headings that emerged from the data themselves. Most of what follows are quotes taken directly from the
transcriptions of the focus group sessions.

Quotes are always indented like this and appear in italics to set them apart from the text and
connecting commentary.

Datagathered fromthe three focus groups held with agency representatives are outlined bel ow, followed by
the data gathered from the three focus groups held with individuals.

A.) Agencies

Successes and Difficulties In Supported Volunteering

The experience of supported volunteering from the perspective of agencies was mixed among participants
in our focus groups. Some agencies had had good success, others said their experience was “mixed’ while
still othersindicated that their experience to date had been “not good.”

Hereis astory toillustrate the kinds of positive experiences that can happen in supported volunteering.

| have alady that started volunteering for us four and a half yearsago. She actually came asa client
and had recently becomeawidow. Shewas seeming fairly clinically depressed and was saddened that
she could find nowher ethat she could volunteer and | said I'msure we could find something she could
do. Shewasan old army nurse and in our volunteering we have someone who does paper work type
of thing and someone who does scrubbing of instruments and | thought even though she can't see, I'm
sure she knows howto do this. So | convinced [ my supervisor] that we could use her and it'sbeen an
absolutely marvellous experience for her. She has felt so useful and has really, really enjoyed the
camaraderie and the company of all the seniors coming in for treatments. Snce that time she has
actually become a recipient of [our services] aswell.

... she felt that no one really wanted her. She seemed down - it was like she was just to the point
where she was giving up. She wanted to give back; she had time now and now she had this problem
with her vision and nobody wanted her.

OPPORTUNITIES FOR ALL GRAFF AND ASSOCIATES, Consultants
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Another participant offered this positive illustration.

We had a call from the [Volunteer Action Centre] about a lady who speaks minimal English but she
wasaresident doctor in China, shewasincredibly inteligent, gynaecol ogy; you naneit, shedidit, and
very interested in medicine. She asked if she could come in and help with nursing. She'sbeen a very
positive asset. When she came in for the initial interview with me her husband came too and he's so
interested he'sworking in thekitchen now aswell. They comein at thesametime. They loveit there,
they stay for 3-4 hours. We have aresident from China and they're friends.

And athird story about what volunteers can get out of volunteering:

We did have one volunteer who was actually sent to us by her therapist. She was pathologically shy.
Sheasked to be at that front desk and we asked her "are you sure? you don't haveto do thisif youdon't
want to" and she did and we hel ped her, we supported her. If she was getting into trouble there was
always one of usthere ... and she went fromlooking down, and she |looked down for a year, sheisnow
assistant manager of [one of our key programs] on a volunteer basis. She went from being
unemployable ...she now works at [a local store]. But it took two years of us saying "it's okay..if you
don't want to do that, say...we're not going to make you do anything you don't want to do."

Agency representativesin thefocus groupsoccasionally mentioned difficultiesthey had experienced intheir
supported volunteering activities. For example, one participant talked about not knowing how to approach
volunteers with special needs or limitations. She spoke of an issuethat other agency representatives also
voiced concerning feelings of embarrassment in broaching uncomfortabl e topics with volunteers.

We have had fromtime to time, among our older volunteers, people with hearing impair ments and we
haven't really known how to address that situation. ...I'm thinking of one lady in particular who we
knew did use hearing aids who would not bring her hearing aid and we did not know how to politely
ask "you're answering the phone, could you please bring your hearing aid and turn it on."

This same participant talked about how a failure to deal directly with the disability resulted in an
unsuccessful placement and a consequent loss for both the volunteer and the agency.

But it was how to dothat...to politel y and considerately acknowl edgewe're alright with a hearing loss,
thereisaway to cope with this, could you please do that. | think as a result when we have had people
with hearing disorders, which seemsto be themost common thing we have, they get frustrated. We get
frustrated and we lose the volunteer which is not the ideal situation because obviously they can
contribute. It's just we don't know how to adapt it their needs, they don't know how to adapt to our
needs and we get caught inwe don't want to offend you and you don't want to offend us and thingsfall
apart.

A few agency representatives noted that theinitial investment in orienting and placing supported vol unteers
can turn out to be alossif the volunteer leaves after only a short time.

... it'slikewith anyone, you invest a | ot of timeand energy around a project or task andit's short term-
its only three months - and it doesn't matter whether you have a disability or not, but of the people
we've had with disabilitiesthey'venot been therein thelong haul. Not because they felt they didn't have
a good experience. They've got five or six other experiences on thego, or they've fallenill or moved.
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[ For us, supported volunteering hasbeen a] mixed bag. The onewho hasa support person it'sworked
out well. Some that have more mental health problems they don't seemtolast long. They need a lot
of one on one and if they don't have that close support person it doesn't always work out aswell.

Mixed bag for us, some worked well and some haven't. Hasn't scared us off. Some of it’s been in the
area of mental health where we work with most of our programs. You win some, you lose some.

Speaking from another perspective on this same matter, one participant acknowledged the successes, even
in placements that lasted only a short term.

| want to share the frustration that comes in hand with having to provide as much support and yet it
only be for the short term and yet in that short termit's fantastic - very friendly situations, keepingin
touch, got a beautiful thank you card from someone going back to school saying thank you for the
experience and that'sthereward initself. 1t'sgood to know you can be of support to them and they've
helped you out with tasks.

Participants spoke of the struggle to meet the needs of volunteers and the needs of clients, and as the
following quote illustrates, this struggle can sometimes be just too much.

The dilemma sometimesisthe clients ... and ... clients who we serve and some of the volunteers who
want to volunteer are sort of the same grouping and so if your value... we have a val ue statement and
one of our valuesis, you accept people for who they are so you haveto ... if that's your value in terms
of who you work with, you accept them as people, as human beings for who they are, then you should
do the same thing for your volunteers. That's where it gets dicey sometimes.

s Supported VolunteeringWorth The Extra Effort?

Given that supported volunteering can absorb more time and resources, do agenciesfeel that itisworth the
effort? Several said clearly that they believed that it is, but many said their experience was mixed - neither
overwhelmingly positive or negative.

Yes and I've had 3 different special needs people who do volunteer work too who are still with me and
| find that it takes extra time. Somebody comesin and gives them some training. You havetoreally
be concisein what you tell them. You know, givethemlots of steps. But it'sworth it, because onceit's
done ... these volunteer s do some of the jobs that the [ staff] would have to do if the volunteers weren't
there. Washing thedishes, cleaning thebathrooms, doing somelaundry, thingslikethat, and that takes
the [staff] away fromthe children. So, yeah, inthelongrunit'sreally worthit.
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Getting “ The Right Fit”

Agency representatives spoke often of the importance of achieving the “right fit” between the volunteer’s
giftsand limitations on one hand, and the requirements and benefits of the volunteer position on the other.

One of our frustrationsisthat it is often the volunteerswho have more barriers, poor English, less
skill, that want more of the opportunity or responsibility that don't reflect their skill level. That's
dangerous ... could leave our organization vulnerable. We haven't directly turned people away.
Whenwe don't have a proper match between what we need and what they can give we just don't call
back and that's not professional, | know.

Flexibility In Job Design And Position M odification

Finding theright “fit” betweenavolunteer and hisor her volunteer placement iscritical to the success of any
volunteer’s volunteer experience. For people with disabilities who might need some accommodation
(remember not al do), flexibility in job design and the willingness of organizations to modify positionsis
paramount. A small number of participants mentioned their willingness to be flexible in this regard.

There are lots of ways to contribute in [our organization]. We only have four staff people. We need
help with outreach, we need help with managing volunteers, we need help with administrative stuff,
archives, filing, dealing with the public, leading tours. Therearelotsof thingsyou can dowhereyou're
not [ creating any kind of risk] if that's not what you're comfortablewith. And with it being just me at
this point managing the volunteers | can build a job to fit anybody and I’ m more than happy to doiit.

In my opinion we need to at least make the effort. Our adopted philosophy is that every volunteer is
given at least three times to try it out. We together decide if it's working out. There's a host of
opportunitiesthat have come our way inthelast year whereit'sworked out muchto my surprise, where
people have found their way. We haven't actively gone out and recruited. As people approach uswe
go through a volunteer process that everybody goes through and we try and find a fit, a match.
Sometimesit'sat an entry level but thereare fewer of these. We have computer support for peoplewith
disabilities.

When the “fit” isn't quite right, the position can be changed:

Thefirst Board member who had a devel opmental disability was considered a full voting member until
other membersrealized he doesn't understand a lot of what we're talking about - couldn't understand
implications of things. He became an associate Board menber. ... It didn't start out that way but the
Board said whoa, we understand what we're getting into but he's not capabl e of underganding that.
He served on the Board for two years, added a lot in terms of Board under standing the issues froma
different perspective.
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Flexibility isimportant when problems arise in the placement.

It'sdealing with issuesthat may arise. ... wefound away to [ change a volunteer’ s placement in a way]

that she doesn't frighten people anymore. [ The volunteer] thought it was a promotion. We took her off
the front desk. She actually spellsinfromtime totime and it's great to know that we can rely on her
when we're in a pinch she can spell off on the front desk but we've got her doing administrative work
doing typing. She'sdelighted. We're ddighted. Wedidn't lose thevolunteer. And she did that all on
her own. It wastrying to find something to do with her ... because we didn't want to ask her to leave
but we had to do something.

In contrast, one participant talked about a reluctance to involve persons with disabilities for the very reason
that flexibility and adaptation is difficult in a changing environment:

I thinkin our agency onebig keyisflexibility in positions. We havethingsthat crop upall thetimethat
need to be done so we can initially [ make accommodations] for a job, but what if that job changes?
Then it would be that ongoing support [that we would have to provide to the volunteer] and then how
can we accommodate the new thing that's come up and what will we do about that because we do tend
to change a lot?

Supported Volunteering Requir es Resour ces

Partici pants acknowledged that operating a supported volunteer program requires resources.

That'swhat we're hoping this project may end up that we can say to somebody - "God, if you want [the
Volunteer Action Centre] to be finding the right niche for different volunteers, we gotta have more
money here."

One of the frustrations for [our organization is that] our funders have vigorously promoted
volunteerismbut promoteit onlyin terms of being a cost savings to the organization. | certainly have
not seen volunteerismor experienced it in thelast eleven yearsasa cost saver. You certainly get alot
out of the volunteers. We've benefited in many ways from the skills they bring to the organization but
you need resources to keep good volunteers. S0 now, when you're talking about supported
volunteering, I'm thinking, oh my goodness, yes, the resources just have to be put into volunteering
becauseit'sa cost savingsif you're lucky to have a volunteer for months and months and months. The
life span of a volunteer in our organization is probably about three months and we're lucky. ... When
we talk about volunteering, especially when our funders bring these great ideas to us, hopefully they
can get the message that it isn't a cost savings to the organization. | sympathize with the staff that |
have when | say, guess who's responsible for the 12 new volunteers and they look at me almost in
horror asif to say, gosh, you're not going to give that to us are you?

Because of our frail senior population we really have to watch because staff are sretched to the limit.
How many resources is this person going to take. We do have one person who has a developmental
disability who is portering people for hairdressing but he goesalong with another volunteer sothere's
asupportedrole. We have some other swho have somekind of mental disabilitieswho arevisitingwho
reguire more one on one. Because of our population we have to really screen them well.

... the board can only handle one person with a disability at a time because it takes some extra work
for the board, this person doesn't read very well. She requires audio tapes of Board meetings.
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They also pointed out that policy makers and funders need to know that supported volunteering requires
resources:

But maybe agencies shouldn't be the necessary target. Maybe policy makers, funders, government.
Maybe it's a step beyond the question but agencies can only do what they can do with the resources
allotted to them. Sometimeswhen we aretold to support volunteerismand when our funder stell usthat
we are told to do so only as a cost saving method not because we have a moral obligation to do so.
There'sadollar figurethat must be attached to any obligation that any organization aroundthistable
has.

Because specia needs volunteers can require more time and resources, organizations need to limit their
numbers to match agency resources:

When we accept our clientele we accept some with high needs, some with low needs, somein chairs
and we look for a balance so we can accommodate staff-wise so we are representing everybody and
certainly in volunteers that can be true too. We don't have a balance. We have all able bodied
universty studentswhich isavery small part of the population. We have ten volunteers right now so
that balance is one person with a disability. They may take a bit moretime but it'sall in that picture.
If we had ten people, all with disabilities, all who needed accommodation that may be difficult to sell
but if we can balanceit that's quite appropriate to do so.

