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Abstract

Background: Non-profit voluntary organisations are becoming increasingly important
and many people are dependent on them in today’s society. These organisations could
not work as well as they do or might not even survive without its volunteers, therefore
the motivation of volunteers is of great importance. The Red Cross is the largest
voluntary organisation in Sweden and also highly valued internationally. We wanted to
find out what the employees at the Red Cross do to motivate its volunteers, if they use
any guidelines for motivation and if they know what motivates volunteers.

Purpose: The purpose of this study is to investigate how the employees and the
management of the Red Cross motivates its voluntary workers, as well as examine what
actions can be taken to improve this.

Method: To investigate human behaviour, such as motivation, a qualitative study is
suitable. We have therefore chosen to perform such a study and have made ten personal
interviews. In order to get the full picture we decided to do five interviews with
volunteers and five with employees at the Red Cross. Some of the interviews were
performed at the headquarter in Stockholm, a few at the local office in Jönköping and a
couple over the phone.

Conclusions: The employees at the Red Cross motivate its volunteers by letting them
set goals, by offering education, acknowledge contributions among other things. No
outspoken guidelines for motivating volunteers are used and we think it should be
implemented into the organisation. It has come forth during the study that the voluntary
leaders are given large responsibility and we suggest that these responsibilities should be
divided and delegated to a larger amount of people. We have also found that there is a
difference in motivation between the older and younger generations. To attract younger
volunteers it is important to adhere to the differences and be aware of the shift of values
in society.
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1 Introduction
_________________________________________________________________________________________________________

This chapter deals with an introduction of the thesis. It starts with a broad background that narrows down
to a problem definition, which furthermore leads to the purpose of the thesis.
_________________________________________________________________________________________________________

1.1 Background

In times like ours, everything seems to be about money. Many people tend to spend all
their wake time just to get a high salary in the end of every month. To make money are not
just a part of their life, it is their reason to live. They are driven by the thought of earning
more and are willing to do anything to succeed. At the same time ethics in business are
getting weaker and weaker. Big companies with long traditions and great reputation are
treating its managers on cost of its shareholders. One scandal after another is brought into
light by media. One recent scandal was in Skandia, an insurance company in Sweden, where
the top management was fiddling with large bonuses and bribes (Lucas, 2005).

The paradox of today’s society with its monetary focus is that the non-profit voluntary
organisations take up more space and gain more recognition than ever before. There are
researchers who argue that the society is moving towards post-modern values where the
perception of monetary rewards is changing. Lifestyle is becoming more important than
economic gain (Inglehart, 1990). Apart from the post-modernistic theories some other
reasons for the advancement of voluntary organisations could be natural disasters,
awareness of human rights, as well as the willingness to help. In these organisations there
are a number of voluntary workers who are spending both time and energy in activities and
get no monetary rewards. In order to survive in the post-modern society the profit-oriented
companies must learn from the non-profit voluntary sector.

There are many benefits for the society that comes with volunteer service. It provides
organisational efficiency in the sense that networking opportunities increase and paid
employees develop due to teamwork and increased morale. Economic efficiency is an
outcome of volunteer service as well, since costs are saved because of the free services
provided that otherwise would have been paid for. Moreover, volunteers often contribute
with new and fresh ideas, since they are not so closely connected to the organisation, and
can thereby bring innovation into the organisation. It is also considered that volunteer
service promotes good health (Shin & Kleiner, 2003). According to Powers (1998) there is
a psychological benefit to volunteering since the volunteers develop self-esteem, have more
energy and lower levels of depression.

The human resources are important in companies in general, but a non-profit voluntary
organisation depends even more on the effort of the people. Without its volunteers, they
no longer exist. This is why it is significant to comprehend the concept of motivation to be
able to direct it in an effective way in the organisation. Further, George and Jones (p. 175,
2005) define work motivation as “the psychological forces that determine the direction of a person’s
behaviour in an organization, a person’s level of effort, and a person’s level of persistence”.

In order for a voluntary non-profit organisation to sustain and grow, it is essential to have
motivated volunteers. Motivation can therefore be considered as one of the critical success
factors for voluntary non-profit organisations. Because of that it is crucial for the
management and employees in these organisations to be able to understand what motivates
the volunteers and how motivation can be implemented in the organisation.



1.2 Problem definition

A common way of motivating employees is financial. In non-profit organisations the
driving force has to be something else. With this knowledge it is important to clarify a
number of questions:

• What actions are taken to motivate the voluntary workers?

• Does it exist a strategic plan regarding motivation of volunteers?

• Which factors increase and decrease the motivation of voluntary workers?

In order to investigate the subject of motivation in a non-profit voluntary organisation a
qualitative study will be performed of the Red Cross. The Red Cross is the largest
voluntary organisation in Sweden, both when it comes to numbers of volunteers and
collected financial means (SFI, 2005). The Red Cross is therefore one of the most
prominent organisations in the field.

1.3 Purpose

The purpose of this study is to investigate how the management and employees of the Red
Cross motivates its voluntary workers, as well as examine what actions can be taken to
improve this.

1.4 Delimitations

The focus of this study is on the Red Cross in Sweden. Regarding the factors of motivation
only non-monetary incentives will be considered. Another limitation has been time. We
would have liked to do a more extensive study, but because of the given time ten interviews
were what we could achieve.

1.5 Clarifications

We will use the term employees for both employees and management in the Red Cross.



2 Frame of reference
_________________________________________________________________________________________________________

The frame of reference deals with theories used to enable the empirical study. In order to get an
understanding about the subject relevant theories about motivation and voluntary work are presented.
_________________________________________________________________________________________________________

There are many old, important theories as well as several newer ones in the area of
motivation. Since the new research in this area is often built on the older theories, these
theories are still of great significance. By this reason the theoretical part will include
theories of different age that are relevant and contribute to the study.

2.1 Shift of values

“The values of the Western world have been shifting from an overwhelming emphasis on material well-being
and physical security towards greater emphasis on the quality of life” (Inglehart, 1990, p. 5).

A large part of the population in the Western world has been raised in a setting of
outstanding economic security. Economic and physical security is still important today but
the concern of it is lower than in the past (Inglehart, 1990). When a person grows up with a
feeling that survival is taken for granted, compared to survival being uncertain, it influences
the person’s worldview. Inglehart found, from his research done in Europe, that among the
oldest age groups the majority were materialists, having modern values, which means that
economic and physical security is valued very highly. When moving from older to younger
groups of people the proportion of materialists declines and the proportion of post-
materialists, having post-modern values, increases and among the post-war generation the
post-materialists outnumber the materialists (Inglehart, 2000). Post-modern values still
appreciate economic security but focus on lifestyle, self-expression and having a participant
role in society. By giving priority to environmental protection and cultural issues even if it
means to give up maximum economic growth the post-modern values differs from modern
values where economic growth is number one (Inglehart, 2000). This shift of values is
important since it affects the motivation and driving force of the people in the Western
society. This shift can be supported by Maslow’s Hierarchy of Needs where the highest
order need is self-actualisation that can be connected to the post-modern values.

2.2 Maslow’s Hierarchy of Needs

Maslow’s (1943, in Stephens 2000)
Hierarchy of Needs is one of the most well
known theories in the field of motivation.
He argued that all human needs underlying
motivation could be organized in a
hierarchy of five universal needs:
physiological needs, safety needs,
belongingness needs, esteem needs and self-
actualisation needs.  The lower order needs
must be satisfied before the individual can
deal with higher order needs. Physiological
needs are basic needs for food, water and
shelter that must be met in order to survive.
Safety needs are needs for security, stability
and a safe environment. Belongingness

Physiological needs

Safety needs

Belongingness needs

Esteem needs

Self-actualisation needs

Figure 2.1. Maslow’s Hierarchy of Needs
(Stephen, 2000, p.1)



needs is about social interaction, friendship, affection and love. Esteem needs is the need
to feel good about oneself, be respected by others and receive recognition and
appreciation. Self-actualisation needs are the needs to realize one’s full potential as a human
being.

The physiological and safety needs being the most basic and compelling needs, must be
satisfied before an individual will try to satisfy the higher order needs. When an individual
experience an unfulfilled need at some level in the hierarchy this unfulfilled need will direct
the individual’s thoughts and actions. An example could be a person that is concerned
about his/her psychological needs the person will ignore all other higher-order needs and
his/her energy will be devoted to meet this unfulfilled need. When the need has been met
the person will devote his/her energy to reach the next level in the hierarchy.  Hence, after
a need is satisfied it is no longer a source of motivation. Therefore, according to Maslow,
unsatisfied needs are the most important motivators to behaviour (Maslow, 1987).

Maslow’s Hierarchy of Needs has been questioned by many due to the fact that there is
little research that supports the theory (Makin & Cox, 2004; Porter, Bigley, Steers, 2003).
There is no clear evidence that human needs can be classified into five distinct categories
or in a distinct hierarchical order. It can also be questioned that all energy is focused on the
unsatisfied need, it is possible that energy can be focused on other needs as well (Porter,
Bigley, Steers, 2003). Some levels in the hierarchy do not seem to exist for some people and
some rewards fit into more than one category. There also appears to be individual
differences of what satisfaction constitutes at each level (Makin & Cox, 2004). As a result
the theory is not seen as valid by most psychologists, still it is a valuable theory that has
made an impact for a long time in this field of research. The theory is useful when
considering possible sources of motivation, but it has to be considered that the hierarchy of
needs might vary from person to person (Makin & Cox, 2004). For management this
theory is relatively easy to understand and imply, when the employees have fulfilled a need
the managers can create work situations that aim for satisfaction of higher-order needs
(Porter, Bigley, Steers, 2003).

2.3 What is a volunteer

A volunteer is an individual who offers him/herself to a service without an expectation of
monetary compensation. The services rendered benefit a third party as well as the
volunteer (Shin & Kleiner, 2003). There are three different types of volunteers. Spot
volunteer, the volunteer’s activity is casual and target specific needs. The second type of
volunteer performs more formal types of volunteer service, have a personal commitment
and gain a sense of accomplishment and gratification. The third type volunteers because of
pressure or requirement from employer or other entity (Powers, 1998).

