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Introduction and Overview
     Almost all public libraries use volunteers.  A review of the literature will show that historically, volunteers have always played a key role in many areas of public libraries.  There are several advantages to using volunteers.  Good volunteers can free up staff time to pursue other important tasks. Volunteers can use their talents and expertise to benefit the library in many ways which will be explored. A volunteer program can be a good way to foster community relations as well. 
     The literature will demonstrate there are also potential problems with using volunteers.  Although volunteers are not paid employees, they are not free labor. A paid staff member must train and oversee the volunteers. Is it worth the time and effort to train a volunteer to do a task when he or she can only stay a few months, or even less?  

     There are other questions librarians need to consider as well.   Where should libraries draw the line between the duties of a volunteer versus the duties of a library employee? Could extensive use of volunteers pose a threat to paid staff?  Are volunteers less reliable than paid staff?  
     This study will first review the existing literature on the use of volunteers in libraries.  Then, it will examine ways different suburban public libraries in Connecticut use their volunteer and handle issues that arise.  Any public library could potentially benefit from this research product.    
     This study surveyed public librarians in suburban Connecticut. Using a survey format, the researcher attempted to find out the following information:

· How frequently do public libraries use volunteers?
· How many volunteers they use?
· Do the libraries have a formal volunteer program through the schools or other places?
· What tasks to their volunteers do?
· How do they train their volunteers?
· What limits do they place on volunteers?
· Do they feel the library could not function without the use of volunteers? 
· Do they believe the library relies too heavily on volunteers? 
· Do they not have enough for the volunteer to do? 
· Do they wish more people would volunteer? 
· Are there issues with volunteer reliability, i.e. volunteers not coming in when scheduled?

      This research paper summarized the findings of the survey and suggested how public libraries can make use of the findings. 

Significance and Relevance

     Due to the ubiquity of volunteer use in public libraries, any public library can potentially benefit from this research product.  Public library professionals need to be aware of the benefits and issues involved with using volunteers so they are able to make informed decisions regarding the use of volunteers in their library.  This study will be useful for public librarians who would like to use their volunteers in the most effective manner possible.  

     The survey covered what types of volunteers work at public libraries (i.e. retirees, high school students, etc.)  The survey also asked respondents what types of jobs their volunteers perform.  Then, the survey examined what benefits the library receives from using volunteers as well as problems that arise from using volunteers. 
Literature Review
     According to Reed (1994), volunteers have played a significant role in public libraries in the United States since their creation.  In fact, many public libraries started out being funded and staffed solely by volunteers.  Later on, towns and cities took over the funding and oversight of public libraries, and paid staff replaced the volunteers.

     Although generally not responsible for running the library, volunteers continue to be used extensively in public libraries.  Buchanan (2008) surveyed public libraries in the U.S. and found that all libraries surveyed made at least some use of volunteers.  Roy (1988) surveyed 52 public libraries in Illinois and found that 65% used volunteers.  

     There are a wide variety of people who choose to volunteer at public libraries.  Volunteers range from children aged 10-13 who volunteer as part of a scouting project, teenagers who volunteer for a school requirement, college interns, adults, or retired/semi-retired individuals (Driggers & Dumas, 2011).  Asis (2006) describes many ways in which teens volunteer including Teen Advisory Groups who advise the Teen Librarian with collection development and programming decisions.  Other teen volunteer activities include creating displays, flyers and bibliographies, writing reviews, and assisting with children’s programs.

     According to many researchers (Reed, 1994; Roy, 1988; McCune & Nelson, 1995), there are many advantages to using volunteers.  First, Reed (1994) asserts that volunteers provide help for an understaffed library; very important in times of tight budgets.  Reed (1994) also states that volunteers can provide new perspectives and ideas and often suggest improvements not thought of by regular staff.  Volunteers can additionally act as advocates and possibly activists for the library; again important during periods of budget-crunching (Reed, 1994).  Finally, Reed (1994) concludes that volunteers, as representatives from the community, may have insight into the wants and needs of community members that have not been recognized by librarians.  

     Other discussions in the literature of the advantages of library volunteers include Roy’s (1988) survey of Illinois librarians.  Roy (1988) reported Illinois librarians used volunteers to add new library services, stretch limited funds, improve community relations, free professional staff, and substitute for paid personnel.  Finally, McCune & Nelson (1995) point out libraries can provide people with the opportunity to learn new skills.