The agency needs to be organized properly to accept special needs volunteers:

We've turned away volunteer requests for that reason; the person would require one to one or
essentially coach and often thase personswork in our ... programwhich has lots of hands on kinds of
things but there's only so many people we can absorb ... sometimes we say no even if there's a coach
willing to come along because we can't even guarantee enough work sometimes. We don't want to be
stuck with a coach and volunteer who are there to work and that day the [work] you plan on being
thereisn't.

Ancther participant noted the limitations they have experienced because of the absence of a designated
manager of volunteers position:

... We've had | ats of students come in and that's worked beautifully. Even though that's worked really
well, our board has not necessarily supported volunteersin our agency because they don't want it to
detract from the well, you know, are you spending too much time managing the volunteers and not
enoughtimeindoing ... [thereal work]? | tryto arguebut if | can get all these volunteers doing this
stuff, then, then that frees me to do this[ other work]. So it works out. | think there's probably some
areas where we could create opportunities. Certainly we are an agency that has a lot to do.

Adminigrative Support For Inclusivity

Some agency representatives spoke of the struggles they had experienced in attempting to obtain approval
from their respective administrations (boards and executive directors) for the notion of supported
volunteering. It hasn't always been easy:

We've recently gone through a change of management and there is now a will to do it. A will to
accommodatemor e need, to bemor e accessi bl eto thecommunity wher e befor e, therewasa muchmore
closed and elitist attitude, sort of, it wasfor the beautiful people. That's gone, thank God. And there's
now a collective will to make the [ organization] accessible to everyone.

OPPORTUNITIES FOR ALL GRAFF AND ASSOCIATES, Consultants



ASSETS INVENTORY: FOCUS GROUP RESEARCH Page 13

At thispointintimel think asan agency weneed to investigate ways that we can open up opportunities
for peoplewith disabilitiestovolunteer with us. We're building a new project right now, and certainly
over there we won't have admin support so maybe we can get somebody to help with the admin stuff,
photocopying copying, paper shredding, those kinds of things. It would be a matter of selling that to
my boss... that it's not taking too much of my time because | feel that that's probably thebiggest barrier
isthat our E.D and Board has been continually concerned about sticking to what we're supposed to
be doing here. It's clear there's a priority to do what we're mandated to do. I'ma little more broad
minded because a little time spent now will yield alotin futureismy philosophy but it's somewhat hard
to sell.

Sometimes accessibility and inclusivity result when the board is simply looking to appear to be doing the
right thing.

Our building before was not accessible. It would have been an eighty to one hundred thousand dollar
expenditure to put a lift or elevator to have the luxury of having someone on our Board or having
someone employed there [who had a disability] ... and part of the pressure was to look like we were
sympatheticto that of having disabled [ peopl €] or people who need support, that we could be open or
inclusive.

With respect to thi skind of administrati ve rel uctance to wel come personswith disabilities asvolunteers, two
agency representatives acknowledged an inherent irony: sometimes the very organizations that resist
deploying personswith disabilities as vol unteers are organi zations that try to find volunteer (and paid work)
placements in other agencies for their own clients who are persons with disabilities.

| know [what some organizations have gone] through even to get our [clients] in there sort of on a
volunteer basis. And all of you, that'swhat | meant before, seemed to be so positive and willing to try
thisand do this. And | don't think that's the scenario everywhere. ... | know [in our organization], it
took us awhile - we pretty well had the whole gamut [ of resistance] - we were quitefirmin saying - if
we're out there asking people to do it, we sure as well better be doing it in our own central office.

Ancther participant offered these comments:

I work in an agency that specializesin serving people with disabilities so it's rather embarrassing for
me to come and say none of our volunteers have disabilities ... but | think maybe in the types of
volunteer opportunities that we've had available we are not attracting people with disabilities. And,
| guessit's funny to me because certainly ... | manage [a] program [in which] we certainly want our
clientsto volunteer in the community. We see that as being veryimportant. We go and try to network
with other people so we can get our clients to volunteer.

... | find it personally embarrassing ... | felt ... | didn't even know if I could come [to this focusgroup]
because | use the Voluntary Action Centre to get volunteers and | use them to place our clients [as
volunteersin the community] and yet we're giving nothing back. It should be moreof ateamworkkind
of approach. There's got to be some give and take. We certainly take and we don't think we ourselves
should be making accommodations.

The Nature of TheWork Of The Agency

The extent to which an organization iswilling, or able, to be open to supported volunteering may depend on
the nature of the mission of the agency, and on the work in which it is engaged.
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For example, some participants indicated that they felt it difficult to accept as volunteers any persons who
had a disability or limitation that resembled the disabilities or limitations of the agencies’ client group.

Any type of cognitive disability would probably bea problem because wear e working with people with
cognitive disabilities.

Saff would say, okay |'mgiving thisvolunteer just as much support aswhat | would a member sowhere
do we stop, where do we say they're no longer a volunteer, or, it becomes too overwhelming for staff
because they're giving them the same type of service that they would to a member. In some situations
we've had tosay it isn't working out and find something el se for themto do. Inabout 50% of situations
wherewe'verecruited a volunteer with a mental health disability, it hasn't worked out. If werecruited
someone with another disability, physically challenged or language barrier for e.g. it has worked out

Sometimesthe nature of thework of the organization, or the nature of the dient population and their specific
vulnerabilitiespose limits onthe type or extent to which volunteerswith special needs can beinvolved. The
following comment illustrates this point.

Wefind it hard. People are coming in with very serious emotional needs and a lot of our volunteer
positions are based on supporting our seniors who are very vulnerable or could be confused. In our
matching programtheresidentsusually that arereferred have high emotional needsthemsel ves at that
time.

Another participant rai sed the same point this way:

... itis challenging as well when, we have our nursing home so there'sa lot of confusion [among our
residents]. Another major barrier has been [volunteers] need to have the perceptual level to
under stand when residentsare saying thingslike"1'mgoingto go home, or can you take me home" that
you can't take someone out the doors, that they're confused. Judgement is important.

The converse can alsobetrue. Wherethework of theorganization lendsitself, people of all sorts, capacities
and limitations can be integrated as volunteers.

... we have volunteers of every description, every disability. Thereisn't onethat | can think of that [we
don’t have]. ... [Thework at our organization isnot] real complicated one-on-one stuff. \WWe do some
one-on-one stuff, but we do a whole range of activities so we're able to be inclusive.
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Clients As Volunteers

Anincreasing proportion of organizations are seeking toinvolvetheir clients asvolunteers, in particular, in
board and advisory capacities so that the organi zation isassured of incorporating clients' input into decision-
making. Other organizations also allow, or even encourage, clients and ex-clientsto become involved as
volunteers in service delivery, and sometimes this is done as a way of extending the client’s recovery,
healing, rehabilitation, therapy, etc. For these organizations, thetransition from exclusively client, through
sometimes-volunteer, all the way to “full-fledged” volunteer is a strategic part of client service.

For volunteers whose recovery/healing (etc.) does not take place in a strictly linear manner, individuals are
clients, then pseudo-volunteers, then clientsagain, then volunteers, and so on, following their own individual
pathstoward wellness. Organizationsin the field of mental health have done much to pioneer volunteering
as part of the recovery process. There are different approaches and rules from agency to agency about how
these transitions should take place. For example, one organization represented in the focus groups spoke
of two conditions around the involvement of their own clients as volunteers.

On theflip side of that, we might have had a member that has progressed so far in the program or the
organization that they really don't want to be a member anymore but would liketo continue being in
the organization so they would say, can | become a volunteer now? Theissue then comes up for other
member swho used to see that person asa menber and now they're avolunteer so we haveto say, okay,
yesyou can volunteer but it wouldn't be in the program, or , if you'rereally set on volunteering in the
program, you'd have to leave the programfor at least six monthsto a year.

A participant who works in an organization that serves people with disabilities noted the importance of
volunteering for their clients, but added that it is better if their own clients vol unteer in some other agency.

| alwaysworry about a conflict of interest with that. If we had our clients doing work that wasn't paid
that may be perceived as us taking advantage because we have clients who can be considered
vulnerable and subject toinfluence. Sol'd prefer to have someone from outside with a disability come
in and volunteer. When we've looked at volunteer opportunities for our clients we've always|ooked
elsewhere. Part of that, to be fair, isthat we like to see peopl e getting out of where we are and seeing
other people.

For another participant, the fact that special needs volunteers are like the clients being served resultsin a
reluctance to accept them, yet the principles of inclusivity that the organization appliesto its clients ought
to apply to special needs volunteerstoo. A dilemmaresults.

The dilemma sometimes isthe clients ... and ... clients who we serve and some of the volunteers who
want to volunteer are sort of the same grouping ... we have a value statement and one of our values
is, you accept people for who they are so you haveto ... if that's your value in terms of who you work
with, you accept them aspeopl e, as human beings for who they are, then you should do the same thing
for your volunteers. That's where it gets dicey sometimes.
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“Value Added” - Volunteering As Therapeutic/Ther apy

Since very few organizations exist to give volunteers a place to volunteer, but rather, invite volunteer
participation as a human resource directed toward the accomplishment of the organization’s mission, itis
generally the case that the “output” of every volunteer must exceed the time, energy, and resourcesrequired
to achieve and sustain the placement.

Since supported volunteering can sometimes mean that the organization needs to make special
accommodations or devote moretime and effort to support an individual in hisor her volunteer placement,
extracareissometimesin order to ensure that the volunteer’ s output warrants the agency’ sinput. Whenthe
balancetipstoofar in thedirection of input to the volunteer without adequate return to the agency, supported
volunteering moves from being “therapeutic” (auseful tool in integration, recovery, healing, etc.) to more
closely approximate “thergpy” -that is, it becomes volunteering for its own sakeand for theexclusivereturn
totheindividual volunteer, rather than for what the organization and its clients might also receive fromthe
exchange.

Onefocusgroup participant spoke about how their organization invol ves studentswith special needsandhow
those students work right along side paid staff. But it was subsequently revealed that the students do aless
than adeguate job, and because they can’t be seen to be taking work away from unionized staff, they are
allowed to continue and (unionized) staff smply redo the work later on. In thisscenario, the involvement
of students appears to be of exclusive value to theindividual student.

Sometimes they don't do good work, it has to be redone, but it's still important that they've got
somewhereto go rather than sit at home and watch T.V. They've got somewhere to go, some people
tointeract with. ... we've got the union to deal with, ... and so when we bring [ students] in, we can't
give themwork that we're taking away from someone el se that would be paid to do it. So we use them
to enhance the work that is being done. We have cleaning crew that works 12:00 at night until 8:00
in the morning and they clean meeting roomns, tables, windowsand so on. You have a megting like this
that'sover at 10:30. Thetablesneed to be cleaned and stuff and these kidswill comein and cleanthem
up. They may not be one hundred percent the way you'd like to see them and the windows might be
streaky. So they get done later in the day - they'd normally get done then anyway.

While the participant justified the practice by pointing to the other benefits the students receive from their
work such as socialization, contacts, and so on, other participantsin the focus group expressed discomfort,
and even anger:

What'sthe point then? To me that's tokenism. Give them a pat onthe head for doing a half-baked job
and then ... | would find if my son were in a situation and that was happening, I'd be furious because
they're obviously not being trained and counted as a person who's doing a job.

Clearly achieving aproper balance between the resources input required to find or create the right position
for the right volunteers and the productivity output from the volunteer in the paosition can be difficult to
achieve.
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Right To Volunteer/Obligation To Be I nclusive

Even though it is acknowledged that organizations have a right to expect a “return on investment” -
productivity from volunteers that agencies recruit, screen, orient, train, place, supervise, recognize - one
might wonder if there might be some additional obligation on the part of organizations to go “above and
beyond the call of duty” in order to make it possible for all people to volunteer, including those with
disabilities or other special needsor limitations.

Isthere ageneral responsibility on the part of organizationsin the voluntary sector to expend greater efforts
for special needs volunteers? Perhaps as a service to the community? Perhaps by way of making
volunteering and its rewards inclusive of all prospective volunteers? Perhaps by way of avoiding being
discriminatory, exclusive, or “ableist”?