How much effort paid employees are willing to put into their work is affected by the
amount of motivation they have. When their performance goes beyond expectation,
opportunities to move upward in the organisation, higher salary or praise and appreciation
motivate the employees to maintain the good work. According to Shin and Kleiner (2003)
the volunteer has no monetary rewards or opportunities for upward movement in the
organisation, this view of upward movement can be discussed since in some organisations
that is almost the only possible way to proceed in the organisation. Instead, Shin and
Kleiner (2003) continues, intrinsic rewards motivate him/her to carry on his/her service.
Both the employee and the volunteer share a need for self-esteem, relatedness, autonomy
and competence. The major difference, however, between the employee and volunteer is



that the employee relies on the job for his/her livelihood and the volunteer does not (Shin
& Kleiner, 2003).

2.4 Herzberg’s Motivation and Hygiene Theory

Herzberg’s (1959) motivation-hygiene theory is one of the first and probably the most
controversial theory about work motivation. The research developing the theory was done
in the 1950’s. To gain data Herzberg asked a big sample of engineers and accountants two
questions about when they felt truly good about their work and when they felt really bad
about it. Out of the results he developed his theory about satisfaction and dissatisfaction in
the work context. According to this theory employees feel job satisfaction from factors
(here called motivators) close connected to the work itself; growth, achievement,
recognition, responsibility and advancement. The grounds for people being dissatisfied
with their work are called
hygiene factors, and are;
c o m p a n y  p o l i c y ,
administrative policies,
superv i s ion ,  sa la ry ,
interpersonal relations and
working condit ions .
Herzberg argued on the
basis of these results that
it was not enough to
remove the hygiene
factors to get a satisfied
employee; that would just
create a neutral state. The
only way to make a person
feeling really good about
her work situation was to
increase the motivation
factors (Herzberg, 1959,
1966).

Since Hertzberg presented his theory it has been subjected to a lot of criticism. One of the
major reasons to criticism is the fact that the model does not pay attention to the
differences in needs and wants between different individuals, similar to the weakness in
Maslow’s theory (1943, in Stephens 2000). Another reason to sceptical opinions is that later
research has failed to find the existence of the theories two factors (Porter, Bigley, Steers,
2003). For example the need for salary, recognition and responsibility can work both as
motivators and hygiene factors, this is contradictory to Herzberg’s conclusions that
motivators and hygiene factors are separated (Bowditch & Buono, 1997). Despite that, this
theory was the stimuli to study the field of motivation at work and has been the ground for
many other theories within the area. It is still influential in motivational theory and several
managers also use it. Much because of its understandable language and its practical advice
for action it is attractive to many managers dealing with employees (Porter, Bigley, Steers,
2003).

Hygiene factors

Dissatisfaction No dissatisfaction

Company policy
Administrative policy

Supervision
Salary

Interpersonal relations

Working conditions

Motivation factors
No satisfaction Satisfaction

Growth
Achievement

Recognition
Responsibility
Advancement

Figure 2.4. Herzberg’s (1959) Motivation and Hygiene Factors



2.5 Managing volunteers

The management is very similar for both the paid employee and unpaid volunteer, but
since volunteers give their time and energy and stand for the cost themselves they have to
be managed with special care (Shin & Kleiner, 2003).

Volunteers receive no monetary reward or material incentive instead their work fulfil
different needs and motivations. Therefore the most important task for the management is
to keep up the spirit of voluntarism among the unpaid volunteers. The management of
unpaid volunteers is about planning, developing, recruiting, training, communication and
volunteer recognition and appreciation (Shin & Kleiner, 2003).

According to Shin and Kleiner (2003) it is vital to understand the volunteers’ needs, wants
and motivations. What drives a person’s desire to act is motivation and it will only occur
when there is a motivating factor. Therefore it is central to understand the forces that drive
motivation and relate these to the management practice. Elliot, Kasser, Kim and Sheldon
(2001) did three studies and compared ten psychological needs in order to find out which
need that are most fundamental to human beings. The studies were performed in USA and
South Korea and included almost 1000 people. They found out that the top four
psychological needs that people desire are autonomy, competence, relatedness and self-
esteem (Elliot et al., 2001).

Most probably, each volunteer serves for different reasons. Some wants to feel a sense of
fulfilment, some want to help others and others do it for personal development. For the
volunteer programmes to survive there has to be an understanding of the motivations of
volunteers and an understanding of how to manage them appropriately. Therefore it is
crucial that organisations continuously develop the way they manage volunteers. In order
to create an environment that encourages commitment to the organisation the
management should acknowledge the importance of volunteers. It can be done by letting
them express their opinion, involving them in decision-making and give them autonomy. It
is also important to encourage positive staff relations through social activities to fulfil the
need of belongingness (Shin & Kleiner, 2003).

It is vital to use the volunteers’ time wisely and appreciate them, when it is not done
volunteers often leave the organisation due to discouragement. According to a news release
by UPS, 40% (UPS, 1998) of people that volunteered stopped because the organisation
made poor use of their time. It is also important to delegate meaningful work, not just
work to keep the volunteers busy, since the volunteers have skills that they want to use in
order to make an impact (Shin & Kleiner, 2003).

To be able manage employees it is crucial to have effective management skills. Volunteer
managers must be encouraging, be supportive, be good communicators, knowledgeable,
enthusiastic, understanding, emphatic, give feedback and have social skills. It is also
important to be professional and at the same time be able to relate to the volunteers on a
personal level. To be able to meet these standards ongoing training in effective
management skills is needed. In order to create an environment of support the volunteer
managers should have support meetings, making frequent phone calls, providing needed
information and being emphatic and acknowledging the volunteers’ feelings and give
support (Shin & Kleiner, 2003).



Volunteers need to know that they make a difference and that they are appreciated,
therefore they need recognition. By showing appreciation the volunteers’ need for self-
fulfilment and self-esteem is satisfied. There are different ways to acknowledge volunteers,
it can be volunteer appreciation dinners, gifts, certificates, thank you cards, reference
letters, or recognition in a newsletter. Other intangible rewards could be saying thank you,
making them feel like a part of a team, showing personal interest in their life, provide a
good working environment, and recognise their work to staff (Shin & Kleiner, 2003).

2.6 Goal setting theory

Locke created the goal setting theory in 1966. Goal setting is an approach to human
motivation and it put focus on the motives behind individuals’ actions. It tries to explain
why some people perform better on work tasks than others. The starting point is to look at
what employees are trying to accomplish when they perform tasks, what goals they are
aiming for (Locke, 1966, in Porter, Bigley & Steers, 2003).

During the last 40 years Locke and others have done about 500 goal-setting studies. Many
studies have compared the effect of hard, precise goals with vague, “do your best” goals.
The result has shown that people do not actually perform their best when trying to do so,
because it is a vague goal and comparable with many different outcomes including those
lower than one’s best. The fundamental of the experimental study is to let the subject
perform a given task with various performance goals to reach within a set time limit.
Feedback is given during the process and the individuals have to answer some questions
about their personal preferences. This is the basic model and it can be differentiated in
many ways, depending of the aim of the experiment (Locke & associates, 1991)

Some of the main findings they have discovered are that when goals are specific and hard,
the higher the commitment, how determined the person is to reach the goal, the better the
performance will be. High commitment can be achieved when a) the person is convinced
that the goal is important, and b) the individual is convinced that the goal is reachable. Just
the same factors that influence the choice of goal. To keep the high level of commitment in
the long run might need more stimuli such as support, recognition and rewards.
Participation by employees in setting the goal is another factor to increase the commitment.
Explanations why a goal is set the way it is will also lead to higher commitment and
acceptance from the employees. Self-set goals can be highly effective in gaining
commitment, but may not always be set as high as another person would assign (Locke,
1966, in Porter, Bigley & Steers, 2003). Commitment can also be enhanced by effective
leadership (Locke & associates, 1991).
Relevant leadership techniques are:

• Expecting outstanding performance
• Promoting employees who embrace the vision
• Delegating responsibility for key tasks, like goal setting
• Expressing confidence in employee capabilities
• Enhancing capabilities through training

People are most likely to believe they can attain a goal when they believe it is within their
capacity. This entails three paths to commitment; 1) adjust the goal to the person’s
capability, 2) raise the person’s capacity through training, 3) change the person’s
perspective on their capacity through expressions of confidence and role modelling
(Bandura, 1986).



2.7 Adams’ Equity Theory

To be treated fairly is of great importance on a workplace, but to more precisely define the
term can be difficult. Adams provided an answer to this question with his equity theory
from 1963. This theory focuses on how people react on how resources and tasks are
allocated. Adams describes the employment as an exchange relationship in which the
employee contributes inputs and gets outcomes in return. Examples on inputs are former
work experience, education and effort on the job. Outcomes are what the employee gets
back and include a wide range of things. It can be everything from salary and recognition to
status (Porter, Bigley & Steers, 2003).

Adams asserts in his theory that individuals weight their inputs and outcomes with their
personal preferences. For some people a challenging work task might be more worth as an
outcome than a financial bonus. Another important part in Adams study is that individuals
compare their in- and output to other individuals. The ratio between what I get back to
what I give, must be comparable with others ratio. People we compare with can be our
colleagues or people outside our organisation doing similar tasks.
The key predictions of the theory are:

• Perceived inequity creates tension or distress in the individual
• The amount of tension is proportional to the embrace of the inequity
• The tension created in the individual will motivate him/her to decrease it
• The strength of the motivation to reduce inequity is proportional to the perceived

in equity

One of the most attractive features of Adams original study is its simplicity, but after 40
years of research it has been showed that things are not as simple as Adams might have
thought. Based on several research studies we know that there exist a wide range of
contextual and individual differences on how people react to inequity. Adams theory has
played an important role to the understanding of motivation and the consequences of
perceived inequity. It makes the relationship between performance and rewards more
complex by including comparison with others (Porter, Bigley & Steers, 2003).



