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	Expand CASA! Project Training


TRAINING GOALS
CASA Expansion Project

CASA Training Goal: 
To give good, practical guidelines and resources for Expand CASA! Project.

Objectives of Program:
1. Deliver Practical Information
2. Develop Volunteer Manager Skills
3. Provide Resources

Deliver Practical Information
· Structural model roadmap
· Panel of CASA coordinators
· Roles
· Visual 

Develop Volunteer Manager Skills
· Deliver critical thinking skills
· Time Management
· Conflict Resolution
· Cultural Competency

Provide Resources
· Website
· Who does what? (what hat do you wear?)
· Contact list
· Circle of service
· Repository of information












TRAINING INVITATION EXAMPLE FOR PEER COORDINATOR 
Thank you for considering to participate as a Volunteer Peer Coordinator with CASA of Maricopa County. You are one in a select group of volunteers chosen to participate in this program expansion project. We are very excited to begin creating this structural model that will allow the program to service more children with our current limited resources while improving the quality of our advocacy and provide a new level of leadership opportunities for our seasoned volunteers. 
We are ready to take the next step in this journey. You are cordially invited to join us September 17th and 18th when CASA of Maricopa County hosts the CASA Expansion Peer Coordinator Training. Our instructors and trainers are experts in developing strong, confident leaders and we look forward to offering you one and a half days full of  informative practical information on volunteer management that both shares information and skills and starts to develop a quality working relationship with both paid and unpaid staff and between all volunteers.
WHEN:
WHERE:

TRAINING AGENDA 
(paid program coordinator staff attends two full days, peer coordinators attends 1 ½ days) 

AGENDA:
CASA of Maricopa County, Arizona  
Peer Coordinator Training
CASA Expansion Project

Friday
9:00 AM – NOON – Program Coordinator Training Only
		Volunteer Motivations 
a. We have it backwards
b. Motivational analysis discussion
c. Volunteer Functional Inventory
i. Values
ii. Understanding
iii. Enhancement
iv. Career
v. Social
vi. Protective
d. Examples

3. Contagious Volunteer Leadership
a. The Paradigm Shift – volunteer management moving from case management-centric to volunteer-centric
b. becoming experts in the area of your choice; older youth, best for babies, ICWA etc.
c. How to document Peer Coordinator supervision tasks.
NOON                                         LUNCH
End of Program Coordinator Training 

Start of Program and Peer Coordinator Training – Taken as One Group

1:00 PM	Welcome, Introductions and Opening Ceremonies
2:00 PM	Motivational Analysis 
3:00 PM	Break
3:15 PM	Leadership and Coaching 
4:45 PM	Wrap up – Homework Assignment

Saturday, September 18, 2010

8:00 AM	Welcome – Homework Review
8:30 AM	Cultural Competency
10:30 AM	Break
10:45 AM	The Art of Negotiation/Conflict Resolution
12:00 PM	Lunch
12:45 PM                               Wearing Different Hats/Leadership
1:30 PM	Critical Thinking 
2:15 PM	Break
2:45 PM	CASA Coordinators Panel Discussion
4:00 PM	Wrap up – Closing


REMINDER: Even if you are undecided about whether to commit to the entire project, you are still welcome to attend the training.

We are very excited about developing this new layer of volunteer management and thankful that we can use so many of you to better our program as a whole. We sincerely hope the training provided is an enjoyable and valuable learning experience.





