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CEO Foreword
Ms Tan Li San

Volunteers play a pivotal role in our social service sector. They augment the capacity of our Social Service Agencies (SSAs) not just by
engaging service users and assisting in service delivery, but also in building organisation capabilities and driving business
transformation.

In 2019, NCSS developed the Volunteer Engagement Tool (VET) to provide our SSAs with insights on volunteer engagement and
satisfaction. Understanding what drives volunteers’ satisfaction helps the organisation develop stronger volunteer recruitment,
engagement, and retention strategies.

Over the past 3 years, volunteer satisfaction has increased; last year in particular, we saw a significant increase in volunteers’
appreciation for the meaningful and impactful work that your organisations do. This is no doubt due to your efforts in keeping your
volunteers closely engaged despite the challenges that the pandemic presented.

My sincere thanks to the SSAs who have implemented the VET and volunteers who have responded to the survey. This will help NCSS
gain deeper insights on the volunteer experience and how it relates to sustainable volunteerism. We are encouraged by the findings in
this 2021 report, and we hope that these insights will strengthen and catalyse your volunteer management strategy in the year ahead.
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“The unselfish effort to bring cheer to
others will be the beginning of a happier
life for ourselves.”

- Helen Keller

Image credit: Mi Pham on Unsplash
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. SSAs with an efficient way to gauge
? olunteer satisfaction and enable targeted
improvements to boost volunteer retention.

“volunteer sq'rlsfaeﬂﬁracross their sector
* The ability to track results over time

* Opportunities to improve volunteer
management and retention

Image credit: Sathya Sai Social Service
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Improve the capa
- measure volunteer satisfaction across areas such
as training programmes, communication,
support, and the Organisation in general.

Identify areas for improvement in volunteer
management to boost retention.

Image credit: Metta Welfare Association
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Image credit: Thye Hua Kwan Moral Charities Limited

Overall analysis
Respondents’ profile
Experience with Organisation
Key observations

Opportunities to improve volunteer satisfaction

Drivers of satisfaction with Organisation

Drivers of satisfaction with volunteer role
Appendix

Detailed sub-sector analysis

How to download raw data
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Executive Summary

&

&

Volunteer profiles have
changed from COVID-19

Significant increase in younger (< 44
yo) volunteers, possibly because due
to requirements of volunteering
activities (e.g., digital skills) and
COVID-19 restrictions (e.g., safe
management measures).

Schools/Companies/Organisations are
significantly more important sources of
awareness compared to 2020.

2

2021 VET results have
improved since 2020

Volunteers:

%

Feel their work is significantly more
meaningful (13%) and are therefore
more willing to spend time with their
Organisation (15%) compared to
2020.

Are significantly more satisfied with
their Organisation (14%) and role
(14%) compared to 2020

Are more likely to recommend the
Organisation to their friends and
family (13%) compared to 2020.

3

s

Changes in sub-sector
analysis

Volunteers from the Multi-Sector
Services sub-sector feel a significantly
greater sense of appreciation and
satisfaction with their Organisation
compared to 2020. This could be
because the volunteers are newer
(55% of volunteers have volunteered
for less than a year) and therefore
more appreciative.

However, there has been a dip in
volunteer sentiment in the Community
Services sub-sector and to a lesser
extent Children & Youth Services.

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.
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Key Highlights

-

T 4

Appreciation of the work done
by the Organisation is an even
stronger motivator

Possibly because of raised social
consciousness during the pandemic,
belief in the value of the Organisation is
even higher than in past surveys.

J

2%

Significant increase in younger
(< 44 yo) volunteers &
satisfaction with all aspects of
their role

COVID-19 has restricted the number of
older volunteers.

Improved satisfaction has increased
willingness to continue volunteering, spend
more time with the Organisation, and
likelihood of recommendation of the
Organisation to others.

\_

3.

School/Company/Organisation
significantly more important
sources of awareness in 2021

This may be because volunteering with a
school /company resumed during the
past year. In addition, increasing
emphasis on social responsibility among
employers and schools may be an
added factor.

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.




Respondents’
Profile*®

*Profiling questions were only asked in the full survey, profiling information for the pulse survey
respondents is not available

Image credit: Singapore Red Cross Society
\
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Profile of respondents*

TOTAL iM) GENDER “B ETHNICITY 2] AGE = WORK STATUS
RESPONDENTS

81% > 65 Working full time
71% Chinese 87%
3 7 Z Female 72% 55-64 Full time student
70% Malay 45 - 54 Retired
{O) voLUNTEER causE e
- Working part time
46% ndi
Children and youths ndian R
I yeu 25-34 Self employed
Male
15-24
Seniors 55% Homemaker
55% Others
<15
Unemployed
Adults with Disabilities/Special
Needs
@-’ VOLUNTEER TYPE Q SOURCE @ TRAVEL TIME
Persons with Mental Health
Conditions Found out about it by < Once a year > 60 mi
. 79% myself or through 59% mins
Helping the . .
- - friends 71%
Families Organisation run 83% Once a year
their programmes 60 41%
Part of school’s E P h 30 — 60 mins 42%
Children and Youths with programme very few months 42%
Disabilities/Special Needs
. Once a month 21%
Orgarivition for Through religious 00
VOLUNTEER DURATION on for organisation A fow fimes a month
(in years)
) . Once a week 47% 10 — < 20 mins
39%  38% 40% Through interest group
25% % 2% Using my specific s i .
R skills to help the everalfimes a wee <10 mins
%, 3% Organisation 'WI:.h Part of company's
<1 1-3 3-5 6-7 8-10 >10 projects programme Daily
. 2021 respondents = 372 . 2020 respondents = 533 . 2019 respondents = 1,113 *Profiling questions were only asked in the full survey, profiling information for the pulse survey respondents is not available