3 Method
_________________________________________________________________________________________________________

This chapter describes how the empirical study has been performed; the choice of approach, interview
technique, as well as criticism regarding the method chosen.
_________________________________________________________________________________________________________

3.1 Qualitative Approach

There are two main methodological approaches of how to perform research, quantitative
and qualitative approach. Which method to choose from depends on the problem and
purpose of the scientific study. The quantitative method is mostly used for a statistical
analysis of the data collected and the qualitative method, on the other hand, is used to gain
a deeper understanding of the problem (Patel & Davidson, 2003). Also mentioned by Patel
and Davidson is that the goal of a qualitative approach is to understand and analyse a
problem looking at the whole picture. A qualitative approach to a scientific study is useful
since it is possible to see the problem in a variety of ways, to get a deeper understanding
and be able to identify unexpected connections (Holme and Solvang, 1997). As an example
of the difference between the two approaches it can be said that the quantitative researcher
look at the characteristics of a person, such as age, sex or education, as an entity while the
qualitative researcher looks at the individual as an entity (Trost, 2005).

3.2 Qualitative interview

The purpose of a qualitative interview is to explore and identify the nature and qualities of
someone, such as the interviewed person’s perception and understandings of a certain
matter (Patel & Davidson, 2003). Therefore a large part of the interview is about
understanding what the interviewed person feels and how s/he thinks (Trost, 2005). When
using this method it is impossible to set up different alternatives of answers or decide what
is a true answer since the answers are of subjective character and can not be judged as right
or wrong (Patel & Davidson, 2003). One strength of the qualitative interview is that it is
very similar to an ordinary everyday situation and a normal conversation. The person
interviewed can then feel comfortable and is able to further explain his/her viewpoint,
which is not possible in most surveys done. The situation of investigation becomes
meaningful when it emerges a relation of trust between the interviewer and the person
interviewed. Through that it is possible to gain interesting knowledge and important facts
at the same time as the situation is seen as meaningful for the person interviewed (Holme
& Solvang, 1997).

Qualitative interviews are characterised by simple straightforward questions with complex
and dense answers (Trost, 2005). From the conversation the interviewer then search for
information that answers deeper and more complex questions that brings the research
forward (Holme & Solvang, 1997). The data collected through qualitative interviews is not
meant to be used by itself but should be interpreted with help of a theoretical perspective
to make it interesting (Trost, 2005).

3.3 Empirical design

We have made ten interviews with persons working for the Swedish Red Cross. The
ambition was to do as many as possible face to face, since it would build up a greater trust
between the parts and observation of the body language and other aspects can be taken
into consideration together with the outspoken answers (Trost, 2005). Some of the
interviews took place at the headquarter in Stockholm and some at the local office in



Jönköping. During the interviews we took turns in asking questions and taking notes. The
three telephone interviews we had to do were made with a loudspeaker telephone while
one of us was interviewing when the other one took notes.

To get a more complete picture, persons in different positions in the organisation have
been interviewed; people working on a voluntary basis, salaried employees and managers.
People with a great knowledge within the organisation helped us to pick appropriate
respondents for the study. The president of the Red Cross, Anders Milton, was asked to
give an interview but he referred to other persons in the organisation with more specific
knowledge about the volunteers and their situation. Denscombe (1998) explain that a
subjective selection can be functional if the person making this selection has enough
information about the sample and the study.

It is of great importance to formulate the interview questions in the right way. According
to Patel & Davidson (2003) there are two important aspects to keep in mind. The first one
is the level of standardization, how much freedom the interviewer is given when it comes
to the design of the questions and the inbound order of asking them during the interview.
The second central feature is how structural the questions are, to what degree the
respondent can interpret them according to his/her background and experience. The
questions we formulated were open and sorted into a few categories. There are two
different versions of the interview guide, one for volunteer respondents and one for
employee respondents (See Appendix 1 and 2).

We have chosen to use a semi-structured method for interviewing. This kind of interview is
more flexible and it is possible to adjust the questions depending on the respondents’
answers. That form of interview gave the respondents a higher level of freedom to give
wide answers and made it easier to analyse and compare the information received (Krag,
1993). This method made it possible for us to ask more questions during the interviews,
depending on what kind of answers we received.

Before the first interview we tested our questions on a couple of people. Saunders, Lewis &
Thornhill (2003) call this part of the preparation “test-pilots”, and it is useful in order to be
sure that relevant questions are being asked and to make sure that the respondent will not
misunderstand the questions. It also gave us an idea of how long time the average interview
took.

3.4 Reliability and Validity

The concepts of reliability and validity are often discussed when applying a quantitative
approach but these concepts are also relevant for qualitative research. Validity in a
qualitative study is about the entire research process. The goal is to discover phenomena,
interpret and understand, describe beliefs or culture.

The reliability should be evaluated from the unique situation, which is more important than
always receiving the same answer from interviews. What is important is that the
respondents understand the questions in a similar way. Since validity and reliability is so
closely connected, qualitative researchers hardly use the concept of reliability, instead
validity is used in a broader context (Patel & Davidson, 2003).

The validity of a qualitative study, as mentioned before, includes all parts of the research
process, which means that it is not only related to the collection of data. It is more about



doing a trustworthy interpretation of the person interviewed and grasp ambiguous and
contradicting information. When formulating different interpretations it is important, from
a validity perspective, to be able to argue for the most probable interpretation as well as
communicating what the interpretations actually say. In addition, a good qualitative analysis
has a good logic where all parts related and create a meaningful whole (Patel & Davidson,
2003).

We decided to record all the interviews with a tape-recorder to be able to listen to the
answers over again and minimize the risk of misunderstandings. This keeps the level of
validity high. There is a risk that the respondents felt unconfident with the recorder
present, but we still think it is was a very useful tool for being able to deliver a trustworthy
study. The semi-structured interviews are another factor that helped us to increase validity.

3.5 Criticism

After completing our study we still believe choosing a qualitative method was the most
suitable for our purpose.

Everything went as planned during the process, with just a few smaller obstacles. One of
the planned interviews was cancelled and Stefan Agerhem offered to take part instead. His
area of responsibility is international volunteers and his knowledge might not be as relevant
for our purpose but regarding the more general information he was able to add valuable
insights. The fact that we have been recommended several of the respondents can be
considered as a weakness, since they can show a biased view of the organisation.

Because of the circumstances we had to make three interviews by telephone. This can be
regarded as a disadvantage since we were not able to interpret body language and were not
able to record them. These interviews were also shorter than the real live ones.  Moreover,
it has sometimes been difficult for the respondents to express themselves and it forced us
to reformulate some of the questions.

3.6 Method of the Analysis

The chosen theories function as a framework for the analysis and therefore the interviews
are designed in accordance to them. In the analysis we are going to integrate the empirical
findings with the theories and compare the two.

The ideas brought forth by Shin and Kleiner (2003) deal with supervision and management
of volunteers. We will evaluate if the management has any programs or follow any
guidelines in order to motivate their volunteers and how the volunteers experience this.
Also factors that make volunteers satisfied and unsatisfied will be discovered and linked to
the motivation and hygiene theory by Herzberg.

Another interesting aspect is that of goals and its effect on motivation. We will analyse if
the management implement goals and how it influences the voluntary workers. Also the
equity theory will be considered, how the outcome is valued compared to the input, in
terms of volunteers’ activities and management directives.



4 Empirical Framework
_________________________________________________________________________________________________________

This chapter deals with the result from the empirical study. A presentation of the organisation as well as the
result from the ten interviews is represented in this chapter. The results from the interviews are divided into
two groups, employees and volunteers. Quotations will be written in italics and are used to enhance the
trustworthyness.
__________________________________________________________________________________________

4.1 The Red Cross

4.1.1 History

In year 1859 Henry Dunant, a Swiss businessman, went to Italy to discuss a business idea
with the French Emperor, Napoleon III. In Italy he became witness to the devastation at
the battlefield in Solferino. There he took care of the wounded together with voluntary
women. This experience changed his life and when he was back in Geneva he wrote a
book, A Memory from Solferino (1862). He suggested that there in every country should be a
voluntary organisation that could help taking care of the wounded in times of war and that
it should be supported with international agreements. His ideas got support in Europe and
in 1863 twelve governments signed the Geneva Convention Treaty and in 1876 it became
the Red Cross committee. In 1864 Sweden signed the Geneva Convention Treaty. In 1901
Dunant received the Nobel Peace Prize. This prize has later been awarded to the Red Cross
committee at several occasions, in 1971, 1944 and 1963. (Röda Korset, 2002).

4.1.2 Today

The Red Cross is a global organisation that works with humanitarian aid. The goal is to
relieve and prevent human suffering, irrespective of who is affected and how it originates.
The Red Cross is situated all over the world, in 181 countries. In Moslem countries the
organization is called the Red Crescent. The entire organisation follows the same basic
principles of: humanity, impartiality, neutrality, independence, voluntaries, unity and
universality. The Red Cross works in countries that have been affected by war and
conflicts, but is always neutral and does not take a stand for any of the parties. Instead it
always takes a stand for the individual who has been affected by the conflict. The Red
Cross has no affiliation with any political party or religion, this is important since it makes
the Red Cross able to prevent human suffering in all countries asking for help (Röda
Korset, 2005).

At present, 97 million are members and volunteers in the Red Cross or in the Red
Crescent. The work of the Red Cross is built on voluntary efforts. In order to be effective
and be able to help people in need economic contributions and voluntary workers are
necessary.  The Red Cross in Sweden has around 320 000 members and around 40 000 of
them are active in voluntary work, which means that they allocate some of their time and
effort in Red Cross activities in Sweden and around the world.  The Red Cross in Sweden
also has a youth association, Röda Korsets Ungdomsförbund, which works with support of
exposed children and young people in- and outside of Sweden (Röda Korset, 2005).

4.1.3 Organisational structure

There are some criteria that have to be fulfilled to become a national Red Cross
organisation within the international organisation. One such thing is that the organisation
has to offer activities all over the country and not just in and around big cities.



There is a local circle in every region with it own committees, volunteers and employees.
Some of the employees work as Red Cross advisors and their main tasks are to allocate the
needs with the right volunteers. There are local circles with volunteers all over the country.
The volunteers vote for representatives that are going to represent them in the local
committee and in the national assembly, these representatives are also volunteers. Besides
this there is a national management with a headquarter in Stockholm. The youth
association is independent and has its own committees and activities.