PEER COORDINATOR ASSIGNMENT EMAIL EXAMPLE
To _______________________,

Thank you for attending our 2 day Peer Coordinator Training held on Sept 17 and 18. We are glad you have decided to make the commitment to become a Peer Coordinator with CASA of Maricopa County.
As you know we will have 3 different sets of Peer Coordinators, Red Group, Blue Group and Green Group, each starting at a different time. Red Group will begin with new volunteers that are finishing up their training in October. Blue Group will be assigned to new volunteers attending November/December training and Green Group will be assigned to new volunteers in January, 2011. 
This email is to inform you that you have been selected to be in “Blue Group”. The Program Coordinator that will be supervising you as a Peer Coordinator will be Maggie Sommer. We will begin making volunteer assignments to each of you after new volunteers have been certified and a case has been chosen. This should happen sometime during the second week of December. We will be in touch with you with more details as the date grows nearer.
Your feedback is very valuable to us and we would like to get your input concerning the times and days we schedule ongoing training. If you would like to provide suggestions, please email me at justine@maricopacasa.org .
We are most concerned with the days we hold trainings. For the most part we try to do trainings on Saturdays to accommodate those who have limited weekday schedules. We would like to know if this works best for everyone, or if you would like the option of coming to a training during the work week, and if so, what days and times (morning, early evening) are most convenient. 
Once again, thank you for taking this new journey with CASA and we look forward to working with you to grow our program to serve more children.
 CASA of Maricopa County










PEER COORDINATOR CONTRACT EXAMPLE:

I, _______________________________, affirm my commitment to volunteer as a Court Appointed Special Advocate Volunteer Peer Coordinator and agree to the following:


________	That I will faithfully discharge my duties as a Volunteer Peer Coordinator according to the laws established by both state and federal statute.

________	Uphold a 12 month commitment to actively serve as a Volunteer Peer Coordinator.

________	Document all CASA activities.

________	Participate in ongoing training.

________	Return all emails and phone calls within 48 business hours. 
                     
________	Maintain at least monthly contact with all CASA Volunteers.

________	Participate in monthly meeting with assigned CASA Program Coordinator.

________	Honor the responsibility bestowed upon me as an officer of the court.

________	Not discuss information about any specific dependency case upon completion of my role as a Volunteer Peer Coordinator.
________            Abide by the CASA of Maricopa County Volunteer Electronic and Social 		           		               Media Policy and adhere to the CASA Confidentiality Agreement.
________	Immediately notify CASA of a potentially high profile media case.
________	            Remain a CASA Volunteer in good standing.

________	            During absences, (planned or unexpected) I will schedule another Peer or Program Coordinator to be available to cover my assigned CASA Volunteers.

I understand that the above noted functions are integral to the administration of the CASA of Maricopa County organization.  Maintaining such records and communication is essential to enhancing the credibility and development of the volunteer peer coordinator role and the integrity of CASA as a whole. 

Signed:   ____________________________, CASA  Volunteer     Date:   ________________

Signed:   ____________________________, CASA Staff                Date:   ________________

	Expand CASA! Project Training Curriculum Materials



PRO LOGISTICS POWERPOINT- CLICK ON SCREEN























PREVENTING BURNOUT

Preventing Burnout			
[bookmark: JUMP1]What is burnout, and are you experiencing it? Rate each of the following feelings from 1-10 as it applies to your life where values mean:	*1 = never experienced	  
*5 = occasionally experienced	  *10 = frequently experienced

___ 1. overstressed, tightness in back and shoulders, having difficulty sleeping
___ 2. feeling of being "under-supported," sensing that others are "uncaring"
___ 3. chronic feeling of being sick, overtired or having general fatigue
___ 4. state of "having concerns on my mind," being worried
___ 5. asking "Why do I stay here?''
___ 6. feeling of being let down"
___ 7 feeling of helplessness, feeling like a victim
___ 8 feeling that many expectations are heaped on me
___ 9 feeling and acting very defensively
___ 10. maintaining an unapproachable attitude
___ 11. questioning personal values and judgments
___ 12. feeling of being intimidated by people
___ 13. desiring to run away
___ 14. not willing to take time for a vacation because there is so much work to do
___ 15. frustration with the system
___ 16. not looking forward to coming to work in the morning
___ 17. sense of failure in everything you try
___ 18. tendency to catch more colds and to stay sick longer; having psychosomatic illnesses




[bookmark: JUMP2][bookmark: JUMP3]Interpretation of Results: Each of the above feelings has been used to describe burnout. If you have rated three or more items 8 or higher, you are a candidate for burnout.