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.
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Reasons and motivations for volunteering

Appreciation of the valuable work done by the Organisation continues to be the main driver for volunteerism and it is a
significantly greater motivator in 2021 vs. 2019 and 2020.

78%**

72%  72% 71%**

10%**

It does valuable work for | believe in the work that it | like being part of the team The programmes fit my It is near my home™ My friends/family asked me It is mandatory for me to do
society and individuals* does here schedule it
*Option altered slightly in 2020 for conciseness *%2021 results significantly higher than 2020 & 2019
QAS5. Why did you choose to volunteer with this Organisation? Please select all that apply. [multiple response] #%2021 results significantly lower than 2020 & 2019

. 2021 respondents = 633 . 2020 respondents = 623 . 2019 respondents = 1,113

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.



Channels leading to the awareness of Organisation*

Word of mouth is still the main sources of awareness among volunteers. In 2021, significantly more volunteers heard about the
organisation through their company, school or (religious) organisations.

Offline mediaq, i.e. TV, newspapers, radio, traditional mail, are not major sources of awareness, and Giving.sg has significantly
decreased as a source of awareness of organisations in 2021.

Word of mouth
| heard about it from my company /school /organisation

Volunteering with my school /company

Through social media

13%
13%**
16%

Online websites / Online discussion forums 20%
My family / friend is using services provided by the organisation
TV / Newspapers / Radios

Through Giving.Sg

| pass by the organisation frequently

Traditional mail

13

*Question not asked in Pulse Survey *%2021 results significantly higher than 2020 & 2019

QA6. How did you hear or learn about this Organisation? Please select all that apply [multiple response] *2021 results significantly lower than 2020
*%2021 results significantly lower than 2019

. 2021 respondents = 372 . 2020 respondents = 533 - 2019 respondents = 1,113

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.



Experience
with
Organisation

Image credit: Youth Corps Singapore
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Evaluation of the Organisation

Overall, volunteers have a significantly greater appreciation of their Organisation in 2021 compared to 2019

8.67*

8.50
8.15* 8.10*
7.99

8.10* 8.04

7.85*

The Organisation really appreciates The quality of communication from the The Organisation listens to feedback The Organisation communicates The Organisation gives high quality
its volunteers Organisation is excellent from volunteers frequently with volunteers feedback to volunteers

QB 1. Currently, how much do you agree with the following statements about your agency [rating scale O — 10].

#2021 results significantly higher than 2019
. 2021 respondents = 633 . 2020 respondents = 623 . 2019 respondents = 1,113

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.



Evaluation of the volunteer role

Volunteers are significantly happier with all aspects of their role compared to 2019.

Satisfaction with the amount of time spent volunteering with the Organisation has improved significantly from 2020. This is
probably due to the resumption of some physical volunteering activities during the COVID-19 pandemic.

8.37*
8.19*
. 8.01 8.02** 7.80* 7.77%%*

7.82 776 7.86 -
7.56 7.46 7.48 7.33

7.55%**

The availability of staff help The programmes you The amount of time you spend How well your skills are being The quality of volunteer The frequency of volunteer
when needed parficipate in volunteering with the used by the Organisation training you receive training conducted

16

Organisation
*2021 results significantly higher than 2019

QB2. Currently, how do you feel about your work in the Organisation? [rating scale O — 10]. #%2021 results significantly higher than 2020
*#%2021 results significantly higher than 2020 & 2019

. 2021 respondents = 633 . 2020 respondents = 623 . 2019 respondents = 1,113

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.
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Volunteer perspective of the Organisation

Volunteers feel that the work is significantly more meaningful and are therefore willing to spend more time with the
Organisation compared to 2019 and 2020.

8.67*
8.08*

7.82

7-7] 7.59

The work | do at this Organisation is meaningful | would like to spend more of my time with the Organisation | feel a sense of belonging in the Organisation

QB3. How much do you agree with the following statements? [rating scale O — 10]. #2021 results significantly higher than 2020 & 2019

. 2021 respondents = 633 . 2020 respondents = 623 . 2019 respondents = 1,113

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.



Overall volunteer satisfaction

Volunteers are significantly more satisfied with their Organisation and their role compared to 2019 and 2020 as they have
greater appreciation for most aspects of their Organisation.