     There are, however, caveats to using volunteers in public libraries.  Reed (1994) lists several possible undesired consequences of using volunteers. For instance, using volunteers extensively could pose a threat to paid staff.  White (1993) states many members of the public believe that volunteers are capable of completely running school libraries.  Also, Oder (2010) reports that a Charlotte, NC library system has been able, through the use of volunteers, to keep branches open longer hours.  White (1993) warns that relying too heavily on volunteers to perform tasks ordinarily performed by paid staff could make it potentially difficult to secure funding for trained librarians.  Reed (1994) also advises against this practice.
     Also, Reed (1994) points out that it is more difficult to hold a volunteer to a high standard of workmanship and behavior than a paid employee.  In other words, it is more difficult to reprimand a volunteer who consistently arrives late and does not do what is asked than to discipline an employee who engages in the same behavior.  Finally, it takes a lot of time and effort to train a volunteer who may only commit to work at the library for a short period of time.  Reed concludes, however that the advantages to using volunteers far outweigh the disadvantages.  

     There are many ways in which public libraries use volunteers.  Driggers & Dumas (2011) list job descriptions for volunteers including set-up and clean-up of children’s programs and crafts, cleaning books, homework center aide, storyteller, sorting carts and shelving books, and reading aloud to seniors. Oder (2010) reports that a Charlotte, NC library uses “Circulation Assistants” to retrieve materials, shelve materials, and maintain displays.  Roy (1988) cites several volunteer jobs reported by librarians in her survey of Illinois libraries including monitors to assist with crowd control, painters and redecorators of the library, and providers of outreach services to seniors and preschoolers.  

     Library directors and supervisors should be aware of the advantages and issues of using volunteers and how to address them.  Driggers & Dumas (2011) and McCune & Nelson (1995), among other issues, discuss the rights and duties of volunteers, legal issues, recruitment, training, recognition, and evaluation of volunteer programs.  They also go over specifically how to form a volunteer program.  The American Library Association also has resources to help librarians use volunteers (Volunteers, 2011).  Gillespie (2004) and Tuccillo (2010) show how to use teen volunteers in libraries.  

     The literature shows that volunteers have been and continue to be a valuable asset to public libraries.  Volunteers can do any number of tasks that benefit libraries.  However, library directors and supervisors need to be aware of the issues involved with using volunteers, and prepare accordingly.  There are a number of resources available to help them organize a volunteer program and recruit and train volunteers.

Method
Participants


There are 186 towns and cities in the State of Connecticut.  These municipalities have different demographics and types of population.  In order to obtain a degree of uniformity in data collection, the sample was limited to seventy-six (76) public libraries in Connecticut serving a population of 10,808-49,212.  The population statistics were taken from the Connecticut State Data Center (2011).  The library directors are advised in a cover letter included in both the email and beginning of the survey instrument that the survey can be completed by the employee who is most familiar with the volunteer program (if any) at their library (Appendix 1.)  

Survey instrument


 The instrument was created using software from Survey Monkey (SurveyMonkey, 2011).  The cover letter explained the purpose of the study and provided contact information.  The survey instrument consists of twenty-one (21) questions.  The questions included both multiple choice responses as well as questions requesting the participant to write comments.  (See Appendix 1).

Procedure


 The library directors of public libraries serving towns in Connecticut with a population between 10,808 and 49,212 were contacted by the researcher via email. The email addresses of the directors were obtained using the Email Directory of Connecticut Libraries provided online by the Connecticut State Library.  If there was no email address provided in the directory for a qualifying library, the researcher visited the library’s website to find contact information.  In the event the website directed the researcher to a “contact us” form, the researcher used that form to make contact with the director.   The email included a cover letter explaining the purpose of the study as well as a web link to the survey itself.  The library directors were instructed to forward the survey to any library employee who was most familiar with the volunteer program.  Data was collected anonymously through Survey Monkey; the collector settings will be changed so that participants’ IP addresses are not logged.   

After the participants completed the survey, they were given an option to enter a drawing to win a $25 Amazon.com gift card.  One of the participants was randomly chosen by the Survey Monkey software to win the gift card.  The researcher was not able to see any contact information provided by the participants.