4.2 Respondents-Employees

Annika Hjelm

Annika is 47 years old and employed at the region office in Jönköping as a Red Cross
counsellor. She got a professional background as a preschool teacher and has been
employed by the Red Cross since 1996. Her main task is resource development and
allocation.

Lena Andrén

Lena is 57 years old and works in the area of voluntary and association development. She
has been employed since 1986 and has been involved in the process of developing the
voluntary activities on a national level. She got a psychical-social degree and has earlier
worked within the healthcare sector.

Stefan Agerhem

Stefan has been employed in the Red Cross for 15 years. He is 40 years old and started his
career as a volunteer when he was a student in Lund. He has a past in the healthcare sector
and is now responsible for the international voluntary sector with his base at the main
office in Stockholm.

Bahare Haghshenas

Bahare is 25 years old and the president of the youth association. She started her career in
the Red Cross when she as an energetic teenager wanted to rescue the world. Bahare has a
social sciences degree. Today is discrimination a matter very near to her heart and
observing the media is one of her main tasks. She is also giving lectures on the same theme.

Christina Ulfsparre

Christina is 56 years old and a trained nurse and has also been educating nurses. The Red
Cross has employed her since 1989 and since then she has done a lot of different things
within the organisation. Right now she working on the national level and is responsible for
the education of the educators. She is the co-ordinator for human rights and is visionary
with a lot of ideas and energy.

4.2.1 Attitudes about volunteers

All of the employees interviewed all have the same view regarding volunteers; they are vital
for the survival of the organisation.

“The volunteers are the Red Cross”-Annika

“The volunteers are everything to the organisation. Must build the organisation on the volunteers, we could
never afford to have it as it is if it were not for the volunteers”-Christina



4.2.2 Guidelines for motivation

Therefore the motivation of the volunteers is crucial. As Bahare puts it: “motivation of
volunteers is alpha and omega”

The motivation of the volunteers is the most important tool when something is going to be
implemented in the organisation. Lena asserts that it is a matter of quality to take care of
the volunteers in a voluntary organisation. When having a voluntary organisation it is
important to live as one learn. Annika says that it is important to work with motivation of
the volunteers although it is difficult. There are no general principles or programs regarding
motivation of employees, instead there are guidelines of voluntary work that includes what
the organisation can expect from the volunteer and what the volunteer can expect from the
organisation (see Appendix 3). According to Lena and Stefan these guidelines together with
the Red Cross way of working compensate for guidelines of motivation. The guidelines of
voluntary work are something that everyone in the organisation should be aware of.
Christina questions how many that really knows about the guidelines and if they function in
reality. Annika points out that the local circles should have control of what rights the
members have, but it is not always the case. That is why the voluntary leader, have more
responsibility than the others in the group, is a key-person. It is up to the local circles that it
works appropriately, the Red Cross advisors should only function as support.

Stefan points out that the phase of recruitment is very important. The first phone call and
meeting are crucial and the individual should be received in a good way. It should be clearly
stated from the beginning what the Red Cross expects from the person, it should not be
completely without demands. It is important that the volunteer feels that what s/he gives is
needed and taken care of.

Although there are no specific guidelines regarding motivation of volunteers there are
activities that are encouraged by the management to sustain and increase the motivation.
According to Lena these activities encouraged are gathering the volunteers for meetings,
offer them training, arrange a daytrip or dinner and should for the most part be arranged
by the voluntary leader. The goal is that the volunteer should get something back from the
organisation, some kind of remuneration that confirms that the effort put in to the
organisation has been seen and appreciated.

4.2.3 “Member Care”

According to Lena it is important to confirm the commitment of the volunteers in order to
motivate them. She says that it is important to let the volunteers participate, the Red Cross
employees should be sharp and listen to what the volunteers want to do. Earlier there were
fewer opportunities for volunteers, today they have more room to decide. Annika asserts
the volunteers are motivated from the beginning since they have taken the step to join the
Red Cross and are prepared to and want to make an effort. To maintain the motivation and
encourage people to stay in the organisation there are money set aside for “member care”.
40% of the membership fee, which is 150SEK per year and person, is supposed to be used
for ”member care” and development of the association. Sometimes the circles give this
money away to projects since they do not want to spend it on themselves. According to
Annika it is preferred that this money is used for “member care”, but the circles are
responsible of what they do with the means.

Instead Annika, as a Red Cross adviser, focuses on motivating the voluntary leaders so that
they in their turn can take care of the volunteers. The Red Cross advisors motivate by
giving tips, support and acknowledge the volunteers and leaders. Red Cross advisors can



also arrange get-togethers for example for the people working in the second hand stores.
The point is that the volunteers should feel that the Red Cross advisors are there for them
and support them when needed. Bahare also mentioned that it is very important with
“member care” on all levels in the organisation and one form of “member care” could be
to have individual conversations about future development plans with the volunteers and
the members of the local committees.

4.2.4 Raising and keeping motivation

According to Bahare there are many different ways of raising the motivation and different
methods have to be used in different groups, depending on what type of group it is. It is
important to lift up the people in the group and devote much time for encouragement.
Bahare explains how they do in the committee where she is the chairperson:

“All members of the committee express their wishes and desires for the future during the first meeting and
we make a toast. During the last meeting we evaluate what everyone has done and give feedback to each
other and make a second toast”

When Bahare is visiting local circles she tries to inspire the volunteers and give them
perspective upon what they do. She tells them about the Red Cross international work and
that people in other countries work with similar things. In that sense she makes the
volunteers aware of the importance of what they do and that it makes a difference in the
world. Seeing and take time to visit the volunteers is encouraging for them. Making a
phone call is another easy way to encourage and acknowledge the volunteer.

According to Christina the Red Cross could be better at taking care of its volunteers. Some
volunteers receives training and becomes informants for the Red Cross, but many times
they are not given any feedback or any support, such as having a group to share
experiences and discuss with. It is often young people that are educated as informants and
they often move to study somewhere else and so on. Christina says:

“These volunteers do not disappear as many might think. Most of the informants will move to another city
where the Red Cross is active or will come back a few years later, therefore it is central to keep in touch with
these volunteers. It is crucial to have meetings and so on to check up on the volunteers as well as continually
giving them assignments, otherwise they will be wearied of the organisation and quit”.

4.2.5 Need-perspective

Lena emphasizes that the crucial factor for motivation is that the assignments are legible
and clear. The volunteers of today want to know what, when and how they should perform
an assignment or task. The task for the Red Cross is to meet the need and wants from the
volunteer and match that with a suitable task and commitment. All of the respondents
mentioned the importance of working from a “need-perspective”. The volunteers want to
feel useful; they want the effort they put in to be meaningful for other people. Therefore it
is important to communicate what kind of need that exists in the society. Stefan mentioned
some needs that exist, it can be old people at the nursing home that need help to come out,
children with Swedish as a second language that need help with their homework or
homeless people that need a someone to talk to and somewhere to go. Annika also
mention that the times are changing and so are the needs. An example, mentioned by
Stefan, of changing needs could be the baby-packages, consisting of clothes for babies that
are sent to people in need.



“This activity has engaged many volunteers in the Red Cross, most of them are elderly ladies that joined the
organisation after the Second World War and enjoy knitting and sewing. Today there is no need for baby-
packages made by these women, much due to the cost of transport it is cheaper to buy clothes manufactured
in the country where there is a need. In this case it is a challenge to meet the needs of the organisation and
the volunteers. In one Red Cross circle the ladies made clothes for Barbie dolls and sold them at bazaars
and flea markets and then gave the money to specific Red Cross projects”

By clearly showing the needs that are present in the community it is easier for volunteers to
see what they can do to help out. As a consequence it is easier to involve volunteers instead
of asking if they want to become volunteers for the Red Cross with no specific task. Lena
says:

“The Red Cross is changing from an organisation where volunteers are having a lifelong membership to an
organisation where the volunteers have shorter perspective and work with tasks that has a clear ending and
having the structure of a project. When working in this way it is easier for the volunteer to feel acknowledged
since the results are clearly visible”

According to Stefan it is like a cycle:

“It starts with the definition of the need in society then the work is done and evaluated and from there it has
to be decided if the volunteer should and want to continue and with what. This cycle is all about
acknowledgment”

Christina suggests that a need inventory should be performed in the society from a human
rights perspective with regards to the right to food, clothes, place to live, education, work
and health in every municipality. She also says that the Red Cross should always work on
the basis of needs and the basic Red Cross principles. Sometimes the volunteers see the
needs that they appreciate to work with, but is not really the major need that exist in the
community. Annika also mentions that there are some volunteers that have their
commitment due to their own interest, doing it for their own sake and do not see the needs
in the society. This is a bit difficult, Annika thinks, but the advisors have been given more
space now to start new activities aside of the traditional structure so that more young
people join the organisation since it is sometimes difficult to change the mindset of the
older generation. She experiences that the younger volunteers are more need oriented and
have therefore another kind of motivation. In Jönköping, for example, an international
circle has been created and there are many younger people that are members of this circle.

4.2.6 Goals

The goals are set by the local Red Cross associations and national assembly, which consists
of volunteers from each municipality that have been elected by other volunteers. They do a
study of the needs in the region and formulate goals. It is also goals that deals with how
much financial means that should be collected and how many new members that should be
recruited. When the goals are set they should be realistic and reachable, Lena says. Then the
volunteers feel that they do something good. The formulation of a goal should be set
together with volunteers and the ones that need help. Stefan asserts that it is easier to reach
such a goal since it increases the motivation. Annika points out that sometimes the
volunteers and voluntary leaders think that it is the Red Cross advisors that decide and set
up the goals, but in fact it is the volunteers themselves that set up the goals through the
elected representatives. The main task for the Red Cross advisors is to help the local circles
reach the goals.