8.50*
8.18*

Satisfaction with the Organisation Satisfaction with role in the Organisation

QBA4. In general, how satisfied are you with the following: [rating scale O — 10]. #2021 results significantly higher than 2020 & 2019

. 2021 respondents = 633 . 2020 respondents = 623 . 2019 respondents = 1,113

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.



Likelihood of recommendation

Volunteers are significantly more likely to recommend the Organisation to their friends and family compared to 2020 and
2019 as they are very satisfied with their Organisation (page 18).

8.61%

vs.
8.35in 2020
8.30in 2019

QBS5. How likely are you to recommend this Organisation to your friends & family 2 [rating scale O — 10]. *2021 results significantly higher than 2020 & 2019

. 2021 respondents = 633 . 2020 respondents = 623 . 2019 respondents = 1,113

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.



Willingness to continue volunteering

Volunteers are significantly more likely to continue volunteering than 2020 as they are very satisfied with their Organisation
and experience, and they can resume some physical volunteering activities.

48

vs.
8.16 in 2020
8.42in 2019

QB6. How likely are you to continue volunteering with this agency in the coming year? [rating scale 0 — 10]. *2021 results significantly higher than 2020

. 2021 respondents = 633 . 2020 respondents = 623 . 2019 respondents = 1,113

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.
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The profile of qunteers has changed significantly, with the majority now being under 44
years of age. Mainly students or full time employed people.

Image credit: Lions Befrienders x Anglo-Chinese School (Independent)



These younger volunteers are strongly motivated by their belief in the value
of the work their Organsation does.
This in turn drives satisfaction with the Organisation and a willingness to
recommend it. Satisfaction with their own role within the Organsiation
; remains very strong among volunteers.

, Ref: slides : 14, 17,18, 19, 20, V ‘ ‘

Image credit: Bizlink Day Activity Centre (DAC) x Young Men's Christian Association (YMCA) — Singapore University of Technology and Design (SUTD)
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Recap: Volunteer Management Framework

Be Volunteer Ready 1 Conduct Needs 2 ﬂ Recruit & Select 3
Assessment 1 LJ Volunteers

* Have a Volunteer Vision and Strategic

Plan * Define Organisation’s Needs * Identify Sources of volunteers
- * Develop Volunteer profile and position *  Profil isati lunt t
e Set Volunteer Policies ; v . |: u profi positi rofile o}:gq.m;o |oT and volunteers to
. escr on ttract t t t
* Have a Volunteer Friendly Culture .|p ' ] ) L atiractine ”.g volunieers
* |dentify risks and establish mitigation * Screen applicants
strategies *  Maintain Volunteer Database

@ Support & Recognition 5 Review Volunteer 6
X Management

*  Volunteer Appointment Letter *  Supporting volunteers * Regular performance feedback

*  Orientation Programme * Recognising volunteers * Exit Management

* Training * Review and Evaluate Volunteer
Programme

Source: NCSS Volunteer Management Toolkit

25
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Mapping the factors in the Volunteer Engagement Tool to the Volunteer

Management Framework

ﬁ, Be Volunteer Ready 1 % Conduct Needs 2
Assessment

* Reasons for volunteering at the SSA [A5]

* Feeling a sense of belonging [B3]

* Feeling that the work done at the SSA is
meaningful [A5]

* Satisfaction with role in the SSA [B4]

* Type of volunteer roles in the SSA [A1]
*  Causes supported within the SSA [A4]

@ Support & Recognition  §

* Feelings towards the frequency of * Evaluation of SSA [B4]
volunteer training conducted [B2] * Feeling towards how well skills are being
* Feelings towards the quality of volunteer used by the SSA [B2]
training received [B2] * Feeling towards the availability of staff
help when needed [B2]

*Factors in each step may also be included in another step
[ ]: Question number

ﬂ Recruit & Select 3

L] Volunteers

Volunteer frequency [A3]

Reasons for volunteering at the SSA [A5]

Channels of awareness [A6]

o Review Volunteer 6
Y © Management

Length of volunteer tenure [A8]

Evaluation of SSA [B4]

Feeling towards amount of time spent with
& programmes in SSA [B2]

Likelihood of continuation [B6]
Satisfaction with role in the SSA [B4]

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.
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Introduction: methodology

Shapley Regression* statistical analysis was performed among all
respondents (including volunteers from mental health services &
adult and family services) to determine

~ which specrflc factors within each VMF step
would mfrease volunteer satlsfactlon with the orgamsatlon and
e W|th _their rolg‘ et~

*Please refer to the Appendix for more information

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.




How to interpret the drivers of volunteers’ satisfaction

'

1. Indicates the
proportion of
satisfaction that is
driven by the factors
listed in the chart on the

right.

Any score around 50%
or above indicates a
strong positive impact
on volunteer
satisfaction.

J} Step 1: Be Volunteer Ready

69% of volunteer satisfaction is driven these factors.

3 factors are statistically significant for this step:
ensuring volunteers feel a sense of belonging,
satisfied with their role and that their work is
meaningful.

of volunteers’ satisfaction with their SSA
is explained by these factors

*Statistically significant

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.

