
Kristin K. James 
Volunteer Coordinator 

DSN 493-4232 

Volunteer Advisory Council Meeting 

11 September 2012 



Agenda 

• Upcoming Suspenses 

• Upcoming Ceremonies 

• PVSA 

• Running Reports 

• AFAP 

• Training: Dealing with Difficult Volunteers 

 

 



Upcoming Suspenses 
• President’s Volunteer Service Award:  20 September 

• Volunteer Service for the School Year 

• 1 September 2011 to 31 August 2012 

• Volunteer of the Quarter: Friday, 5 Oct 

• Service from July-Sept 

• Volunteer of the Month (Sept): Friday, 5 Oct 

• Volunteer of the Month (Oct): Monday, 5 Nov 

• Volunteer of the Month (Nov): Wednesday, 5 Dec 

 



Upcoming Ceremonies 

• 16 November:  President’s Volunteer Service 
Award 

• 15:30-17:00 at Armstrong’s Club 

• 30 October: Quarterly Recognition Lunch 

• 11:30-12:30 at Armstrong’s Club 

• 30 Jan 2013: Quarterly Recognition Lunch 

• 11:30-12:30 at Armstrong’s Club 



President’s Volunteer 
Service Award 

• Nominations due Thursday, 20 September 

– Volunteer Service for the School Year 

• Ensure ALL volunteer service is accounted for 

– OPOCs can only see service hours in their 
organization (I can see the entire community) 

– Have volunteer obtain service letter from USO and 
Red Cross, as their hours are NOT in VMIS 

• I have community-wide reports printed for you. 



 

 



 

Disconnect!  Hit “Submit” again. 
 



  

These hours count the same. 

It’s just a matter of how they were 
input into the system. 

 



Armed Forces Action Plan 

Notice the change in name! 

 

We solicit participation from ALL our 
community members: 

Army  Air Force 

Navy  Marines 



 

www.mwrgermany.com 





 

 



Training 

Dealing with Difficult 
Volunteers 



Eight statements about    
difficult volunteers. 

Fact or Fiction? 

From: “New Competencies for 
Volunteer Administrators” 

By: Sue Vineyard 



Fact or Fiction 

Ignoring a problem or 
problem person will 

make it/them go away? 



Fact or Fiction 

FICTION 
In fact, it will likely make the 

situation more difficult to 
confront. 



Fact or Fiction 

No one else notices.  I’m 
the only one who is 

suffering. 



Fact or Fiction 

FICTION 
Others see the problem and can shift 

their anger to you, wondering why 
you don’t take control and stop the 

negative behavior.  



Fact or Fiction 

I can fix/change the 
problem person. 



Fact or Fiction 

FICTION 
You can’t and shouldn’t!  “Fixing” 
volunteers will drain your energy & 
effectiveness.  You also risk ignoring 
the 90% of volunteers doing a great 

job. 



Fact or Fiction 

There is good in 
everyone.  I just need to 

give them time to     
show it. 



Fact or Fiction 

FICTION 
There are nasty people in the world.  

How they got that way is NOT your 
problem.  Time won’t fix everyone 
and you’ll lose good people in the 

meantime. 



Fact or Fiction 

If I confront them, it will 
only make things worse. 



Fact or Fiction 

FICTION 
Not if you do it carefully and 

calmly.  NOT confronting 
problematic behavior will 

cause more trouble. 



Fact or Fiction 

If I confront them, they’ll 
leave and the 

unit/program will die. 



Fact or Fiction 

FICTION 
If your program/unit rides on the 
whim of one individual, look for a 
new job.  That’s simply too much 

control, power and dependence for 
one person. 



Fact or Fiction 

If I’m really the caring and 
all-accepting person I 

should be, I can     
handle them. 



Fact or Fiction 

FICTION 
STOP IT!  You’re a volunteer 

administrator/manager, not a saint.  
Don’t see other people’s 

dysfunction as a test of your worth.  
They are the problem, not you. 



Fact or Fiction 

If I push them out, they 
will be mad at me. 



Fact or Fiction 

FICTION 
Maybe.  Maybe not.  You did what 

was best for the program/unit.  
Others may actually be relieved to 

be out of a situation that was 
uncomfortable for them. 



