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Presenter Notes
Presentation Notes
DANA: 

Welcome, we are recording. Thank you for joining us for this important session. You can share comments and questions in the chat as we go, too!


.

VSys Voices Presenters

Lisa LaVigna, DM is the Vice President of Business Development & Sales at Bespoke where she
focuses on helping existing and prospective VSys clients maximize their use of VSys One to reduce
their workload and improve the volunteer experience. She teaches Business Communications at
her local community college as an adjunct professor. In her previous role she worked at a
nonprofit college as the Executive Director of Partnerships where she focused on recruiting,
admissions and building strong relationships. Lisa is on the board of Jazzy Sun Birthdays, an
organization that organizes birthday parties for children in homeless shelters. She also volunteers
weekly at a local shelter for women and children.

Roseanna Galindo, CAVS, CCBA, blends 30+ years of experience in leadership in volunteerism, both in
practice and in research. She is certified in business analysis and helps nonprofit and healthcare
leaders to confidently harness data for meaningful impact. Through her blog on PeriscopeBPA.com,
she bridges communication and data, championing the human experience in healthcare and the
essential role of volunteer leaders. Roseanna is also the developer of the Volunteer Satisfaction Index
(VSI). Roseanna worked as a Volunteer Manager in healthcare for many years.
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introduces speakers


http://periscopebpa.com/

B
VSys Voices Presenters

Dana Litwin, CVA, is a globally recognized strategic advisor, speaker, and advocate for civic service.
Since 2002 she has guided organizations nationwide to produce breakthrough volunteer and
community engagement programs. Dana is the creator of the YouTube channel “Priceless Advice for
Leaders of Volunteers”. She served as President of the Association of Leaders in Volunteer
Engagement (AL!VE) and is a founder of the National Alliance for Volunteer Engagement. Learn more
at danalitwinconsulting.com.

Todd McMullin graduated in non-profit management and has 25 years experience as a technology
consultant for community organizations. He is the co-founder of a United Way chapter, a local
Volunteer Center, Samaritan Technologies, The Disaster Help Network, The Congress of Volunteer
Association Administrators and the Association of Leaders in Volunteer Engagement (AL!VE). Todd
brings experience with multiple volunteer management software solutions and an overall vision for
the future of volunteerism to the Voices.

VSys One — Volunteer Management Solutions



Presenter Notes
Presentation Notes
[Lisa]

Introduces speakers


http://danalitwinconsulting.com/
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Today’s Learning Objectives

0e0 Tour of Conferences We Attended

Lﬁ Discuss Trends & Themes We Observed

Open Discussion on How These Apply
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(READ SLIDE)




.

Target Audience for Today’s Webinar

Minimal Knowledge
Looking for some basic information,
key principles and “how-to’s” on the

subject.
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SKILL LEVEL

v

Working Knowledge

Integrated practices and moving
beyond basic concepts. Looking for
breadth and depth on a topic

v

Authoritative Knowledge

Looking for advanced knowledge, integration
and concepts that are innovative and cutting
edge.
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Our target audience today is Everyone. A working knowledge is helpful to incorporate the ideas to action for welcoming a wide variety of volunteers into your organization. 

�


'S
Conferences We Attended

e Society of Healthcare Volunteer Leaders (SHVL)

e Beryl Institute: Elevate 2025

e Points of Light Foundation (POLF)

 Minnesota Healthcare Volunteer Resource Professionals (MHVRP)

* New Jersey Assoc Healthcare Volunteer Resource Professionals (NJAHVRP)

* Ohio Healthcare Volunteer Management Association (OHVMA)
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Here are the conferences we’ve been to this year. We’ll be reviewing each in the next few minutes.


B
Interesting Things We Learned

1. % of the non-profit workers are volunteers.