There has been little discussion of these questionsin the literature on supported volunteering, and thereis
surely no consensus. Even though many would argue in ageneral way that people with disabilities should
be able to access volunteering just like non-disabled persons, that does not necessarily translate into an
obligation to accept any person who showsup expressing an interest in volunteering. Agencies must retain
therighttosay "no,” to prospective volunteerswho they deem to beunqualified or inappropriate for any other
legitimatereason. Butstill thequestion remains, isthere somegeneral obligation onthe part of thevoluntary
sector to practice the valuesthey espouse? To demonstrate the principles of equity and justice that so many
of its organizations take as their mission?

A few focus group participants spoketo thistheme. One participant who coordinates volunteersin a public
institution personally felt quite grongly that there she has an obligation to find or create avolunteer position
for anyone who wishesto volunteer in thefacility, that volunteers have the same rights asthe patrons of the
facility.

Of course, that's a hard question because she's as much our client as the person walking in from the
street. The work that we try to do with the voluntary services since | [began as the manager of
volunteers] ... and thisis my personal philosophy and [administration] may not agree withit at all ...
we are a public institution. We have a moral obligation to serve the public. Part of that obligation
includes providing volunteer opportunities, opportunitiesto contributeto the [facility and its services
to the public], and opportunities to participate if they want to. Asfar as|'m concerned, no one gets
turned away becauseit isa public institution and it'smy jobto find away for themtofitin and | mean,
that's the way | run that volunteer program. It may not be the best way; sometimes I'm finding that
it'sreally complex but that's the way | feel about it.

When the researcher asked the participant to speak to any difference between obligations to users/patrons
of the institution and to volunteers, the response was this:

To me it'sthe same thing. As a public ingitution we have an obligation to be open to the public in
however they wish to use usand that'spart of it. |f we are not completely and fully integrated into the
community which we serve we will not survive. If the community, especially through volunteering,
takes ownership ... they will not allow the facility to be destroyed. ... It belongs to everybody.
Everybody must have access. If they choose to take their access through volunteering it is our
obligationto providethat to them And until | drop, that'swhat we'regoing to do. | haveanE. D. who
supportsthat. Shewasthe onewho said, "I don't see why we don't have a supported volunteer sitting
at the front desk; go get one.”
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Another participant echoed a similar sense of obligation in the following comments:

But I thinkwe'reall in providing servicesto human beingsin oneway or another in our community and
my attitude iswe can't shut the door on a member of our community, whether they are disabled or not.
Just because we provide food to those in the community, like the food bank does, we're providing to
human beings, so we should have our doors open to human beings. Doesthat make sense?

When asked if she thought integration of all kinds of volunteers was as much a mission as serving all kinds
of clients, the participant responded in this way:

It iswhat they pay me for. To accommodate individual s from the community who want to benefit my
agency. And if that means, | mean | personally don't think | make any more effort toward a disabled
individual than | do an abled individual. | think we should all go out of our way ...

Another participant voiced a challenge in this way:

It'sa personal thing - | shouldn't say it'samisson - | take pridein the fact that we are ableto find and
research things to match people. But that's certainly not our mission. Our mission is [providing
servicesto our dientg|.

In another focus group, the same issue was raised, and two participants responded. One offered the belief
that the involvement of dl persons into volunteering was a “democratic ideal and a justice issue” and
therefore something that agencies should strive for. Shewouldn’t actually seeit as an obligation, however.
Another participant echoed the position. He said, “ It’ sthe difference between “push’ and “encourage’.” He
would agree that organizations should be encouraged to be inclusive in their volunteer programs, but not
pushed to do so. The former participant concluded with this comment:

I think to exclude people with special needs in the community, for any organization to do that, is not
creating the kind of community we are all hoping to be part of.

The Special Value of Supported Volunteering To Volunteers Themselves

It has been claimed that volunteering can bring especially important rewardsto persons with disabilities or
to persons who are otherwise marginalized from mainstream society. The feelings of productiveness,
belonging, self-esteem, and so on that volunteers can reap from their volunteer work can have special
meaning to peoplewith special needs. Agency representativesinthefocusgroups supportedthisclaimfrom
their experiences working with special needs volunteers:

It'sa sensethat | get that thisisa responsibility [for special needs volunteers], but it's different from
how some of our other volunteersview it as aresponsibility. Sxty percent of my volunteers are over
the age of 65. Retired seniorswell enough to still drive. Floridainthe winter, cottagein the summer,
you know, Stratford Festival, blah, blah, blah. And like | can help you out and | really likeit, but I'm
in Florida the next coupl e of weeks and then I'mback for 3 weeks and then I'm gone. | have one of the
ladies [who has special needs] that labels the bags, shejust got married last summer, so she was off
for 2 weeks, but [other than that,] she's there every week, day in and day out and no problems.
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Onthisspecia sense of responsibility, agency representatives said of special needsvolunteersthat they have
aspecial sense of ownership over their volunteer work; that that sense of ownership isgreater when aperson
does not have paid work.

| think it starts in high school. | think they start in high school and they do their placements,
McDonald'sor whatever - they have wonderful, wonder ful wor k experiences and then high school ends
and not only are they limited in what's available after high school - they losetheir peers, becausetheir
peer s have goneto university, college, another city andthey'revery, veryisolated fromthe experience.
I've had - especially with one guy I've worked with. He sits at home and watches T.V. unless he comes
into volunteer. Soit'snot - | really don't think with the individual s I've had experience with - that it's
volunteering. | have to go into work on Wednesdays from 1 - 4. | think they understand that it's
volunteering, but they changeit towork - "It ismy responsibility”". And | thinkit stemsfromtheir work
ethics that are drummed in during high school.

They're here to do thiswork, they take it very serioudly, they're very connected. It istheir whole life,
their world - for many of them - you'reright. School wastheir world before and whatever they can get
in terms of volunteer work or paid employment becomes their world after.

Mine are seniors and my best seniorsare the oneswho are over 75 - they're no longer going south or
anything else. And theyliterally take over - thewholeclinicistheir's. You know, the nursecomes and
"It's nice to seeyou and here's our clinic and here'sthe people you're doing and thisis our clinic".

The isolation experienced by some people with disabilities and other people who are marginalized from
participationin mainstreamactivitiescanlend greater sgnificancetothecontact with other peoplethat arises
through volunteer work:

And for some of themtoo, | wonder if it isn't to some extent their social life because you're talking
about the sort of normal volunteer who can go off to Florida or have the cottage inthe summer and all
that. Thosepeopledon't havethosethingsto goto agreat extent. So, like you say, they losetheir peers
from high school, so they need to connect with people; they need to have that social connection.

Clients Are Vulner able and Sometimes Unaccepting

Sometimes it's not the nature of the work in the organization that presents a barrier to supported
volunteering. Sometimes the clients are discriminatory, unaccepting, or down-right racist. When aclient
refuses to work with or receive service from a particular volunteer or population of volunteers, the
organization isin a difficult position. Participants raised this issue in the focus groups.

We deal with seniors. Some individuals who've come in to play cards with our seniors - a group of
brothers who are sort of mentally slower - but one senior had a really big problem ... that they were
on welfare and able-bodied and should be working. The seniors didn't understand their disability as
abarrier. We've had conflicts also with people of different races. Many seniorsdon't have aproblem
but those who do can really hurt that volunteer.
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Two other participants echoed similar experiences:

Seniorsaren't alwaysasaccepting or under standing of ethnic barriers... In oneinstance wherewe had
an individual with developmental disabilities, mental and physical challenges aswell, he was very
accepted by the staff person heworked with and the staff had wonderful things to say and the seniors
just simply were not comfortable with him in the building.

| have several young volunteers who are coming in from diverse ethnical backgrounds and | give
peoplearealistic expectation of what they can expect froman organization. | tell them about possible
discrimination they could find because they are young people or because of their ethnic background.
It's helpful for them so they aren't so shocked or hurt when or if something does happen. The lines of
communication are made mor e open and they have been able to come back and tell me comments that
aresident has made versusjust quitting. We have found this to work a lot more successfully than the
instanceswe've had in the past. And you don't want to scare people either and have themthink it'san
unaccepting place but when something happenson a regular basis or is very common it's something
you can't overlook telling them.

In response to this comment, participants discussed among themselves the ethics involved. Does an
organization havean obligation to protect or shied its vol unteersfrom discrimination, and if so, how should
that be done? Many organizations faced with this issue will say it is not part of the agency’s mission to
change the attitudes of its clients, even if those attitudes are racist. Other organizations that have justice,
equity, or social advocacy as part of their mission will often feel differently and refuse to collude with
oppression, even when that is found within their own clients or constituencies.

One participant suggested that the oppressive attitudes found inside agencies simply reflect the
discrimination experienced in most parts of the real world:

Doesn't that give it areal world sensetoit? About the question of whether it's ethical, well, we're all
confronted with situationswhere there is discrimination and 1'm sure people with special needsface
it even more so, but it's part of thereal world too. We can't always be super protective but we need to
be open and honest and communicate that to peoplein all fairnessto them.

Staff “ Resistance”

Clientsare not the only source of resistance or discrimination that special needs volunteers might expect to
encounter in some settings. Staff can sometimes be just as discriminatory.

We had staff that discriminated. We had a middle aged lady who emigrated here, ESL; she enjoyed
working inthekitchen. Therewas one nursewho felt she needed to find some excuse that her work was
moretroublethan an asset. When | talked to the majority of people about her, they weregreat. There
was oneindividual who came up to me and said you haveto do something about this. | talkedto others
and they said she was great, wonderful.
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Staff might resist volunteers and/or volunteers with specia needs for reasons having nothing to do with
discrimination:

See, | thinkit totally dependson staffing. And you touched on union. I'mvery, very strong union where
| work, so everything'snegotiated through theunion - that'sthetop of it. The bottomofitis, | actually
don't place with some of staff members because | know the reception for volunteers will not be as it
should be. So think within our agencies, we all know what's going on in what department, but we
have to ensure that where those volunteers are going, whether they're disabled or not, that those
programs arereceptive of volunteers and willing to give 100%.

We'retrying to get [ staff] to seevolunteersasa help, they are not a burden. Therearetimeswhen you
think, no, the policewill come and arrest meif | wringyour neck, won'tthey? If | hear one moretime,
"they're so much work!"; they are but they do so much work! Wefinally started tracking. We get over
300 volunteer hours a month. You take those 300 hours out of the system, the place collapses.
Sometimes | think if they would just treat the volunteer as staff they'd get over it. | get sotired of "I
can't give that to a volunteer, they won't understand”. Well, did you explain it to them? Oh, | don't
have time to do that, well, duh, they don't understand. (big sigh!). There'sonly four of us. We cannot
keep up with the volume of work. And there's no way we should be even trying because there are
volunteers ... In casethey all forgot, we all started as volunteers.

With able bodied volunteers, they're saying | don't have time to deal with the volunteer. | don't have
time to train the volunteer. What are they going to do with someone wher e they have to slow down?
| think they're being unreasonable now, so | have to cope with that issue.

Staff resistance to supported volunteering more often emerges because of the extra burden of work
volunteers, and in particular, some volunteers with special needs might mean:

Our other [special needs] volunteer comes in when we do mailouts. We do a lot of mailouts -
newsletters, requests for donations, all thiskind of thing. | have areal problemwith getting the office
staff to call the people. Because she says | haven't got thetimeto sit and supervise ... it's supervision -
who hasthe time to supervise, to sit with this person, to train the new people, because | no longer do.

We deal with individual cases; people who come forward and say 1'd like to volunteer and we'd think
about which staff person they would be liaising with and whether it'd be a suitable match.
Unfortunately, some staff are very receptive and others aren't and see it as eating into their valuable
time that we all have so little of these days.

Some volunteers very much enjoy the social contacts and opportunities to socialize that volunteering can
provide. Unfortunately, many staff simply do not have the time, these days, to socialize back.

Once again it comes back to their social needs. And staff, | know, have said this on numerous
occasions. "Volunteers drive me nuts; | can't get my job done." ... You know - the social isjust on-
going. But for some volunteersit'sjust 100 milesan hour becausethey're out andit'stheir social time.
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Tension can arise between the manager of volunteers and staff who resist volunteer involvement. The
following excerpt illustrates the point.

There'sone [ volunteer], she's actually doing fine but there is obviously a problemthere. But she can
do the job. It's an emotional problem. But the reaction [from staff] was instant: “ Well, there's
something wrong, move her somewhere else, get rid of her.” | listened while she worked a shift
yesterday. There'snothing wrong withthegirl. Yes, she hasto force herself totalk to people but she's
prepared to do that. She's prepared to make the effort and she does reasonably well. | was quite
impressed. She'd worked one shift. The Supervisor came up and said she's not working out, get rid of
her. | said no. She can sit there for three months until 1'm satisfied she's not working out.