Ethics Statement

     This research subscribes to the basic ethical principles for the protection of human subjects of research that underlie The Nuremberg Codes, The Helsinki Declaration, and The Belmont Report, as presented in the Southern Connecticut State University Human Research Participant Protection System, Policies, Procedures and Guidelines Manual.  On September 2, 2011, the author completed the NIH training module for protecting human subjects.  (Certificate number: 737073)
Author’s Qualifications
     The author and researcher is a graduate student enrolled in the MLS program at Southern Connecticut State University.  She has completed 33 credit hours toward her degree, and is currently enrolled in the special project proposal course for the MLS program, ILS 580 Research in Information and Library Science, under the direction of Dr. Yan Quan Liu, Professor and Graduate Faculty.  She has over four years of public library experience.  
Results

     The results are divided into two sections.  The first section summarizes the scope of volunteer usage and what volunteers are doing.  The second section reviews the issues respondents reported with using volunteers.
Summary of volunteer usage
     Twenty-eight (28) librarians (36.8% of the total contacted) responded to the survey.  Overall, the responding libraries had an average of 29 employees (including part-time and full-time).  On a scale from 1-10, with 1 being extremely dissatisfied and 10 being extremely satisfied, the average satisfaction rating of their volunteers is 8.83, with the range of ratings between 7-10.  
How frequently do public libraries use volunteers?  
     89% of the libraries have a Friends of the Library organization, and 89% made use of volunteers.  Of the 2 respondents who did not use volunteers, one stated the library did not use volunteers due to union issues.  The other respondent did not answer that question.  

   Of the libraries using volunteers, 19 (73%) used them every day.  6 (23.1%) used them once per week, and one library (3.8%) used volunteers only for special projects.  

How many volunteers do libraries use?  
     Libraries reported a wide range in the number of volunteers used; from 3 to over 200 during the summer reading program.  Libraries use a wide variety of volunteers, with the vast majority of libraries using retired or semi-retired individuals (96.2%) or teenagers (88.5%).  Eighteen (69.2%) libraries used volunteers with special needs.  30.8% used college or graduate students, and 51.5% used working adults.  Since respondents could pick more than one type of volunteer, the numbers add up to more than 100%.  Respondents also reported using stay-at-home-moms or individuals who needed to work community service hours through the court system.  
From where do libraries recruit volunteers?
     The majority of respondents reported they do not need to actively recruit volunteers.  In other words, people approach the library seeking volunteer opportunities.  About a third of libraries recruit from local high schools. Other recruiting sources include the library website and signs in the library advertising volunteer opportunities.  A small percentage of libraries recruit from colleges and senior centers.  
What tasks to their volunteers do?
     The most common tasks given to volunteers were shelving (69.2%) and shelf reading (73.1%).  26.9% of libraries use volunteers for programs such as story times.  11.5% used volunteers for homework help, and 15.4% used volunteers to create displays.  Other uses for volunteers reported by respondents include book labeling, processing materials, calling patrons when materials they have requested arrive at the library, delivering materials to homebound patrons, replacing book covers, book repair, assist with special events, and light cleaning.  
How do libraries train their volunteers?
     24% of respondents have a structured training procedure.  This generally consists of providing volunteers with an orientation to the library, then training them on the specific tasks.  One respondent wrote that volunteer shelvers must get their work checked for their first few visits.  Another respondent stated that volunteers start with easy tasks, then move on to more challenging tasks as they demonstrate competency and reliability.  
     Of the 76% of respondents who did not use a structured training program, 72% stated that it was unnecessary since they do not use volunteers for tasks that require extensive training.  44% responded that they do not have time to create a training program.  One respondent stated the volunteers have worked there a long time and knew what to do.  
How do volunteers benefit the library?
     88% of respondents reported that volunteers free up staff time to pursue other tasks.  84.6% believe that using volunteers helps to enhance community relations.    61.5% stated that volunteers help the library save money on hiring additional staff.  38.5% reported that volunteers can provide talent not otherwise available to the library.  Other benefits respondents listed included students and churchgoers need community service hours, volunteering gives people a sense of purpose and volunteers are essential for providing tutoring programs for the community.  
Issues with using volunteers
What limits are placed on volunteers?
     Many respondents (30%) felt that one of the problems with using volunteers is defining what tasks volunteers are able to do.  In some instances, union rules were a factor.  37.5% of responding libraries are unionized.  Of the unionized libraries, 28.6% responded that union rules affected how they used their volunteers.  Respondents explained that volunteers may not perform any tasks listed in the job descriptions of paid staff members.  
Other issues with using volunteers
     The number one problem reported was the time commitment involved with training and supervising volunteers, with 73% of respondents stating that was an issue.  This was closely followed by the difficulty in finding meaningful and interesting tasks for the volunteers, 69% of respondents felt that was an issue.  Two respondents commented that volunteers often drop out because they are not satisfied with the work the library offered.  
     Volunteer cooperation is also an issue in some libraries.  Over 34% of respondents reported volunteers do not complete their assigned tasks properly, while over 15% reported volunteers often show up late, or do not show up at all.  One respondent commented that community service volunteers can be an issue because they are often unmotivated, or only doing such a small amount of service hours that they are gone by the time they are trained.  
     23% of respondents believe they have too many volunteers but not enough tasks for them to do.  Conversely, 11.5% report they do not have enough volunteers.  One respondent commented that there are times of the year when they have a lot of volunteers but not enough work, while other times there is a lot of work, but not enough available volunteers.  Only one respondent believed the library relied too heavily on volunteers.  