2. Only 50% of volunteer shifts are filled.

3. Corporations give more SS than foundations.

4. Healthcare volunteerism is moving closer to Patient
Experience (PX).

5. Volunteer staff turnover is increasing.

6. People are talking about Al. Can we use it?

7. Consolidations. Mergers & Acquisitions.

8. Increase of CAHPS / HCAHPS is causing a lot of stress.
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~ FROM NICE TO
NECESSARY

Unleashing the Impact
of Volunteering Through

Transformative
Investment

.:  POINTS
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Reference source for #1-3. 

On #5… We see a lot of volunteer leaders retiring. Turnover is hurting the bottom line and causing volunteer turnover as well.  



Society of Healthcare Volunteer Leaders (SHVL)

Theme: Trends:
“Dig a Little Deeper and 1. Importance of PX
Flourish” 2. Engaging in the Community

3. Non-Traditional Volunteer Experiences
4. Volunteer Management

5. Customer Service

6. Mergers & Acquisitions
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This conference continues to grow attendance. It is a more tactical conference than BERYL and focused very much on operations. There is a large gift shop contingent at this conference.  This year they had 186 attendees – a little less than what they were expecting as the Canadian attendees all cancelled at the last minute. Not sure if we should call that a trend…

I love this conference as it tends to be very practical. There were great sessions on how to manage volunteers, recognizing the importance of engaging with PX teams. Lots of folks commented that they were pushing for volunteers to be recognized as key to improving PX. Increase of CAPS (not just HCAPS) now outpatient etc are being measured. Where you greeted? Did you feel comfortable/welcomed? 

There were also sessions discussing different ways to engage volunteers. One of our clients, Nuvance Health showcased their Mission Health day where they run an event for the community to improve overall health. They have different vendors such as insurance companies, social services agencies, vaccination clinics, educational events all at this public event. This was a good example of using sing volunteers for new non-traditional roles (calling patients post release, Adopt a Floor, one time events with their foundation).

There was also a lot of discussion about recruiting and retaining volunteers:  making volunteers happy. And dealing with challenges with volunteers such as how to have difficult conversations . The perfect example dealing with an older volunteer when their decline becomes evident. Ouch!  

Finally, we heard a lot about consolidation. Hospitals continue to merge – every year we see fewer independent hospitals


®
New Jersey Assoc Healthcare Volunteer Resource Professionals (NHAHVRP)

Themes/ Trends:

1. 1%t Meeting post-COVID o
2. Equipping Staff for Success: Training Colleagues to f,“; i
Engage Volunteers (Beth Steinhorn) .\ I}UAHVRP

! %rt"":@;\ \, OF HEALTHCARE VOLUNTEER
W), RESOURCE PROFESSIONALS
U

el

S

3. Positioning volunteers in your organization as a
“workforce” not a “workload”

4. S are TIGHT
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VSys sponsors a lot of State Association events but usually can’t attend in person. I however was able to attend the NJAHVRP meeting this year. The first trend I noticed here is that this was their first meeting post-pandemic – and folks were so happy to see each other and trade ideas.

At all the conferences I was involved with we heard a lot about volunteer leaders retiring and new staff coming in. Tobi Johnson also talks about this. Beth Steinhorn was the keynote speaker for this conference and gave a great presentation on the importance of staff Training . She noted how much TURNOVER there has been in the past 5 years. We have a gap between very experienced volunteer leaders and those totally new in the field. We see new vol managers (less than 5 years experience) and senior ones (people with over 15 years experience). We are missing folks in the middle: those with the 6-14 years experience. This is hurting the sector as the senior folks are retiring. We need to work on this by keeping good people (a lot of newbies get promoted internally) – getting our organizations to recognize importance of good vm.  This is where she stressed how we need to get our organizations to recognize volunteers don’t create workload, they are a resource “workforce” for us.