**Please refer to the Appendix for more information
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| feel a sense of belonging in the
Satisfaction with role in the
Qrganisation*

The work | do at this Organisation is
meaningful*

| like being part of the team here

It does valuable work for society and
individuals

It is near my home

The programmes fit my schedule

It is mandatory for me to do it

My friends/family asked me

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.

'

2. Indicates how much each
individual factor contributes to
satisfaction. The higher the
number, the greater impact
this factor has on satisfaction.

A positive number indicates
that increasing the factor will
increase satisfaction.

Note: the green box and *
indicates that the factor has a
statistically significant™*
impact on satisfaction.



Key Highlights

1.

Steps 1, 4, 5, and especially
Step 6, are important in
influencing volunteer
satisfaction with their agency
and role

Steps 2 & 3 are less important because
they relate to internal agency processes
which are less visible to volunteers.

J

\_

2.

Improving volunteer
satisfaction with the work they
do and creating a sense of
belonging will increase
satisfaction with their
Organisation

Volunteers feel satisfied when their work
is meaningful, they feel part of the team
and they are heard.

J

\_

L
3.

Improving programmes,
training and feedback will
increase satisfaction with their
role

Volunteers feel satisfied with their role
when their skills are utilised, programmes
to be meaningful, they receive training
and are appreciated.

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.
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Satisfaction

with
Organisation

Image credit: HCAHospice Care x PSA Corporation Ltd
L
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j/ig’ Step 1: Be Volunteer Ready

69% of volunteer satisfaction is driven these factors. 3
factors are statistically significant for this step: ensuring
volunteers feel a sense of belonging, satisfied with their
role and that their work is meaningful.

-

| feel a sense of belonging in the
Organisation*

Satisfaction with role in the Organisation*

The work | do at this Organisation is

69%

of volunteers’ satisfaction with their
organisation is explained by these factors

*Statistically significant

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.

meaningful*

31%

29%

38%

| believe in the work that it does

| like being part of the team here

It does valuable work for society and individuals

It is near my home

The programmes fit my schedule

It is mandatory for me to do it

My friends/family asked me

—
I 1%
_ 0%
0%
0%
0%

0%




AE Step 2: Conduct needs assessment

Only 3% of volunteer satisfaction with their Organisation
is explained by factors relating to needs assessment.
Therefore, this stage is not a key driver of volunteer
satisfaction per se.

of volunteers’ satisfaction with their
organisation is explained by these factors

/’

N

Working with Seniors

Working with Children and Youths with
Disabilities/Special Needs

Working with Children and youths

Working with Persons with Mental Health Conditions

Working with Families

Helping the Organisation run their programmes

Helping the Organisation for events

Working with Adults with Disabilities / Special Needs

Using my specific skills to help the Organisation with
projects

0%

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.
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@ Step 3: Recruit & select volunteers

. . . . . . . | like being part of the team here* I 25
Only 11% of volunteer satisfaction with their Organisation is 2%
explained by factors relating to recruitment and selection. I believe in the work that it does™ 17%
Therefore, this stage is not a key driver of volunteer Through social media I 1%
SGﬁquCTion. TV / Newspapers / Radios R 9%
' | heard about it from my company /school /organisation I 8%
Through Giving.Sg . 5%
4%
Word of mouth
M 3%
My friends/family asked me
My family / friend is using services provided by the B
organisation
I 1%
Traditional mail
| 0%
It does valuable work for society and individuals
| 0%
It is near my home
| 0%
Online websites / Online discussion forums |
0%
It is mandatory for me to do it
-2% W
The programmes fit my schedule 3% M
of volunteers’ satisfaction with their | pass by the organisation frequently o puy

organisation is explained by these factors \_ Volunteering with my school /company

*Statistically significant

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.



Step 4: On-boarding and training

43% of volunteer satisfaction is driven by the quality and
frequency of volunteer training received. Improving both will
improve volunteer satisfaction. (

—— The quality of volunteer training you

A 53%
receive

43%

The frequency of volunteer training
conducted*

\_ J

organisation is explained by these factors -

47%

of volunteers’ satisfaction with their

*Statistically significant

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.



@ Step 5: Support & recognition

68% of volunteer satisfaction is driven by factors relating to
support & recognition. Volunteer appreciation,
communication, availability of staff help and listening to
volunteer feedback are the key factors for this step.

68%

of volunteers’ satisfaction with their
organisation is explained by these factors

*Statistically significant

a1

The Organisation really appreciates its volunteers*

The quality of communication from the Organisation is
excellent*

The availability of staff help when needed*

The Organisation listens to feedback from volunteers*

.

18%

16%

11

15%

15%

.< The Organisation communicates frequently with

volunteers

The Organisation gives high quality feedback to
volunteers

How well your skills are being used by the Organisation

N

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.

14%

il

12%

9%

-
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Step 6: Review volunteer management

Improving satisfaction with volunteer role, volunteer
appreciation, quality of communication and volunteer
programmes will significantly increase volunteer
satisfaction, as step 6 is the most important step in
improving volunteer satisfaction.