Conclusion
     The use of volunteers continues to be the rule in suburban Connecticut public libraries.  It appears that a lot of people are interested in library volunteer work; most libraries do not have to actively recruit volunteers, the volunteers come to them.  In general, librarians are very satisfied with their volunteers.  Many libraries employ volunteers on a daily basis.  Volunteers are all ages, though virtually all libraries use volunteers who are retired or semi-retired.  A large percentage of libraries also use student volunteers.  
     While volunteers are a tremendous asset to the library, library personnel must invest time and energy into training and supervising them.  This can be an issue for libraries because volunteers are not always able or willing to stay for long periods of time.  Therefore, the tasks assigned to volunteers are often mundane and repetitive.  

     Many librarians work in unionized library systems.  Union rules may limit what tasks volunteers are able to do in an effort to protect the jobs of paid employees.  Librarians in this setting must take care to only use volunteers for certain tasks that are not specifically assigned to paid positions.  

     A few survey respondents mentioned using volunteers to perform tasks such as delivering materials for homebound patrons and calling patrons when their holds arrive.  If libraries need to use volunteers to complete these tasks, patron confidentiality should be taken into consideration.  According to the third tenet of the ALA Code of Ethics “We protect each library user's right to privacy and confidentiality with respect to information sought or received and resources consulted, borrowed, acquired or transmitted. “ (American Library Association, 2008).  Librarians who use volunteers in this fashion should be aware of the Code and train volunteers to respect patrons’ confidentiality.  

     Library directors who use volunteers should also know if there are union rules restricting their use.  Then, they should work with staff to make the best use to make of volunteers.  Find tasks based on how long the volunteer is able to commit, and train the volunteer well.  Finally, depending on the tasks volunteers are performing, they should provide adequate support for volunteers.       
     Due to need and tradition, volunteering in public libraries is here to stay.  Good volunteers can substantially help library staff operate more efficiently.  Despite issues such as attrition, reliability and possible restrictions on duties volunteers can perform, it seems well worth staff time and effort to make use of volunteers.  
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Appendix 1
	Use of volunteers in suburban Connecticut public libraries
Dear Director;

I am an MLS student at Southern Connecticut State University. In partial fulfillment of the requirements for a Master of Library Science degree, I am conducting this survey to research how suburban Connecticut public libraries use volunteers. My goal is to learn to what extent public libraries rely on volunteers, what types of tasks volunteers are doing and issues related to using volunteers. 

The results of this study will be useful for public librarians who would like to use their volunteers in the most effective manner possible. My research paper will summarize the findings of the survey and suggest how public librarians can make use of the findings. I will send a copy to whoever requests it.

This survey consists of 21 questions and should take no more than 30 minutes to complete. The survey does not need to be completed by the library director. Please forward the survey to the staff person who is most familiar with the volunteer program at your library. If you do not currently use any volunteers at your library, your input is still important. Please answer the five questions that apply. 

If you complete this survey by November 22nd, you may enter a drawing to win a $25 gift card from Amazon.com. The drawing is done entirely through Survey Monkey. I will not see your contact information, and entering is entirely optional. 

Participation in this survey is completely voluntary. Your responses to this survey will be kept anonymous and confidential. Results will only be reported in the aggregate.

I appreciate your support and participation in this study. I know your time is valuable. Please try to complete the survey by December 2nd, 2011. If you have any questions or concerns, please feel free to contact me. My email and phone numbers are listed below.

Sincerely, 


Cheryl W Morgenstern
cheryl.morgenstern@gmail.com
203-798-1689 (H) 203-722-1920 (C)

INSTRUCTIONS: Please click "Next" to continue with the survey. As you go through the questions, your responses will be saved as soon as you click "Next" to continue to the next page. You may click "Previous" to go back and edit responses. 

PLEASE NOTE: If you want to stop and return to the survey at a later time, cookies must be enabled. If your browser is set to dump cookies each time it is closed, a blank survey will open every time the survey is accessed. Your answers will not be saved. If you know you will need to close your browser, save any typed responses in a Word document so that you may paste them in the survey.