And We need to work on knowledge transfer. We need training for newbies on how to recruit/train vol. Both Beth Steinhorn and Tobi Johnson are great resources for this. . 
On our resource page at end of this presentation we have a link to Beth Steinhorns examples of volunteer training. Tools & Templates - VQ Strategies


Ohio Healthcare Volunteer Management Association (OHVMA)

Themes/ Trends:

* Communication Strategies

VMA

Ohio Hedlthcare Volunteer Management Association

e Growing # of volunteers
* Onboarding is difficult
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Melissa and I did not actually attend the OHVMA conference but we were asked to present a workshop at it on Communication Strategies.  This was a presentation we had done at SHVL the previous year and the Ohio group’s leadership felt that it would help their membership.  They mentioned that everyone is struggling with the rigorous onboarding requirements in healthcare. WE discussed how important it is to have a actual strategy with regular communication to prospects – and probably to your existing volunteers too – to keep them engaged and willing to do the annoying steps of onboarding.

It was interesting to us how few folks took advantage of automated communications: having your software regularly “ping” applicants with next steps such as “Thank you for submitting your application. The next step towards becoming a volunteer here is for you to submit your health forms. Once these are submitted we will schedule an interview”..

Folks are still doing much of this manually with is just a time suck. 


THE BERYL INSTITUTE

Beryl Institute: “ElevatePX 2025” FILEVATE

Themes: Trends:

1. PX takes a village 1. Volunteer leaders are increasingly at
2. Changes in CAHPS metrics the table.

3. Program innovations 2. ED’s & Outpatient volunteer

3. Collaborations are resulting in
innovative volunteer roles.
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This healthcare conference continues to grow. There were just  a bit under 1000 attendees. ElevatePX brings together professionals committed to the patient experience in healthcare and that increasingly includes volunteers.
I attended in person and afterward (27 PXE).

PX includes a cross-section of a variety of areas:

-   As a result, the ‘tracks’ cross pollinate. 
Changes to Emergency Department admissions for CAHPS*
-Innovative uses of volunteers, including staff training. One of my favorite sessions was Leveraging Collaborations with Volunteer Services with Maritza Nassif and Jess Gagnon of Dana Farber where they are utilizing volunteers to train the paid staff…at the request of their Welcome Center staff.







®
Michigan Healthcare Volunteer Resource Professionals (MHVRP)

M rp

MICHIGAN HEALTHCARE
RESOURCE PROFESSIOMALS

Th :
emes Trends:

1. Developing a data strategy is essential
2. Practical, easy to learn tools and
techniques for data communication

3. Volunteer Satisfaction is a framework for
recruitment and retention

1. Leaders juggling multiple
programs or systems
2. Tenure gap
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This small but mighty conference had just about 50 in attendance with healthcare volunteer leaders from across the state.
With only one track, this conference focused on communication tools for data, for recruitment and retention operations, and for interpersonal communication.
Trends emerged in the opening general discussion consistent with those noted earlier.

Themes for the first full day revolved around data.



= e neNE o\
Points of Light Foundation i <

Themes: Trends:
1. Creating Community &
Partnerships.

2. Ethical Storytelling & Data
Driven Metrics. |
3. Challenges due to Federal
Cuts (AmeriCorps,etc). F 3

4. Shifting from CSR to VEP / ) VOLUNTEER

1. Holistic engagement vs.
volunteer “programs.”

2. The need for more
investment in Strategic
Volunteer Engagement & tech.
3. Lack of CSR & Foundation
funding for SVE & tech.

4. Sharing info, technology,
seamlessly between orgs.

focus (again).
5. Inclusion and diversity is
still popular and effective.

-
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The main theme for POL 2025 was creating community and focusing on hope vs fear in increasing civic engagement and volunteering. Many sessions, panels, and workshops addressed the current difficulty in scenario planning with the cuts to national/federal funds (AmeriCorps, VGF, disaster response, etc.) and the chaos and uncertainty it creates. One panel host commented that any kind of definitive answer about federal funding would be better than uncertainty, since at least you can strategically plan for that answer.

Other major themes included ethical storytelling, apologizing and reducing harm that has happened with the community and orgs, more details and models for data-driven metrics and making the case for funding strategic volunteer engagement (SVE).