(

80%

of volunteers’ satisfaction with their
organisation is explained by these factors

*Statistically significant

Satisfaction with role in the Organisation*

The Organisation really appreciates its volunteers*

The quality of communication from the Organisation is
excellent*

The programmes you participate in*

15%

The Organisation communicates frequently with
volunteers

| would like to spend more of my time with the
Organisation

The Organisation listens to feedback from volunteers

The Organisation gives high quality feedback to
volunteers

The amount of time you spend volunteering with the
Organisation

Likelihood of continuing volunteering with this
Organisation

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.
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tisfaction

th Role in
Organisation
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j/ig’ Step 1: Be Volunteer Ready

Ensuring that volunteers find their work meaningful and
increasing a sense of belonging will increase volunteer
satisfaction with their role within their organisation.

| feel a sense of belonging in the
Organisation*

The work | do at this Organisation is
meaningful*

41%

56%

of volunteers’ satisfaction with their role in the
organisation is explained by these factors

*Statistically significant

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.

| like being part of the team here

The programmes fit my schedule

| believe in the work that it does

It is mandatory for me to do it

It does valuable work for society and individuals

It is near my home

My friends/family asked me

}1%

1%
1%
0%
0%
0%

0%




AE Step 2: Conduct needs assessment

Only 4% of volunteer satisfaction with their role in the
organisation is explained by these factors.

of volunteers’ satisfaction with their role in the
organisation is explained by these factors

Working with Seniors

Working with Children and Youths with
Disabilities/Special Needs

Working with Children and youths

Working with Families

Helping the Organisation for events

Helping the Organisation run their programmes

Using my specific skills to help the Organisation with
projects

Working with Adults with Disabilities / Special Needs

Working with Persons with Mental Health Conditions

N

2%

1%

1%

0%

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.

39



@ Step 3: Recruit & select volunteers

Only 8% of volunteer satisfaction with their role in the
organisation is explained by these factors.

of volunteers’ satisfaction with their role in the
organisation is explained by these factors

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.

/_ | like being part of the team here
| believe in the work that it does

| heard about it from my company /school /organisation
The programmes fit my schedule

TV / Newspapers / Radios

It is mandatory for me to do it

Traditional mail

Online websites / Online discussion forums

Through Giving.Sg

It is near my home

4‘< It does valuable work for society and individuals

Through social media

My friends/family asked me

My family / friend is using services provided by the
organisation

Word of mouth

| pass by the organisation frequently

Volunteering with my school /company

N

P 25%
P 23%
. 13%
. 13%
N 10%

4%

B 2%

F 1%

DREA

DEREA

f 1%

I 1%

[ 1%

| 1%

| 0%

| 0%

| 0%

40



w% Step 4: On-boarding and training

39% of volunteer satisfaction with their role is driven by
the quality and frequency of training received.

of volunteers’ satisfaction with their role in the
organisation is explained by these factors

*Statistically significant

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.
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The quality of volunteer training you
receive*

The frequency of volunteer training
conducted*

51%

49%

N

[




@ Step 5: Support & recognition

Utilisation of volunteers’ skills, ensuring staff help is
available and appreciating volunteers are key drivers in
this step to improve volunteers’ satisfaction with their role.

of volunteers’ satisfaction with their role in the
organisation is explained by these factors

*Statistically significant

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.
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How well your skills are being used by the
Organisation*

The availability of staff help when needed*

The Organisation really appreciates its

volunteers*

]

11%

19%

32%

The Organisation listens to feedback from volunteers

The Organisation gives high quality feedback to
volunteers

The quality of communication from the Organisation is
excellent

The Organisation communicates frequently with
volunteers

N

10%

10%

LB BRI

.-




Step 6: Review volunteer management

Improving programmes, time spent volunteering and /(
feedback will increase volunteer satisfaction with their The programmes you participate in* 22%
role as these factors are statistically significant in driving ]
. . . . The amount of time you spend
volunteer satisfaction with their role. volunteering with the Organisation* I

| would like to spend more of my time with
the Organisation*

12%

The Organisation gives high quality
k feedback to volunteers*

9%

Likelihood of continuing to volunteer with this
Organisation

..< The Organisation really appreciates its volunteers - 8%

8%

alw

The quality of communication from the Organisation is o
6 9 O/ excellent - 7%
The Organisation listens to feedback from volunteers - 7%
’ . . . . . The Organisation communicates frequently with o
of volunteers’ satisfaction with their role in the volunteers 7% !
organisation is explained by these factors _

*Statistically significant

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.



nteer satisfactic

!

(1. Create a sense of belonging to the
organisation so volunteers feel part of the
team and they are heard

Improve programmes, training and feedback

so that volunteers’ skills are utilised and they
- have a meaningful volunteering experience
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o

SO |

. Image credit: South Central Community Family Service Centre (SCC) x Curious Thoughts Academy
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“Volunteering is an act of her
grand scale. And it matters profou
does more than help people beat th
it changes the odds.”