What are some tips for handling burnout?
* Recognize the symptoms of burnout.				
* Learn to ask for help.
* Be aware of your family, job and self limitations.		
* Take time out during the day.
* Maintain discipline in daily responsibilities & duties.		
* Take short vacations at least twice a year.
* Diversify responsibilities; variety in both your job & home life.	
* Establish a set of priorities for yourself.
* Change the little things & accept those you can't		
* Admit burnout is a problem; don't cover it up.
* Decrease time taken away from satisfying aspects of your life by unimportant, trivial duties.
[bookmark: JUMP4]* Discuss your priorities with your boss and your family members.
* List the things you hate most at work or home; discard or delegate all you can.
* Alternate major tasks with deferred results with those that have immediate productive and gratifying results.
* Be aware of your motivation in dealing with your family or career field. 

What are some ways to prevent burnout?

* Be informed of the expectations, scope of responsibilities, opportunity for advancement, supervision, job description, workload, evaluation criteria, benefits and salary of a job before accepting it.
* Identify goals and evaluate accordingly both at home and on the job.
* Maintain personal growth both at home and on the job.
* Seek out helpful supervision for your work both at home and on the job.
* Develop an active outside life with a variety of interests.
* Personalize your work and home environment with meaningful pictures, objects, colors, etc.
* Feel comfortable with yourself, set limits for yourself and know how far to become involved with family and colleagues.
* Encourage and practice good communication skills.
* Provide for flexible working conditions.
* Seek out encouragement for trying new ideas.
* Find your own "decompression techniques'' such as activities like meditation or exercise that relieve tension and put you into a more relaxed state.
* Build a support system for yourself with those who can discuss your problems and help look for solutions. Don't just air gripes, but look for solutions. 

http://www.livestrong.com/article/14719-preventing-burnout/
[bookmark: JUMP5][bookmark: JUMP6]


















OVERVIEW POWERPOINT –CLICK ON SCREEN


























MOTIVATIONAL ANALYSIS 

Motivational Analysis Exercise
The purpose of this exercise is to determine the preferred style of a volunteer, acknowledging that people with different styles prefer different kinds of supervision, recognition and job placement. This exercise is particularly useful for volunteer leaders in discussing the retention of volunteers today or in preparing to chair committees. It is also most appropriate for people preparing to interview and place volunteers.

Key Concepts
♦ No one style is better than another.
♦ Effective teams benefit from a mix of styles.
♦ Individuals are a mix of styles but one tends to dominate.
♦ People’s motivational styles may change over time.
♦ Different styles prefer different kinds of placement, supervision and recognition.
♦ Determining one’s preferred style can lead to an enhanced volunteer experience.
♦ An understanding of styles allows volunteers to adapt their own styles to make all team members feel confident and comfortable.






















Motivational Analysis
Each of the following questions has three choices. Choose the one in each question which most closely fits your own motivations. Remember, there are no wrong answers. Place an ‘X’ before the letter of your choice.
1.	______ a. When doing a job, I seek feedback.
______ b. I prefer to work alone and am eager to be my own boss.
______ c. I seem to be uncomfortable when forced to work alone.
2.	______ a. I go out of my way to make friends with new people.
______ b. I enjoy a good argument.
______ c. After starting a task, I am not comfortable until it is completed.
3. 	______ a. Status symbols are important to me.
______ b. I am always getting involved in group projects.
______ c. I work better when there is a deadline.
4. 	______ a. I work best when there is some challenge involved.
______ b. I would rather give orders than take them.
______ c. I am sensitive to others – especially when they are mad.
5. 	______ a. I am eager to be my own boss.
______ b. I accept responsibility eagerly.
______ c. I try to get personally involved with my superiors.
6. 	______ a. I am uncomfortable when forced to work alone.
______ b. I prefer to be my own boss, even when others feel a joint effort is required.
______ c. When given responsibility, I set measurable standards of high performance.
7. 	______ a. I am very concerned about my reputation or position.
______ b. I have a desire to out-perform others.
______ c. I am concerned with being liked and accepted.
8. 	______ a. I enjoy and seek warm, friendly relationships.
______ b. I attempt complete involvement in a project.
______ c. I want my ideas to predominate.
9. 	______ a. I desire unique accomplishments.
______ b. It concerns me when I am being separated from others.
______ c. I have a need and desire to influence others.
10. 	______ a. I think about consoling and helping others.
______ b. I am verbally fluent.
______ c. I am restless and innovative.
11. 	______ a. I set goals and think about how to attain them.
______ b. I think about ways to change people.
______ c. I think a lot about my feelings and the feelings of others.