It would be incorrect, however, to think that all staff, or staff in all organizations are resistant to the
involvement of volunteers, or volunteers who have disabilities:

Inour agency | don't think it would be the staff that would bea problem. We have volunteers cometo
our team meetings, meet with our [staff]. We consider them part of the agency that way, likethey're
the professional coming in and providing a serviceto us, like a consultant would. We have our life
skillsfacilitators who do the over seeing of volunteers. Attendant workers go to the volunteersto ask
guestionsbecausethey'redoing programsand will rely on themfor adviceand support. Thevolunteers
inour programarevery highly regarded amongst the staff. We've had good consistency. We've been
really lucky with volunteers we've had, that they show up and do a good job. Saff are not an issue.

Undeniably, the support and cooperation of staff is critical to the success of a supported volunteering
program, and to the success of volunteer placementsin general.

It has almost been one hundred percent a good experience. Only when the staff have gone above and
beyond their call of duty. When paid staff have taken areal interest in seeing a volunteer placement
succeed, it has been successful almost one hundred percent of the time. When volunteer sbecome more
part of the background of the organization, and, yes, they are given their orientationand schedul e, but
staff remain on the periphery, that's when we spend a ot of time putting out fires, and sometimesjust
making sure we have the volunteer doing theright work. When staff become actively involved with the
interaction of the volunteers, that's where placements are almost always successful.

What Would Be Hdpful?

Participants offered plenty of information on what they would find helpful in their development and
operation of supported volunteering programs. The details are clustered into a number of specific areas
below.

Information On How To Work With People With Disabilities

Open communi cation about limitations and accommodation needs seemsto be key to success in supported
volunteering. Hereis how one participant made the point.

We found that a lot of it is the agency's responsibility during the screening process and making sure
that you'reasking theright questionsat the beginning around what type of accommodations. Be honest
right from the beginning and filter out through the screening what the needs are and then it'sbeen a
success.
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But for staff in organizations that do not directly serve people with disabilities, working with people with
disabilities can be scary, intimidating, or uncomfortable. Participants repeatedly talked about not knowing
what to say or what to ask. The greatest fear is of being offensive to the prospective volunteer. Severa
participants indicated a need for basic information about various disabilities and how to work with people
with various disabilities, as these quotesillustrate.

And| liketheidea of tips- | don't know where funding isgoing to end up. And | know alot of agencies
have their own pamphlets, but a generic - something very generic and very basic. For a lot of the
agenciesrepresented around thetabl e, you've worked with peopl e with many kinds of disabilities. But
many peopl e out there havenever. And we know with sheltersand thingsand residences closing down,
there'smore and more peoplewith disabilitieswho are out there and are now coming into our agencies
and they need to be educated. It'sthe 90's, let's get withiit.

I'd be veryinterested to know: "Areyouoffended if [1] ask you your ability withreading, writing; are
you offended if [I] ask about your personal life with regard to your living accommodations?" Like |
think there shouldbearapport. ... When you comein the door, we don't know your abilities. The same
asanybody else. What'sthe best way for usto say - “ What do you want to do in this agency?' Maybe
they don't like to be asked if they canread or write. Maybe they feel that we should assume that they
can do it or that they have a supporter who can enable them.

... some sort of literature ... on how to resolve some of the conflicts where | don't know if I'm being
impolite.

| was thinking just very broad info and language. What is the appropriate terminology for talking
about the disability, what do you do in certain situations, for example, with an individual who might
have cerebral palsy and you don't quite understand what the individual is saying, what is the protocol
for that, like, | didn't quite get that, can you repeat that please?

If there's an end product to this[project] and it goesinto writing and it went into every [agency] it
would be niceto haveeveryone know, if you're a teacher - a facilitating teaching assistant - comewith
[the prospective volunteer], or a family member in some way, come with [ the prospective volunteer] .
Even if it'safirst visit. It'sterrifying for them; it's terrifying for us. | know a big hurdle | have is:
"Canyou read and write?" | feel like I'mtotally belittling them by asking themthat. But | don't want
to be sending them home with my orientation package, not knowing if there's support there. "Areyou
in an apartment on your own?" | hate asking that. | don't ask people that generally, but if they are
mentally or physically handicapped - " Are you going hometo do this orientation package on your own?
Do you need assistance? We can do it now together." But | find those very belittling questions and
they're not forthcoming with what they say their abilities are.

A participant talked about how her organization triesto providethisexact kind of information whenthey are
trying to locate volunteer placements in the community for their clients:

It'san information gap. Whenwe ook at volunteer opportunitiesfor our clientsweusually go intothe
agency and with the client's permission give theminfo about [ the disability], what's invol ved because
we want to set them up for success. You need to give people the tools they need to volunteer with
peoplewith [ specific] injuries e.g. he'll [do such and such] and [you should] just say this. | usually
doitin front of the client with their permission. It's better to be up front from the beginning and tell
itlikeitis. We provide our clientswith a lot of support.
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A participant who works with people with disabilities could see the value in making the provision of such
information into a cooperative community project:

| think the idea of needing some tips too, as a community project, we can be interdependent that way.
| could offer that. If | have a little bit of skill in that area or K-W Hab has a skill in offering tipsin
working with the devel opmentally-challenged ... That would be something that you could give to me
and | could do ...

Education for other staff inthe organization would alsobe key sinceitisn’t just the coordinator of volunteers
who works with volunteers. Internal and external “educators’ could be important resources in this regard.

Although | manage our volunteer program, | actually don't work with thevolunteersreally. The staff
do. Those ongoing day to day things, that's the staff so they need that support more than me who has
brief contact with the volunteers.

I'd just like to add that | think the educational pieceisreally important. | think of my co-workers
aswell, asthe volunteer coordinator, | seethisasareally nicefit. ... they need to be educated and how
| can do that as easy as possible.

For us, what | think would be a start isfor someone to comeinto the office and talk to all of the staff,
because our volunteer program developed after [ some of our other] programs. ... we are still trying
to convince some of the [ gaff] in the office that volunteers areworthwhile. And especially the people
who are going to be dealing with in-office volunteers. And | think it should be everyone inthe staff ...
someone to come in and explain the purpose, the need, how to deal with people, what to ask ...

... get the staff team involved wherever that person is going to be placed in that organization rather
than just dumping the volunteer becauseif they're not involved, they might say we just can't handlethe
person and then you need to respect your staff aswell. There's no point bringing a person in that
[staff] don't want to see. Soit's a staffing issue in terms of working with your staff giving them the
information to help themwork with the person.

If [staff] hear it coming from someone other than me, maybe they'll listen. If it's coming from an
independent source then it's not me trying to just sell it.

Eveninorganizationsthat servepersonswith disabilities, they feel adiscomfortinworkingwith peoplewith
different disabilities than those found among their own client group.

That'sit too. | think as much aswe all work with people of varying disabilities, a little bit of support
with how you approach situationslike you'resaying. You don't feel comfortable asking that person ...

Another participant whoworksfor an organization that servespeoplewith aspecificdisability noted that that
organizationis already working with two other organizations, each of which serves apopulation of persons
with different disabilities. Theaimisfor all threeto share with the others information about working with
people with other disabilities than one is familiar with. This could work equally well for those seeking
information on how to work with volunteers who have disabilities.
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Ongoing Support

Initial information iscritical, but an ongoing source of information and support would also be of great help;
someone to call when a barrier or difficulty is encountered; someone to brainstorm with; someone who
knows about a particular type of disability, or someone who has worked with a specific volunteer and who
might therefore have some ideas about gpproaches to that work. Participants seemed to find agreat deal of
comfort in the notion of there being someone there to cal.

A support worker who places people with disabilities has found her ongoing availability to make a big
difference.

[We havefound] extreme reticenceinitially and so ...it hel ped those people ... when | said: "Look, you
can call meany time still, if you have a problem." So they didn't feel so much that they were stranded
withthisperson and ... they have nobody [to call]. ... So any kind of program ... that could provide that
ongoing little support that if you do have - "l just don't know what to do with this individual; I'm
struggling with this". You could call.

Another participant talked about how helpful it has been to be able to call for help when acommunication
impairment caused a block in the placement.

| do that now with K-W Habilitati on Services once again because we utilize so many peoplefromthere.
Communication is often a really big thing and when | meet with their support worker 1I'll say, "You
know, shewastryingtotell me something and | just couldn't getit." And so she givesmelittletipsand
pointers. Shesays, "What | dois, | dothis... it might beoneword, it might betea, sowe're going from
tea. So | understand that you said something about tea ..." And I've actually even had to call her in
when this one lady that we have was telling us a story about somebody getting shot. We weren't sure
if she actually saw it or if it was on television ... we were quite concerned. And so she actually came
physically down to the office that day; ... we determined that, yes, it was a story she wastelling usthat
she had seen on television.

The opportunity to call ahalt to aplacement that doesn’t work out is an atractive safety valve for Managers
of Volunteers.

We'd need alot of support, someone to comein and say these are the issues and thisis how you deal
with the issues. |If there was a problem who can | call at the time rather than waiting ... isthere a
contact person that if something comes up and | need someinformationor | need an idea? Can we do
it on trial period so that three months if it doesn't work out | don't have to feel bad saying no? I'm
afraidif | getintoitthen| can't get out of it ifit'snot working so setting up something would be hel pful.
| feel, how arewe going to handle that but yet | know that people here with acquired brain injury they
think that too and what | dois go out and educate peoplethat no, it doesn't mean (they can't cope) but
yet | amfeeling oh, | don't know if | can handle that. It's education, knowing how to deal with it.
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Help To Convince The Board

Often the Manager of Volunteersisinterested in and willing to involve volunteers who have special needs,
but resistance is met a the administrative levelsin the organization. Assistance from outside to convince
senior administrators of the value of supported volunteering would be appreciated.

Learning how to approach this community, having some sort of background materials that we could
go to the Boards and say, thiswon't take all my time or, thiswill not end up being an embarrassment
to you, this will be a good thing for you, you will 1ook good, let me do this. Something that we can
persuade higher up. Fortunately | havean E.D. right now who isreally supportive. She'sfine. It'sthe
next level up - the decision makers. This will not end up coming back on you, this will not be an
embarrassment, this will not cost money, thisis a good thing. So some sort of literature that can be
thrown at them, how to approach them

One participant said a half-hour board presentation would be useful, but it would haveto comefromoutside,
and bereadily available to the board because the latter isnot likely to go out seeking it.

Volunteers Honesty and Disclosure

Several agency participants noted the importance of prospective volunteers being forthcoming about their
own needs and limitations. When volunteers can participate in the placement development and
accommodation process, the Manager of V olunteerswill have moreinformation to work with and everyone
has a greater likelihood of success.

Thekey for us has been the more honest thevolunteer iswith usinthe beginning the lesswe're putting
out fires down theroad and you're ableto accommodate what they're abilitiesand disabilitiesare. The
one instance for us it worked out very well the volunteer came with a support person but they
communicated to mewhat the boundaries are, what can be done and can't and that hel ped.

Overall, [our experience with supported volunteering has been a] mixed bag and the ones that were
positive resulted from up front and open communication from the beginning.

We have a situation whereone of their volunteer sfelt the best way to deal with the situation wasto get
theteamtogether and have a get-to-know-you sessionwher e they talked about their disability andwhat
their needs would be and if you see this happening thisiswhat | need then. That was really helpful.
If the volunteer is open to that sort of discussion, if not, it's not an option.

I can think of things we've done that have helped. We had an individual who was a contract employee
and who is now avolunteer who islegally blind. Shewas very proactive and up front with meinterms
of what she was capable of doing, what she was not. She made it very easy for me to ask those very
awkward guestions like, can you read this? do | need to put it in bigger print? what kind of
accommodation do you need in terms of the program manual? how do you get around? Thisstuff was
cleared up before the placement started.
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Assistance With Job Design and Accommodations

Parti ci pantsoccasional ly mentioned the need to be creative with job design and accommodati on possibilities,
particularly for prospective volunteers who have multiple disabilities.

... sometimesit's being creative and finding a part of onejob and a little part of another job. That you
can't always say that you can be this or you can do this. It just means that you have to be so creative.

That'swherewe can use support. That'swherewe as agency people need to create asupport with each
other - hearing what you're doing. That's what we're trying to find.

