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Summary

Peter Hilger: Organising volunteers: Activating infrastructures and reflexive
volunteering in the municipality of Helsinki. A report to City of Helsinki Urban
Facts, Urban Research Unit, Helsinki, 2006.

Contact: peter.hilger@helsinki.fi, [tamerenkatu 8 C 59, 00180 Helsinki, Finland

This study approaches the organisation of volunteers against the background of the
structura transformation of citizens' engagement. Volunteering, individual action for
the benefit of others, is a resource for service provision but also instils potential for
participation to shape one's social environment. Although most engagement take
place in organisations a significant portion is not directly embedded in associations.
Since enhancement of citizens' activity is on the agenda, volunteering centres, i.e.
institutions that help to match volunteers with opportunities to engage themselves
outside their own organisation, are seen as innovative institutions to organise
volunteering under these changed condition.

The study investigates four volunteering centres and five voluntary agencies
through semi-structured interviews that are analysed by qualitative content analysis.
Focusing on volunteering centres, the results are as follows. Engagement through
volunteering centres is dominated by elderly women. The most important motives
are desire to help others and search for social contact in a community. The
organisations recruit volunteers through courses and personal contacts and train
volunteers on issues of volunteering and old age. The centres are mainly active in
the context of welfare production. They usually use the telephone to place volunteers
on request, mostly of professional care services. The centres use different
management tools, important are training and appreciation events like coffee
afternoons, meetings or occasional excursions.

The interviewees generally observe a positive climate for volunteering but
also note that there are misperceptions about the role of volunteering in relation to
professional care. There is limited co-operation between different organisations and
the municipality. The centres work with limited resources, mainly based on
voluntary input, but are very effective. The basic stability is supported by a
commitment of the city to the centres and by their internal culture that stresses
community among volunteers. The organisation of volunteering is realised as a
double-mediation process. Volunteers are matched by centres to clients that are
represented by professional care services. The downside of the strong embeddedness
in the welfare context is a limited role in the promotion and realisation of active
citizenship. In sum, the volunteering centres can be characterised as effective
welfare producers at the price of a limited role for civic activity.
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1. Introduction

Volunteering received attention the moment it stopped being self evident; thisis the
impression one gets when looking at the exploding literature on the subject in 1990s.
When something cannot be taken for granted any longer it provokes new
interpretations. In crisis scenarios we see concern about shrinking involvement and
loosening ties while an optimistic view stresses that the level of volunteering today
is rather substantial. In many countries more than one third of the adult population
are counted as active citizens who voluntarily act for the benefit of others and there
is the potential to activate even more citizens. The international nonprofit sector
study co-ordinated by Lester Salamon and Helmut Anheier has demonstrated that
the workload of nonprofit associations is a significant economic factor; and the
human dimension in care work gets ever more important as professional care
spreads. While the crisis scenario sees the threat of an egoistic society advocates
might even speak of the rising of a "volunteer society”.

Both rightly point out that we are witnesses of a structural change in
volunteering. This does not mean that suddenly volunteering and the motives of
volunteers are all different. It means that certain aspects of volunteering are seenin a
different light or perhaps seen for the first time at all. Among these are that
volunteers today speak openly about what they gain through their engagement or
that they more easily switch from one organisational context to another. Although
many individuals have been active in some period of their life there is surely room
and demand for more. Citizens are looking for opportunities to volunteer and
organisations are looking for volunteers who support them in accomplishing their
missions. Matching these two types of demands is the goa of volunteering centres.
They face the challenge of organising volunteers.

The report investigates nine organisations that use volunteers, four of them
act mainly as clearing houses for volunteers, | will call them volunteering centres.
They are of central interest in this study because they are a principle answer to
loosening connections of engaged citizens to organisations. The other five work with
volunteers mainly in their own organisational context, | will refer to them as
volunteer agencies or associations. To answer the gquestion how they all organise

volunteers the empirical focus is on four stages in this process, namely recruitment,



placement, training and appreciation of volunteers. The organisations are not
independent of their societal environment. Therefore a crucial fifth aspect is how
they perceive the societal climate for volunteering and which expectations they
formulate towards their environment.

Chapter two presents the conceptual framework of this study and introduces
the field of volunteering in Finland. Chapter three turns to the centra issue of
organising volunteers. It presents a model for volunteer management and introduces
the central features of volunteering centres. An intersection chapter (four) clarifies
the methodology of the study before we turn to the empirical findings. In chapter
five the organisational make-up of the organisations is presented which is followed
by a more detailed description with regard to central issues in chapter six. While
these two chapters are structured according to the single associations chapter seven
establishes a comparative perspective and prepares the conclusions that are
presented in chapter eight.

| would like to express my gratitude first of all to the persons who were so
kind to answer to my questions and to the city of Helsinki that supported this study
with aresearch grant.



2. Volunteering in Finland

2.1, The concepts of volunteering and civic engagement

By volunteering we refer to an unpaid activity that is carried out on the basis of a
free decision to engage for others or ones social environment. Usually this implies
that another person (or thing) benefits from the activity, but it does not foreclose that
also the actor himself benefits. Osbourne (1998, 9-10) for example stresses that
volunteerism is unpaid, not professional and organised. As a shorthand he proposes
to speak of volunteering as "individual voluntary action for the benefit of others'
(Osbourne 1998, 12). Volunteering England, an organisation that has long
experience with the advancement of civic engagement, defines volunteering as

any activity that involves spending time, unpaid, doing something that

aims to benefit the environment or someone (individuals or groups) other
than, or in addition to, close relatives.!

With a slightly different focus Finnish researchers define volunteering. According to
Ruohonen (2003, 43) central features are voluntariness, not being paid,
confidentiality, non-professionality, equality and common blitheness. Sometimes
volunteering is differentiated from informal activities like neighbourhood help.
Others, like Nylund (2004, 117), hold that it includes both organised and non-
organised forms. In her view membership in organisations as well as spontaneous
neighbourhood help and self-help networks are part of it. In the context of this study
this dispute is of minor importance because the organisation of neighbourhood help
does not fall into the scope of the associations included here.

A new concept that isincreasingly used to refer to various forms of voluntary
activity is civic engagement. It shares an interest in advancing societal development
on the small scale as well as on a more general level. The most popular type of
engagement is helping others or improving the social and built environment but
volunteering does not stop there. Important is also administrational voluntary
activity in running an association or involvement in politics, especially on the local
level.



The term engagement is used with reference to the following five
characteristics (Enquete-Kommission, 2002, 86-90). It is first of all voluntary in the
sense that citizens cannot be coerced to civic activity; it requires a conscious
decision. Secondly, it is not for profit, meaning that its main motive is not personal
material gain. Thisis not identical with altruism. The expectation of personal gains
can well be part of the motivation but it is not done for return on investment (Evers
and Laville, 2004, 13). Thirdly, it embodies a direct or indirect contribution to the
common good. Fourthly, civic engagement is situated in the public sphere. It
includes activities that take place among people outside the private sphere of the
family. Finally, connected with publicity, it is usually carried out with others. In that
sense it is often collective and co-operative. In the American context the term is
often used synonymously with participation but as a concept it only makes sense
when its meaning goes beyond existing concepts. This concept is challenging
because it encompasses social as well as political engagement because both either
emerge from civil society or are directed towards civil society (Hilger 2006).

A cornerstone of civic engagement is that it contributes positively to
individual and social development, in other words, that it serves the common
interests. The connection with the public interest is not without problems, however,
because in plural societies we have no a priori definition of the common good. It is
usually unclear what is good, and the claim is often extremely general therefore no
tangible consequences can be deducted from it (Van Rooy 2004, 95-98). Interests
are involved in all types of social action. The literature on the new engagement has
stressed that reciprocity is one central element to getting involved today
(Rauschenbach et al. 1992). One should avoid a social romantic picture of
volunteering on the one hand and cool benefit calculation on the other. Both aspects
are present.

Traditional engagement was connected to social milieus where participation
and membership formed an unquestioned part of people’s life, often inherited
through practice within one's family. Belonging to a Catholic or Protestant faith
community or to a workers milieus defined much of one's style of engagement.
Belonging and membership lasted for a lifetime and engagement was often

considered as an implicit duty. Thisis no longer true today.

! http:/www.vol unteering.org.uk/missi ons.php?d=1029
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The newly engaged (Rauschenbach et al. 1992; Roth 1997, 76; Beher et al.
2002, 147) do not commit themselves to livelong endeavours. Their engagement is
limited, often based on projects that fit into the life course, a so called biographical
match. Social milieu based engagement and organisational affiliation lost
significance. The new engagement is based on reciprocity. Citizens do not only
serve but also expect to gain from their engagement. Reference to own wishes, needs
and desires may be immaterial as in the case of self-realisation and self-
determination or quasi material as in the case of small compensation, access to
support networks, qualification and reputation.

Also, the demarcation to professional work diffuses. Personal experience is
no longer sufficient as a supplier of knowledge for lay people. Volunteers
themselves seek to acquire additional qualifications through their engagement.
Engagement is not completely unpaid but mixes with compensation or even low
paid labour.

Hustinx and Lammertyn (2003, 181-182) have summarised this trend under
the notion of reflexive volunteering. It is characterised by an increased
acknowledgement of self-centred motives and closer relations to personal lifestyle
and identity together with the importance of a biographical match in the life-course
of volunteers. It is partly semi-professionalised, and more often project based than
stable, resulting in weak organisational attachment. This affects the recruitment of
volunteers in fundamental ways because the volunteer-organisation linkage does not
function as it did before. Increased self-reflexivity results in increased opportunities
but also the necessity to make choices. People are less often socialised into
particular organisations but have to actively select and choose them. They more
often keep distance to organisations or even choose self-organised forms. At the
same times significance of civil society is highlighted and engaged citizens are at the
heart of it. Some stress the aspect of self-organisation where citizens care for their
own needs whereas others are more inclined to a conception that includes
considerations towards the public good. Civil society has relevance to modes of

participation as well as to service provision.