Source: The Volunteer Development Toolbox by Marilyn MacKenzie & Gail Moore


Motivational Analysis (answer list) Self assessment activity --
1. a. Achievement		b. Power		c. Affiliation
2. a. Affiliation			b. Power		c. Achievement
3. a. Power			b. Affiliation		c. Achievement
4. a. Achievement		b. Power		c. Affiliation
5. a. Power			b. Achievement	c. Affiliation
6. a. Affiliation			b. Power		c. Achievement
7. a. Power			b. Achievement	c. Affiliation
8. a. Affiliation			b. Achievement	c. Power
9. a. Achievement		b. Affiliation		c. Power
10. a. Affiliation		b. Power		c. Achievement
11. a. Achievement		b. Power		c. Affiliation

Source: The Volunteer Development Toolbox by Marilyn MacKenzie & Gail Moore

Understanding Volunteer Motivation
Researchers David McClelland and John Atkinson suggest that there are three different forces that act as motivators to human behavior. Although they acknowledged that most individuals have a mix of all three types, one tends to dominate. The three types identified are:

The Achiever: This person is committed to accomplishing goals, welcomes a challenge and looks for opportunities to test out new skills and improve performance.
The Affiliator: This person values relationships, enjoys working with others and seeks out opportunities to be helpful and supportive.
The Power Person: This person seeks to influence people and events so that change is
realized.

No one style is better than any other. In fact, most successful projects require a mix of styles to blend the work of a group. Teams made up of a variety of styles benefit from the different perspectives people bring to the task. However, people with different styles prefer different kinds of supervision, recognition and job placement. It is helpful to determine the preferred style of a volunteer in order to provide an effective match.
In attempting to explain the differences among the three styles, you might think of the example of the person who joins a Toastmaster Club.
· The Affiliator would suggest that she joined because she enjoyed the people in the group and looks forward to the luncheon meetings. She might volunteer to be on the social committee. 
· The Achiever joined so she will be more confident in her various leadership roles and would like to win the award for the best new member performance.
· The Power Person plans to run for political office and would like to persuade the Toastmaster Club members to support her campaign. She is especially interested in the environment issues.
Remember that people are rarely one type to the exclusion of all other characteristics. People are much more complex than this guide would suggest. It is important to note that in our culture, there is real discomfort with the notion of “power”. Its presence is often noted as a criticism rather than a complement. McClelland in a later work, “The Two Faces of Power,” described power in two ways:

Personal Power: This is our more negative description of power. The individual wants to be in charge, the boss. She is more motivated by personal ambition than the welfare of others. This person prefers associates who will be submissive and responsive to her vision of reality. The individual who is motivated by need for personal power views power as a finite commodity. By sharing power, information for control with you, that person fears she has less power for herself.