- William J. Clinton

At

gggg

Image credit: Noorulabdeen Ahmad on Unsplash
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Response rate by sub-sector

Detailed sub-sector analyses for the Children & Youth, Multi-Sector, Seniors, Adult & Family, and Community Services sub-

sectors will be shown in the upcoming section.

Please note that results from the Mental Health Services, Professionals, and Disability Services sub-sectors are excluded due to very

small sample sizes.

344
(31%)

264

245
(39%)

153

143 (25%)

(13%)

177
(28%)

113 103
(16%) 79
13%)

92
(15%)

20
3 6 2 (3%)
(0%)  (1%) (0%)
Children & Youth Services Seniors Services Adult & Family Services  Multi-Sector Services Community Services Mental Health Services Professionals Disability Services

% el o 5 & O

. 2021 respondents = 633 . 2020 respondents = 623 . 2019 respondents = 1,113

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.



Key Highlights

-

1.

Appreciation of the value of
the work done by the
Organisation is the main driver
for volunteerism across all
sub-sectors.

Overall satisfaction among volunteers
with their role and their Organisation
continues to be strong, as does their
willingness to to recommend.

J

Volunteers in the Multi-Sector
Services show an increasing
appreciation of all aspects of
their Organisation over the
past 3 years.

Volunteers in Multi-Sector Services also
have increased satisfaction with their
role and are more willing to recommend
their Organisation.

\_

their role slightly lower in 2021 vs.

3.

Some specific weaknesses in
the Community and Children &
Youth Services sub-sectors.

There is a clear dip in sentiments related
to communications in the Community
Services sub-sector.

Volunteers in the Children & Youth
Services sub-sector rate all aspects of

2020.

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.
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Volunteer
Profiles™

*Profiling questions were only asked in the full survey, profiling information for the pulse survey

YO

respondents is not available

Image credit: Youth Corps Singapore
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Reasons for volunteering

Appreciation of the value of the work by the Organisation continues to be the main driver for volunteerism across all sub-
sectors. Belief in the work is significantly higher in the Multi-Sector Services sub-sector compared to 2019.

However, there is a significant dip in ‘believe in the work’ as a reason for volunteering in the Seniors’ Services sub-sector
compared to 2020 and 2019.

| o~
t.%.% Children & Youths % Seniors Qgg Multi-Sector @ Community

i) Adutt & Family
o /5% e v, 7,
It does valuable work for society and individuals™® 74% 75% 75% 73% 70%
72% 72% 79% 68%
71% 51%** 79% 72%* 76%
| believe in the work that it does 63% 62% 62% 62% 65%
68% 67% 39% 52%
36% 43% 28% 36% _ 46%
| like being part of the team here 27% 34% 34% 35% 48%
36% 40% 24% 36%
36% 29% 15% 34% -25%
The programmes fit my schedule 30% 41% 41% 36% 31%
36% 32% 15% 33%
13% 12%** 2% 13% 7%
It is near my home* 22% 30% 30% 18% 14%
20% 23% 21% 19%
5% 4% 6% 3%
3% 3% 7% 5%

6% 6%

Bo
X3
=

My friends/family asked me

10% I 2% I 3% 1%** r 20,
It is mandatory for me t it 9% 0% 0% 4% 1%
s mandatory for me to do ., I 2% 2 ~ o
*Opti It lightly in 2020 f i .
Option a el:ed slightly in 2020 for cona?enes's L . #2021 results significantly higher than 2019
QAS5. Why did you choose to volunteer with this Organisation? Please select all that apply. [multiple response] w5 o
2021 results significantly lower than 2019
. 2021 respondents = 633 . 2020 respondents = 623 . 2019 respondents = 1,113
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Channels leading to the awareness of Organisation*

Word of mouth continues to be the primary channel of awareness. Company /school /organisation has significantly increased in

importance for the Multi-Sector Services sub-sector.

Social media has also significantly increased in importance for the Seniors’ Services sub-sector from 2019.

Word of mouth

| heard about it from my
company /school /organisation

Online websites / Online discussion forums

Through social media

My family / friend is using services provided by the
organisation

Through Giving.Sg

Volunteering with my school /company
| pass by the organisation frequently
TV / Newspapers / Radios

Traditional mail

;.%3% Children & Youths
26%

25%
16%

3%

% Seniors
E—
(]
30%
14%
17%
9%
0,
“ 39%
16%
189%**
9%
129
EA’ %
22%
50
-
i
9%
(]
17%
—
10%

*Question not asked in pulse survey. Results for Adult & family services is due to a very small base number of responses

QAb. How did you hear or learn about this Organisation? Please select all that apply. [multiple response]

. 2021 respondents = 372 . 2020 respondents = 533

. 2019 respondents = 1,113

@ﬁ@ Adult & Family

0,
E—
12%

0%
0%
LBy

E— 2%

0%

25%
22%

9%

0,

-

9%
80
9%

ﬂo" 1%
27%

o o

0%

0%"
M3,

22%

0%
0%
0%

Qgg Multi-Sector
13%
—
22%

(]
20%

7%

@ Community

41%

H/O 12%
(8%
8%
— 1
— 120
[, 7%

B 5%

= 5%

m 2%

*%2021 results significantly higher than 2019

[ *2021 results significantly higher than 2020
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Image credit: St Luke’s ElderCare x Aileron Wellness

Experience
with
Organisation
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Evaluation of the Organisation

Volunteers in the Multi-Sector Services sub-sector have an increasing appreciation of all aspects of their Organisation over
the past 3 years.