The Role Of Referral Agents

When a person with adisability isreferred to volunteering by aworker from an agency, it is useful for that
referring agent to know some details about the organization to which the volunteer is being referred to. A
respondent explains:

Know the services of the or gani zati on that you're going to ber efer ring someoneto and know what their
restrictionsareintermsof resour ces, opportunitiesfor that individual who will need enhanced support
so thatit's not a last ditch effort.

Everyone must be careful not to limit choices and potential by the information that is shared.
| agree we should have some background but you don't want to have specific info that can cloud the
opportunity to discuss it with the individual because often you have these biases and preconceived
notions that can get in the way of getting to know the person.

The Role Of The Volunteer Centre

TheVolunteer Action Centreisin akey position to be helpful when referring people with special needsinto
organi zations in the community.

... the connection with theVoluntary Action Centreisso crucial because | get most of thereferralsfrom
there. Therecruitment coordinator needs to know what our barrier sand limitsare, who we can accept
and work with. She has power ... and can direct volunteersto us.

OPPORTUNITIES FOR ALL GRAFF AND ASSOCIATES, Consultants



ASSETS INVENTORY: FOCUS GROUP RESEARCH Page 28

Mental Health | ssues AreM or e Difficult

Several participants mentioned that they find mental health issues to be the most difficult or scary to deal
with among volunteers with special needs. The following quotes demonstrate a relatively pervasive
sentiment.

We've had one individual with mental health issues and the unpredictability has been an issue

I think from our experience, ... the physical involvement or the devel opmental disabilityis often not as
hard as sometimes the social/emotional issues to work with and finding the right people to work with
them.

I would like to talk about mental health issues. Because volunteers and support people are out in the
community, working fairly independently we shy away from vol unteer swho have mental healthissues.

We've recruited volunteers with mental health problems and when I'm talking about this|'m talking
about volunteers actually working in our program, they may not be on a committee or doing
fundraising or whatever, that's a different situation, but we'verun into diffi cultieswhere depending on
the extent of their disability, they might be receiving jus as much support as one of our
member s/clients so there'sa fine line.

Some that have more mental health problems they don't seemto last long. They need a lot of oneon
one and if they don't have that close support personit doesn't always work out aswell.

| alwaysthought | could get peoplewith disabilitiesvolunteeringin our agency simply by embarrassing
the Boardintoit. We're supposed to specialize in this, create opportunities, advocate for individuals
with disabilities, I'm advocating now! | don't think | could do that with a mental health problem but
that'snot to say that we couldn't accommodate. We'd need a | ot of support, someoneto comein and say
these are the issues and thisis how you deal with the issues. |If there was a problemwho can | call at
the time rather than waiting ... isthere a contact person that if something comes up and | need some
infoor | need anidea. Canwedoiton trial period so that three monthsif it doesn't work out | don't
haveto feel bad saying no. I'mafraidif | getintoit then| can't get out of it if it's not working so setting
up something would be helpful. | feel, how arewe going to handlethat but yet | know that people[who
accept our clients on placement] think that too and what | do isgo out and educate people that no, it
doesn't mean they can't cope but yet | amfeeling oh, | don't know if | can handlethat. It's education,
knowing how to deal with it.

At our place | don't think they'd have a problem with any sort of physical disability but | think if we
tried to introduce someone with a mental disability they'd go bananas because god knows with the
women we do have it's, from the moment she walked in it was "got to get rid of her". If it was a
physical, | think they could get around that.
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The Complexities of Multiple Disabilities

A couple of participants noted the increased difficulties of placing special needs volunteers if they have
multiple disabilities.

... there is someone who | would like to place and | don't even place volunteers, it's not in my job
description, but he's come to me for years and yearsand yearsand | still don't know, | don't have the
creative capability to deal with how to make him feel useful in the volunteer placement. | think he
needs to be in the community, not within my agency. ... | would say it's a severe disability becauseit's
one that's put up many, many barriers to my thought processes and I'm not sure where to go with it.
He functions really well; he lives on his own; he does a lot of things and | think managing his life
should be hisway of feeling good about himself, but he wants more. There's that level of severity to
the situation where it is challenging. He can't use his hands, his speech is difficult, so what are we
going to do here? It takes[a lot of] time...

Another participant picked up on the point and added:

| think that you touched on something important here - that wherethere's a number of disabilities, in
a number of different areas - I'm thinking of a young lady, one of my former students, who when the
speech isinvolved and the hands and the wheelchair, and yet so much to contribute in a lot of ways.
It'sjust finding the right niche. We've spent hour s talking about that. Just trying to help them, that's
what you want.

Barriers To I nvolvement

Elsewhere we have noted the comments by focus group participants regarding the special difficulties
associated with multiple disabilities, mental health issues and resistance encountered from both saff and
administrators/boards of directors. A variety of other barrierswere mentioned as well, as described inthis
quote:

| think that part of what that istoo - and | don't think that we've talked about some of the gaps - and
that's where people with disabilities that aren't volunteering - the reason they're not coming in or
saying they want to come is because of lack of confidence, depression, fear, anxiety and they can't
afford the busfare, because they are on a pension. It'snot just paying themfor work, it's he ping them
get there because they don't even have a foothold on the pay thing yet.

When the volunteer needs a support worker to accompany him or her during the volunteer placement, this
can make the difference in finding work that the volunteer can do. On the other hand, having the second
person accompany the volunteer can beadeterrent, especially when the position i s supposed to be one-to-one
visiting or companionship.
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Accommodations

Whileitisimportant to remember that not all people with disabilitieswill need accommodationsto be made
in their volunteer placements, it is clear from the wide range of special needs volunteers that have been
accepted by the organizations represented inthese focus groupsthat agreat vari ety of accommodati ons have
been implemented in support of volunteer involvement.

Some volunteers have needed assi stance with writing tasks, and others have needed attendant care. A board
member who had avision impairment was hel ped by the use of taped board minutes; another board member
withdevelopmental disabilitieswaslinked upwith a“board buddy” who helped her to understand thetopics
under discussion.

Many agency representatives made note of the extratime they spend with special needs volunteers, putting
together the appropriate set of tasks into custom jobs that correspond to volunteers' abilities.

... definitely | have had to give extra attention to these people to place them in an appropriate
placement.

...But there is that extra work to go through and | think we need to identify that because it's
important for agenciesto be aware of that. | mean, | haven'thad a problemwithit. I'vereally enjoyed
and the people |'veworked with ... to find placementsfor themhave been incredibly supportive aswel
in trying to work things through for both of them.

I've had 3 different special needs peopl e who do volunteer work too who are still with meand | find that
it takes extratime. Somebody comesin and gives them sometraining. You haveto really be concise
in what you tell them. You know, givethem lots of steps. But it'sworth it

What | find is that | need to be very clear and have very simple steps in what 1'm asking her to do.
Generally, it means some training if it's a new task and even some of the old tasks | have to go over
with her again. She has excellent phone manner. | think she would do reception work if the phone
rang. She writes the messages down very clearly and has always really enjoyed that. It's been a
learning experience for her. But | found for myself that | also had to learn. ... what | found was that
| was expecting too much of her and that | had to stop and say OK, let's just do part of the job. She
appear s mor e competent thanwhat sheis until you give her the chanceto really work it through. ...it's
really evolved for her into some really neat things [ part-time work]. But | think it was key that | took
the time and worked out tasks every week for her and she has been steady.

Deliberate Or Accidental | nclusivity

One theme that arose consi stently throughout the sessions with agency representatives is that supported
volunteering rarely results from deliberate recruitment efforts on the part of the agency. Organizations are
not out there seeking special needs volunteers. Not one agency representative indicated that they had
launched any special recruitment drives or included any affirmative action messages in their regular
marketingand publicity activities. Managersof volunteerswill consider accepting peoplewith special needs
if the latter make the effort to apply or if athird party referral agency makes the approach on behalf of the
volunteer. The one exception is at the board level. Ironically, some boards ddiberately seek consumer
representation on the board, and in some cases, these consumers are people with disabilities. It is possible
that some of these boards are the same boardsthat resist the involvement of peoplewith disabilitiesthrough
supported volunteering at the direct service level.
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B.) Individuals

The following narrative and excerpts relate to the three focus group sessions held with people with
disabilities who are volunteering presently, have recently volunteered, or who have never volunteered.

Volunteer Motivation

Participants provided awide range of reasons for their pursuit of volunteer work. Hereis an overview:

Because | didn't want to sit at home all thetime. | was at school. After school | had two jobs. Now
| want to get morejobs so | don't get bored at home all the time.

Because | wanted to learn new skills and also so | wouldn't get bored at home as well ... so | would
have something to do to spread out the week a bit. How it happened at the[ agency wherel volunteer] -
they asked me if | would be interested in volunteering. It'sbeen great.

I think that my volunteer experiences had to do with finding out about something that really mattered
tome or knowing something was already therethat really matteredto me. | wanted to support a cause
that | was interested in.

| like to learn about something and volunteering helps meto learn.

To help the community plus my teacher said | should volunteer to help the community and to learnto
respect the others out there.

| got involved through a job search club at [agency]. | was looking for ajob and | couldn't find one
because of the recession because they alwayslaid me off. | was looking around and | said to myself,
that'svery interesting, I'd liketo get intoit. Sol asked ... at the Job Search Club and she got meinto
[ my present volunteer work] .

... [t wasinteresting. | want to go to meetings. | want to volunteer for the volunteer fair because|
amin avolunteering job right now. They said "We like you and we want to keep you on" and | said |
know that. | likeit and | want to stay in it and make something of myself and be famous.

| went looking for volunteer work. | wanted to help people.

| got involved for a number of reasons. One was because whenever you can go in and help the
community, | think that is very important because we all live in the community and a lot of people that
you're helping - it really increases their quality of life which is the main reason why | think we're all
here - we want to increase quality of life. If you can do that - get down to the grass roots and actually
help people, that's a good thing.

I’ve seen a lot of organizations, when they' re fundraising, use the slogan “ Because you’ll never
know when you'll need it.” To mel think that’ sabsolutely terrible. | think you should just be able to
hel p people and whenyou look at it ... when you look at the main goal it istoincrease people’ s quality
of lifeand sdf esteem Andif you can do that, | think you have made the whole world a better place,
which, | think is a nice thing.
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| liketo help people. It providesthemwith lesswork load; it cutstheir workload in half; it minimizes
time. [ helps staff in their busy day]

Getting out of the house. That'sareally big reason. You get bored at home. All you do iswatch TV
all day and you don't have a social life at homeeither. You don’t see other people you know, just your
family.

I had been having some difficulty getting some full time paid employment and | am qualified to work
inthat area. | thought that volunteering might help mein getting some contacts, and in showing people
| can still do the job in spite of the fact that | have some visual impair ments, so for me it was for me
showing peoplethat | do havethe skillsand | do have abilities and that they were able totrust me and
| was able to develop trust aswell.

| also volunteered [on alocal board of directors] and what | did was the administrative committee
and fundraising; and one of the reasons why | thought about getting involved in that was the social
aspect. | wanted tointeract with other disabled people, because having a visual impairment and being
legally blind | don’t spend a lot of timewith othersin my disability group and | wanted to meet other
people with other disabilities; | wanted to get to understand what people’s issues are and in
volunteering | was ableto do that; find out about other people and what their needs are.

It helped me to further develop career goals. | then went back to school and took something else.
| was qualified to dowork in child care and that was a good profession, but visually | did runinto some
difficulty around some job accommodation issues, so | decided to look at more of a social work
profession, and doing the volunteer work allowed me to see if | had the people skills. | worked with
children, but this gave me the idea that yes | could work with adults.

| was in a time period when | wasn’t doing very much with employment, and like some of the other

peoplewere saying, it was boring at home and | felt | had alot to offer and | didn’t feel like just sitting
at home.

The Rewards of Volunteering

Parti cipants stated clearly and enthusiastically what they get back from their volunteer work.

If they were to call me next year | would go back again because| felt good, happy that | helped kids.
They looked up to me and that felt really good.

They found me a real neat place to volunteer. They care a lot about people and they carea lot about
me. It's wonderful. Some days | don't feel that good and it still feels good that we can share our
feelingsfor each other and that we can pray together in the mornings and we can pray for each other.
We can find the support that we need.

People like me. They say “ Good morning! Welcome back!” | always am happy.