So now that you recognize 
difficult behavior… 

and your limits in dealing      
with it;  

what CAN you do? 



5 Tips for Dealing with Difficult 
Volunteers 

Posted by: HandsOn Network 

www.handsonnetwork.org 

 

http://www.handsonnetwork.org/


Tip #1 
Keep calm & carry on 

• If your volunteer approaches you with a 
problem/complaint/etc. and you know you can’t 
keep cool, let them know you’re too busy at that 
moment, but you want to address their concern. 

• Schedule a later time to discuss their 
concern/issue. 

• Go about your day.  It will help you from getting 
frustrated with the volunteer. 



Tip #2 
The Feedback Sandwich 

• Start the conversation with something positive 
about the volunteer; dedication, enthusiasm… 

– Try not to sound like there is a “but” coming 

• Address the behavior that’s causing friction.  Do 
it in a way with does NOT accuse or blame the 
volunteer. 

• Finish with something else positive about the 
volunteer’s work. 



Tip #3 
Empathize 

• When talking to the volunteer, REALLY listen to 
what they have to say. 

• Let them know you understand (or are trying to 
understand) what they are saying and that 
you’ve had some rough times too. 

• Things calm down when people can tell their 
story and know that they are being heard. 



Tip #4 
Offer Support 

• Talk about what can be done to remove some of 
the obstacles facing the volunteer. 

• Suggest or have them suggest actions that 
you/unit can take to help remedy the situation 

• Empower the volunteer with taking action to 
make their situation better. 



Tip #5 
Get a wide lens 

• It’s easy to focus on the situation, complaints or 
disruptions. 

• Take a beep breach and pull back from the 
situation. 

• Remember you are all working toward the same 
goal or mission.  A shared commitment can 
inspire renew effort and smooth tensions. 



When you want to fire a 
volunteer…but can’t. 

Reprinted from: Grapevine 

By: Steve McCuley 



• In a membership organization, you may not be 
able to “fire” a general member volunteer. 

• However, organization “office holders” usually 
have bylaws spelling out the requirements of 
the job. 

– If not currently addressed, ensure new bylaws 
indicate what may be done in the event of non-
performance of duties. 

Alternatives to Firing 



Alternatives to Firing 

• RE-SUPERVISE 

– The volunteer may not understand the “rules” of 
the organization…or that they actually must follow 
them 

– Some volunteer’s have personalities with will 
naturally want toe “test” the rules. 

– Provide a re-orientation and re-enforce the rules. 



Alternatives to Firing 

• RE-ASSIGN 

– Transfer the volunteer to a new position. 

• They may not click or get along with the volunteers in 
their current position. 

• A new setting may re-energize the volunteer. 



Alternatives to Firing 

• RE-TRAIN 

– Some people take longer than other to learn new 
techniques or “the ropes.” 

– Some require a different training approach. 

– Provide a second training/orientation opportunity 

• You’ll quickly discover if it’s a lack or knowledge or 
motivation for your volunteer. 



Alternatives to Firing 

• RE-VITALIZE 

– If a long-time volunteer starts to malfunction, they 
may need a rest. 

• The volunteer may not realize or admit that are burned 
out. 

– Give them a sabbatical and let them re-charge. 

– Also, rotating them to a less demanding job 
temporarily may help them stay involved in a less 
demanding way. 



Alternatives to Firing 

• REFER 

– Maybe they just need a whole new outlook. 

– Refer them to an entirely different agency to 
volunteer. 

• This allows them to learn new skills, apply skills in a 
different way and meet new people. 

– The “swap” can be short-term or as a long-term 
enhancement to their volunteering. 



Alternatives to Firing 

• These alternatives are easier to implement 
and managerially smarter than making a 
decision to terminate a volunteer. 

• There are many reasons a volunteer may be 
behaving inappropriately – these alternatives 
provide answers to some typical behavior 
issues 

 



Training Summary 

• Recognizing difficult behavior…and your limits 
in dealing with it. 

•  Tips for dealing with difficult people/behavior 

• Alternatives to Firing. 



Agenda 

• Upcoming Suspenses 

• Upcoming Ceremonies 

• PVSA 

• Running Reports 

• AFAP 

• Training: Dealing with Difficult Volunteers 

 

 



The End! 

Volunteer Advisory Council Meeting 

September 2012 