Most other sub-sectors show similar values as in 2020 and 2019. However, there is a significant dip in sentiments towards the
frequency of communication in the Community Services sub-sector.

7.
',%% Children & Youths % Seniors Qgg Multi-Sector @ Community
8.98* 8.21 8.31 8.87* 8.57
The Organisation really appreciates its volunteers 9.1 7.90 8.38 8.47 8.67
8.21 8.25 8.39 8.06
N~ . : 7.60 7.93 8.35% 7.84%*
The Organisation communicates frequently with 270 . 5 89 8.34
volunteers 7.77 7.94 7.67
. — T 8.29* 7.63 8.07 8.44*
The quality of communication from the Organisation is 8.54 254 2905 _ 8.20
excellent 7.63 7.82 7.52
8.43* 7.49 8.09 8.30 7 68
The Organisation listens to feedback from volunteers 8.52 7.53 7.81 7.82 7.84
7.61 7.57 7.79 7.63
. . . . . 8.08* 7.50 7.80 8.00* 7 33
The Organisation gives high quality feedback to 8.4 213 743 5 53 5 64
volunteers 25 7.44 7.48 7.38

QB 1. Currently, how much do you agree with the following statements about your agency [rating scale O — 10]. #2021 results significantly higher than 2019
*%2021 results significantly lower than 2020

. 2021 respondents = 633 . 2020 respondents = 623 . 2019 respondents = 1,113
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Evaluation of the volunteer role

Volunteers in the Multi-Sector Services sub-sector have an increasing appreciation of all aspects of their own role over the

past 3 years.

Most other sub-sectors show similar values as in 2020 and 2019. However, volunteers rate all aspects of their role slightly
lower in 2021 vs. 2020 in the Children & Youth Services sub-sector.

% Seniors

;,%J% Children & Youths

.60* 7.79

The availability of staff help when needed 8.83 8.00
8.04 8.15
8.44* 7.88
The programmes you participate in 8.58 7.89
7.96 7.92
*
The amount of time you spend volunteering with the 'gio 77;1787
Organisation 7.64 7.97
. . 8.05* :
How well your skills are being used by the 8.0 77133
Organisation 7.42 7.53
7.88 7.57
The quality of volunteer training you receive 8.07 7.41
7.33 7.62
7.71% 7.47
The frequency of volunteer training conducted ; ]75~8‘ 67-912

QB2. Currently, how do you feel about your work in the Organisation? [rating scale O — 10].

. 2021 respondents = 633 . 2020 respondents = 623 . 2019 respondents = 1,113

M Adult & Family Qgg Multi-Sector @ Community
8.26 8.55%* 8.22
7.90 8.10 8.20
8.06 7.95
7.90 8.29%* 8.07
8.05 7.84 8.10
8.18 7.81
7.84 8.25%* 7.50
7.05 7.73 777
8.18 7.93
7.58 7.85 7.39
7.67 7.50 7.47
7.76 7.48
7.72 7.63 7.86
7.48 7.36 7.60
7.64 7.20
7.45 7.43 7.37
7.00 7.22 7.31
7.39 7.02

57

#2021 results significantly higher than 2019
*#2021 results significantly higher than 2020

]
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Volunteer perspective of the Organisation

There is a significant increase in volunteers wanting to spend more time with their Organisation across all sub-sectors.

There is a significant increase in appreciation across all aspects among volunteers in the Multi-Sector Services sub-sector

compared to 2020 & 2019.

N ,.%535 Children & Youths % Seniors M Adult & Family Qgg Multi-Sector @ Community
8.71 8.42 8.68 8.84* 8.47
The work | do at this Organisation is meaningful 8.88 8.00 8.33 8.33 8.55
8.42 8.68 8.73 8.17
8.18%* 7.88 7.78 8.09* 8.27***
| would like to spend more of my time with the . . . S s6 .
Organisation
7.61 8.01 7.85 7.43
7.79 7.85%* 8.14* 7.55
| feel a sense of belonging in the Organisation 8.09 7.16 7.65 7.96
7.36 7.78 7.43
#2021 results significantly higher than 2019 & 2020
QB3. How much do you agree with the following statements? [rating scale O — 10]. ’
youag ° [rating ! *%2021 results significantly higher than 2019
. 2021 respondents = 633 . 2020 respondents = 623 . 2019 respondents = 1,113 ##%2021 results significantly higher than 2020
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Overall volunteer satisfaction

Satisfaction with the Organisation and their own role remains high among volunteers across all sub-sectors. Again, Multi-Sector
Services is particularly strong, but Children & Youth Services shows a little decline versus 2020.