If the Red Cross is not working with tasks that are not needed in society or in other parts
of the world the volunteers will stop coming, Stefan commented. The acknowledgment is
important for the volunteers therefore the tasks performed have to be rooted in an existing
need. There are also central goals in the organisation and the aim is to build these on goals
set on the local level, according to Lena. There are some overall goals for the entire
organisation, but there are large opportunities to develop local activities and it is important
for the motivation of the volunteers that they do not feel governed by the central
management. Bahare declares that it is important to have clear goals because the volunteers
can clearly see the results of what they have done. Christina points out that

“the local circles that function well have concrete goals, when the routines work the people stay and develop”

If the goals are not fulfilled it is important to listen to the volunteers and try to find out
what has gone wrong, both Lena and Stefan thinks is essential. It is important to be careful
because the volunteers might have worked as much as they were able to and the motivation
will not be raised when complaining, Stefan says. Still it has to be realised that the goals are
not fulfilled. Lena says that questions must be asked in order to evaluate what has gone
wrong:

“What can we do about it? Can we do it better? What is the goal and is it realistic, maybe have to change
it? Is the program constructed in the wrong way? Maybe have to recruit new volunteers?”

4.2.7 Rewards

All respondents mentioned the training offered at the Red Cross as one form of reward.
Training is offered in knowledge about the Red Cross and then further training in different
fields, such as human rights or first aid. Annika says: “the new members enjoy the training while
the ones that have been members for a long time do not think it is important”. The Red Cross advisors
think it is important that all volunteers receive the education, since they think the
volunteers have more fun when they work when they know more about the organisation.
Bahare also asserts that the education received increases the commitment. Christina says:

“It is important that further training is budgeted and it is also possible to apply for money to use it for
education from different authorities and so on. We are going to have a central training day soon for all
informants in order to meet and be inspired. We have applied for money from the Ministry of Foreign
Affairs”.

Since it is possible to apply for money she thinks it should be done more often so that the
volunteers that are interested can develop and learn more and in that way increase their
motivation. Christina also brings trainees on meetings in order to motivate them and
involve them in issues.

If the volunteer wants to develop or get more responsibility s/he can also strive to become
voluntary leader, Lena mentions. Annika, who is in frequent contact with the volunteers
and the voluntary leaders, thinks that:

“It is usually difficult to find the enthusiast that can become the voluntary leader. Becoming a voluntary
leader is not interpreted as a reward, at least not for the majority of the volunteers. Responsibility could be
seen as a reward for some people but sometimes it is heavy to be a voluntary leader since it takes a lot of
time and can be difficult to gather people and so on”

Another possibility to develop is to be engaged in the committee and by that be able to
influence the work done in the organisation. Bahare says that there are many different
career paths; it is for example possible to be a member of a focus group or a committee.



Christina mentions that it is also possible to advance from being an informer to become
the person who trains the informers, and then it is possible to attend an educationalist
education for a week. Another possibility of development is to switch area of engagement,
from for example first aid to social work.

Another form of reward is to meet regularly, share experiences and socialise. Important
also for the different chairpersons to meet and exchange experiences and the network
meetings once a year yields motivation, Bahare says.

Annika says that it is much up to the voluntary leader to do things to motivate and
encourage. Does not have to be large things, it could be small things such as a small trip, a
Christmas dinner, Advent coffee or an article written in the Red Cross magazine about
something a circle has done. The Red Cross advisors encourage the voluntary leaders not
to be stingy when it comes to this. Bahare also mentions that other committees buy
presents, Christmas cards and so on to motivate and show appreciation, but she enhances
that it is also valuable to find the short moments of encouragement

More tangible rewards are that of medals, a medal is received for long and faithful service.
Today it is seen as old fashioned in the organisation but it is still important in some circles.
Bahare says that no diplomas or medals are used in the youth association. In the youth
association it is only effort that is rewarded not how long they have been engaged in the
Red Cross and there are no individual rewards, the group as a whole is rewarded.

Stefan, who started out in the organisation as a volunteer, mentions that it is possible to
apply for a job at the Red Cross and engagement in the organisation is a plus as well as
other experiences of associations. Annika, on the other hand, says that it is only external
recruitment or among already existing employees at the Red Cross and that she has never
experienced that volunteers are recruited for positions within the Red Cross. Still she thinks
that it is a qualification to be a volunteer when applying for a job, regardless of what kind
of job it is. Volunteers receive certificates for things performed as a volunteer, who could
be seen as motivation and reward, Annika thinks. But she adds: “for most people it is enough
reward to help somebody else”.

4.2.8 Improvements

Earlier the Red Cross has not been very good at finding out why people leave the
organisation, Stefan says. Today the Red Cross has become better and tries to ask the
individuals why they leave, it has been realised that the ending process is just as important
as the recruitment process, the whole cycle is significant. Lena thinks that it is a question of
quality, their knowledge should be taken care of since the organisation can learn from their
experience.

Stefan says that a challenge is to understand what motivates volunteers and thereby see
what the Red Cross lacks and can improve. Some people wants to volunteer for a shorter
period of time then the Red Cross has to adapt in order to meet these persons’ needs. It is
also possible to improve the support and supervision for those volunteers that work in
difficult situations. It is not only what they do but also what they meet and experience.

Bahare suggests that the Red Cross should focus more on education in various fields and
have more focus groups, such as groups focusing on questions regarding refugees or
discrimination. This thinking has to be rooted and implemented into the organisation. It is
also important that the time the volunteers devote is used wisely. It is possible to be clearer
of what is expected from the volunteers and committees, having clearer areas of



responsibility can solve it. She has experienced that people grow with the task, most of the
volunteers know more than they think. Therefore it is important to have clear tasks,
knowing where the boundaries are, in order to do a good job as a volunteer. Today the
problem is that many people are afraid of delegating and the working tasks, what should or
should not be done, are indistinct. According to Bahare, the key is, since people are
motivated by having a significant task to perform, to “own a question” to fight for. By
owning a question it is possible to clearly see the result of the work.

Christina thinks it is important to build the organisation in a parallel way.

“The Red Cross cannot struggle to change the old generation it is better to let them stay with dignity. For
the younger generation to develop other types of circles can be created that focus on one issue or country, which
makes it easier for the volunteer to join a circle that suits her interests”

She also mentions that the recruitment process should be done in a professional way and
that they have to be selective if necessary. There has to be the right persons that represent
the Red Cross and adhere to the principles of the Red Cross.

The need inventory is crucial for Christina, in order to do things from a need perspective
and more structured. The structure can be improved as well. Christina suggests that an
educational administrative system is developed that can liberate resources that can be used
more efficiently. Christina thinks that the Red Cross has to focus on one specific question
in order to be really good. The problem is that younger people are needed. Christina adds it
all up by saying: “It is important to fill the organisation with people that are really needed, not only old
women that knit socks”

The Red Cross has to focus on issues that engage people, such as the human rights.
Christina also thinks that new groups of people must be recruited, who has been in difficult
situations and can help others that have similar experiences.

To get new people to join the organisation the Red Cross has to be appealing, Annika says.
One way is to create new circles that interest younger people, which deals with
international questions, to gain new perspectives from the younger generations. The old
volunteers are good at what they do but it is hard to change their mindset. It is important
for the future of the organisation to involve the young volunteers in the committees and in
new activities.

4.3 Respondents-Volunteers

We have interviewed five volunteers in different ages and with different backgrounds. They
will be anonymous in the text and are given pseudonyms to make the text easy to read. The
reason for letting them be anonymous is to let them participate and express their opinion
freely. As a start we will give a background on each one of them.

Signe; is 84 years and have been member of the Red Cross since 1960. She is a widow and
during her involvement in the Red Cross she has been knitting baby clothes most of the
time.

Frida; is 26 years old and works fulltime with marketing. She is engaged in the Red Cross
since two years and works mostly with collecting money.

Laila; is 67 years old and a voluntary leader. She started to work as a volunteer when she
retired from her profession as a nurse. She is engaged in a shelter for homeless people. This
is her ninth year active in the Red Cross.



Monika; is 47 years old and works part time as a nurse. She has been volunteering for the
Red Cross for a year. Her main task is to collect money.

Charlie; is 29 years old and works as a teacher. He is very interested in environmental
questions and has been involved in one project in the Red Cross so far. He is a serious man
with entrepreneurial talents and has been finding new partners for the Red Cross to
cooperate with.

4.3.1 Why voluntary work?

The initial reasons why the respondents started to work as volunteers are individual and to
a certain level different. Some did it for belonging to a community and the social aspects it
brings, others because they had “more to give”. One person mentions the personal, all-round
education as another reason. The big, common factor is that they felt that they wanted to
do something to help others. Frida puts it like this:

“There are three different kinds of people; the one that doesn’t care about others at all, the one that care but
doesn’t do anything about it and the people actually doing something. I know that everybody can do
something and it’s important for me to belong to the last category”.

Several other respondents tell us similar things. They believe they can make a difference for
people in need and this is their way of doing something. As one person said:

“I’m working as a volunteer because it gives me something meaningful to do at the same time as it gives me
friendship and company”.

4.3.2 Why the Red Cross?

The reasons why the respondents decided to join the Red Cross among all the voluntary
organisations available are very much because the great reputation of the organisation. Laila
said:

“I’ve been in contact with people involved in the Red Cross during my professional life and also heard a lot
about their educations. Everything I’ve heard about them is positive.”

Several of the respondents highly value the security of being part of a well-known,
international organisation. The fact that the Red Cross has been without big scandals in
times like ours has created a trustworthy organisation and it is worth a lot.

The decision process have been somewhere on the scale between no other alternatives
available (Signe) and a lot of prior research (Frida) The fact that the Red Cross is religious
and political independent organisation is another contributory cause several respondents
appreciated.

Charlie is the only exception in this group. He decided to join Red Cross because he was
interested of one particular project. He tells us he would rather volunteer for an
organisation with focus on the environmental questions, but since there is no such
organisation in his hometown did he chose the Red Cross. He is not going to be e
permanent member, but will do shorter project if he find the purpose right for his
priorities.

4.3.3 Work tasks and education

Only one of our respondents, Signe, does not think she can influence her work tasks at all.
She is not fully satisfied with this, but does not think she can do anything to change this



fact. Her experience is very different from the other volunteers. Frida explain her point of
view like this: “I can choose what kind of project I want to join. The goal is set, but the ways of reaching
that goal is all up to us”.

The others share his attitude and according to them they can affect their own tasks to a
high degree. This is something they find important for their willingness to continue as
volunteers.