	


	1. Approximately how many employees currently work at your library?

Full-time professional staff
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Part-time professional staff
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Full-time paraprofessionals
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Part-time paraprofessionals
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Other (clerks, shelvers, etc.)
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2. Does your library have a Friends of the Library organization?
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 INCLUDEPICTURE "http://www.surveymonkey.com/i/t.gif" \* MERGEFORMATINET [image: image8.png]


Yes
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No
Note: If you have volunteers who happen to be members of the Friends of the Library, but who also perform tasks not related to Friends of the Library activities, please respond "yes" to question 3. 

3. Excluding tasks directly related to the Friends of the Library activities (i.e. book sale), does your library use volunteers?
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Yes
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No
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We used to, but do not use volunteers currently
4. If you do not use volunteers, please explain why below.
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5. If your library does not use volunteers now, do you think you will use them in the future?
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Yes
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No
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I don't know
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Please explain your answer below.
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	If your library does not use any volunteers, please click "Next" until you reach the end of the survey. Then click "Done" to complete the survey. Thank you for your participation. 

6. How frequently does your library use volunteers?
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Every day or almost every day
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Once or twice per week
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Once or twice per month
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I only use volunteers for special projects
7. About how many volunteers does your library currently have?
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8. Please choose the kinds of volunteers you use. Check all that apply.

[image: image36.wmf]

 INCLUDEPICTURE "http://www.surveymonkey.com/i/t.gif" \* MERGEFORMATINET [image: image37.png]


Retired/semi-retired
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Teenagers
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College or graduate students
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Working adults
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Volunteers with special needs
Other (please specify)
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9. What types of tasks do your volunteers do? Check all that apply.
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Shelving
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Shelf reading
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Programming, i.e. story times
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Tutoring/homework help
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Creating displays
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Other (please specify)
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 HYPERLINK "http://www.surveymonkey.com/MySurvey_EditPage.aspx?sm=nPSUlcPZztQG3X%2bZYzXMkra%2b8m3GnKmgjKQlRHLs8%2fQfPMVlRhRtNr5uCklIrru8&TB_iframe=true&height=450&width=650" 10. On a scale from 1 to 10, with 1 being "extremely dissatisfied" and 10 being "extremely satisfied," how satisfied are you with your current volunteers?
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11. How do you think your volunteers benefit the library? Check all that apply
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Free up staff time to pursue other tasks
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Provide talent not otherwise accessible to the library
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Good community relations
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Save money on hiring additional staff
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Other (please specify)
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	 12. What is (are) the main problem(s) you find with using volunteers? Please check all that apply.
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The time commitment with training and supervising volunteers
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Drawing the line between what volunteers do and what staff does
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The library relies too heavily on its volunteers
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We do not have enough volunteers
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We have too many volunteers and not enough for them to do
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It is difficult to find meaningful, interesting tasks for the volunteers
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Volunteers often arrive late, or do not show up at all
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Volunteers do not always complete the task given them properly
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Other (please specify)
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13. How concerned are you about ensuring that volunteers do not perform tasks that should be done by paid staff members?
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Very Concerned
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Slightly Concerned
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Have never considered that issue
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Not very concerned
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Not at all concerned
14. If you are concerned about the above issue, please explain below what, if anything, has been done to alleviate the issue.
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15. Do you have a structured training program for volunteers?

[image: image102.wmf]

 INCLUDEPICTURE "http://www.surveymonkey.com/i/t.gif" \* MERGEFORMATINET [image: image103.png]


Yes
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No
16. If you have a structured training program, please describe briefly below.
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17. If you do not use a structured training program, why not? Check all that apply.
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I do not use volunteers extensively
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I do not use volunteers for tasks that require much training
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I do not have time to put together training materials
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Other (please specify)
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18. Are the employees at your library unionized?
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Yes
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No

19. If your library employees are unionized, do union rules have any effect on how you use library volunteers?
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No
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Not Applicable
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Yes (please explain below)
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20. From where do you recruit volunteers? Check all that apply.
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High schools
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Colleges and universities
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Senior centers
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Other civic groups
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Advertising
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Website
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I do not need to recruit volunteers
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Other (please specify)
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	Thank You!
Thank you for taking the time to complete this survey. I appreciate your time. If you have any questions, concerns, or would like a copy of the results, please contact me.

Sincerely,

Cheryl Morgenstern
cheryl.morgenstern@gmail.com
203-798-1689 (H)
203-722-1920 (C)
21. Is there any information not covered in this survey about the volunteer program at your library that you consider to be important?
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