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Executive Summary

Background

In 2019, the John Richards Centre for Rural Ageing Research at La Trobe University, in collaboration
with the Leaders of Health Volunteer Engagement (LOHVE) Network, were contracted to develop a
competency framework for health volunteer managers. To do so, we investigated:

« The competencies required to effectively manage volunteers within health organisations, in
order to maximise efficiency and quality of volunteer and patient experience

« The factors that influence the capacity of health volunteer managers to manage volunteers
effectively

« The competencies that health service volunteers require

The projectincluded three connected stages:

P

STAGE 1:

Survey of health volunteer managers (n=65)

STAGE 2:

Interviews with health volunteer managers (n=25)

B P P P PP P P P PP PP .

STAGE 3:

Co-design of a competency framework for
health volunteer management
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Key findings:
« Volunteer managers in metropolitan areas manage more volunteers than regional or rural areas
(metropolitan mean=298; regional mean=178; rural mean=138).

« There was a positive correlation between higher numbers of volunteers managed and higher
levels of FTE. Hours dedicated to volunteer management within an organisation tended to
increase with higher levels of volunteers.

& 208

METRO volunteers managed

Average numbers ==
of volunteers HHHH
| |

managed
REGIONAL volunteers managed
M/
R 1 3 8
RURAL volunteers managed
+ number of volunteers + hours dedicated to volunteer management

Time spent undertaking duties relating to the National Standards for Volunteer Involvement

+ Health volunteer managers spent most time undertaking duties relating to leadership and
management (with some volunteer managers spending up to 60% of their time undertaking
these duties), recruitment and selection of volunteers, and planning/resourcing volunteer
involvement.

« They spent least time on duties relating to design and definition of volunteer roles, volunteer
recognition and workplace safety and wellbeing.

« People managing less than 100 volunteers spent more time on workplace safety and wellbeing
duties.
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Competencies related to health volunteer management

« Across all seven categories of volunteer management competency (recruitment and
selection, orientation and training, professional development, volunteer recognition, program
maintenance, program advocacy, resource development) none of the competencies listed
received a mean ranking of less than 3 (out of a potential of 5), indicating that they were more
than moderately important.

« The highest ranked category of competency (in terms of importance) was volunteer recognition
(4.62), and the lowest was resource development (3.57).

« The highest ranked competency was resolution of conflict between volunteers and paid staff
(4.84), and the lowest was soliciting funds from prospective supporters (3).

COMPETENCY IMPORTANCE:

BY CATEGORY
MOST IMPORTANT
4.62 Volunteer recognition
LEAST IMPORTANT
3.57 Resource development
BY COMPETENCY

MOST IMPORTANT
4.84 Resolution of conflict

LEAST IMPORTANT
3.00 soliciting of funds
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Competencies that health volunteer managers require

Across the seven categories of volunteer management competency, health volunteer managers
identified a set of key competencies that were required to effectively manage and lead volunteers within
health settings:

Volunteer recruitment and
selection

« Implement recruitment processes
« Match volunteers to roles

Volunteer program resource
development
« Develop financial resources

+ Develop reports, policies, plans and
procedures

Professional development of

volunteer managers

+ Understanding of contemporary
issues related to health volunteer
management

Networking and professional
development activity

Volunteer recognition and support

« Management of emotional
wellbeing

« Volunteer appreciation

Volunteer program advocacy

« Measure and communicate impacts
of volunteer programs
Advocate for volunteers and the
volunteer program

Volunteer program maintenance
«  Management of people

« Communication with people

« Data management

+ Quality and safety auditing

Developing a competency framework for health volunteer management



Factors influencing competency development of health volunteer managers

Health volunteer managers identified a series of interconnected factors that influenced their capacity to
develop and maintain their level of competency:

Status of volunteering and volunteer management within the health sector

Resourcing available for competency development
« Lack of time and financial support to undertake professional development

« Lack of mandated requirements around competency development for health volunteer
managers

Ability to access suitable professional development opportunities both within and external
to health service organisations

Competencies that health service volunteers require

Health volunteer managers identified a series of competencies that were integral to volunteering within
the health sector:

Interpersonal competencies

Alignment with organisational standards and guidelines
+ Understanding of volunteer scope of practice (boundaries, patient privacy and
confidentiality)

« Compliance with organisational guidelines and practices (clinical and non-clinical)

+ Expertise relevant to skills-oriented volunteer roles within health services
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Developing a competency framework for health volunteer management

Based on the consultation findings, a competency framework was developed that encompasses seven
areas of competency for health volunteer managers across the seven key domains identified by Safrit et
al (2005).

« There are five distinct levels of competency (Level 1, Levels 2a and 2b, Levels 3a and 3b), which
are aligned with Levels 2-6 of the Victorian Public Health Sector Classification System - Managers
and Administrative Workers.

« These levels are progressive, in that competencies at level 1 are implied for Level 2a, with a
Level 3b expected to exhibit all the competencies across the various levels. The framework
incorporates two sections:

Section 1: Overview of levels of competency

Provides an overarching summary of the various levels of competency, in relation to

key skills, experience and attributes required at each level (which are aligned with the
respective levels of the Victorian Public Health Sector Classification System - Managers and
Administrative Workers award.