Everybody working as a volunteer in the Red Cross is recommended to participate in a
course with basic information about the organisation. Most of the respondents have taken
this essential course. Even when it comes to this issue is there an obvious difference
between the older and the younger volunteers. Frida has joined 2 courses, so far, and are
looking forward to taking more, also Laila has taken part in several courses. She points out
how important it is to get further education to keep the motivation on a high level.

4.3.4 Pros and cons

“I like everything! It is fun to make up plans. Everything so far has been interesting and rewarding.
Everybody in our group is not as enthusiastic as I am, but we are all different.”

This is Monika’s point of view. She, like the other respondents are all very positive to their
experience according their involvement in the Red Cross. Everybody is during their
interviews mentioning that it is rewarding and that seemed to be a keyword.

When it comes to what they do not like it is not as easy, but after a while they all found
things they do not like as much. Our oldest respondent (Signe) is worried about the future,

“The only thing I do not like about it is that there is no young people involved. We need them, they are the
ones that will take over the organisation in the future.”

Another respondent would like to change the attitude of other volunteers. Laila is working
with homeless people and she feels that a lot of people do not look at them as equal human
beings. She is concerned about every person’s own value and found it even more important
in an organisation like the Red Cross.

A third opinion is about the structure of the group. This person would like to make the
group more effective and she demands more distinct leadership.

4.3.5 Support and feedback

Most of the respondents do not have close contact with the Red Cross employees, but the
majority feel that they get the support they need. Frida says about her relation with the
employees: “I do not really need their support. To me their most important task is to inspire and they
really do that well!”

All the volunteers interviewed told us that they always could call their Red Cross consultant
if they need someone to talk to. Some of the volunteers do not get most of their support
from the employees but from the voluntary leaders or from other volunteers. Laila express
her opinion like this;

“My work at the shelter is tough sometimes and it is important to be able to talk with someone about it.
The consultants are always open for such discussions and give me the support I need”.

When it comes to feedback it is this not the strongest side of the organisation according to
our respondents. No one is dissatisfied, but everybody agrees that this could be improved.



“No, I don’t get any direct feedback from the Red Cross on the work I perform. But I think the money we
collect talks for themselves; if we can collect a lot of money that is proof enough that we are doing a great job
and that inspires me to continue!”

4.3.6 Rewards

One of the most tangible rewards is a medal given for long time duty. This was given to
one of our respondents after being a member for 20 years. Other more objective rewards
are being seen, greetings, and acknowledgement. Laila describe her point of view like this:

“I feel respected and seen. My ideas are always met with sympathy and it is easy to get my desires satisfied if
I want to arrange a Christmas party or something like that for the other volunteers.”

Especially the feeling of being recognized and appreciated is something all the respondents’
value as a very important factor. All the respondents also agree that they receive more than
they give when volunteering. Laila continues like this:

“I get so much! I get to know what is going on in the world and the Red Cross forces me to keep updated. I
got fantastic people around me, all with their own knowledge”.

Charlie does not think the rewards are important to him. He is putting in effort for the
good sake and not for his own sake. To him that is the only thing that really matters.

Several respondents are also mentioning the knowledge that there is a need for the
collected money and that they know it is well used. One person brings up the member
magazine, Red Cross magazine, as another kind of reward.

4.3.7 Goals

Every local circle set their own goals for the coming period, both how much money they
will try to collect and how many new members they are going to recruit. Employees
together with the volunteers take place in this process, Frida explained. One part of the
volunteers we talked to do not know much about the goals, how they work and how they
where set. The second group are fully informed about the goal. This group find the goals
important for their motivation. Even in this question is Charlie an exception. He finds
goals as a negative factor that creates pressure and that it is just a figure on a paper. To him
goals are unnecessary since it is up to every single volunteer to do as much as they want.
One respondent would like some more feedback and following up on tasks performed.

4.3.8 “Nothing can make me quit!”

The arguments for continue volunteering for the Red Cross are strong to all the
respondents. Their spontaneous reaction to the question is:

“Nothing can make me quit! The only reason would be if I got sick or too old. This is my way of doing
something good to our world”

“Stop working as a volunteer? Nothing in this world can force me!”

“As long as there will be a need for our services I will keep on doing this!”

Charlie has a clearly stated argument when he would leave the organisation;

“If the money doesn’t go the right purpose or there would be corruption. Then I would leave straight ahead”.



5 Analysis
_________________________________________________________________________________________________________

The analysis constitutes a blend of the frame of reference and the results from the empirical study. The same
structure will be used as in the theoretical framework. The analysis will function as a base for the next
chapter, conclusion.
_________________________________________________________________________________________________________

We will in this chapter compare the theories with reality, the empirical findings. The same
structure will be followed as in the theoretical framework. To fully understand the problem
we will briefly analyse changes in values and the human needs. The focus will be on how
the volunteers are managed and motivated.

5.1 Hierarchy of Needs

It is possible to see the needs that affect the motivation of individuals with Maslow’s
Hierarchy of Needs (1943, in Stephens 2000). His theory is built around five needs:
physiological needs, safety needs, belongingness needs, esteem needs and self-actualisation
needs.

In order to volunteer it is clear that the
basic needs, physiological and safety needs,
must be fulfilled. All of the volunteers
interviewed had somewhere to live and had
a monetary income. But what about the
other needs, are they fulfilled? The needs
that the volunteers wanted to fulfil when
volunteering were belongingness, esteem
and self-actualisation needs. Most of them
have a combination of the three needs. An
interesting observation is that the youngest
volunteer works mainly for self-
actualisation reasons while the oldest
volunteer for belongingness reasons. The
youngest volunteer points out that apart from helping others education and knowledge are
most important whereas the oldest appreciate the friendship and social activities. Several of
the respondents said that they volunteered because they wanted to help others and that
they found it meaningful. We interpret this as the volunteers are fulfilling the esteem and
self-actualisation needs. They feel good about themselves when helping others, Lena
mentions that volunteers want to feel useful and that the work they do is meaningful. At
the same time they gain knowledge about other cultures and people and thereby develop as
individuals. They did not mention that respect from others were important, which is
otherwise included in the esteem need. It is possible that this is an important aspect, but
that it is hard for the respondents to express and identify it as a need. We hereby conclude
that the volunteers strive to fulfil more than one need at the time, which is supported by
Porter, Bigley and Steers (2003).

There is a connection between Maslow’s Hierarchy of Needs and the post-modern values.
The two basic needs, physiological and safety needs, are fulfilled for all the volunteers and
most of them have lived with this security in their life for a long time. The post-modern
values of today focus on the quality of life rather than material well being, according to
Inglehart (1990). We interpret this as, the younger generation of today wants to fulfil self-

Physiological needs

Safety needs

Belongingness needs

Esteem needs

Self-actualisation needs

Figure 5.1. Maslow’s Hierarchy of Needs
(Stephen, 2000, p.1)



actualisation needs rather than gaining material status, since they have grown up with the
two basic needs satisfied. According to the employed respondents the younger generation
wants to have specific goals and tasks that are based on a real need in society, in order to
see their results of improving the life of others. The oldest of the volunteers is not sharing
all the post-modern values to the same extent and their needs are not really the same as the
younger ones’. For that generation the belongingness needs are of highest priority to
achieve.

5.2 Different kinds of volunteers

Powers (1998) mentioned three different kinds of volunteers. The spot volunteer’s activity
is more casual for a specific need. In the group of volunteers interviewed only one belongs
to this category. The respondent is not loyal to the organisation as such but to a particular
issue and joins projects that he finds interesting. Like Christina mentioned this is the
direction the Red Cross is heading, where the individual volunteer’s engagement is more
specific and focuses on one issue or country. If the organisation will follow this trend, it
will be more suitable for spot volunteers. The second type of volunteer is active on a more
regular basis and has a personal commitment. The majority of the volunteers belong to this
category. Their personal dedication is proved by long-term commitment and devotion to
the organisation. Several of the respondents express that they could never think of leaving
the Red Cross. The third type consists of volunteers that are pressured to perform
voluntary activities. This group is not represented among the respondents, since all of them
joined the organisation of their own free will.

5.3 Motivation and Hygiene factors

Herzberg’s (1959) motivation and hygiene theory describe the factors for satisfaction and
dissatisfaction at a workplace. Motivation factors, such as growth, achievement,
recognition, responsibility and advancement are important to create satisfaction. The
hygiene factors, company policy, administrative policies, supervision, salary, interpersonal
relations and working conditions needs to be fulfilled to eliminate dissatisfaction and do
not create satisfaction.

To apply Herzberg’s theory to the voluntary field does not work all the way. Some of the
hygiene factors are not relevant, such as wage that is not significant in this context. On the
other hand are the motivation factors applicable. It is possible to grow as a volunteer
through education and by switching area of focus. For example one can go into first aid
from human rights. This will broaden the knowledge and perspective and make the
volunteer grow in his/her role. Clear and precise goals are an easy way of seeing the results
of one’s performance and a form of achievement. The motivation factor of recognition can
be visualized in more concrete ways. It can be something simple as giving a phone call, to
give credit to a volunteers performance in the Red Cross magazine or to show appreciation
by simply saying thanks. Giving the volunteer responsibility is close associated to the
concept of autonomy. This is what Bahare tries to achieve with her vision of specific areas
of responsibility and her idea of “owning a question”. Advancement can be reached by
becoming a voluntary leader or being selected to join a committee. To become a trainer for
informers is another way to advance in the organisation as a volunteer. Being a volunteer
can also be an opening for a future employment in the Red Cross as well as in other
organisations. Shin & Kleiner (2003) say that the volunteer has no opportunity for upward
movement in the organisation, but our findings prove the opposite.



The hygiene factors that can be applied to the voluntary sector are company policy, which
is visible in the guidelines for voluntary workers and the basic principles of the Red Cross.
Administrative policies are another hygiene factor and as the volunteers explained it are
about the Red Cross being a trustworthy organisation without corruption and scandals.
Interpersonal relations are reflected through support from the Red Cross advisers and
mutual trust between volunteers and employees and volunteers and volunteers is necessary.
The working conditions are about occupying the volunteers’ time wisely and some of the
volunteers expressed that this could be improved. In the voluntary sector the hygiene
factors functions as basic demands for entering the organisation. If they are not fulfilled,
the individual will chose to spend their time on something else, such as another voluntary
organisation or something different.