2.2. The development of volunteering in Finland

In the middle ages mutual help was usually part of the organisation of work life.
Membership in guilds and vocational brotherhoods was obligatory (Jaakkola 1991,
18). Volunteering and engagement of citizens for the community belonged to a self
conscious society. They have existed for centuries. In many countries the origin of
organised philantrophy and volunteering can be found in certain social and cultural
milieus where people saw living conditions of the poor and felt an obligation to
contribute to an improvement. In Finland, for example, an initiative for children's
homes by an association of bourgeois women (rouvasvaenyhditiys) was an early
example of volunteer engagement. In the 1840s women of higher classes cared for
others. However, it was not only about helping, the intention was also to educate the
poorer classes and foster the values of the upper classes (Jaakkola 1991, 22-23).
Different associations and mutual help organised through workers councils
were build up through volunteering. After the establishment of a state based social
security system the state took over functions that before where fulfilled by
organisations of the informal sector. At that time volunteering was seen as a
transitional phase; it was going to disappear because the state would guarantee better
and more equitable services (Koskiaho 2001, 20). Until the early 1990s there was an
vast extension of public services which left little space for citizens engagement
(Jaakkola 1991, 25-26). The voluntary sector was left with filling gaps in the public

services.

The construction time of the welfare state in the 1970s was a dismal time
for citizens associations. (...) Volunteering was not appreciated and it
was even seen as threat to care and social work fied's recent
professionalisation. (Ruohonen 2003, 46; transl. by author).

This climate was hegemonic until the mid 1990s when the economic crisis changed
attitudes. During the period of welfare state expansion volunteering did not
disappear though. Associations were growing in number and members, and even the
"talkoo"-tradition of targeted mutual help to achieve a tangible goal was transferred
from the countryside into the cities. As regards organised citizens' activity the post
war years, the early 1970s, the early 1980s and the mid 1990s al have been periods
where significantly more associations have been founded. In certain years more than

3.000 new associations were registered in Finland (Siisidnen 2002, 19). These



include as different fields as leisure, sports, vocational and religious organisations as
well as political, social and health associations.

A study of the city of Jyvaskyla reportsthat the highest number of volunteers
can be found in defence, political and cultural organisations but the highest intensity
of volunteer time in social and health organisations as well as in aresidual category
of different kinds of unclassified organisations (Pyykkonen 2002, 99, 101).
According to an international survey the three largest fields for non-profit activity
including volunteering were culture, advocacy and social services. Social
homogeneity and strong local government have resulted in a non-profit sector that is
more active in advocacy than in service delivery (Helander et al. 1999, 69-70).
However, the non-profit sector includes pad employment and is therefore not
identical with what is usually understood as volunteering.

One factor contributing to the latest upswing of associations where changes
in social and health services in 1993 when the responsibility of municipalities
increased while budgetary constraints limited their leverage (Ruohonen 2003, 50).
Even though strong public services and high integration of women into the labour
market did not support a tradition of volunteer work, unemployment and budget
constraints put it on the agenda (Matthies 1996, 21-22). Especially the time of the
economic crisis in the early 1990s made associations a factor to be regarded.
Attention was given to the possible creation of employment through associations.
The former president Ahtisaari focused the debate around employment and
employability. In 1998 a combined labour market subsidy was introduced to support
third sector organisations with public funding to employ long term unemployed,
however, with very limited success (Honkkanen and Kinnunen 2000).

The upswing of volunteering was also related to the future of the welfare
state. It first left the welfare state a large unchallenged and the sector retained a
supplementary role in the shadow of the state (Matthies 1994, 55). Against the
background of universal, state based welfare production this aspect gradually gained
significance. Julkunen concludes that

in the Finnish climate the associations and church are valued mainly if
they help in the solving of social distress. (Julkunen 2000, 66).

People believe strongly in the welfare state (Kosiaho 2001, 32) but gradually

associations and volunteering have developed into a significant factor.



Recently also the democratic dimension is stressed. One priority in the
current government's strategy focuses on citizen's activity. It is co-ordinated by the
Ministry of the Interior. So far it is centred around political activity in a more narrow
sense, e.g. voting and membership in political organisations. This is an effort to
complement the emphasis of nonprofit organisations in the international aid and
development dimension with the domestic and in particular municipal field of
politics.

Despite this general trend aready in 1981 the Finnish Federation for Social
Welfare and Health (at that time Sosiaaliturvan Keskudliitto) acquired the
responsibility to advance volunteering by developing training for associations, and
in 1984 a co-ordination group was established. Having these developments in mind
Pirkko Hakkarainen (1991, 130) speaks of the 1970s as a time where volunteering
was aready starting to be on the rise. She mentions that in the 1990s the
municipalities developed different ways of working together with associations.
Some held annual consultations with associations, others nominated a municipal
volunteer organiser or analysed the need for volunteer input in the community.

There have been critical debates on the character of the relationship between
the third sector and the state because of fears of using volunteering to substitute
statutory welfare services. In the mid-1990s Matthies saw a "consensual
coexistence" (1994, 55) in Finland, under the primary position of the welfare state
which understood the third sector as a supplementary force. Helander and Sundback
reported at the end of the 1990s of an enhanced role of the sector as a provider
complementary to state and municipalities (Helander and Sundback 1998, 3). The
general perspective is one of co-operation rather than conflict. Helander (2000, 243)
sees an affinity between governmental authorities and the third sector. Also
Siisidinen (1999, 124, 126) pointed out that associations and social movements are
characterised by a positive relation to the state that was open to co-optate civic

actives.
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2.3. Scope and motives

In the 19" century belonging to a movement was defined by taking part in its
activities, formal affiliation was not important in Finland.> Today volunteering is
characterised by a strong membership culture. There are about 117.000 associations
with far more members.®> But membership is a weak indicator for voluntary
engagement. It often refers to activities that do not go beyond paying a membership
fee or receiving a regular newsletter. At the same time there is a tradition of low
organised voluntary work in neighbourhoods, the so called "talkoo". The John
Hopkins Comparative Nonprofit Sector Project recently reported the number of
people volunteering in Finland at eight per cent, that is below some European
countries, in particular its Nordic neighbours (table 1).

Table 1: Volunteering in selected countries

Country Number Per cent of adult
population

Norway 1.847.000 52
United Kingdom 14.357.000 30
Sweden 2.009.000 28
Netherlands 1.962.000 16
France 6.536.000 14
Poland 3.614.000 12
Ireland 293.000 11
Germany 7.071.000 10
Finland 326.000 8
Austria 550.000 8
Spain 1.681.000 5
Czech Republic 381.000 5
Italy 2.048.000 4
Slovakia 149.000 4
Hungary 277.000 3

Source: http://www.jhu.edu/~cnp/pdf/table201.pdf (retrieved: 03.03.2005)

However, such figures are highly vulnerable to methodological issues such
as definition and data sources. Yeung (2004, 89-90) reports a far higher number.
According to her analysis on the basis of the World Value Survey 38 per cent of the

2 Interview with Dr. Henrik Stemius.
3 http://www.kol massektori.net/jarjestot.htm (retrieved: 09.02.2006)
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Finns do volunteer. On average they are engaged 18 hours per month. The most
prominent fields are sports where 30 per cent of all volunteering takes place
followed by health and social affairs with 25 per cent and the educational sector with
22 per cent. The distribution among women and men is the same although women
are active somewhat more intensively. In the health and social sector middle aged
and elderly persons are most active. More that half of the present non-volunteers
would be willing to volunteer when asked to do so (Y eung 2004, 98).

Social engagement is often associated with altruism whereas political
engagement is seen as a matter of interest (Hirschman 1982). Not only current
approaches call such a division into question. Historically helping others was at the
same time an opportunity for bourgeois women to be active outside their own house
and influence society (Ruohonen 2003, 43-44). Already in this early form we find a
mixture of caring for others and caring for oneself. Wuthnow (1997) has described
this as a specific form of altruism. Giving, altruism and helping others are reported
to be central features of volunteering in Finland (Y eung 2004, 94, 128).

Nylund (2000, 123) has researched the relevance of several motives that
form a mixture of altruism and individualism. According to her findings values are
most important motives followed by learning and esteem. Social and career motives
have clearly lower importance. Since self-oriented and other-oriented motives both
play a role she speaks of individual altruism.* Her report supports the above
mentioned trend: Reflexive volunteering is characterised by a search for a
biographical match in the life-course of volunteers, by increased self-centred
motives and relations to lifestyle and identity; it is partly semi-professionalised, and,
in our context significant, more project based than stable, that is, with weaker
organisational attachment. This loosely matches to results of the Jyvéaskyla project
according to which newer associations could only bind smaller amounts of
volunteers than those founded between the 1920s and the 1980s (Pyykkonen 2002,
107-108).

Nylund reports that problem-oriented activities are less liked. People prefer
creative and leisure type of work. But also help is part of volunteering. She
concludes that no one dominant type of volunteers could be identified, although
values, learning and esteem are clearly more important than social and career

motives (Nylund 2000, 123). Another important factor are experience with

* In particular for young people also "having fun" seems to be important (L dhteenmaa 1997, 143).
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volunteering in earlier stages of one's life as in the case of a crisis or a tradition
within one's family (Nylund 2000, 136).

Surprisingly, there are only minor differences between particular types of
organisations. The Red Cross attracts somewhat more young and elderly people,
associations of unemployed have higher number of men and unemployed. The latter
isto a certain extent also true for volunteering centres. The career motive is more
significant in these two types (Nylund 2000, 130-131). But other features are spread
evenly across the three types she analysed.

Volunteering usually takes place in associations. But this is not necessarily
so. In fact, only about two third is volunteering in associations (Pyykkdnen 2002,
93), one third takes a more loosely organised form such as neighbourhood and
informal help or "talkoo". On the other hand the activity of associations is not
aways about volunteering. A large part of their activities is carried out by
professionals, that is staff employed by an organisation of the third sector.
Volunteers are important parts of the associational landscape, the foundation of
associations is usualy done by volunteers and they are the initial resources.
Depending on the type of organisation in later stages professionals may acquire an
increasingly important status for the functioning of an association. According to the
study on associations in Jyvaskyla the importance of volunteering has been stable or
grown after 1994 (Pyykkonen 2002, 101-102). How do organisations then deal with

their volunteers?
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3. The Organisation of volunteering

The issue of organising volunteers can be approached from the society's point of
view and from the volunteer's perspective. The main societal reasons to promote
engagement are to benefit from it as aresource and to srengthen the role of citizens
in civil society. From the individual's point of view realising one's wishes and
desires is important.