Section 2: Detailed competencies
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This framework can be used as a resource for health service human resource management teams,
individuals responsible for volunteer managers, and for professional development providers. It can also
be a resource for managers or leaders of health volunteer engagement (people responsible for the
management and coordination of volunteers and volunteer programs within the health setting). It can
be used to:

Inform the development of position descriptions for leaders of health
volunteer engagement, based on the desired requirements of a role

Determine the level at which a role should be considered, as a
reflection of the competencies required and the characteristics of the
health service or volunteer program

Guide the development of education and training opportunities for
leaders of health volunteer management

Assist leaders of health volunteer engagement in determining
professional development needs, both at the individual and team level

Provide a basis for leaders of health volunteer engagement to assess
their levels of competency



Key recommendations

To aid in uptake and implementation of this framework, the following key recommendations are

proposed:

Recommendation 1:

Recommendation 2:

Recommendation 3:

Recommendation 4:

Recommendation 5:

The proposed competency framework should be implemented for

use within Victorian public sector health services, in order to guide
appointment and professional development of health service volunteer
managers at the appropriate level of expertise.

Formal alignment of volunteer programs with the National Standards
for Volunteer Involvement should be mandated within Victorian public
health services.

Organisations providing professional development activities aimed at
increasing competency for health volunteer managers should consider
the specific competencies required within the health sector, and

the specific needs of experienced and non-metropolitan volunteer
managers.

This competency framework should be reviewed and amended by the
broader volunteer management sector for broader applicability.
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A competency framework for
health volunteer management

Leaders of
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Volunteers play an extremely important role in
delivering safe, high quality care to consumers
within Victorian health services. This would not be
possible without appropriately skilled leaders of
health volunteer engagement.

Whether they are part time or full time, or based
in a large or small health service, these leaders
are passionate about making sure that volunteers
are supported to be the best they can be. They are
committed to ensuring that volunteer welfare is
at the forefront of everything they do, while also
meeting the strategic needs of health services.



Leaders of health volunteer engagement have advocated for a competency framework that
acknowledges their unique scope of practice and the skills and knowledge they require, and that
considers diversity of health services and volunteer programs. Identifying the specific competencies
required to manage volunteers within diverse health services is important in establishing a professional
development pathway for leaders of health volunteer engagement, and in identifying how they can be
better supported by their organisations. This is essential in ensuring continued strength and innovation
within health service volunteer programs, and in developing health volunteer management as a distinct
profession.

In 2019/20, La Trobe University, in collaboration with the Leaders of Health Volunteer Engagement
(LOHVE) network, undertook a piece of work examining the scope and complexity of the role

of leaders of health volunteer engagement (inclusive of volunteer managers and coordinators)
within the health sector. This work aimed to:

« Identify the competencies required to manage volunteers within Victorian health settings
« Develop a competency framework for leaders of health volunteer engagement.

This framework is intended to be used as a resource for health service human resource management
teams, individuals responsible for leaders of health volunteer engagement, and for professional
development providers. Itis also intended to be a resource for leaders of health volunteer engagement
(people responsible for the management and coordination of volunteers and volunteer programs within
the health setting). This framework can be used to:

Assist leaders of health volunteer
engagement in determining
professional development needs,
both at the individual and team level

Determine the level at which a role
should be considered, as a reflection
of the competencies required and the
characteristics of the health service
or volunteer program

Inform the development of position
descriptions for leaders of health
volunteer engagement, based on the
desired requirements of a role

This framework is also intended to provide a basis for the recognition of health volunteer engagement
leadership as a distinct profession, and the subsequent development of an award base for health
volunteer engagement leadership.
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The framework presented outlines the expected competencies for leaders of health volunteer
engagement across the seven key domains identified by Safrit et al (2005):

Recruitment
and selection

Professional Orientation
development and training

Program Resource
advocacy development

Recognition Program
and support METMCHET

There are five distinct levels of competency, which are aligned with Levels 2-6 of the Victorian Public
Health Sector Classification System - Managers and Administrative Workers. These levels are progressive,
in that competencies at level 1 are implied for Level 2a, with a Level 3b expected to exhibit all the
competencies across the various levels.

Level 1 Level 2a and 2b Level 3a and 3b

(Maintenance) (Development) (Strategic)
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Section 1: Overview of levels of competency

Provides an overarching summary of the various levels of competency,
in relation to key skills, experience and attributes required at

each level (which are aligned with the respective levels of the
Victorian Public Health Sector Classification System - Managers and
Administrative Workers award.

Section 2: Detailed competencies

Provides a detailed breakdown of the competencies required within
each domain at the various levels (Levels 1-3b). Competencies listed at
each level are aligned with the respective levels of the Victorian Public
Health Sector Classification System - Managers and Administrative
Workers award. Listed competencies also reflect and incorporate
guidelines for best practice volunteer management, in particular

the National Standards for Volunteer Involvement developed by
Volunteering Australia.
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The competency framework
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