It'srewarding. I’ mthinking of myteaching typesof volunteer thingsand | find it very rewarding when
you see that lightbulb go off in somebody’ s head that tells you they understand what it isyou’' retrying
to teach them. And I’ ve had experiences where people come up to me months or years later and say
thank you for teaching me all that. So you can't help but feel good about that.
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| like everything. | want to do volunteer work because | am a good worker and it feels good. | like to
keep on going. | liketo be busy.

| liked to be with the children. I'ma people person. It gave me a chance to know new and different
people.

| like the fact that | can help people. When they ask a question, | can find the information. It makes
me feel good about myself because | can hel p them.

| get to learn something. | likeit. | liketolearn things and do things.
| like to be with the kids. | like to feel comfortable with themand | like to help them.

Oneword: | enjoyitalot. It makesme feel happy. | cando more now that | express myself. | learned
how to decide for myself, not just my mother’ sidea, and to do thingson my own and just to get out, ...

| was on the board of (a local) gallery and | thought it was a great experience because my artistic
abilityisjust about nil so volunteering gives me a way of getting outside of my business life to pursue
other interests that both benefit me from a learning perspective and help other people.

| like to volunteer and | just love to play with kids too. [ It gives me a chance to do something | really
loveto do]. | would be hurt and upset if | couldn’t volunteer any more.

Volunteering is fun. You meet different people that you wouldn’t normally meet. People don’t

generally know how to talk to a person in awheelchair, or go out of their way to talkto a personin a
wheelchair.

Deliber ate | nvolvement or Suggested By Other s?

Almost every volunteer in our focus groupswas referred to volunteeri ng through an agency from whichthey
were receiving services. This is not surprising since we made contact with prospective focus group
parti ci pants through disability-serving agencies and so they would naturally put us in contact with their
clients and ex-clients. Because of the skewed sample in the focus groups, however, it is not possible to
comment on the mechanisms used by other persons with disabilitiesto find their way into volunteering if
they are not currently receiving services from an organization that encourages voluntary action among its
clients.

The Role Of The Volunteer Action Centre

Six of the sxteen participants identified that they had also used the placement assistance services of the
Volunteer Action Centre, often in cooperation with the original referral agency.

Barriers To Involvement In Volunteering

Focus group participants experienced a range of barriers in their pursuit of volunteer work. These are
discussed below. Interestingly, it was a small minority of barriers that actually bore any clear connection
to adisability or limitation.
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Physical Limitations, Accessibility, and Accommodation Requirements

The bathroomwasa bit of a problembecause the door that | could get through was a fire door and we
had to find a way to leave that door open so | could get in, but it was a fire door.

| have a motorized wheelchair ... thisis good and bad. When | travel, | need a vehicle that can
accommodatethis big chair. | always find that the fact that | am sitting and | am short to begin with
isareal problemwhen it comesto reaching things. This meansthat file drawers and high cupboards
are out of my reach. Even a photocopy machine is difficult. At work Im responsible for ordering
supplies and putting them away and the supply cupboard is not accessible.

| guessin most cases| have not had the experience where employers would reorgani ze everything
for me. What theyare morelikelyto doitissaywell if you can’t do that then we will get someone else
to do it for you. Most of thetime | think well okay, do that. It depends on what is. If it issomething
that makes me feel like my dignity is gone then | would be bothered. If it isjust a matter of asking
someone to put something away then | don't see that as a big deal.

Transportation

Transportation was noted the most often by the greatest number of participants as a barrier to volunteer
involvement. While publictransportationisavailablefor peoplewithdisabilities, scheduling canbedifficult
since aminimum half hour window is required by the service around pick up and drop off times. During our
focus groups for example, participants had to leave early because the transportation service arrived early.
Others were observed waiting for transportation up to 20 minutes after the conclusion of the session.

Some focus group participants rely heavily on family and friendsfor assistance with transportation and one
participant who wants to pursue a volunteer position in a neighbouring community will need to commit
excessive amounts of extratime for the complexities of travel arrangements and pay $10.00 for the out of
town service, an amount which could be prohibitive for persons on low or fixed incomes and disability
pensions.

Expertise Of The Placement Agency

Several of the participantswho had experienced the most successin their volunteer work had placementsin
disability-serving agencies, andin particular, in agenciesthat serveclientswith the sameissuesor disabilities
asthe volunteersthemselves. Asone might guess, physicd accessibility isnot an issue, attitudesare not an
issue, and the people who work with volunteers have the creativity and experience to assist with
accommodations and job design solutions that contribute to successful placements in these settings.
Unfortunately, however, this openness can not be taken for granted, as is suggested by this respondent:

It's ironic that most agencies that want to involve volunteers in volunteer work are helping the
handicapped and yet they won't have themin their own organization.
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Negative Attitudes and IlI-Treatment

Some of our focus group participants encountered appalling attitudes and hurtful reception intheir efforts
to find volunteer work. In this first example, the volunteer needed the environment to be accessible to a
wheelchair. In her firg tries to volunteer she was confronted by physical barriers, but the treatment she
received from the agencies dong the way was shameful.

| called[alocal agency] and they had mein for an interview but then they didn’t call meback. | called
themback and said, “ Wherearewe here?” And they said“ You'll get called back” and so | waited for
aweek and | called themback. They said “ We don’t want you here because we don’'t need you here”

S0, scratch that idea. Apparently what they didn’t tell me was that there were stairs to get in to the
place - and me| can’t get up stairs. When | called them back, | asked themisyour place accessible,
and they said yes. But when | went there for the interview, | found that they had stairs. | said, “|
thought your placewasaccessible?” Andthey said, “ well, we' re sorry, weforgot to tell you that we' ve
got stairs’ | said, “ Youfibbed!” | said, | wasbelieving that you wer e actually going to need me. They
said, “ Well, call usback and we'll reconsider” but the reaction | got was they didn't need me. So,
scratch that idea.

... | called another [agency] and said, “ I’ mlooking for volunteer work; do you need me...?" They
said“ya” sol didn't actually go there, but [ Volunteer Action Centre] got in touch with themandtold
themof my interest ... could you possibly get her in ... and the non-accessibility - getting upstairs - that
didn’t work out either.

... So those other two placesdidn’t really appeal to me but | thought I'd call them, but they didn’t
work out. It would have been good to have that information ahead of time. | wasreally angry with
both places. | said, “ Well, why didn’'t you tell me about that so | didn’t haveto pursue it?”

But | tried a total of threetimes and after the third time, | said I’'m not pursuing this any further.
I'll get somebody else to pursue thisand I'll let themget frustrated..

Other volunteers who often need only minor accommodations and abit of creativity have had to push hard
for their own rightsor struggle to find creative solutions.

| didn’t have trouble with accessibility, but in terms of vision issues, yes. If | had goneto aparticular
place to volunteer and say | have vision issues, usually | get “ Oh, hold the phone herel” Sometimes
people don’t have the money to make thingslarger for meto see. But | would find that people would
really have a hard time, thinking, well now we need equipment, or now we need adaptions or even if
you’re just volunteering we still have to change things so that you can volunteer here. | think | got
better after a while at beingableto say up-front thisiswhat | need and it’s only going to take this small
amount of adaption.

So | asked the person at [ the agency where | volunteer] - shewanted meto roll money. | said, therolls
are too small and the print istoo small ... So she says, we'll make a chart up for you with coloured
squares and we'll put the amounts beside the squares and all you have to do is look at the charts. |
said, gee, we could have done thisbefore. | amso frustrated. | would like to help you with your work
load, but if you can’t help determine what | need to help me, | can’t do the work.
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Here a volunteer comments on what she has observed about attitudes among volunteer agencies towards
people with disabilities.

Theonething | wanted to mention, | really believe- and | don't want to be discriminatory here because
I'mnot that way at all - but | truly believe that people who do not have disabiliti es have a harder time
dealing with people whose disabilities are more severe. And whether you look severe or not. | have
avisual impairment and | amlegally blind, but | don't tend to look blind. | don't walk with a caneand
| don't have a dog. | have friendswho are totally blind who do walk with a cane and have a dog and
they have a lot more difficulty than | do.

And in my work with the [agency], working with people who have quite severe disabilities, because
visually they ook severely more disabled, | think they do have a harder time. And, like | say, | don't
like to say that, but | think it's true.

Several volunteers described experiences that deeply insulted their dignity.

... they placed me ... working at the data base. After two weeks they put me in a separate room and
every time | needed a new piece of paper | had to go out of the roomand a long way away to get it.
| said, thisisnot safefor me or them ... and I'mnot doing it. | lovedit there. | made a databasethere.
There must have been a negative attitude there. ... | have to fight every day for what | need.

At [agency], the building was unaccessible, but since | was on crutches at the time, | was able to get
in. | went up and down the stairs - | fell onetime. | went through 5 weeks of training and at the end
of it they said, most of our kids need physical activity and you can't do it so we can't match you up with
them. | wasquite upset. If they would havetold methisat the beginning that would have been different
but they didn't say anything until the end. | don't understand it and I've never understood it. | can
under stand what they said that a lot of their kids have aggression that they need to let out and so we
can’t match you up with anybody because all of our kids needto do sportsand all of that, and I'msure
that'strue, but to make a blanket statement that they can't match you up with somebody ... it probably
would have felt awful no matter how it happened, but | think it was pretty stinky of themto let me go
through the whole training program and then tell me ... why wouldn't they have said right off the bat,
we heed somebody who can be physically active with thesekids. ... they made me go through all of that
and then told me no.

In this example the difficulty isin the circumstance and the setting.

I'm not sure it's a negative attitude, but a lot of functions | need to go to where everyone is standing
around and it is noisy, they can't hear me talk. | have a soft voice, and for them to bend down, it's
uncomfortablefor them, so | avoid a lot of those functions because you end up stting by yourself alot
of thetime. It'sa combination. First, wheel chairs make people uncomfortable. Having a doghasbeen
a big benefit because he breaks down barriers, but then when people are having to bend over to speak
with you, they are uncomfortable and they feel likethey areinvading your space, plusit'shardto hear.
In most functions, if they could have a place where people could sit, it would make a big difference.

A volunteer who has severe multiple disabilities has tried hard through a number of positions that have not
worked out for him. He is not completely discouraged yet, but the experience has been difficult. His
conclusion from his effortsisthis:

They do treat you differently from other people. It's not right and it'snot fair.
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Family Over protectiveness

Several participants commented on the extent to which they needed to struggle to overcome the
overprotectiveness of their own families in the process of getting out, getting about, and finding volunteer
work.
| was at the Volunteer Action Centre and my mother said | wouldn't make it and | did make it and |
proved to her that | could do it. My mother said“ You can'tdoit” and | said, “ Oh yes| can!" | said,
“| want to try and | want to express to you that | can do more things as a volunteer and be more
independent and go to meetings and do things on my own and decide.”

In response to this comment, another participant shared her own similar experience.
I’mrelating to the mother issue. | think that growing up, | wasalways given the message, even though
it was never said in a mean kind of way, “ You can’'t do that” and “ Oh, we can’t ask you to do that”
so | grew up thinking | couldn’t do anything. It was big time protection.

A third volunteer added her own comment.

My sisters too. Sometimes they protect me. Sometimes you don’'t need that protection. You need to
grow up on your own and say how you feel.

Why Not Volunteer Before Now?

We only had one participant in the focus groups who had never volunteered before. When asked why, her
comment was, simply, “I never thought about it.”

Accommodations Required

Depending on the nature and severity of the disability, accommodations required by volunteers might be
significant, or virtually non-existent. Therewas awide range of accommodation needs represented among
focus group participants.

Two participants noted that agencies sometimes need to take a bit more time providing instructions about
the work they want to be done by volunteers.

Some of thefocus group participants use wheel chairs, so physical accessibility isanissuefor them. Speech
wasimpairedinsomeof participants. The degree of impairment varied fromminimal to severe. With those
who have more severe speech impairments, agencies need to be patient and comfortabl e, sometimes needing
to ask several timesfor acomment to be repeated. A support worker, advocate, or family member could be
of assistance in thisregard.
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Several parti cipantshad visua impairmentsor werelegally blind. Accommodation requirementsvaried. One
person who was legally blind gets around well, but needs a visual orientation to surroundings, including
things like light switches, knobs onstoves, and soon. She had doneboard work in aportion of her volunteer
commitment, and minutes on tapes, reading reports out loud at meetings, good lighting, getting board
materials well in advance of the meetings, and speech recognition software that she herself can usually
provide have all made her board involvement possible and productive for her. Licencing limitations onthe
software can be aproblemif onewantsto volunteer in several placesat onetime. In another placement, this
same volunteer was found that simply making bigger labels for key items in her job made the difference
between success and failure for her.