From a societal perspective volunteering embodies a powerful potential for
societal development. Volunteering is increasingly seen as a resource for service
provision, participation and community integration. Governments today recognise
this importance and try to enhance civic engagement by promoting activating
infrastructures as a reaction to this trend. The reference to civil society is an effort to
give citizens better opportunities to shape their social environment but it also serves
as a legitimising factor for politics. Also for the individual it is crucial to realise
interests and desires to engage oneself. Therefore an important finding is that the
main reason why people presently do not volunteer is not that they do not want to do
so. Many could imagine to volunteer if one invited them to do so (Y eung 2004, 98).
Also other studies confirm that being asked is the most important way to enter into
engagement (Abt and Braun 2001, 219). Interestingly lack of time seems to be a
very subjective factor. The German Volunteer survey found that people who
volunteer do not have significantly more time available than those who do not.
Rather non-volunteers seem to fear that once one enters into engagement the
organisation would draw one into it and never let go again (Klages 2001, 187).°
Thus it is not enough to wait until potential volunteers start to engage themselves.
The challenge is to activate volunteering or at least match those who are ready to
engage themselves with opportunities to do so that already exist in different fields.

Increased public attention is accompanied by the creation of infrastructures
that react to the above mentioned changes in the mode of volunteering. These
infrastructures try to support and initiate civic engagement in a way that takes
volunteers interests into account. Political strategies are not limited to support

measures. Common measures are direct and indirect funding of voluntary

® Other reasons identifies were lack of material resources, a fedling not be suitable or the belief that
engagement would not make a difference (Gensicke 2001, 101-104).
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associations through block grants or tax exempt rules. Other important strategies are
general appeals and the fine tuning of basic conditions such as regulation for free
time, insurance, reimbursement etc. Increasingly contracting out of services takes
place. But also pressure on associations and individuals belongs to the policy
repertoire to increase efficiency, accountability and professionalisation of
associations (Badelt 2002, 685). Another key element of volunteer promotion are
organisational measures such as networking and volunteering centres.

3.1 Volunteer management

With growing acknowledgement of the role of the third sector the functioning of
associations is gaining importance. Management advice for associations, guides for
fundraising and handbooks on non-profit marketing appear in significant numbers.
All this kind of advice is directed towards organisations. In parts it concentrates on
the relation between non-profit organisations and their position on the market and
towards the state. Contracting and professionalisation are important issues in this
respect. Organising volunteers involves recruitment, training, co-ordination and
placement, supervision, evaluation and appreciation (Sozanska et al. 2004). One has
to remember that most associations have been established for a particular purpose.
They are organised as registered associations under law, enjoy specia protection and
have certain obligations such as the establishment of by-laws. The role of volunteers
in these organisations differs. In some they form the heart of the organisations, in
others they provide for general support as formal members. The need for an
organised approach towards volunteers is not the same in all types of organisations.
Nevertheless, the above mentioned managerial aspects are relevant in some form or
another in various contexts.

Recruitment and placement are traditionally seen as the core of volunteer
management. It refers to attracting citizens to engage themselves for issues of
common concern. Ones they have found their way into an organisation it is
important to find a place that suits the expectations of volunteers and matches their
abilities to fulfil the task. Matching volunteers includes taking into consideration the
motivation, wishes and competencies of volunteers as well as the requirements
connected with atask. In order to create a clearer picture about what can and should
be done and what does not fall into the scope of engagement agreements are signed

15



that confine both parties to so called rights and duties. Volunteering turns into a
formal relationship based on a quasi-contract.

Experience has shown that volunteer management can hardly stop there.
Whereas in former times lay helpers were active on the basis of competencies they
have acquired in other spheres of life, today many tasks require additional
qualification and training. These might be connected to the particular task or consist
of general information on the principles of volunteering. In many fields additional
qualification is necessary to fulfil a certain tasks.

Also the evaluation and appreciation of volunteers got increasing importance.
One fundamental way for organisations to support volunteers is to be open to listen
to difficulties that might arise in volunteer work. An evaluation that includes
criticism is more difficult. Since volunteers are not affiliated through a wage
relationship it is not self evident that they can be committed to certain standards. It is
necessary for helpers as well as customers that also critical comments are possible.
All volunteers today need some kind of appreciation of their work. The ways
organisations find to do it range from saying "thank you", and group meetings over
vouchers for theatre tickets or books, small birthday presents to recreational trips.
Participation and co-determination can also be forms of acknowledgement.

Another field is outward oriented lobbying for engagement. Raising public
awareness for volunteering is not only a means to recruit individuals but also to
create a favourable societal climate for engagement in general. This includes dealing
with the mass media and politics.

Formerly, organisations used volunteers in an ad hoc way. They gave them a
task when it appeared to be useful. Allocating persons and tasks rather
gpontaneously has the drawback that rarely somebody has thought about what
interests, wants and which requirements might exist to fulfil the task. Volunteer
management today uses activity profiles. Organisations decide beforehand where
they want to use volunteers and what competencies could be necessary for the
activity. Volunteers on the other hand think beforehand about their interests and
[imits.

Regarding the elements that are involved when working with volunteers it
turns out that in practice it is fairly complex. A holistic approach sees volunteer
management or volunteer administration as a process (Biedermann 2002). We can

distinguish a preparatory and an engagement phase and, often forgotten, an end
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phase. From the organisational point of view the following steps are involved
(Figure 1).

Figure 1. Basic elements of the volunteer management process

Need: Planning <

Tasks: activity profiles

Advertising and recruitment

Matching and agreements -«
Introduction to task
Support and training <+

”””” Recognition and appreciation

Analysis

End
Source: Own figure, in parts after Biedermann 2002

Planning the service of volunteers includes identifying needs and
opportunities where lay persons could be of use. One has to know which supporting
structures and competencies are necessary. The result of this planning process will
be activity profiles that describe tasks and requirements as well as persons
responsible for accompanying the volunteer. To attract volunteers the organisation
has to recruit persons from its external environment by advertising or directly
contacting other groups. Once there are engaged citizens their interests and
gualifications have to be matched with the organisation's expectations; then
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agreements will be made on the scope of the task. Only at this point begins what
before has been seen as simply volunteering. Introduction to the task enables the
volunteer to start his activity. Eventually further support should be available and
often training can be useful. At this point one might assume the process runs by
itself, but responsible organisations will take care that they also recognise and
appreciate the work done by their volunteers. Finally an analysis of the process of
involvement will enable the organisation to improve co-operation, and in particular,
know better where more or different support is needed, how to better match
volunteers to tasks or plan the involvement of engaged citizens more effectively for
both parties.

It is obvious that working with volunteers can be demanding for an
organisation. The intention to do good is not aways sufficient to really do good. At
times individuals want to get involved for reasons that may cause more problems
than advantage. Extreme compassion, curiosity or a desire to exercise own influence
can degrade the client. An exaggerated feeling of obligation or desire to sacrifice
oneself may harm both volunteer and client. Loneliness or feelings of
irreplaceability can turn the client into an instrument for own needs (Sozanské et al.
2004, 324). Organisations have to be able to also criticise volunteers. That is not an
easy thing to do because the basic structure is that a volunteer gives and an
organisation or its client benefits. According to common wisdom who receives for
free is not entitled to complain.

Using engaged citizens within an organisation also raises the issue of the
relationship between volunteers and professionals. While in an ideal case both
groups address complementary tasks and evaluate the other's input there are a
number of factors that can result in tensions between these two groups. The first is
related to hierarchy. The subordination of volunteers under professional employees
may be perceived as domination. Therefore it is important to find modes of co-
decision for engaged citizens in connection to their task. Professionals on the other
had might experience the selection of interesting tasks by volunteers as creaming.
Often it also works the other way round, volunteers are given only simple routines
that put them in a position of cheap labour force. When volunteers perform more
complex tasks staff can develop concern about devaluation of their professional
skills and in extreme cases a fear of losing their job to volunteers. Volunteers on the

other hand might see unequal recognition when employees earn a salary while they
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only receive symbolic recognition for similar work. It isimportant that professionals
today not only learn to deal with customers but also with volunteers. They need a
double orientation towards actors outside their organisation (Biedermann 2002, 86).

Another issue that gained attention is openness of organisations for
volunteers. Experience with placement of volunteers has revealed that many
organisations are not yet ready to include volunteers in their activities although that
would in principle be possible. They either have never thought about working that
way or eschew the initial effort that is necessary to start such a process.

Volunteering England (2004) has recently reviewed the volunteering
infrastructure and presented a ten year-strategy. The main conclusions of this
strategy point at increased professionalisation in the field of volunteering. Among
the proposals are an enlarged definition of volunteering, stronger management,
better recognition and public awareness. The report calls for more differentiation of
infrastructure organisations, in the frame of a national policy. Other measure address
guality standards and control, consistent coverage with volunteers and increased
funding. The local level is seen as the arena for volunteering centres, a the same
time a concentration is called for.

The appreciation of volunteering depends only in parts on the organisation
they are active in. Engagement takes place in a societal context. The general climate
towards volunteering can be important to improve recognition. Establishing such a
culture of recognition is part of the agenda of many organisations that try to enhance
engagement. They argue that tangible measures should be embedded in such a
general strategy.

When it comes to organising volunteers it is an open question whether public
officials should initiate such activities. While an anonymous environment with an
official background treats everyone equally and does not presuppose network
membership, thus creates a low threshold, it at the same time lacks the climate of

trust that influences engagement positively (Nylund 2004, 129).