Points of Light itself is also shifting back to more themes, tracks, and content focused on Volunteer engagement Professionals under their new CEO, which is a change of focus from CSR/Corporate employee volunteerism which has dominated the past few years of Points of Light.

The recent research published by Points of Light with the Bridgespan group highlights the structural and cultural disconnect between the great need for investment in SVE vs. the corporate and foundational actual funding statistics for volunteer engagement, or anything grants earmarked for volunteer services.

In response to challenges, many smaller and rural NPOs are merging or seamlessly partnering as coalitions to share VMS and other technology, when one org alone could not afford it, and information and data on community engagement (cooperation vs competition).

Along with this trend, is the reframing to holistic community/volunteer engagement models and educating Boards, leadership, and funders that volunteers are not usually one “program” but touch on all aspects of any org’s work and mission.


= e S
Points of Light Foundation —VMS & Tech Stuff R% -

Trends:

There is more SS available in the VMS world.

VMS'’s are being used / adopted more.

JustServe.org is expanding rapidly by recruiting local ambassadors.
|dealist recently merged with VolunteerMatch; will debut new features
this year.

New synergies between fundraising & volunteerism

6. Care Circles (“V <> V” Volunteering) are gaining traction

B wh e

d
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There is more $$ available in the VMS world.
VMS’s are being used / adopted more.
JustServe.org is expanding rapidly by recruiting local ambassadors.
Idealist recently merged with VolunteerMatch; will debut new features this year.
New synergies between fundraising & volunteerism
Care Circles (“V <> V” Volunteering) are gaining traction



B
In Summary: Lessons Learned

1. Volunteerism is changing due to generational movements, increased
turnover, decreased commitment times, integrated giving, and Al.

2. Volunteers in healthcare have increasing visibility in the pursuit of
patient experience.

3. Orgs are pooling resources in new partnerships (cooperation vs
competition)

4. Disconnect between funders and the resources required to sustain
good work.
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Resources

Conferences We Attended Or Think Would be GREAT!

e Michigan Healthcare Volunteer Resource Professionals

e Society for Healthcare Volunteer Leaders (SHVL)
e Points of Light Foundation (POLF)

 National Summit on Volunteer Engagement - Association of Leaders in Volunteer
Engagement

e New Jersey Association of Healthcare Volunteer Resource Professionals

e (Ohio Healthcare Volunteer Management Association
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Tobi Johnson 2025 Volunteer Progress Report

https://www.facebook.com/mhvrp1/
https://www.shvlonline.org/
https://www.pointsoflight.org/points-of-light-conference/
https://www.volunteeralive.org/summit.php
https://www.volunteeralive.org/summit.php
https://njahvrp.org/
https://ohvmaonline.com/Conference

'S
Resources

Additional Resources:

e From Nice to Necessary: Unleashing the Impact of Volunteering Through
Transformative Investment

e Tools & Templates - VQ Strategies

e Volunteer Management Progress Report — VolunteerPro

e The Susan J. Ellis Archives

e “From the Top Down” (by Susan J. Ellis) e o

- Volunteer Involvement
SUSAN . ELLIS
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Tobi Johnson 2025 Volunteer Progress Report

https://www.pointsoflight.org/from-nice-to-necessary-unleashing-the-impact-of-volunteering-through-transformative-investment/
https://www.pointsoflight.org/from-nice-to-necessary-unleashing-the-impact-of-volunteering-through-transformative-investment/
https://vqstrategies.com/tools-and-templates/
https://volpro.net/volunteer-management-progress-report/?utm_source=convertkit&utm_medium=email&utm_campaign=ProNews%3A+Greetings+from+NOLA%21+-+17868285
https://ellisarchive.org/
https://a.co/d/5IQVsYI

Thank You For Joining Us
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DANA 
Thank you for your time. We hope you found this information helpful. Remember that the recording of our webinar will be available towards the end of the month, in case you’d like to hear through it again, or share it with someone you know.
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