Another participant who islegally blind acts as atel ephone receptioni st for the agency where she volunteers.
Large message pads and ablack pen are the only accommodations needed to do the work..

For one participant who uses a walker, getting through heavy front doors can be a challenge. Automatic
doors are the ideal aid, but assistance workstoo.

For the participant quoted above who has trouble reaching from her wheelchair, and for others in
wheelchairs, placing suppliesinlower cabinets makeswork material s accessible. When that isnot possible,
some of the work can be shifted to or shared with someone else for whom reach is not a limitation.

Oneparticipant who experiences mental health i ssuesnoted that thefact that the peopl e at her volunteer work
siteundergtand when she’snot feeling well makesit possiblefor her to goto her placement, evenwhen she's
feeling unwell. Here the accommodation required was in people’s attitude and capacity to understand,
empathize, and accept others.

One person with a developmental disability is a consumer representative on a board of directors. The
organization provides a meeting buddy to help with comprehension, reading, instructions, and travel.

Sometimesthereisagood match between the accommodation requirements of the prospective volunteer and
the conditions already present in the volunteer placement. For example,

In some areasit washarder than in others. Where | found it the hardest was where my disability had

to be accommodated or more so than in other places. It depended on the nature of the work and the
nature of the setting, and how | needed to accommodate myself to get the work done.

What Helps? Participating |n Problem Solving

Participants were asked to comment on what they have found to be helpful with respect to the location or
creation of satisfying volunteer placements. They talked alot about creative problem solving and their own
roleinfinding or making accommodationsthat will work. Contributingto asense of easeisimportant. Here
are some of their comments.

So | said tothe ... supervisor, can we make the name tags big and bold in big letters, and that worked
out just fine. So | was abletosay what | actually needed and that made it better for the person to feel
comfortable in saying “ Yeah, | think we can do that.”
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The one thing - | was on the board in a location that was very dimly lit and that was difficult for me
because | need good lighting. So the President of the board would make sure that peoplewould read
thingsout instead of having everyonesit there and read onthe spot. And they started to give me a copy
of the board minutesin a larger font - and they were veryworkable - here’ sonefont, isit big enough?
Doyou needit larger? And also, at thetimethat | started, previousto when | started, board members
weren’t getting the board minutes in advance and when | started, they sarted getting the minutes a
good week in advance which is a good thing, and so | could use my own equipment at home and that
allowed metoreadit in advance.

Being able to articulae one’ s own needs was noted as an important asset.

When | go somewhere, like today when [ nhame of per son] asked meto come, | asked about the barriers
that might get in the way of my coming inand so | arranged all of that before | came, So before | go
somewhere, | will tell themwhat my needsare. Now thisis maybe wherel’malittleluckier, that | can
get alook at things, or | can have things made, | can assessit. | don't think it's fair of metogotoa
meeting and ask you to do that. You don’t know what my needs are, nor are you in a situation where
... l alwaysfigureit’smyjob to put you at ease. That gets usthrough the first couple of meetings and
after wards, people start saying, "Would it be easier if we do this or that" and then we work through
it. Butit'simportant for meto start the ball by making people feel comfortable.

... because | havea physical disability or notisimmaterial. Everybody hasaresponsibility to ease
everybody, so just asking whether you can help or nat is your step forward. Mineis the direction or
making you feel comfortable. Just because you have a disability doesn't make that everybody's
responsibility.

Usually | can just say things off the top of my head and that’s a good answer or a bad answer. If |
thought about it reallyreally hard, | don’t think it would be too hard to tell them[what | need] - if you
tell themright off the bat what your disabilityisand what you expect fromthem, it will depend on how
the person reacts and what their answer is. It depends on what they’re like and how easy they areto
talk to.

The other thing that | canthink of isthat a lot of things that happened to me was around safety. They
wondered if | could really do this- can she see well enough to do this and is it going to compromise
other peoplein our setting? And | runintothisalot. What it makes me do is be a bit more assertive
to say "thiswill not compromise the safety of the peoplein thisenvironment. | amnot arisk. | do know
when | amin an unsafe situation and when I'm not, and | do know when to ask for help and when not.

Two participants discussed the importance of fighting for what is needed, and never allowing a situation to
go unchallenged becauseit will only make it harder for the next person to break down that barrier.

When you come up against a problem, you haveto solve it because that gives that agency, and whoever
they talk to, the ability to use that experience. Sowith[another participantsbarrier at an agency], you
have to solve that problem so that it won't happen again. It'simportant even though it may be very
difficult to do. ... Sometimesit doesn't matter what you are talking about, if people have preconceived
notions, they're going to keep them, but you need to address them and say " can we resolve this?" and
if not, then you move on. You don't just leave.

... Unfortunately, if there's a disability or a minority, or whatever, the next person coming behind
you will have a harder time because you've already made it an okay practice if you don't abject.
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Several participants responded with caveats. If thewill is not therein the agency at the beginning to work
towards success, the gruggle is so much harder.

| think that any experiencethat starts off like that, no matter what you do to try to get the ball rolling
yourself, you're not going to get anywhere becauseitjust isn't there. If it doesn't start out on the right
foot with being included and inclusive, you can't get anywhere.

It hasto start fromday one. It'sa bit of everything. We as persons with disabilitiestry to make people
feel comfortable and try to get the ball rolling but people have to reciprocate in order to make that a
real, trusting relationship.

It would help if they had a willingnessto giveit a try and see how far we could get before everything

comes crashing down around you. | think that they might give mea chance and if it doesn’t work out
it doesn't work out and if it works out, it works out.

Education For Staff

Several participants mentioned that education about disabilities and accommodations would be useful for
the staff who work with volunteers.

What about some educationfor thestaff tounder ssand what [ other participant’ s] disability isand what
he'sall about and what some of his needs might be to allow himto start on that even foot of "thisis me
and thisiswhat I'mabout.” It soundsto me that people weren't comfortable because they didn't have
enough information to be comfortable with.

I think that non-disabled people need to become more educated about a variety of severe and non-
severe disabilities, and when people really understand a little bit more about what it's like to have a
certain type of disability, and what it takes for that person to really function in the community, then|
think they will truly have some understanding. ... | think people have to become educated to become
comfortable about what they're dealing with.

I've beeninan employment situati on with an agency that specifically wor ked with disabl ed personsand
they, themselves wer e not able to accommodate my visual needs, and my employment was ter minated.
| wasjust let go. | really firmly believethat it takes a lot of education and areal under standing before
you get a wor kable thing happening.

Would You Pursue Moreor Other Volunteer Work In The Future?

In response to this question there was aconsistent undercurrent of fear andreluctance. Thismay be as good
an indicator as any of the struggles people with disabilities go through to find vol unteer work.

| likewhat | do [wherel amnow]. Maybe a new situation would make me nervousin terms of the help
that | would need. I'mnot good at asking for help. | like to do things on my own. But | would try it
and see how it would work out in a different business or whatever.

It was scary at the start. | wasn't sure that | could do what they wanted me to, but now that I’ ve
been at it for along time, it’s lots of fun.
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At the beginning [it was hard] but now it is easy.

| found it scarey at thebeginning too becausel didn’t know what | wasdoingat their store. Everything
was new.

Do You Have Advice For Others?

Despite the fears and the difficulties, participants had generally rousing and enthusiastic advice for other
peoplewith disabilities seeking volunteer work, even from some of the same participants who expressed a
bit of fear for themselves and their own future searches for volunteer work.

| would say go for it! Volunteer where you want to volunteer.
I’d say go for it too!
Stick atit.

Find something that you like doing and that way you' Il enjoy the volunteer work more. Pick theright
kind of work.

Make sure you like it.
Be positive. Pray about what you want to do with yourself and your life.

Know what you want to do. Have anidea in your head and don't be afraid to try it. You have to have
some courage.

It'simportant to get out thereand try tonetwork. My experiencewasthat peoplewho knew me can talk
to other people they know and say, "1 know thisgreat gal. She has a visual impairment but these are
the background she has and the things that she can do." So, word of mouth - peopleworking together
to connect you. Even before you go to phonethem, if they have a tiny piece of information about you
beforehand, that might ease the relationship abit. Use your contacts.

One participant had some sage advice about realistic expectations.

I'mreally practical, so I'd say, if you're going to volunteer, be realistic about it. Don’t volunteer to
be an astronaut if you don’t even know how to do less. Your skills need to match the thing you want
todo. | guesswith my background I have seen people try to [ shoot for morethan they are capable of]

and they fall on their face and then they don’t want to volunteer again. | would never deter anyone
fromdoing it but | would say something along the lines of if you like a certain kind of work and you are
abletodo it, then go for it.
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Several others recommended getting some help.
Go call the KWHabilitation Centre to get some help to get involved.
Go to the Volunteer Action Centre.
I would tell themto go to a session and get some instructions and directions and stay there until you

get the whol e information.

What Would Help To Find Volunteer Work In the Future?

Participantswere asked to think about going out to find volunteer work in the future and to comment on what
they thought would make that search easier. Here are their comments.

Having contact peoplein agencies.
Agencies have to understand about different disabilities and where peopleare at. Not to be afraid.

... education around volunteer opportunities, or whatever, but | think some education for ourselves
around assertiveness and how to say, these are my needs or how to feel comfortable, ... if there'san
issue and it's not followed up - how to fee comfortable in how to follow up - some training on
assertiveness or communicating so that when we do go out to work as volunteers we do feel confident
and well equipped and vice versa - so would the employer aswell.

You look at ... the place that you really liked, you say, that's something | really enjoyed and when | go
to the next one, I'll make sure that the part that | really enjoyed is there and the part that made me
leave right at the beginning, then you've got a great chance of making it happen. That to me is
educating yourself as well as the other side. Both parts need to do some work. Tell the people what
itis- likeanythingin life.

Some more ideas about who to call, where, what when, how. What now?

[I'm] basically chicken. I'm afraid of failure because hospitals don't usually believe in spiritual
powers. Years ago they cautioned me about doing that kind of work because they didn’t want me to
have unrealistic expectations. But | think that | could counsel peoplewho arefacing operationsor who
are refusing operations because they are scared or people who are palliative care persons or ther
families - giving them some support. | amshort on nerve. Maybe if somebody came with me the first
time to introduce me to persons and their families.
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5. SUMMARY AND CONCLUSIONS

Since the purpose of the OPPORTUNITIES FOR ALL project is “to increase the community’s capacity to
open up new opportunities for all persons to exercise more control over their own lives and make a
contribution to this community through volunteer work,” an initial assessment of where the community is
at with respect to supported volunteering was an essential starting point for this project. The goal of the
focus group research was to obtain more detail about supported volunteering in the Waterloo Region than
was gathered in the initial community agency survey.

The focus group research, based on six separate sessionswith atotal of 26 agency representatives and 16
individuals should not be considered a comprehensive overview of supported volunteering as it has been
experienced by all, or even amajority, of agencies or volunteers or prospective volunteersin the Waterloo
Region. Information gathered here hasallowed usto i dentify and hi ghli ght some of the key observationsand
issues about supported volunteering as experienced by this subset of agency and individual representatives.
Certainly the data gathered here can be used both to guide further research, and to guide future phases of the
OPPORTUNITIES FOR ALL PROJECT.

Many organizationsin the Waterloo Region are deploying volunteers who have disabilities and there was
a general sentiment among agency representatives in these focus groups that this is a good thing. Most
agencies would fall short of feding that they have an obligation to do so, but most felt that inclusivity is
consistent with organizational values and areflection of the type of community we all want to livein.

Other observations from this focus group research include:

»  Involving people with disabilities as volunteers is not always easy and not always successful. It can
absorb moretime and energy from organizations and staff, all of whom are pressed to work harder in
light of cutbacks and increasing service demands. Although we cannot say with certainty how
pervasivethis pattern is, some staff in some settings are redstant to the involvement of volunteersin
general and seemingly even more resistant to the notion of involvement of personswith disabilities as
volunteers. Thisredstanceis, at least in part, dueto increasing work pressures on staff throughout the
service system, dthough discrimination and prejudice seem to play a part as well.

» Many agencies indicated a need for information about disabilities and the process of job
accommodations, and a further need to learn about how to work with people with various kinds of
disabilities. Discomfort, ignorance, and embarrassment stand in the way of creative job
accommodations and problem solving. Agencies also indicated a strong need for ongoing sources of
information and support - someone to call when help is needed, during the course of placements.