3.2 Volunteering centres

The main effort for the promotion of civic engagement is support for associations,
groups and projects on the local level (Braun et al. 2001, 51). As a reaction to

changing patterns of civic engagement cities also increasingly initiate or help to
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build up volunteering centres as contact facilities for volunteers (Jakob and Janning
2001). Important are web-based networks, information through e-mail lists, but also
self-help groups, associations of elderly, family and neighbourhood help centres or
local agenda 21 initiatives (Keupp 2003). Volunteering centres belong to the most
significant institutional innovations working with the new reflexive type of
volunteers. They promote volunteering and organise the placement of volunteers by
mediating as brokers between motivated citizens and organisational opportunities to
volunteer.

This studies uses the term volunteering centre, sometimes the literature
applies other English terms like volunteer centre, volunteer bureau or volunteering
agency. However, we prefer to use volunteering centre because it expresses better
the difference to an association that works with volunteers but does not place them
externally. In general, volunteer agencies work with volunteers and find places for
them within their organisation. Volunteering centres are a specific form that can be
characterised as brokerage ingtitutions that match engaged citizens to opportunities
to volunteers that are external to their own organisation. They do not necessarily
have to be based on volunteers themselves, although they often are; often also the
public sector is involved in them. Volunteering centres have been established to
facilitate the placement of those who are willing to engage at places of need.
Sometimes their tasks extent beyond brokerage and also cover the general
advancement of engagement. There are different models, complex centres include
information, brokerage, qualification, consulting, networking and lobbying in public
(Ebert 2003, 58).

In many countries such centres already exist and currently more of them are
being established. They have a long tradition for example in England, Norway,
Denmark and in the Netherlands but organisations that aim supporting volunteers
have recently been established all over Europe. In Eastern Europe they have
established a network called VolunteerNet, others are organised on the European
level in the European Volunteer Centre (CEV, Centre Europeen du Volontariat).
Many countries have national networks to share knowledge and develop their
organisations further, like Volunteering England in the UK or the Federal
workgroup on volunteering agencies (bagfa) in Germany. Volunteering centres have

seen a strong phase of institutionalisation in the last decade.
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In the Netherlands volunteering centres (Vrijwilligerscentrale) have been
established since 1972, first supported on the national level later by local
governments. In 1987 there were about 150 volunteering centres, that had their
initial relevance in the context of unemployment and social involvement, later core
functions like volunteer support and management, community support and
participation were introduced. The Netherlands are currently investigating how to
further develop the capacity of local centres.® In Norway volunteering centres
(Frivillighetssentral) were established as an experiment initiated and supported by
the state in 1991.” The idea originated on the one hand through the Red Cross that
saw such models in the United States and on the other hand intellectual currents of
local socialism and communtarism (Kloster et al. 2003, 9-11). The number of
centres has increased continuously and has reached more then 200 in 2001 with
altogether 17.500 volunteers, that is an average of 81 volunteers per centre (Kloster
et al. 2003, 48). These have diversified into three types: one focuses on care work,
another on bringing people together and the third type has the character of a
community centre.

In Germany volunteering centres (Freiwilligenagentur) have been
established increasingly since 1997. In 2001 there were 190 volunteering centres of
avery different nature. Many work as branches of large welfare organisation like the
Catholic Caritas, others work as an independent association with diverse
membership, some are based on an established welfare organisation as the main
member, and others again are run by a municipality. Most have no steady funding.
There is a trend from mere brokerage towards a broader mission as engagement
development agencies. Volunteers who turn to such centres ask in the first place for
opportunities for social volunteering; other significant fields are cultural,
environmental and socio-political engagement. (Ebert et al. 2002, 95-97, 78).

In the United Kingdom currently the structure undergoes a change. Three
national organisations merged 2004 into Volunteering England, that unites the
forces of the main ingtitutions for volunteering. There are more than 300
volunteering centres (volunteer bureaux, local volunteer development agencies) as

members in Volunteering England. They have a broad profile; core functions are

® Personal communication by Cees van den Boos (30.1.2006) , researcher and director of the Arnhem
Volunteer Centre.

" Thisis an example for the difficulties to categoriesinstitutions that are relevant for civil society but
overlap greatly with the public sector.
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brokerage, marketing of volunteering, good practice development, development of
volunteering opportunities, policy response and campaigning as well as strategic
development of volunteering (Penberthy and Forster 2004, 34-38). The role of these
infrastructures has increased during the past years. The number of enquiries from
potential volunteers developed towards 400.000 in 2003. The report on volunteering
in the UK identified 48 percent of the population who volunteer (Penberthy and
Forster 2004, 12).

Matthies (1996, 22-23) mentions that in the mid 1990s in Finland very
simple volunteering centres ("Mummon Kammari-tyypiset"; Gradma's cottage-type)
managed to recruit people from different age groups and both sexes. However, more
detailed information on their functioning is not available. A study of volunteering in
the city of Jyvaskyla includes one volunteering centre. The centre VaPari
(Vapaaehtoistoiminnan keskus; Centre for voluntary activity) is a co-operation with
the Red Cross, the Diaconia and the city as the main partners. In the year 2000 there
were about 300 registered volunteers, ailmost 500 placements and slightly more that
600 participants in volunteer training. Other important organisations are the Red
Cross, the Mannerheim Association for Children (MLL) and the congregations
(Pyykkonen 2002, 96-97). Nylund compares in her study volunteering centres, the
Red Cross and unemployment associations with regard to motivations.

The present study includes four volunteering centres. They are of interest
because they are specialised organisations that are mainly concerned with allocating
volunteers and opportunities to volunteer. The report pays attention to some social
structural aspects of volunteers involved in these organisations like age and gender.
At the heart of the report, however, is the question on the organisational
environment. It turns to elements of volunteer management such as recruitment,
placement, training and appreciation and considers what expectations there are to

improve the situation for volunteering.
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4. The structure and methodology of the study

4.1. Resear ch questions

The study is concerned with the organisation of volunteering. It therefore analyses
how organisations deal with engaged citizens in different organisational settings.
Four organisations are volunteering centres in the srict sense. They focus on
matching volunteers to external opportunities to act. The others are associations that
match volunteers within their own organisation or are based on volunteering. The
guiding topics with regard to volunteer assignment are, firstly, organisational
features such as the formal structure, secondly, the organisational practise with
regard to placement, the social sructure of volunteers and the intensity of
placement, and, thirdly, expectations towards the organisational environment, that is
the perceptions of society and politics and suggestions for increased support. To
cover these aspects five issues are addressed:

1 recruitment

2 placement

3 training and qualification

4  appreciation and recognition

5 general societal climate for volunteering

4.2. M aterial

In the introduction was mentioned that the nine organisations included in this study
can be divided into two types according to the way they work with volunteers. Four
of them place volunteers elsewhere in society, the other five use volunteers within
their own organisation. However, the original sampling of the organisations
distinguished on a different level between three kinds of organisations. These are (a)
volunteering centres, (b) established associations that have a long tradition in
working with volunteers, and (c) smaller organisations that have a more specific

goal. Within each group three associations have been studied:
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(b)

(©

municipal volunteering centres in the districts It&keskus (East Helsinki),
Kamppi and Malmi;

established traditional help associations: The Salvation Army
(Pelastusarmga), a project working with volunteers based at a religious
organisation (Kalliolan Setlementti) and the Finish Red Cross in Pohjois
Haaga;

associations with more specific purposes. an anti drug association (Sop
huumeille ry), the Friends of the Earth (Helsingin Yliopiston Maan
ystavat) and one association for international volunteer work

(Kansainvalinen vapaaehtoistyo ry)®.

The presentation of the findings will first follow this structure. The following figure
summarises the thematic focus and operationalisation of the project:

Figure 2: Structure of proposed research project
@ (b) (c)

Municipal Established help Specific volunteer
volunteering association association
centres

(2) recruitment

(2) placement

(3) training

(4) appreciation

(5) climate

8 | will refer to KVT only as a specialised purpose association athough it shares features with those
associations named under (b). It has along history and can be called established in this sense. But the
three organisations classified as established traditional organisations have an even older history and
are well known throughout many countries. Also KVT and Friends of the Earth are part of larger
international organisations but they focus on particular aspects (international voluntary work
exchange, environmental activism) while the former three have the general agenda of helping fellow
citizensin distress.
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4.3. Methods

The study used expert interviewing with members or employees of these institutions.
Thistype of interview does rather aim at information on internal processes, so called
shop floor knowledge (Betriebswissen; Meuser and Nagel 1991), and less on
experiences and perceptions. However, perceptions and evaluations played a role
with regard to the development in politics and expectations for future support. The
interviews have been designed as semi-structured focussed interviews with pre-
defined guidelines according to the questions stated above (see aso Appendix 1).
They have been conducted between August and December 2005. They were
recorded with agreement of the interviewees, additionally running notes have been
taken during the interviews. Complete transcription was not intended. All interviews
have been conducted in Finnish language in order to give the interviewees best
opportunities to express themselves freely.®

The material is analysed by qualitative content analysis (Mayring 1995). The
objective of qualitative content analysis is to condense the verbatim of interviews
(Kvale 1996, 196) that extent from 20 minutes to 60 minutes into shorter passages
and identify critical passages of the interviews that contribute to an understanding of
the main research questions. Along the process of interviewing and writing down
central statements memos were written to capture central ideas and hypothesis. As
proposed by the grounded theory approach these were followed systematically when
reviewing the material as a whole. A hypothesis that generates in the context of one
particular interview is later taken up in the context of all relevant interviews to
analyse whether there is a systematic occurrence.

The research focused on information and experiences, not on attitudes or
reality construction by the interviewees. Therefore deep methods of hermeneutic
interpretation were dispensable. Direct quotation has been used scarcely. The
analysis consists of an identification of central themes, a comparison between the
objects of research and an interpretation of occurrences and differences.
Interpretation here means studying interrelations between elements (Silverman
2001, 290), which is achieved by deconstructing what has been said, focussing on

certain aspects and finally re-constructing and contextualising the phenomenon of

® It was originally intended to conduct the interviews in English since the interviewer's mother tongue
isnot Finnish. It turned out, however, that there was no problem to use Finnish throughout the
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organising volunteers (Denzin 2002). This is done on the level of manifest content
for most of the study. When comparing the associations and drawing conclusions a
wider perspective is applied with regard to what we can conclude from the way

volunteering is currently organised.

interviews. On some rare occasions it was necessary to ask the interviewees to repeat an answer to
ensure understanding, which was kindly done.
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5. The organisation of volunteering in Helsinki

This study approaches the issue of organising volunteers by looking at three kinds of
organisations. Municipa volunteering centres are centred around the placement of
volunteers. Traditional associations have been established for some general purpose
and volunteering has developed as one important mode of activity within the broader
associational setting. Specific purpose associations have been established for a
particular goal and volunteering usually plays arole next to professional activities.