Social Power: This is a more positive view of power. The individual exercises power for the benefit of all. She wants to make changes to help others. There is a genuine concern for the welfare of all players on the team. Some of our greatest world leaders and politicians would be found in this category – Sister Theresa, Martin Luther King, Gandhi, John Kennedy, Jean Vanier. These people believe power is infinite. In sharing power, information or control with you, they believe we are all stronger.
As you review the following chart, you will discover some of the challenges faced by staff and leadership volunteers as they try to coach and direct volunteers of a different motivational type.
The volunteer who is an affiliator is looking for a patient, chatty supervisor who really cares about how the volunteer is feeling about the assignment. The supervisor who is an achiever is just anxious to get on with it.
· The affiliator is concerned about any conflict, while the achiever is so focused on the goal to perhaps be unaware of conflict within the group.
· The affiliator may perceive criticism as a personal attack rather than a simple suggestion directed at enhancing performance. 
· The achiever believes that everyone is anxious to improve performance and would welcome such a suggestion.
· Both the affiliator and the achiever may find the power person too honest, forthright and “pushy.”
· The power person loves political intrigue, the affiliator hates it.
· The affiliator chairs a meeting that attends to the needs of the group. The decisions are secondary.
· The achiever is happy only if the agenda is covered, decisions are made and the meeting ends on time.
· Power people only come to the meetings that they think are worthwhile. Yours may not be one of them.

Adapted from a description by Marlene Wilson in The Effective Management of Volunteer Programs. Volunteer Management Associates, Boulder, 1976.

Motivational Types- Motivational Type Description Conditions of Supervision

Achievement-Oriented
Goal: Success in a situation which requires excellent or improved performance.

Positive Attributes:
♦ Concern with excellence/personal best
♦ Sets moderate goals, takes risks
♦ Enjoys a level of moderate stress
♦ Restless/innovative
♦ Likes challenging work
♦ Likes to work alone
♦ Likes to overcome barriers

Negative Attributes:
♦ Will sacrifice people to achieve goals
♦ May be insensitive
♦ Can be autocratic
♦ Gets bored quickly
♦ Wants concrete feedback to improve performance
♦ Likes results-focused management
♦ Wants a boss who leaves him/her alone
♦ Likes to be challenged
♦ Enjoys time management and responds to goals, objectives and conceptual thinking
♦ Needs a well-delegated task
♦ Enjoys being consulted about decisions, planning

Affiliation-Oriented
Goal: To be with others, to enjoy mutual friendships.

Positive Attributes:
♦ Seeks out relationships
♦ Likes to work with many people
♦ Likes social activity for its own sake
♦ Sensitive to feelings, needs and wants of others
♦ Supports others in the achievement of their goals
♦ Talks about feelings

Negative Attributes:
♦ Will sacrifice project goals to keep people happy
♦ Concerned about personal popularity
♦ Hates to discipline
♦ Is crushed by criticism
♦ Wants a concerned, caring supervisor
♦ Enjoys long chats
♦ Welcomes advice
♦ Likes to be part of a team, pair, group
♦ Needs help if situation is tense or unpleasant
♦ Avoids conflict
♦ May not report problems back to supervisor or may “dump” them back to supervisor

Power-Oriented
Goal: To have an impact or influence on others; to bring about change.

Positive Attributes:
♦ Concern for reputation, position, respect
♦ Tries to shape opinion
♦ Wants to change things (eg. opportunities for foster children)
♦ Combative, fighting spirit
♦ Verbally forceful
♦ Uses Social Power:
♦ Exercises power to benefit others
♦ I win – you win
♦ Charismatic
♦ Creates confidence in group that are able to achieve goals

Negative Attributes:
♦ Uses Personal Power:
♦ I’m in charge
♦ I win – you lose
♦ Group is dependent, submissive
♦ Treat people indifferently
♦ Autocratic
♦ Likes clear cut policies and procedures
♦ Likes to know limits of authority
♦ Likes strong leadership
♦ Needs lots of personal freedom and respect
♦ Works well alone
♦ Tends to operate outside standard rules and regulations
♦ Likes to associate with other “power brokers”
♦ Needs to be included in decision making and planning