»  Referral agents need to learn more about the nature of work and limitations of prospective placement
agencies so that the volunteers who are referred have a good initial chance of finding success.

» A significant proportion of placements do not work out and many are short term. On the other hand,
some placements, even those of ashort term nature, turn out to be extremely productive, and play very
important roles in the happi ness, well-bei ng, and recovery of the volunteers engaged in them.
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»  Asageneral observation, it seemsthat for many volunteers who have disabilities, relatively minor and
low-cost accommodations have made enormousdifferencesin how possibleand comfortablevolunteer
work can be. Without question, some participants need substantive accommodations which, when
already present as in the case of elevators and ramps, are nearly taken for granted, but which pose
absol ute barriers when not in place.

»  Some participants need help to work out what kind of accommodation would make the difference, but
most of the participantsin thesefocus groups seemed to beabletoimmediately identify what their own
needs are through long experience navigating through the rest of their lives.

» Itseemsfair to conclude, however, that on the whole, locaing suitable and satisfying volunteer work
has not been easy for the largest proportion of participants in these focus groups. Most have
encountered barriers and negative attitudes. Many of the participants have had to try several different
placements before finding one that works. Some have experienced hurtful encounters, and rude and
inconsiderate behaviour alongtheway. Many feel trepidation when thinking about having to find new
or different volunteer work in the future. Nonetheless, they are, as a group, quite enthusiastic about
their involvement. Volunteer work respondsto awide range of motivations, and ismostly a positive,
rewarding and enjoyable experience once the specifics of the positionareworked through. Most of the
partici pants in these focus groups found their volunteer work with the assistance of disability service
agenciesand the Volunteer Action Centre. Given the struggles they have encountered along the way,
onewondershow other people with disabilities would manage without theassistance, information, and
advocacy of referral agents such as have been involved with thosein our research groups.

»  Barriersarenotinsurmountable, although they arenot inggnificant. Successhas often been due solely
to the persistence and perseverance of the prospective volunteers who have continued to search for
placements even after encountering obstacles, rudeness, and insults to their dignity. Satisfying and
productive volunteer work should not be that difficult to find.

Thisbrief glimpseinto supported volunteering has provided more detail s about the key issues experienced
by at |east some agencies and individual sinthe Waterloo Region. Implicationsand recommendations based
onthedatareviewed herewill beintegrated into thefinal report of the OPPORTUNITIESFORALL project.

LLG/
October 12, 1998
fgrprepo.017
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APPENDI X

Appendix "A’:  Focus Group Session Questions
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Session #1 AGENCIESTHAT DO INVOLVE PEOPLEWITH DISABILITIESASVOLUNTEERS

Introductions - round table
Provide Project Background: Project Overview, Define "Supported Volunteering,” Survey ResultsOver view,
Purpose of Focus Group, Process Rules

Q1:

Q2:

Q3:

Q4:

Q5:

Q6:

Q7:

Q8:

Q9:

It is our understanding that this focus group has brought together agencies and organizations that have involved
one or more people with disabilities as volunteers over the last year. |sthat correct?

W ould anyoneliketo begin our discussion by sharing abit about their experienceininvolvingasvolunteerspeople
with disabilities?

Has your involvement of persons with disabilities been deliberate? Or have people with disabilities found their
way to volunteer for your organization just by chance?

Could we talk a bit about the nature of the disabilities represented among volunteers with your organizations:
- what disabilities?
- severity?
- limitations and identified accommodation needs?

W hat has your experience been to date: have the persons with disabilities encountered any significant barriersto
the involvement they were hoping for?
- have there been people with disabilities who have applied to volunteer with your organization that you have
had to turn down or who have not worked out?

Could wetalk about strategies, solutions,accommodationsthat have been created in your organizationsto facilitate
the involvement of persons with disabilities?
- accommodations - job modifications, altering environment, provision of support (define nature and extent)?
- what about any attempts to change attitudinal barriers... hasanyone done any specific education or sensitivity
or anti-oppression/anti-racism training in this area?

Have you encountered any barriersthat you have not been able to resolve?
- accommodation needs?
- attitudes (staff, volunteers, clients, administration, ...)?

Can you think of anything that might have made your integration/accommodations easier?
- information about disabilities?
- accommodation ideas?
- support for yourself - brainstorm, someone to call?
- support (person) for the volunteer - initial ... ongoing?

On balance, has your experience indicated that the amount of time/resources required upfront to place peoplewith
disabilities as volunteers

a) was as great as you might have thought?

b) has been worth it in the end?

Q10: What about involvement of persons with disabilities as volunteersin your organization in the future?

Q11:

- would you be open to it?
- would you consider active recruitment?
- what would increase the likelihood of your accepting a person with disabilities as a volunteer in the future?

Do you believe that voluntary organizations have any responsibility or obligation to reach out to people with
disabilities as prospective volunteers, or to make any special efforts at integration or accommodation?
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Session #2 AGENCIES THAT DO AND AGENCIES THAT DO NOT INVOLVE PEOPLE WITH

DISABILITIESASVOLUNTEERS

Introductions - round table
Provide Project Background: Project Overview, Define "Supported Volunteering,” Survey Results Overview,
Purpose of Focus Group, Process Rules

Q1:

Q2:

Q3:

Q4:

Q5:

Q6:

Could we start with around about which of your organizationshave and have not involved people with disabilities
as volunteers?

For those of you who have involved persons with disabilities as volunteers, can you briefly describe your
experiences so far?

- what disabilities?

- degree of severity of disability?

- limitations and identified accommodation needs?

- have there been people with disabilitieswho have applied to volunteer with your organization that you have
had to turn down or who have not worked out?

For those of you who have not involved persons with disabilities as volunteers, can you talk to us about your
experience? (Please do not feel like we are judging you, etc. ... your candid responses will help us to understand
the realities of agenciesin our community)
- has anyone with a disability applied to volunteer with your organization?
- if not, why do you think that might be?
- if yes, can you describe what happened and why it did not work out?

Thisisaquestion forall of you: Can you think of anything that might have made your integration/accommodations
easier?

- information about disabilities?

- accommodation ideas?

- support for yourself - brainstorm, someone to call?

- support (person) for the volunteer - initial ... ongoing?

For those of you who have involved persons with disabilities as volunteers, on balance, has your experience
indicated that the amount of time/resources required upfront to place people with disabilities as volunteers

a) was as great as you might have thought?

b) has been worth it in the end?

¢) would you recommend that other managers of volunteers consider involving persons with disabilities as
volunteers?

Do you believe that voluntary organizations have any responsibility or obligation to reach out to people with
disabilities as prospective volunteers, or to make any special efforts at integration or accommodation?
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Session #3 AGENCIESTHAT DO NOT INVOLVE PEOPLEWITH DISABILITIESASVOLUNTEERS

Introductions - round table
Provide Project Background: Project Overview, Define “Supported Volunteering,” Survey Results Overview,
Purpose of Focus Group, Process Rules

Q1L

Q2:

Qs:

Q4.

Q5:

Can you talk to us about your experience? (Please do not feel like we are judging you, etc. ... your candid
responses will help us to understand the realities of agenciesin our community)

- is there something about your setting or the work you do that makes it particularly ill-suited to involvement of
persons with disabilities as volunteers?

- has anyone with a disability applied to volunteer with your organization?
- if not, why do you think that might be?
- if someone with adisability applied to become avolunteer in your organization, how would you approach that
application?

- if yes, can you describe what happened and why it did not work out?

Can you think of anything that might make integration of people with disabilities as volunteers easier/more
attractive in your setting?

- information about disabilities?

- accommodation ideas?

- support for yourself - brainstorm, someone to call?

- support (person) for the volunteer - initial ... ongoing?

How do you think staff and other volunteers at your organization would react if you recruited and placed a
volunteer who had

a) a physical disability?

b) a developmental disability?

c) a psychiatric illness?

Would you be open to considering involvement of persons with disabilities as volunteers in your setting in the
future? (Details, please)

Do you believe that voluntary organizations have any responsibility or obligation to reach out to people with
disabilities as prospective volunteers, or to make any special efforts at integration or accommodation?
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Session #4 PERSONSWHO DO OR HAVE RECENTLY VOLUNTEER(ED)

Introductions - round table
Provide Project Background: Project Overview, Define "Supported Volunteering,” Survey Results Overview,
Purpose of Focus Group, Process Rules

QL.

Q2:

Qs:
Q4.

Q5:
Q6:

Q7.
Q8:

Q9:

Q10:

It is our understanding that this focus group has brought together people who are currently volunteering, or who
have volunteered quite recently. Isthat correct?

Could we do a brief round and find out just a bit about the kind of volunteer work you have done most recently -
what kind of work in what kind of organizations?

Why did you decide to volunteer? What did you think you might get out of volunteering?

How did you locate your volunteer placement?
- what route to locate the placement?
- referral agenciesinvolved?
- volunteer centre used?

Would you say it was easy to find volunteer work that you wanted to do?

Have any of you needed any special accommodations to allow you to do the volunteer work you have done
recently? (Details: job modification, environment modification, support, etc.)
- tell me about the process of getting the accommodations you need(ed)

- who did you talk to about your needs; how did that go?

- has the agency done/offered what you need?

- are there things that could help you do your work that are not possible/available?

Have you encountered any negative attitudes in your volunteer work that have made you feel uncomfortable?

W hat isthe best thing about volunteering? What do you like the most? What have you gottenfrom your volunteer
work?

Do you have any advice for other people who have a disability and who want to volunteer - anything that might
make it easier for them to get involved in a position they enjoy?

Would you like to do more volunteer work in the future?
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Session #5 PERSONSWHO DOORHAVERECENTLY VOLUNTEER(ED)AND PEOPLEWHO HAVE

TRIEDWITH LIMITED SUCCESS

Introductions - round table
Provide Project Background: Project Overview, Define "Supported Volunteering,” Survey Results Overview,
Purpose of Focus Group, Process Rules

Q1:

Q2:

Q3:
Q4:

Q5:
Q6:

Q7:
Q8:

Q9:

It is our understanding that this focus group has brought together people who are currently volunteering, or who
have volunteered quite recently. Isthat correct?

Could we do abrief round and find out just a bit about the kind of volunteer work you have done most recently -
what kind of work in what kind of organizations?

Why did you decide to volunteer? What did you think you might get out of volunteering?

How did you locate your volunteer placement?
- what route to locate the placement?
- referral agenciesinvolved?
- volunteer centre used?

Would you say it was easy to find volunteer work that you wanted to do?

Have any of you needed any special accommodations to allow you to do the volunteer work you have done
recently? (Details: job modification, environment modification, support, etc.)
- tell me about the process of getting the accommodations you need(ed)
- who did you talk to about your needs; how did that go?
- has the agency done/offered what you need?
- are there thingsthat could help you do your work that are not possible/avail able?

Have you encountered any negative attitudes in your volunteer work that have made you feel uncomfortable?

Would you like to do more volunteer work in the future?
- if yes, what might help you to find the kind of placement you would like?

Do you have any advice for other people who have a disability and who want to volunteer - anything that might
make it easier for them to get involved in a position they enjoy?
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Session #6 PEOPLE WHO HAVE NEVER PURSUED VOLUNTEERING

Introductions - round table
Provide Project Background: Project Overview, Define "Supported Volunteering,” Survey ResultsOverview,
Purpose of Focus Group, Process Rules

QL.
Q2:

Qs:

Q4.

Q5:

Q6:

Q7.

Q8:

What do you think volunteering is?

Who do you think volunteers?
- do you know anyone who volunteers? What do they tell you about their volunteer work?

Do you think people with disabilities can find interesting and enjoyable volunteer work if they want?
- what are some of the placesthat might welcome your involvement as a volunteer?

None of you hasvolunteered? Weareinterested in knowing why thatis. Before you answer, let me say that some
people do volunteer and some people don’t. There’'s nothing wrong with not volunteering, but we wonder if you
have thought about it at all for yourself. Can you talk to us a bit about that? Why might it be that you have not
volunteered so far?

Do you think you might try to volunteer at some point in the near future?
- what might it take to get you to consider volunteering at some point in the near future

If you decided you were going to volunteer - say, next week - do you think it would be easy or hard to find a
volunteer placement you would like to do?

If you were going to volunteer at some point in the near future, can you think of how you might go about that?
W here would you start?

Can you tell us what you might need to help you get involved in volunteering?
e.g., help, assistance, support, transportation, accommodations, attendant care, aids or devices, etc.
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