One can estimate that there are about two dozens of volunteering centres in
the larger capital area around Helsinki and another dozen in the rest of country.™ In
addition to single volunteering centres there is a network that serves as a means of
information exchange. The citizens arena network (kansalaisareena) lists ten
volunteer brokerage centres in Helsinki. There is a remarkable density in the capital
region, however, one has to remember that the spatial area covered is large. This
chapter introduces the basic organisational structure of the centres and agencies
according to the three kinds of organisations mentioned above.

5.1. Municipal volunteering centres

The municipal volunteering service has been established around the turn of the
millennium by the initiative of the Red Cross, the congregations and the social and
health department of the city of Helsinki. The origin of the centres goes back to a
project in the second half of the 1990s. The Red Cross and the church each had a
volunteering services but there was the idea to put forces together by establishing
"one common telephone number" as one interviewee put it. An important reason to
establish it was the insight that one does not always need professional staff to help
people in their daily affairs because also lay people are willing to care for others.

At the heart of the three municipal centres is placement of volunteers.
Among the general goals of voluntary effort is to strengthen the ability of people to
help themselves, to prevent problems due to loneliness, the creation of community
and support for professional helpers through volunteering. The outline for the

centres includes support for individuals who care for their relatives as well as for
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professional health care, home care and child protection services. Volunteering is
usually directed to persons, the person supported is called a customer.

The East Helsinki centre uses a telephone service and is open to the public on
workdays between 9 am. and 4 p.m. The telephone line of the Kamppi centre is
attended on Mondays, Wednesdays and Fridays from 12 am. to 3 p.m., and the
telephone line of the Malmi centre is staffed for two hours per workday. At other
times the centres switch an answering machine.

Modes of volunteer work are accompanying, reading, general support, visits,
friendship service, helping with the organisation of events, crisis telephone, club
activities and others. Friendship services include regular visits of persons in need of
support, usually once or twice a month. They are directed for example at lonely
elderly, disabled, mentally disordered, single parents or migrants. Customers are
accompanied when visiting health care centres, doctors, hospitals as well as stores,
physical therapy, pharmacies and hair dressers; fairly often helping just to go out for
awalk is an important occasion for volunteer support.

The three centres have a common internet page which presents general
information and contact persons. The page also lists a large number of associations
that co-operate with the centres. The central activity is placement of volunteers,
other activities are qualification courses for potential volunteers twice a year that
serve a the same time as a channe for recruitment. Further, the centre arranges
regular clubs, consultation for associations, administration of meeting spaces and
internal activities like documentation and development of projects or other activities.
As concerns volunteer management strengthening of volunteers through coffee
afternoons, visiting museums or occasional trips are important instances. They are a
significant element of the centres activities. So are presence at different kind of
events where information about the centre is given and local identity is created.

The three centres each operate with one municipal employee as a manager.
She might occasionally do placement but most of the time organises the centre in all
other respects. The head usually does the initial interviewing with new incoming
volunteers. The placement of volunteers is usually organised by volunteers, only the
East Helsinki bureau has one person employed who devotes about half of her

workload to placement activities. A group of three to eight volunteers takes care of

19 http://www. kansal ai sareena fi/toi mintaalverkostot.htm (retrieved 11.8.2005).
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placement by answering the telephone, searching the database for suitable volunteers
and calls them to answer the request of a customer.

The activity of the municipal volunteering centres are overlooked by a board
with members from the city council, the administration and third sector associations.
They meet up to once a month and debate different current and strategic issues. The
board aso deals with other associations. A survey of associations indicated alack of
knowledge among associations of the existence of the board, a desire for recognition
and support and concern about savings in the municipal budget.™* In 2001 the board
was subdivided into five workgroups which dealt with the future strategy, a
volunteer award, general information, training and the by then current celebration of
the International year of volunteering.* The budget of the centres is decides by the
social department.

The Kamppi centre has about 80 to 90 requests for volunteer services each
month outside the summer season. On average the centre has to phone two
volunteers to find one who is able to visit a customer. The Kamppi list includes
about one hundred persons of which only a part has been active in 2005. During that
year 26 new volunteers joined the centre, the year before 32 newcomers entered. The
majority of volunteers is more than 50 years of age, almost al are women.
According to the head of the centre's estimation they are of different educational
backgrounds, mostly pensioners and some ill in work life; they mostly live
comparatively close to the centre. Three volunteers care for the telephone service
and the employee devotes 15 to 20 percent of her work load to the centre.

The Malmi centre has about 50 volunteers, more than half of them
accompany customers, about 20 are engaged in more steady friendship relationships.
By far most of them are elderly women from the same area of city. They have more
often lower education. The head of the centre is mainly occupied with consulting
other associations and issues of co-operation. She devotes about ten per cent of her
work portfolio to running the centre and does initial interviewing with new
volunteers. The volunteers are afterwards registered with the centres database or
directed to other associations given that seems to be more appropriate.

The East Helsinki Centre has about 160 volunteers and more than 500
customers who request volunteer services. Customers who have a more steady

relationship with a volunteer, a so called friendship service, occasionally phone

Y http:/imww.hel fi/vapaaehtoi styo/kysely.html  (retreived 20.07.2005)
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directly the volunteer. The head describes the volunteers as "lively pensioners’,
mostly women of different educational backgrounds. Some have been active for
more than ten years. Volunteers have accompanied customers about 800 times and
there have been more 1.000 requests in 2004. Currently the centre receives on
average five to six phone calls every day. Volunteers in the friendship service visit
their customers once or twice a week. The head of the centre devotes only a part of
her work to the centre, the larger part is support of and co-operation with other
associations. The second employee uses half of her workload for the volunteer
centre and the other half to organise groups, in particular for families, where she also
co-operates with volunteers. For example a group of single mothers is supported by
five volunteers who look after children to offer mothers the opportunity to receive
themselves support, take part in courses or talk.

5.2. Established help associations

The Finnish Red Cross (Suomen Punainen Risti, SPR) has volunteering services
since half a century. In Helsinki there are five offices, we focus on the one in West
Helsinki. The friendship clearing house was established in 1983. It is located in the
Pohjois Haaga service centre and co-ordinates services for a large area including
Munkkiniemi and Kannelméki. The volunteering service works on Mondays and
Thursdays between 12 am. and 4 p.m. A group of five volunteers organises the
volunteer telephone. They co-ordinate an approximate number of 90 volunteers who
are in seady friendship relationships with customers and another ten who
occasionally accompany people. The group of volunteers consists almost completely
of elderly women, most of them are retired and 90 per cent of them are members of
the Red Cross. Some of those few who are not pensioners are at work or
unemployed. A number of the volunteers has a professional background as a teacher
or in the social sector. About religious affiliation nothing is known. The volunteers
come from the areas where they also serve. Many have been active for a period of
several years. The main mode of activity is helping and accompanying other
persons. Most customers are old persons; there are also a few younger clients who
are mentally or bodily disabled. Some volunteers prepare every other Sunday a
meeting place in the service house as a cafe (friendship club).

12 http:/mww. hel.fi/vapaaehtoi styo/toi mintakertomus.html (retrived 20.07.2005)
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The centre uses rooms of the municipality and gets an annual support of
1.000 Euro to cover telephone and internet costs, mailing, coffee for the friendship
club and a tour for closing the season. The tour is organised before the summer
break for the support of volunteers. The last one was a visit at the cultural area
around the lake Tuusula in which 30 to 40 volunteers participated. The Red Cross
has a close co-operation with the congregation in Kannelméki. They sometimes
exchange volunteers. A volunteer club meets once a month and offers exchange of
experience and support.

The second traditional association, the Salvation Army (Pelastusarmeja), has
no general volunteer clearing service, it basicaly uses volunteers within its own
organisation. Volunteers are active in distributing bread and other daily
requirements. They serve also at the assistance office which is open al day except
for Sunday and at another office that is open on Wednesday, Thursday and Friday.
They also make dishes in the service house (palvelukeskus) that offers cheap meals.
Volunteers cook coffee, support the organisation of programmes, help in the office
by checking customers cards or clean after mess in the congregation house. Further,
they help in street collections and participate in "talkoo" work, i.e. working together
in a short but intensive collective effort. The work is co-ordinated by one helping
secretary for social affairs in the headquarters in Punavuori. Usually people phone
the office and are directed to places of need, sometimes volunteers go directly to
local chapters. The responsible secretary calls volunteers after requests by telephone.

There are between 70 and 100 volunteers who regularly work with the
Salvation Army. Some come for afew days until they realise that it istoo exhausting
for them, others have been engaged for 15 years already. They are amost all
women, the majority is older and with lower education. There are more unemployed
than employed and they come from different areas of the city. There are people who
belong to a church as well as those who are outside church.

The third association, the volunteer activity centre of the Kalliola Settlement
House (Kalliolan setlementti), is located in Itd Pasila. It started in 1999 as a project
together with the Y-Foundation and the social department of the city of Helsinki.
The Y -Foundation provides small flats mainly for elderly persons and single parents.
The initial role of the Settlement House was to distribute the flats and offer a holistic
support service since the dwellers usually have various difficulties as a background.

About one out of ten asks for this kind of support. The initial project intended to
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create a new model of housing and was financed by the Slot Machine Association
(RAY), the main supporter of third sector associations in social affairs. In the course
of the project the employees realised that it could be useful to develope a
volunteering service. Although the organisation has a Christian background this is
not stressed in their daily activities. There is no cross displayed, it is more important
to share an understanding of basic values in interaction. That way also people with
other religious background participate.