5.4 Managing volunteers

The management of unpaid volunteers is about planning, recruiting, training,
communication and volunteer recognition and appreciation, according to Shin and Kleiner.
Lena said that the management encourage certain activities, but for the most part it is the
voluntary leader that has to arrange and plan these. Activities include having meetings,
arrange a daytrip or dinner. The volunteers are also offered training, which is known by all
the respondents both employed and volunteers, and that is for the most part performed by
the Red Cross advisors. It appears like the voluntary leader has to take on a large share of
the responsibility regarding planning, recognition and communication. The question is if
this responsibility is clearly communicated to the volunteers and voluntary leader. Annika
mentions that it is sometimes difficult to find the volunteer that wants to become the
voluntary leader and Birgit said that she took on the role of voluntary leader since no one
else wanted to do it. The question is then if the voluntary leader gets too much
responsibility? The Red Cross advisors motivate the volunteers through the voluntary
leaders, therefore the voluntary leaders have to take on a heavy load regarding the other
volunteers.

Elliot et al (2001) says that there are four major psychological needs that people desire, and
they are autonomy, competence, relatedness and self-esteem. Shin and Kleiner (2003)
therefore thinks that it is vital to relate these needs to management practises.

5.4.1 Relatedness and Autonomy

For the volunteers to experience relatedness and autonomy it is vital to acknowledge the
importance of the volunteers by letting them express their opinion and involve them in the
decision making process as well as taking part of social activities (Shin & Kleiner). Lena
says that it is important to let the volunteers participate and that it is important to listen to
them. Stefan mentions that the Red Cross has become better at listing to volunteers that
leave the organisation in order to learn from their experiences. Although it is not always
understood, according to Annika, it is the volunteers that set the goals, which indicates that
the decisions are decentralised in the organisation. The volunteers agree upon that they
have much influence upon the working tasks performed and that they find it important,
which signifies that the organisation has succeeded to some extent to give the volunteers
autonomy. Still they could probably do even more with this freedom and take more
responsibility for specific questions and tasks, as Bahare mentioned, if they are informed
and trusted.



5.4.2 Competence

Shin and Kleiner (2003) asserts that it is vital to use the volunteers’ time wisely and delegate
meaningful work otherwise they will leave the organisation. Bahare suggests improvements
in this area when mentioning that it is important to use the volunteers’ time in a good way
and be clearer of what is expected. She argues that today many people in the organisation
are afraid of delegating and the working tasks are unclear. Bahare thinks that if
responsibility is given to volunteers they will develop and grow in their role. The volunteers
can then use maximum of their capacity and develop as individuals and volunteers. The
organisation would profit from this if it functions in reality, if the individual is trusted and
given more responsibility. Still there might exist volunteers that are not ready or capable to
take on this responsibility. It can be a question of generation, where the younger people
prefer to develop individually at the same time as being part of an organisation instead of
valuing the social aspects without large responsibilities highest.

5.4.3 Self-esteem

For the individual to gain self-esteem as a volunteer, Shin and Kleiner (2003) suggest
several things that should be done. The volunteer managers should among other things be
encouraging, supportive, enthusiastic, understanding, give feedback and have social skills.
For the volunteer to feel support from the organisation there should be meetings and they
should receive phone calls and receive needed information.  In order to encourage the
volunteers “member care” is included in the budget. According to Annika, the volunteers
should feel that they are getting support from the Red Cross advisors. Most of the
volunteers interviewed thought that they got enough support from the Red Cross advisors
and also from the voluntary leader. Bahare focuses much on inspiration and says that by
acknowledging, taking time to visit and making phone calls are good ways of encouraging
volunteers. Bahare’s view goes hand in hand with that of Shin and Kleiner (2003), but
Christina implied that some groups are not getting enough support. Therefore it can
probably be improved on several levels in the organisation. Also here it seems like the
voluntary leader has to take on much responsibility.

5.5 Goal theory

The goal theory is explaining why some people are performing better then others and is
comparing the effect of “do your best” goals with hard and precise goals. Studies made
show that a hard but realistic goal creates a better performance than the invitation to do
your best. It also shows that the greater the commitment, the better the performance.
According to the theory there are three ways to a high degree of commitment: to adjust the
goals after the individuals’ capability, to raise this capability through training and to change
the individuals’ perception on their capability by expressions of confidence or role models
(Bandura, 1986). In the Red Cross representatives of the volunteers together with the
employees set all goals.

Lena is pointing out the importance of having realistic and reachable goals. From the
voluntary side, the majority find it important to have goals and they are also updated with
the present goals. There is an exception among the volunteers. One respondent do not
think goals are appropriate when the contribution is voluntary.  This complexity is the
employees aware of and it forces them to use an adjusted kind of management.   



There is a paradox when it comes to goal setting and voluntary works. A majority of the
volunteers would appreciate more clear goals at the same time as the voluntary initiative
makes it hard to put pressure on the individuals’ contribution.

Bahare’s idea of clear areas of responsibility in a combination with more traditional goals
could be a solution on this problem. She also says that one kind of “member care” is
personal conversations about future plans with the volunteers. The volunteer could choose
a restricted issue s/he finds interesting and together with a leader set an appropriate goal.
This would lead to double benefits; it would gain a higher degree of commitment, as
pointed out in the theory as a important factor for success and it would also lead to greater
chances of reaching the goal.

Lena said it is important to be careful with the volunteers and their contributions. They
have to be supported but the employees are not in a legal position to force them to
perform. This complexity takes away some of the advantage by using goals as a motivation
factor in the voluntary sector and makes this theory less applicable. Goals in this
organisation have to be truly implemented and accepted by the volunteers. Being careful
with the volunteers is also to utilize their time wisely and be sure that the time they are
willing to spend really is used from a need perspective.

Feedback is an important factor for success in this theory. According to the volunteers this
could be further developed in the Red Cross. Several volunteers do not think they get
enough feedback on their performance. Christina tells us that they are aware of this
problem and she believes this is something they have to deal with to keep their volunteers
as motivated co-workers.

Locke points out a number of relevant leadership techniques to increase the degree of
commitment. (Locke & associates, 1991). In the Red Cross they take form as follows:

• Expecting outstanding performance;
o As Bahare mentioned the individuals grow with their assignments.

• Promoting employees who embrace the vision;
o To encourage and give more responsibility to engaged volunteers, such as

the voluntary leaders.
• Delegating responsibility for key tasks, like goal setting.

o To let the volunteers taking part in setting goals.
• Expressing confidence in employee capabilities,

o To believe in the individuals and let them “own a question”, as Bahare says.
• Enhancing capabilities through training;

o This is one of the strongest qualities of the Red Cross. It is widespread in
the organisation and all of the respondents have been offered at least a
basic course.

The strongest side in the Red Cross is the education that they offer their volunteers. All the
other techniques can be improved.



5.6 Equity Theory

This theory explains the employment as an exchange relationship in which the employee
contributes inputs and gets outcomes in return. The author claims that individuals weight
their input, which can be experience, education and effort put into the tasks with the
outcome they get. Different kinds of outcome, or rewards, can of course be salary but just
as much things like status and recognition. The theory is designed for an employee
condition but with some modification it is relevant for the voluntary situation as well. One
kind of input does not always lead to the same outcome; it depends on personal
preferences as well as on the working position, employee or volunteer. A difference when
the contribution is voluntary is the ability for the employees to influence the volunteer’s
level of performance, as discussed earlier in the analysis. When it comes to the outcome is
it just as important in this sector as in any other, but it takes other forms than the more
traditional monetary ones. The kinds of outcome both employees and volunteers mention
are much more abstract such as recognition, doing something for others and appreciation.
Respect and friendship are other highly valued factors keeping the level of motivation.
Knowledge and education are other rewards appreciated by the volunteers. The Red Cross
offers a wide range of courses and the employees encourage their volunteers to participate
in them. There are a few obvious rewards too, like the medal and the magazine, but they
not of decisive importance in this context.

The equation input versus outcome is experienced as equal by the volunteers or even with
overweight for the outcomes. Lena points out the Red Cross goal is that the volunteers
should get something back from the organisation for their contributions. Perceived
inequity leads, according to the theory, to tension in the individual. A consequence of this
inequity makes the individual motivated to eliminate this unfairness. We interpret that
when it comes to the voluntary work the patience is shorter and if someone perceive
inequity the probability of leaving the organisation is impending.

In Equity theory an important part is the comparison between individual’s input and
outcome. The individuals compare their effort with others’ in similar situations. This part
of the theory is not applicable to the voluntary sector, since both the inputs and outcomes
are very individual. Every volunteer are giving as much or as less of their time as they want
and can and also doing different tasks. What kind of rewards they experience they get back
is all depending on their personal preferences, what they value as important.



6 Conclusion
_________________________________________________________________________________________________________

This chapter summarises the analysis and presents the conclusion of the thesis and answers the purpose from
the introduction. It will include our personal reflections.
_________________________________________________________________________________________________________

In the background we discussed the significance of motivation of volunteers in voluntary
organisations. Since it is essential for these kinds of organisations, it is interesting to see
what kinds of actions are taken to sustain and improve their motivation. With this
background we chose our purpose:

“To investigate how the employees and the management of the Red Cross motivates its voluntary workers,
as well as examine what actions can be taken to improve this.”

To know how to be able to affect someone’s motivation, it is important to know what kind
of need that lies behind it. Maslow’s Hierarchy of Needs helps us to understand and
explain those needs. Out of his five categories, the two most basic has to be fulfilled to be
relevant as a volunteer. The last three, belongingness-, esteem-, and self-actualisation needs
are all represented in different proportions depending of the single individual. We have
found a difference in needs between the younger and older generation. This can be traced
back to the ideas in the post-modernism theory. It is clear that the Red Cross is facing a
generation shift and need to take advantage of this situation. To attract the younger
generation focus has to shift from the social aspect to a more performance-oriented view.
The trend is that the form of volunteering is going from having a more traditional role to
taking the form of spot volunteering, where the volunteer focuses more on one particular
issue. The coming generation is more demanding when it comes to the task they are
performing and the tasks have to be based on an existing need.