The Importance of Motivational Types for Volunteers

Obviously, staff and leadership volunteers need to understand their own styles and the potential negative attributes that may be misinterpreted by volunteers with whom they work. They also need to appreciate the styles of others and make allowances or modifications in their own behavior to make all team members feel comfortable and confident. Some suggestions for harmonizing styles:
􀀹 Talk openly about differences in style.
􀀹 Ask people about their preferred supervisory style and be sure to demonstrate an effort to deliver that kind of supervision.
􀀹 When new groups form, have people talk about motivational styles and their own expectations.
Establish mutually agreed upon ground rules that address style issues.
􀀹 Ask someone who is a distinctly different style to coach you in meetings or on projects. An affiliator vice-chair who agrees to monitor the process of a meeting can be a real asset to an achiever or power person.
􀀹 Look for compromise opportunities to meet a variety of motivational needs. A work meeting of ninety minutes that has a clear, tight agenda will appeal to those who are task-oriented. This can be followed by an optional leisurely social time that will appeal to those people with strong needs for affiliation.
􀀹 Place people in positions that complement their motivational needs. Someone who longs for social interaction would prefer working with a group, not alone in a back office. If someone hates meetings but is interested in your cause, don’t ask him to attend endless meetings. Use people’s best skills and interests.
􀀹 Make your own needs known. There are creative solutions to your discomfort. If you concerns are pleasantly presented, most people are prepared to work with you when recognition is made of the value of different motivational types.
􀀹 Welcome different approaches to problems and solutions. Comment on the value of different perspectives. Leave a clear message that different is desirable.
􀀹 Be patient, someone else may be confused or frustrated by your style.
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Why me?

		Credibility

		Helpful

		Optimistic

		Solution focused

		Experienced

		Noteworthy









Why them?

		Value

		Understanding

		Social

		Career

		Protective

		Enhancement









Volunteer Motivation

		Achieving





		Affiliating





		Influencing









8 is Enough

		Empower

		Connect

		Match

		Impact

		Assess

		Laugh

		Celebrate









Well Done!

See you tomorrow.

8am 

Durango Juvenile Court 

Room 1142
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The ‘A B C & D’s

of Exemplary CASA Volunteer Management & Retention



CASA of Maricopa County







Volunteers

		Volunteers are our business

		Heart and Soul of our program

		Retention vital to maintain quality program

		challenging in tough economy

		Exemplary customer service CRITICAL





Focus on creative, sincere retention efforts







Challenges

		Increasing Demand /  Fewer Resources

		Broaden roles of volunteers

		Strengthen affiliation with program

		Incentives/Rewards vs. Criticism/Put Down

		Difficult economy

		Charitable contributions decreased for first time in 20 years (2008)









The Good News

		More people are volunteering!!!

		Strengthen resumes while out of work

		Professional development to advance

		Rewarding opportunities to serve others





“We are prone to judge success by the index of our salaries or the size of our automobiles, rather than by the quality of our service relationship to humanity.” 

					

						~Dr. Martin Luther King, Jr.









Stop the Insanity



		INSANITY: 

		Doing the same thing over and over again and expecting different results. 



						~Albert Einstein



		CHANGE:

		How to Root and Grow

		Expansion Project Commitment

		Consistent Procedures = Consistent Product













		Retention

		Starts with first contact

		Enhanced during training

		Practiced constantly while volunteer with the CASA of Maricopa County Program

		The ABC’s of Volunteer Retention

		“A” Acknowledgement

		“B” Showcase the Benefit

		“C” Connect with the Community









Acknowledgement		

		Recognize applicants throughout certification process from beginning to end and beyond



		It takes time, talent and treasure to bring on valuable volunteers – an investment



		Volunteers are our most important resources in the program





We need to treat them that way!













“How much do you make? 

I make a difference!” 

						~someone on CNN 







Benefits

		Showcase benefits of program to the community

		Stronger families, productive citizens

		Showcase benefits of volunteer to the Court and the vulnerable children served

		Every child needs to feel safe

		Every child needs a healthy home environment

		Every child deserves a childhood

		Instill in volunteers a sense of pride & a feeling of satisfaction knowing someone will benefit from their service.