Today the project works with two employed co-ordinators who also provide
training for volunteers and occasionally help out themselves when no volunteer is
available. There are 15 steady relations of volunteers to people with children or
elderly persons. They meet once a week or every other week according to an
agreement that has been made at the beginning of such a support relationship.
Additionally there are supporters who occasionally come in, as well as other regular
activities like a textile workshop. One volunteer offers an art workshop in a boys
club. Once a year there are ten to 20 supporters who help to organise arock event in
the Kallio district and offer their experience to support young musicians. The
general aim is to create a low threshold to help people participate in societal affairs.
The youngest volunteer is 20 years of age, the oldest 65, but the majority is above
middle age. There are more women than men, and more with higher than with lower
education. People are partly in their work life, partly unemployed, some belong to
the church, others don't, and the volunteers come from different areas, some even

from outside of Helsinki.

5.3. Specific pur poses associations

Stop for Drugs (Stop Huumeille) has been established in 2000 as an association that
wants to prevent the use of drugs and works with people addicted to drugs. The
association has an open house in It& Pasila from 9 am. until 3 p.m. on work days.
Between 20 and 30 persons visit the house every day where they can use a
computer, play different games, get support and advice, conversation and meals or
just be there. Further, the association has a number of other activities among which
are some continuing projects and the organisation of bigger events. Among them are
helping at the city marathon, a big drug evening, a drug free night at the night of the

culture, a three days music festival in the forest and commemoration day for aids
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victims. A longer project is "Home Sweet Home" which supports drug addicts at
home, a band club, a sports group, a holiday camp and accompanying in-mates of
stationary therapy when they leave hospital for a day. The basic work of the
association is carried out by employed professionals. Volunteers come in as helpers
in certain projects or help with the organisation of events. Their most important
work is to distribute information at events, to organise and to help keeping the house
open on some national holidays like New Y ears Day, Mayday, Midsummer Day or
Christmas Eve. Ten steady volunteers in the home visiting project support people
once amonth at their home.

Many volunteers are around 30 years old, both men and women, they come
from different areas and are partly employed, partly unemployed. More have a lower
education than a higher one. About their religious affiliation nothing is known.

The second specialised association is the Friends of the Earth Helsinki
University Group (Helsingin Yliopiston Maan Ystavat, HYMY). It was founded in
February 2000 after the Finnish branch had been established in 1996. The group
works completely on a voluntary basis. It gets occasional support from the Finnish
Friends of the Earth headquarters when it comes to organising events or meetingsin
the capita. The Helsinki group focuses on grassoots activities such as
demonstrations and information tables. Twice a year the group organises a
demonstration, one of them by bicycle. It meets in the new house of the students
association where it shares a room with other groups. The group meets weekly
during study terms, usually with three or four persons, sometimes more. The group
has a political purpose in arguing for the preservation of the environment. Some
issues addressed by them are individual car traffic, nuclear energy or the current
state of the global climate.

When it comes to public activities the group can rely on an email list
containing about 200 supporters. These are not volunteers in the general sense of
this study. They occasionally act as engaged citizens on particular events. In the core
group of four to eight persons of both genders are represented, members are young,
at present they are students at the university, some are also working. Religion does
not play arole, and most of the members are not religious.

Finally, the Service Civil International (Kansainvalinen Vapaaehtoistyo,
KVT) is an association that has its origin in 1948 in the reconstruction of Finnish

Lapland after the Continuation War. It entered the international volunteer work
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camp exchange organisation (SCI) at the beginning of the 1980s. KVT is located in
It Pasila and has two employees on a part time basis. There are about 20 volunteers
in Helsinki and another 20 in the rest of the country who belong to other centres.
Volunteers are active in workgroups on the board of the association, they do book
keeping and support the office. A workgroup organises work camps and the co-
ordination with the international branch. Work camps are a speciad mode of
volunteering where people from different countries meet for a period of a few
weeks, usually two, to work together with a specific purpose like reconstructing a
house, making a theatre project in a poor neighbourhood, organising a festival for
handicapped etc. The volunteers pay a fee for the organisation and their travel
expenses while the host cares for their accommodation and meals. As these work
camp volunteers only have loose contact to the association we will focus on the
group of volunteers directly affiliated with KVT in Helsinki. The aim of the group is
to enhance international experience and cultural exchange. It is member of the
umbrella organisation "allianssi" which takes care of their interest on political levels.
KVT does not have a defined agenda, the activists can take up whatever interests
them.

The volunteers are mostly young women, often highly educated, mostly at
work. They are from the nearer environment, for the majority religion is not
important. Most participate for a longer period. As they are internationally oriented
the reason to leave the group is often that a person goes abroad.



6. Central issues of volunteer organisation

This chapter presents central aspects of the organisation of volunteering. It first
addresses recruitment and motives of volunteers. Another crucial issue is how the
placement of volunteers is realised in practice. This will be the focus of section two.
People who have expressed their wish to engage themselves have to know what task
is waiting for them and possibly they might need additional competencies and
gualifications. Thus the subsequent section asks how training works and how the
organisations interact with volunteers, in particular which ways of appreciation an
organisation has developed. After that the chapter turns to the general climate for
volunteering and looks at ideas for improvement as well as expectations for better
support. The fifth section takes a closer look at the East Helsinki centre and finally

the location of the centres in public space is discussed.

6.1. Recruitment and motives

The wish to help others is a central motive in volunteering but other reasons may be
equally important. Prominent issues are the wish to share company with others, to
do something useful and react to need in society. It has to be stressed that personal
contact in any case is a significant way to recruit new volunteers. It will not be
elaborated upon further here.

The representatives of the East Helsinki volunteer centre stress that
volunteers feel social responsibility. They know that many old people are alone and
they want to react to this problem. Since the volunteers are themselves elderly
persons they also have time; using time through engagement contributes to their own
well-being as well as to the well-being of customers. Many are engaged for longer
periods so that volunteering provides content for their own life. They get enjoyment
out of their work. Especially those who left active work life want to be useful and be
with people.

Volunteers know about the Mami centre because it advertisesin local papers
and has an internet page. Many volunteers come through the congregation and the
Red Cross. Fluctuation is not very high. Time and again someone new comes in, but

most of the time the group consists of arelatively fixed circle.
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The small group of young volunteers has a different motive. Several times it
was mentioned that absence of or distance to own grandparents got them interested
in volunteering. The Kamppi centre received new young volunteers as an indirect
result of an advertising campaign by the Helsinki Mission. In autumn 2005 the
Mission presented posters which pointed to the issue of suicide out of loneliness
among old people. Several incoming volunteers noted that they had quite some time
considered volunteering and the campaign made them take the final step to engage
with the Kamppi volunteering centre. Recruitment usually takes place through
volunteer courses and advertising in the Helsinki Info journal that is freely
distributed to all households. The East Helsinki centre estimates to have about 10
active young volunteers. The reason for them is to learn something which for
example contributes to their studies. Recruitment in the East Helsinki centre takes
place through the Red Cross, through courses and through friends.

The most important motive for people engaged with the Red Crossis to feel
useful when helping others. This is significant for those who have been retired,
especially those who have worked with people before. Some want to give because
they themselves received help from others. Also here loneliness of old people has
been an important motive especially for the few younger helpers. They have
discovered that problem after public discussion and reports in newspapers and
wanted to react to it. Volunteers are also attracted through other activities of the Red
Cross such as street collection at the hunger days campaign, as well as through
courses and announcements in newspapers. Twice a year the volunteer centre sends
about 100 letters to inform about the centre.

People volunteer at the Salvation Army for humanistic reasons, because of
loneliness and the wish to help rooted in their Christian belief. Often people come to
volunteer because they have themselves received help at some other point of time.
The Salvation Army has enough volunteers coming in without special recruitment
measures. In fact, at the present stage the organisation could not handle a drastic
increase in requests therefore establishing a volunteering centre would be beyond the
scope of their activities. Sometimes people come with motivations that do not fit the
tasks, therefore it is important that people know their own limits.

Volunteers in the Settlement House project come with the wish to help
people. But other reasons are also important such as community and meeting others.

Some want to use their experience and competencies acquired in different spheres of
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life, others seek a contrast to their work life. For some engagement has originated
because they received help when they have themselves experienced difficult times
and want to give something back. Some younger persons are looking for vocational
experience and knowledge. Most volunteers are recruited through courses.

The anti drug association does not have problems to recruit volunteers. It
covers its main activities with professional staff, and in addition to employees
volunteers come in. Some people might for example have heard about the project
and became interested, they might have seen the group's activities somewhere. Since
the association has many daily visitors there are also quite a number of potential
volunteers. In addition, students come in for internships and some of them continue
as volunteers. The same is true for relatives of addicts or people with own drug
histories who decide to stay in contact with the organisation and help with projects,
opening times etc.

Motives are a wish to help, to find content for ones own life, but also to be
part of the community that meets at the associations place. Further, shared opinions
concerning the issue of drugs and their societal meaning result in ideological
proximity that motivates persons to engage themselves there.

The members of the Friends of the Earth (HYMY) group have come for
different specific reasons. Some report that they have before been interested in
environmental issues and found their way through other initiatives to this group.
When becoming a student they were looking for a way to continue a former
engagement. One put it like this: "l have got the interest through my mother's milk",
meaning that he has been interested in the protection of the environment since his
early days. Others, however, have migrated through other topics to the
environmental activists. One, for example, had before been engaged in a group for
animals rights, another in the human rights organisation Amnesty International.
Though they have different origins they share the motive to reacts to injustice and
problems in the world that require a public and political answer. Besides, the
persons are also looking for like-minded company whom they can spend time with.

The members of the Service Civil International group (KVT) aso have
different motives. All share the background of having been to a work camp
themselves which got them interested in continuing such a kind of activity. Believe
in the idea of work camps and the wish to better understand the work camp system

made them active as supporters. Very important are social reasons in the sense that

37



people appreciate the specific community spirit of that particular group of like
minded people. Peace, solidarity and cultural exchange are common values for the
members. Finally, some also look for experience with organisations, that could be
useful for them in future. The interviewee reports that a few weeks in a work camp
are too short a time to get to know a culture. But one sees different kinds of people
and thereby it helps to enlarge one's view of the world. Some have worked as
volunteers also in a refugee reception centre. Altogether there are not too many
volunteers. Other groups are in Tampere, Turku, Jyvaskyla and Oulu. Recruitment
of new members is seen as a demanding task that probably has to be addressed in

future.