When considering Herzberg’s theory of motivation and hygiene factors in the voluntary
situation, the hygiene factors are basic demands for entering the organisation and if they
are not present or fulfilled the individual would not even considering joining the Red
Cross. That is a possible difference from profit-oriented companies, where salary might
compensate for dissatisfactions. The motivation factors must be present to a higher degree
in order to gain and keep up the necessary level of motivation for the volunteers. The
effects of those factors are more drastic in the voluntary sector since it is dealing with the
individuals’ limited spare-time and they thereby have more room to stay in or leave the
organisation than with a salaried job. This also connects to the equity theory where the
outcome for volunteers differs from paid employees. The outcomes for the volunteers are
more abstract and personal and the patience for staying in the organisation is shorter in a
voluntary organisation when inequity is experienced.

Since it is so much up to the single volunteer’s preference the working conditions have to
be suitable. In the Red Cross the volunteers are given autonomy, but we think that they
could be given even more responsibility since both the organisation and the volunteers
would gain from it. When regarding competence, education is valued highly at the Red
Cross and by the volunteers. Still the organisation can improve by delegating to a higher
degree so that the volunteers can take on more responsibility and develop individually.
Supporting and encouraging the volunteers create self-esteem and a majority of these
activities are expected by the organisation to be performed by the voluntary leaders.



Goals are important but complex because of the specific circumstances for a volunteer.
Goals create motivation at the same time as it is difficult to put any pressure on the
voluntary worker. Due to this fact goals are functioning as a less useful tool to implement
motivation in the volunteers. We believe that the concept of “owning a question” could be
a solution to this problem. Something that is functioning very well in the organisation is the
training offered to the volunteers.

6.1 Personal reflections

All in all, we have seen that the voluntary leaders are given much responsibility. We
question if the voluntary leaders are informed about the large responsibilities that comes
with this commitment. What should be important here is to communicate what is included
in the role of being a voluntary leader and all the responsibilities it brings. This information
has to reach both the voluntary leader and the other volunteers, so that all parts know what
to expect. We have experienced that becoming a voluntary leader is not highly regarded
and maybe this is not in proportion to the importance the role is given in the organisation.
This makes the organisation vulnerable and in order to diminish this weakness it would be
better to divide and delegate smaller responsibilities to a larger amount of people through
letting them “own a question”. This would be interpreted as the management believes in
the single volunteer’s capabilities and will thereby increase the motivation.

Regarding the management and employees at the Red Cross improvement can be made
when it comes to feedback and taking care of volunteers’ knowledge and experiences. This
would be a fairly easy way to understand their driving forces and thereby simpler to
motivate them in the right way. We have realised how important it is with motivation and
would therefore like to suggest that guidelines are set up for motivation of volunteers. It
will then be possible to work in a more structured way regarding motivation on all levels in
the organisation.

In order for the Red Cross to survive the generation shift and the shift of values in the
society they have to adjust the organisation and the way they are occupying their
volunteers. The future volunteers will have larger demands on the organisation and will be
prepared to give a lot when they are motivated enough or switch organisation if not
satisfied.

6.2 Suggestions for further studies

We have found that there are several areas that can be of interest for further studies.

• If the need inventory is performed it would be interesting to investigate what the
results are and what is later done to handle these needs in society.

• How volunteers are recruited and what criteria that have to be fulfilled in order to
become a volunteer could be interesting to look into.

• The generation shift that is taking place could be explored in a deeper way than we
have done in this study to get a clearer perspective of the changes in the voluntary
non-profit organisations.

6.3 Thanks

We would like to send a big thanks to the respondents who have shared their experiences
and made it possible for us to carry out this study.
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Appendix 1

Interview guide

EMPLOYEES

Name

Age

Background

Working tasks

How and when did you get in contact with the Red Cross?

How important are the volunteers for your organisation?

Is it important to work with the volunteers’ motivation?

How do the Red Cross work with motivating volunteers?

Are there any guidelines for motivation?

Does it exist a program or plan? Do you follow up the guidelines?

Are concrete goals used?

Are any reward systems for volunteers used in the organisation?

-What is rewarded?

-In what ways are they rewarded?

How is responsibility delegated in the organisation? Can it be regarded as a reward?

What possibilities exist for advancement for volunteers in the organisation?

Are the volunteers offered education and can that affect motivation?

What can be improved?



Appendix 2

Interview guide

VOLUNTEERS

Name

Age

Occupation

Where are you from?

What made you start working as a volunteer?

How did you get in contact with the Red Cross?

Why did you choose to volunteer for the Red Cross?

What kind of tasks are you performing and how often?

Can you affect the tasks you are performing?

What do you like about working as a volunteer for the Red Cross?

What don’t you like about working as a volunteer for the Red Cross?

Have you participated in some kind of education arranged by the Red Cross?

How much contact do you have with the Red Cross advisors?

What kind of support do you get?

Do you get any rewards for your contribution from the Red Cross?

Are the rewards enough for the effort you put in?

Do you work towards goal?

What do you think about having goals?

How are these goals set?

Do you get any feedback on your performance?

What would make you leave the organisation?

Do you have any other comments?



Appendix 3

Frivilligt arbete - riktlinjer

Inledning

Obetalt frivilligt arbete bygger på enskilda människors ideella engagemang
och utgör grunden för Svenska Röda Korsets existens. Det som frivilliga gör
i Svenska Röda Korsets namn skall lindra och förhindra mänskligt lidande,
skydda liv och hälsa, skapa respekt för människovärdet, främja ömsesidig
förståelse och vänskap samt verka för samarbete och varaktig fred mellan
människor.

Syftet med riktlinjerna är att

· tydliggöra frivilligarbetet inom verksamhetsprogram, lokala program
och projekt.
· tydliggöra Svenska Röda Korsets grundläggande värderingar och
attityder avseende frivilligt arbete.
· fastställa vilka rättigheter och skyldigheter som
frivilligmedarbetaren och Svenska Röda Korset har gentemot varandra.

1. Definitioner

Frivilligarbetet inom Svenska Röda Korset är

· avsett att komma människor i utsatta situationer till godo i
överensstämmelse med Röda Korsets grundprinciper.
· insatser som utförs av fri vilja, det vill säga utan anspråk på egen
förtjänst och utan socialt, ekonomiskt eller politiskt tryck.
· organiserat av kretsar.

Frivilligmedarbetare i Svenska Röda Korset är en person som tillfälligt
eller regelbundet utför arbete organiserat av kretsar. En
frivilligmedarbetare i Svenska Röda Korset bör, men behöver inte, vara
medlem i föreningen.

2. Ansvar och roller

Centralstyrelsen ansvarar för att ge kretsstyrelsen erforderligt stöd.
Centralstyrelsen är ytterst ansvarig för den verksamhet som bedrivs i
Svenska Röda korsets namn. I Svenska Röda Korset utför frivilligmedarbetare
det frivilliga arbetet. Frivilligmedarbetare leds av frivilligledare, vilka
har utsetts av kretsstyrelser, som lokalt ansvarar för verksamheten.

3. Kretsstyrelsen

3.1 Rekrytering

Kretsstyrelsen ansvarar för att



· rekrytera till verksamhetsprogram, lokala program och projekt utifrån
behov.
· rekrytera frivilligmedarbetare utifrån deras engagemang och
förutsättningar.
· rekrytera frivilligmedarbetare med syfte att sammansättningen speglar
mångfalden i vårt samhälle.
· frivilligmedarbetaren har tagit del av riktlinjerna för frivilligt
arbete och rättar sig efter dem.

3.2 Introduktion och kompetensutveckling

Kretsstyrelsen ansvarar för att

· ge frivilligmedarbetaren lämplig introduktion, utbildning och
möjlighet till egen utveckling.
· ge frivilligmedarbetaren stimulans och uppskattning.

3.3 Planering, utförande och uppföljning

Kretsstyrelsen ansvarar för att

· frivilligmedarbetarens synpunkter och erfarenheter tas till vara vid
utformning, utveckling, genomförande och utvärdering av verksamheten.
· fördelningen mellan män och kvinnor motsvarar programmens krav och
brukarens önskemål.
· ersätta frivilligmedarbetaren för godkända utlägg, som arbetet
förorsakat
· tillhandahålla lämplig utrustning för uppdraget.
· omplacera och ytterst avskilja frivilligmedarbetare, som visar sig
vara olämplig, missköter sin uppgift eller bryter mot riktlinjer och som
efter samtal och stöd inte ändrar sig.

3.4 Gränsdragningen frivillig eller betald insats

Kretsstyrelsen ansvarar för att

· person som behöver betalas för att utföra ett arbete eller en uppgift
erkänns som anställd.

3.5 Samarbete

Kretsstyrelsen ansvarar för att

· främja samarbetet med aktörer inom privata, ideella och offentliga
sektorn, som uppmuntrar frivilligarbete.

4. De frivilliga

4.1 Rättigheter



Frivilligmedarbetaren förväntar sig av Svenska Röda Korset att

· få lämplig utbildning och introduktion för att kunna ta sig an
överenskommet frivilligarbete.
· har rätt utrustning för att kunna utföra överenskommet
frivilligarbete.
· kunna avböja ett frivilligarbete.
· omfattas av lämpligt försäkringsskydd.
· föra fram klagomål avseende sådant som berör relationen med och
arbetet i Svenska Röda Korset..

4.2 Skyldigheter

Svenska Röda Korset förväntar sig att frivilligmedarbetaren

· handlar enligt Röda Korsets grundprinciper och främjar spridningen av
dessa.
· respekterar bestämmelserna om emblemets användning och förhindrar att
det missbrukas.
· uppträder i enlighet med riktlinjerna för frivilligt arbete och i
enlighet med överenskommelser i respektive verksamhetsprogram, lokala
program och projekt.
· tillsammans med människor i utsatta situationer tillgodoser rimliga
behov och stärker möjligheterna till självhjälp.
· inte tar emot pengar eller gåvor för eget bruk.
· strävar efter och verkar för hög kvalitet i arbetet.
· beroende på sina kunskaper och förutsättningar står till förfogande i
nödsituationer, enligt överenskommelse med Svenska Röda Korset.