 



“Love cannot remain by itself -- it has no meaning. 

Love has to be put into action, and that action is service.” 



~ Mother Teresa







Connect to the Community

		Share a general mission and purpose

		Match individual expectations to program expectations

		Shared goals & objectives

		Connect to CASA Program as a whole

		State mailing lists

		National mailing lists











 “Volunteering is an act of heroism on a grand scale.   

And it matters profoundly. 

It does more than help people beat the odds; it changes the odds.” 



~President Bill Clinton







Professionalism

		Treat volunteers as professionals to match program expectations of professionalism

		Invite volunteers to participate in trainings

		Keep volunteers informed of program happenings

		Offer opportunities to connect with other volunteers

		Training phone trees









The 7 Deadly Ds		



		DO NOT forget to check in with your volunteers twice a month.

		DO NOT assume your volunteers are doing okay……..ask!

		DO NOT forget to say thank-you!  

		CASA volunteers are taking time to help a child and your organization!

		DO NOT forget to include volunteers in activities other than advocacy.  

		It gets them involved and keeps them connected!

		DO NOT criticize! 

		Volunteers deserve to be respected like any other employee. 

		DO NOT forget to be accommodating! 

		CASA Volunteers are busy people!

		DO NOT forget special occasions.

		birthdays, holidays, anniversaries, training completion, case closures.











Program Coordinator 

Duties and Responsibilities

		Interview Process

		Case Selection

		Case Presentation

		Volunteer Management

		Volunteer Development & Retention

		Other duties & responsibilities

		Screening, forums, training, outreach, etc.









Interview Process

		Pre Interview Preparation

		Review application, auto biography

		Use online tool to conduct interview

		Have manual

		Conducting the Interview

		Email and public media policies

		Email and Website introduction

		Sign on to Email

		Post Interview Procedures

		Notify David & Justine interview completed









Case Selection

		Coordinator who interviewed selects case

		Do NOT reschedule

		Important to match volunteer to case 

		‘best fit’ for volunteer

		Do NOT ask volunteer to read through files of pending cases

		Fill out child database and request OA 

		 CC PRO and Peer Coordinators









Case Presentation

		Invite Peer Coordinator to attend

		Team approach

		Do NOT cancel appointment

		Schedule around volunteer’s availability

		Notify support staff when completed

		Follow up with Peer Coordinator

		Create monthly reporting protocols









Volunteer Management & Retention

		Exemplary Customer Service – The Platinum Rule

		Make a connection / stay connected

		Know volunteer’s motivation/behavior style

		Keep in contact (twice a month)

		Minimum performance standards

		Timely contact entries

		Ongoing contact with child

		Attend court hearings, staffings, etc.

		Submit timely reports

		Attend ongoing trainings and events





VMC?







Orders

		Request OAs via email

		Endorse PRO/Peer Coordinators & Justine

		Be patient, do not schedule presentation until file completed

		Request ORs via email

		Only when unavoidable

		Endorse PRO/Peer Coordinators & Justine

		Minimize surprises, select new cases









Court Reports

		Must be received 5 days prior to court hrg

		Do not distribute day before hearing

		Finalize and Distribute

		Same format/process for all coordinators

		PRO finalizes & distributes





Save on M Drive?







Assessment Tools

		Program Assessment

		End of year



		Volunteer Assessment

		Anniversary date





		Exit Interview

		Ask another coordinator to do











Forums



		Connect to Program

		Strengthen CASA community

		Proactive Problem Solving

		Frequency?

		Who leads them?









Training

		Minimum 12 hours required per year for ongoing volunteers

		Encourage participation

		Attend with volunteers

		Assist with locating community resources

		Lead by example









Professional Development

		PSU Online Training

		COJET Management Series

		Reclassification of position

		Accountability & Dependability

		Practice the Four Agreements

		Change our work culture



	The Sky is the Limit





CASA
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