6.2. Placement and organisation in practice

The principal task of volunteering centres is placement of engaged citizens. The
other volunteer agencies locate volunteers within their own organisation. This
section introduces how the associations approach the task of matching volunteers.
The municipal volunteering centres work in practice with a database that
contains all volunteers with their telephone numbers and some information on their
fields of interest. These are mainly centred around accompanying and helping
persons. Engagement in the Kamppi centre, for example, starts with an interview of
the volunteer. This covers the background and interests of the volunteers, the
principle of volunteer work and the specific needs at the centre. An interview
usually extends over one hour. The heart of the volunteering centre is the telephone
service. It takes incoming requests for support and browses the database to ask
persons registered whether they could be able to come to that person. Actual
placement is mainly done through a specialised group of volunteers who act as
brokers and serve on that telephone. As mentioned above the East Helsinki centre
has an employee that devotes part of her work time to placement. The East Helsinki
Centre has one room that is mainly used for placement the other two centres act in a
room that is shared for other purposes as well. Some volunteers have direct contact
to clients in friendship relationships. All three centres are located in service houses,
they have access to other facilities which enables them to host groups for

information, training, recreation and other activities.
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The placement of volunteers through the Red Cross usually takes place on
request of a home care service or sometimes of social workers. Sometimes relatives
call, in few cases persons who are gill able phone themselves to request help. The
volunteer brokers then phone volunteers according to the database entries. A part is
directly organised through friendship relations. Among the services offered is
accompanying persons to go out, go to doctors, do conversation and give company.
Volunteers do not go shopping on behalf of customers but with them. It is important
to find clients nearby, partly because there are no resources to cover travel expenses.

The Salvation Army places volunteers where they are needed. This is also
co-ordinated by telephone at the headquarters office. Partly it is arranged directly
through the local branches in the city.

The Settlement House establishes a so called contract between itself, the
customer and the volunteer to clarify the subject of volunteering, that is the range of
work offered. The agreement gives security for the client in so far as he knows what
he can expect; the helper knows what he is active for and the Settlement House can
better clarify what is object to volunteer input and can better guarantee that adequate
principles are regarded in the course of engagement. The contract is the final stage
of an intensive process of getting acquainted with a case. An initial meeting at the
office, usually at the coffee table, helps to define what kind of support is needed.
Together with the volunteer the agreement is written and support work starts. The
centre is always reachable for advice and exchange for the volunteers. It also
provides for instruction and guidance. Support relations are initially planned for six
month, but they can be extended if that seems reasonable. In the beginning the
project also used a tandem model were two volunteers supported one client but that
turned out to be too confusing for all parties. But one volunteer might care for more
than one customer. There are three to six meetings of all three parties during the
support process in the Settlement House. The head of the project stresses that one
needs patience because results can only be achieved as long term change. In a way
the Settlement House could also be seen as a volunteering centre that works on a
highly organised, long-term basis. Ad hoc placement does not occur.

The three specific associations do not have volunteer placement services but
use volunteers directly in their activities. Stop for Drugs uses volunteers in the
context of own projects and events. The Friends of Earth group works even more

informally. It isthe only group within this research that consist of volunteers only. It
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works mainly through direct interaction of the persons involved. Meetings every
other week are used to co-ordinate activities. KVT places volunteers through a
highly formalised system into places all over the World but this activity is based on
a specific arrangement and particular motivation on the part of the work camp
volunteers. This report concentrates on volunteering within the organisation. Their
volunteers act through different workgroups such as the board, a placement group,
and a development group among others. People choose their activity themselves or

are elected where appropriate.

6.3. Training and appr eciation

Volunteers are lay helpers who often receive additional training to introduce them to
the principles of volunteering and their specific task. This section looks at how the
organisations equip them with these qualifications and which ways the have
established to appreciate their work.

The municipal volunteering centres regularly offer courses themselves or, as
in Kamppi for example, through the Red Cross. When someone visits a customer for
the first time she is accompanied by another volunteer or staff who knows the person
and is able to explain what kind person the customer is and what problems might
occur. Courses introduce issues connected to old age. These cover for example how
to be with old people, typical illnesses next to the principles of volunteering.
Volunteers are also informed that they have to treat al personal information
confidential. Those volunteers who answer the telephone line and do the placement
get an introduction by the heads of the centres.

The centres offer recognition and recreation in a number of ways. There are
coffee afternoons, visits at a theatre or museum and occasional short trips to
interesting places. Training is also away of appreciation. Sometimes volunteers are
visited by distinguished politicians and heads of departments or invited to a
reception. There are also certificates and medals for volunteers. An award has so far
only been granted to organisations. A head of one centre stresses saying "thank you"
can be small things, meeting someone important, a free ticket or an afternoon with
coffee and biscuits can be enough.

The Red Cross arranges training through a volunteer course for every person

who is interested in volunteering. Only after having attended the course the
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volunteer establishes a relationship to a client. A person who is interested in
volunteering comes in for an initial interview where the organisers take personal
information and then the Red Cross invites them to a course. After having attended
the volunteer course the organisations tries to find a steady customer for the new
volunteer. In case the relation does not function they try to find another person.

The organisers advice volunteers not to visit customers more often than once
aweek in order to ensure that the relationship does not develop too closely and turns
into a threat to the voluntary character. The volunteers can meet once a month to
exchange experiences and ideas. It is an opportunity for the Red Cross to give
something back to the volunteers. With the same purpose aso the trip before the
summer break is arranged.

The Salvation Army has no specific training for volunteers except in areas
where special preparation is needed. The representative of the Salvation Army
stressed that usually volunteers are only required to have a stable mental constitution
and be able to manage their time. Critical fields, like family violence, are usually
only open to volunteers who already have some professional background in the field
in question. Appreciation has no specific form, it mostly occurs as integration of
volunteers into the celebrations of the Salvation Army.

The Settlement House offers a number of volunteer courses during the year.
These are used to introduce the Settlement House, the principles of volunteering, the
basics of support work, something about elderly people and how to communicate
with others. Once a month a meeting in the Settlement House presents topics of
general interest for the volunteers and related to care work. This meeting is also a
place for exchange and recreation. Additionally there are sometimes visits at a
theatre, sauna evenings or trips. The employees of the Settlement house are
sometime asked by other organisation to offer courses for volunteers.

The Stop for Drugs association does not have organised introductions for
volunteers except for those in one particular project. What is necessary to know is
explained "on the job" through learning by doing. Once a month there is a meeting
with about ten volunteers, mainly supporters from the Home Sweet Home project,
and one employee. The meeting offers an opportunity for the exchange of
experiences and information. It also serves as a kind of supervison where people
can express what they have on their minds. Training is aso seen as a way to

acknowledge the effort volunteers have made. For the same reasons there is a
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weekend trip to a cottage with sauna and barbecue. Volunteers receive there an
information package through an employee or some specialist from the social or drug
field.

The members of the HYMY group usually have experience as activists from
other contexts. They mainly work through interaction among themselves, the central
office and other groups. There are no procedures of appreciation. The interaction of
the group itself and its achievements are the main reward.

Also the KVT group has no specific training. There is no organised
introduction, volunteers learn informally through what they are doing. The
interviewee notes that there is a lot of knowledge in KVT but there is not yet an
organised way to benefit fully from it. After one of the employees has been to a
seminar organised by the Ministry of Education the association is currently
establishing a development group that addresses organisational change. The group
does not have resources to develop their group with external training therefore it was
very helpful that training was offered by another institution. KVT is currently
reflecting on the intensity of their future work. Since recruitment is demanding,
training can not only help to find new ways to work but also change and improve
motivation. As with HYMY appreciation is embedded in the interaction of

volunteers.

6.4. Societal climate for volunteering and suggestions for
impr ovement

The volunteering centres and associations operate in a societal context that limits or
enables their activities. This section presents how they perceive the climate towards
engagement and what ideas and expectations they present to improve support for
volunteering. The interviewees speak about politics in general. There are no
references to one particular politician or party. They also refer to the media. This
way they describe the general societal climate asthey see it.

All employees at the three Helsinki volunteering centres hold the opinion
that volunteering is seen positively in society. In fact, it is widespread, only people
are often not fully aware of it. When talking about tangible activities it turns out that
many people have done something regularly for the benefit of others. Public

awareness seems to come up in waves. They found that some years ago there was a
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peak in public attention. At the Malmi centre one holds the opinion that in the
context of certain events the issue comes into the public and afterwards dies away
again. An example has been the world athletics championship in the summer 2005
of which featured volunteer helpers in many reports in the media.

Another notes that she has no idea what politicians actually think about
engagement, but she reports the impression that they do not seem to show too much
interest. Others argue that politicians have paid a lot of attention to volunteering. In
past years there have been great expectations in the context of restructuring of the
welfare state and changes in welfare services. In fact it is on the agenda as a high
topic, in particular on the level of public officials and it is mentioned in many
official documents. However, the same interviewee thinks that people in general do
not know much about volunteering. The head of the Kamppi centre sees
volunteering slowly on the increase. It seems to get more public attention although
she does not recall anything particular from the side of politics. Basically she thinks
people see volunteers as good people and evaluate what they do. People receive help
and as a consequence they become aware of the engagement of others. Some also
see mothers baking for a sports club as volunteering which is very different from the
kind of help that is provided by the volunteers of the centre. Since there are many
kinds, she claimsit is difficult to say something general.

All heads of the centres argue however, that it were important that politics
and public officials knew more about the situation of the elderly, their loneliness and
illnesses. Ageing of society and the model of old people living alone at home is a
great concern for the organisers of volunteering. This is further stressed by the
perceived reduction of services while a the same time family members are in most
cases unable to care for relatives because they are at work. Professional care services
only offer the most necessary basic care. One notes that probably savings in the
welfare services were the background why the volunteering service of the city had
been established. They expect that better knowledge by decision makers would
result in better support. They stress that great expectations have to be met by
resources. Volunteers do work for free but they need refreshment and strengthening;
even small things can have an impact on their motivation.