. ;.%5% Children & Youths % Seniors M Adult & Family Qgg Multi-Sector @ Community

8.51* 8.55 8.70** 8.40

8.74 7.65 8.17 8.29

Satisfaction with the Organisation

8.07 8.26 8.21 8.06

59

8.33* 7.86 8.02 8.39%* 7.89
Satisfaction with their role in the Organisation 8.49 7.33 7.86 7.91 7.87
773 8.06 8.15 7.81
QBA4. In general, how satisfied are you with the following: [rating scale O — 10]. *2021 results significantly higher than 2019
*#2021 results significantly higher than 2020 & 2019

. 2021 respondents = 633 . 2020 respondents = 623 . 2019 respondents = 1,113
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Likelihood of recommendation

Likelihood to recommend their Organisation to friends and family has increased overall.

There is a significant increase in the willingness to recommend among volunteers in the Multi-Sector Services sub-sector
compared to 2019 and 2020. Seniors’ Services and Adult & Family Services sub-sectors also show strength versus 2020.

8.83 8.72* 8.63  8.59

8.29 8.45

8.61

8.35 8.30

Overall Children & Youths' Services Seniors' Services Adult & Family Services Multi-Sector Services Community Services

i it o 5

#2021 results significantly higher than 2019 & 2020

QB5. How likely are you to recommend this Organisation to your friends & family 2 [rating scale O — 10].

. 2021 respondents = 633 . 2020 respondents = 623 . 2019 respondents = 1,113
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Willingness to continue volunteering

Willingness to continue volunteering is similar or slightly higher than 2020 across almost all sub-sectors.

There is a significant increase in willingness to continue volunteering among volunteers in the Seniors’ & Community Services
sub-sectors compared to 2020.

8.92*

8.45* 8.71 873 881

8.48

8.48
816 0% 824 803 803

Overall Children & Youths' Services Seniors' Services Adult & Family Services Multi-Sector Services Community Services
9 O
(@)
; _
QB6. How likely are you to continue volunteering with this Organisation to your friends and family? [rating scale O — 10]. [ 2021 results significantly higher than 2020

. 2021 respondents = 633 . 2020 respondents = 623 . 2019 respondents = 1,113
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1. Enter your username (email
. ’ address) here

63

. Login
Please enter your email and password to login
$ ow
| X 4
~ 3- Click this button
to log in
2. Enter your password here
oice f
an pred 0 s olCce
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After log in you will see this page

Click on your project name to access
your project
Your Projects

Show 10 % entries Search:

Name *

) \ ,‘ 3 NCSS Survey Tool

»
. Name

d v— \Y ' v - ) \ Showing 1to 1 of 1 entries ‘
= A — £
- Dan— Create New Project

\
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After you log in — you will see this home page

C

Click here to download the raw data in
an Excel file for the full survey

gg Toggle Project

Dashboard

Active Surveys

vey Name Id Status
Volunteer Engagement Tool 5ecde46cf91793731b4f537e
Not Ready
Pulse Survey S5ecde4a7f91793731b4f5457
Not Ready

Click here to download the raw data in

65

Click here to access the
answers dashboard to view

Marianne Wong ~

4_
the responses in graphs for the
full survey
All Responses Answers Dashboard Choice Mod¢l Reports
View View View
View View View

A

an Excel file for the pulse survey

L

Click here to access the
answers dashboard to view
the responses in graphs for the

pulse survey
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Answers Dashboard: Download charts

Answers

Question QA1 (Type of volunteer)

QA1 (Type of volunteer)

What kind of work do you do with this Organisation?

Please select all that apply

Helping the Organisation run their
programmes (e.g. regular exercise sessions or
befriending programmes)

Using my specific skills to help the
Organisation with projects (e.g. providing IT,
Marketing expertise)

Helping the Organisation for events (e.g.
carnival, fundraising events)

10

10

v

Click here to download all the charts (without filters
& comparisons) as a PDF

Sort Advanced

Responses

70
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How to download the raw data

Click this button to download the

4—

# PSID PID Timestamp Duration Valid Terminated Images

1 2020-05-27T04:00:48.384Z 1 mins 47 secs - - View X
2 2020-06-02T02:15:47.766Z 3 mins 44 secs - - View X
3 2020-06-03T02:24:30.205Z 10 mins 43 secs - - View X
4 2020-06-03T02:28:17.666Z 22 mins 30 secs - - View X
5 2020-06-04T03:54:26.2287 18 mins 0 secs - - View X
6 2020-06-04T11:52:49.360Z 6 mins 6 secs - - View X
7 2020-06-16T04:14:34.246Z 16 mins 42 secs = = View X
8 2020-06-16T04:15:13.096Z 1 mins 35 secs - - View X
9 2020-06-16T04:27:48.809Z 1 mins 45 secs - - View X

All rights reserved. Please do not duplicate or distribute, in whole or in part, without prior written permission of the National Council of Social Service.
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Reach out to the NCSS Volunteer Resource Optimisation
team at Volunteer_Resource@ncss.gov.sq for any help or
clarifications regarding this publication.

You may also visit the Volunteer Resource Hub at this link
or scan this QR Code to access more resources on
volunteer management.
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