One problem isthat the public image of volunteering is old fashioned. People
see volunteers as being bound for a lifetime or that it is somewhat focused on culture

or sports. The head of one centre notes that voluntary care work is hard work of
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which more is needed. She also raises the question whether a volunteer is the right
person to do this. In fact the society should care for it.

The head of the Kamppi centre estimates that the volunteer brokers would
probably appreciate a room which allows for more quiet work since the current room
is shared with other initiatives, but most needed are more volunteers which requires
more advertising for it.

A working group with members from the social department, elderly care
services and the volunteering centre currently meets to develop the idea of
volunteering centres further, for example to extend it to other parts of the city.

The representatives of the Red Cross aso see a positive climate for
volunteering. According to this view it is more in public nowadays than before.
Since social services need money and the population on average gets older there is
great need for helpers. They remember a report about fraud in the use of grants
which created a negative image; but that is seen as an exception. Volunteering is
recognised in general but one should not take unjust advantage of it. Their service
could need more financial support for its activities. Marketing like advertising in
newspapers and mailing to inform about their service is very expensive. It is also
seen as a problem that the volunteers have to pay travel expenses themselves. Thus,
money could be needed not to earn but to get reimbursement of expenses and
improve advertising.

The representative of the Salvation Army reminds that people today care
much for themselves and less for others. Sometimes it would be better if people
would care for their neighbours instead of going to an organisation to help there. In
particular families with children and old people lack support networks. Today there
might be more need for volunteers because before people did care more for those
who lived near them. She does not believe that politicians have the issue on their
mind. For example, she does not recall anything connected to the issue in parliament
or during the presidential elections. She sees some risk that volunteering dies away
because it is no longer normal that one wants to help others. For volunteers she
wishes an opportunity to support them through training, give attention to them or
organise a recreation day. Since such simple things cost much today, some support
from tax resources would be highly welcome. The city could also support
volunteers, not necessarily always via associations but directly or through other

channels which she, however, can not specify.
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The head of the Settlement House project observes that the field of
associations has developed significantly in recent years. New associations have been
established, there is increasing co-operation between the welfare state, the third
sector and commercia care services. Politicians believe in the third sector although
they first saw it as a threat to the to the service model of the state. In the course of
this process the Settlement House itself faces competition. The sectors work
together, and the roles have changed during the years. They should co-operate but
not do the same. In reality they have converged to some extent and it looks to him
that the state takes sometimes the role of the third sector. He holds it important that
the three sectors sustain different profiles. Important would be flexibility of
municipal social service professionals. The Settlement House sees need for
resources, in the first place that people can work in the association and bring people
into activity and work. Money could also be used to create space in the area where
people can meet. Renting a places is expensive but developing an activity rests on
having a place where to gart it. There is also the impression that politicians speak
among each other without much knowledge about what really happens in
associations.

The representative of Stop for Drugs holds the opinion that people are
interested in volunteering. She connects it to competition and loneliness in society
that makes people interested in volunteering, not only elderly but also younger.
According to her experience the mass media reports about associations and
volunteers and also informs about events. Politicians also show interest and would
like to see more volunteers. However, she notes that one should perhaps make more
clear what the role of volunteers is, and stress that they should not substitute
professionals. She sees room for improvement in co-operation between public
officials and associational actors. As tangible expectations she mentions more space,
money for the training of volunteers and for staying overnight in connection with
courses and appreciation.

The Friends of the Earth group has the general impression that people are not
much in favour of them because they threaten well established habits of many
people such as consuming or frequently using cars. They observe that it is difficult
to get people engaged. There is a high threshold and people are often passive. Those
who are active usually turn to established organisations like the Red Cross or
UNICEF but not to grassroots organisations. They also wish that people would be
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more interested in the environment issue. More activists could give them more
visibility but they realise that this expectation is in fact directed towards themselves
and their efforts to attract people. As regards politicians they would like that they
take groups like them more seriously and give them more, and more real, attention.
They have the impression politicians only mention them on celebratory occasions.
From the public sector they could need some money to establish an own office
because at present they share the room with seven other groups which makes it
difficult to act. Usually contact to politicians is taken care of by the headquartersin
Jyvskyld, but in 2006 there will probably be a meeting with the city council.

Also the Service Civil International group observes a positive climate
towards volunteering, and notes that there are every now and then reports in
newspapers. Public attention is important for associations. The representative
compares the climate in Finland with her experience in Poland and Belarus where
people usually do not understand why one should do something voluntarily. She
observes that politicians are concerned about young people not using their
opportunities to influence politics. As regards the third sector she finds that the
relation to politics depends very much on the type of association. Politics usually
supports associations from the field of social support and health services. Since
KVT isactive in another field they do not receive the same attention. KV T is located
in Helsinki but the organisation is responsible for the whole country. Therefore they
are in contact with a ministry rather than with the city. KVT itself does not act as a
lobbying organisation, it is member of an umbrella interest organisation. KVT has
existed for long and stands on its own legs, thus, it is not dependent on the city or

some other institution.

6.5. A closer look at the East Helsinki Volunteering Service

More detailed information is available for VaTi, the volunteering service of East
Helsinki. The database has registered 168 volunteers but not al of them have been
active in the year 2005. According to the database of the centre almost nine out of
ten volunteers are women. The mean age of volunteers is 56,4 years and the largest
group is between 56 and 65 years of age (34,5 %), the second largest between 66
and 75 years (22,8 %). Altogether almost two third are older than 55 years. Except

for a handful of person the volunteers have Finnish (or Swedish) as their mother
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tongue. One quarter (23,2 %) has attended a course or some other kind of training
during their volunteer carrier, many of them with the Red Cross. Usually people
have attended the friendship course. Among these 39 trained individuals is only one
man. In the age group between 56 and 65 more have attend a course (36,0 %) than

on average (26,9" %).**

Table 2: Age groups among volunteers

Age group n Per cent
-25 9 6,2
26-35 7 4.8
36-45 12 8,3
46-55 26 17,9
56-65 50 34,5
66-75 33 22,8
76+ 8 55
Sum 145 100

Source: VaTi Database, author's cal cul ations

A large number of volunteers comes from the districts Itékeskus (Eastern
Centre of Helsinki) and surrounding quarters like Puctila or Puotinharju, but there
are as many who come form slightly longer distances like Vuosaari, Kontula or
Herttoniemi. A few come from more remote areas like Valilla or even Paloheina.
Altogether the majority of volunteers comes from the larger East Helsinki area but
not necessarily directly from its centre Itakeskus.

The centre has also registered 522 customers in its database. Customers are
on average 76,8 years old. Women are also the clear majority among them (82,2 %)
but the over weight is not so strong as among volunteers. Two third are older than
76 years, more than 80 per cent are over 65. The largest group is between 76 and 85
years (41,1 %). Most customers come from Itékeskus and Puotila but many also live

in Vuosaari, Myllypuro and Kontula.

13 The value differs form the overal| average because only for 145 individualsinformation on ageis
available.

4 Thisis aso true for those ol der than 75 which might be explained by training they received in some
earlier stage of their engagement. Note a so that they are only four persons.
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Table 3: Age groups among customers

Age group n Per cent

-25 6 1,3
26-35 4 0,8
36-45 11 2,3
46-55 20 4,2
56-65 45 9,5
66-75 77 16,2
76-85 195 41,1
86-95 108 22,8

95+ 8 1,7

Sum 474 100

Source: VaTi Database, author's cal cul ations

Most cusomers wish a volunteer to accompany them to places, many also
wish general support when going out for a walk. Other somewhat frequent wishes
are for example friendship service, help with particular things, reading, company
and conversation. A small number has very specific wishes like help with applying
eye drops, sending post or help with barbecue in summer.

For 482 customers there is information on who has enrolled them as a
customer to the volunteering centre. In half of these cases the request for help has
been presented by care services (48,8 %), usualy municipal and private home care
services and in a few cases from service centres. In 103 cases (21,4 %) the request
has been presented by the customer herself, and in 42 cases by relatives. Several
types of other entries have been classified as others. The great mgjority of them were
particular persons (85 cases) who presented the request to the volunteering centre. It
is unclear whether this was a friend, a professional or some other person who had a
contact to the individual. There are slight differences among women and men. Both
groups have most often been registered by care services (women 50,5 % men 44,2
%), but women have second often registered themselves (22,9 %) whereas men have
then been presented by others (23,3 %), relatives (17,4 %), and least often registered
themselves (15,1 %). Middle aged customers have usually registered themselves

whereas those older that 75 where mostly introduced by service professionals.
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Table 4: Registration as a customer of volunteering centre

Initiator n Per cent
Service professional 235 48,8
Customer hersdlf 103 214
Relative 42 8,7
Other 102 21,2
Sum 482 100

Source: VaTi Database, author's cal cul ations

Both groups, volunteers and customers, are overwhelmingly composed of
Finns and women clearly dominate. From the interviews it is also known that the
majority is retired. Customers are on average about 20 years older than volunteers.

Table5: Selected indicators

Volunteers (%) Customers (%)
mean age 56,4 76,8
women 88,7 82,2
course or training 23,2 -
Total n 168 522

Source: VaTi Database, author's calcul ations

6.6. L ocations

Volunteering centres and volunteer agencies exist through the citizens that are
engaged within them. The public appearance of the organisations is important in two
respects. The location is a significant element of their accessibility. Citizens have to
find their way to the organisation. Often that happens through existing contacts but
there is also the chance that people who pass by drop in. If they are to be centres for
citizens it is indispensable that they are easy to access. A good location in the public
sphere also contributes to visibility of a centre or agency and provides for presence
inthe local public space.

The East Helsinki volunteering centre in is located at the central square of
Itékeskus right next to the metro station. Despite the central location it is somewhat
hidden on the second floor in a building with other municipal offices. It can be
recognised by a sign next to the entrance. One enters the centre by ringing a doorbell
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