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CROSSING THE TRACKS:
A LESSON IN PUBLIC SERVICE

By Suzanne Goldsmith

One of the arguments most commonly given in favor of national service programs—programs
that would enroll large numbers of young people to do community service—is that service has
a transformative effect, that it has the power to change lives. We are worried about the
next generation of Americans, with their guns and their drugs and their sex and their
suicide and their seeming lack of respect for anything and anyone, and we want to believe
that there is a program out there that would reform them—that would make them see the
light.

Democratic presidential candidate Bill Clinton evoked this hope in an early campaign
debate when, asked about furloughs for convicted felons, he answered with an anecdote about
a young man who had abandoned a life of juvenile delinquency after joining a nine-month
national service program in Boston called City Year. Clinton wasn't saying we should send
all felons out into the community to work in child care centers, but he was revealing a

basic assumption about service. It has the Power to Save: the answer to the Youth Problem.

NOT A QUICK FIX

This is a dangerous belief. To dream of a quick fix for the sociopathic tendencies that
seem to be growing more and more prevalent among youth is to turn our backs on the real
causes of problems that begin in early childhood, or even in uzero. But more
.speciﬁcally, as someone who believes that national service is a good idea, I see this
belief as a threat to a legitimate program with positive benefits. If we set up saving
souls as the goal of national service, we are setting the program up for failure.

I spent nine months in City Year last year as a participant-observer, working alongside
the young corpsmembers as part of my research for a book about national service. My City
Year team was a diverse group of youths—black, white, Hispanic, Asian, rich, poor, dropout,
college-bound. A Skidmore graduate and a Job Corps graduate. An aspiring diplomat and a
convicted drug dealer. I knew the young man Clinton was speaking about, and I believe his
story is true. I also knew some of the others who were not transformed—like Charles, a

member of my team. Charles (a pseudonym) was 21 and he came to City Year straight from
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jail. His rap sheet included everything from drug possession to car theit. Nevertheless, he
was charming and handsome, and at times he worked very hard. But at other times he not only
shirked his duties but made it nearly impossible for anyone else to work. During our
meetings, he laughed at odd moments, cursed aloud, and fell asleep. He stole people's lunch
money, a bus pass, gloves, and a radio. When we were placed as classroom aides in a public
school, he bullied the students and slept in class. By the time he was fired, he had
claimed almost $2,000 in stipend payments and had nearly driven others on the team to quit
in frustration. Later, he came back and assaulted a teammate in front of children at an
after-school program run by the corps.

National service will not change criminals into angels, nor will it save those who are

in desperate need. That’s not what we should expect. That's not what should be promised.

BEYOND THE MELTING POT

If national service doesn't save kids, and costs quite a bit of money, what good is it?”~

My answer is this. We live in a society that is highly segregated—by class, by income,
by ethnicity, by education. We pay lip service to the melting-pot ideal and we identify our
exclusive neighborhoods by euphemism ("inner-city,” "suburb”). But the lines are as clear
as day, and we all know it. Inequality of opportunity, lack of understanding, lack of
compassion, lack of ambition—all are fostered by this segregation. And it hurts us all,
whether we are on the right or the wrong side of the tracks. We all live with the fear of
crossing those boundaries, because to cross them would bring certain rejection. And our
social institutions—churches, public and private schools, colleges. the workplace—do little
to help us try. They give us very few opportunities to connect as equals with those who are
different from ourselves. There is no place where we can experiment safely with crossing
social barriers.

For the young people on my team, City Year was a chance to break through this American
version of economic and cultural apartheid. It was a place where each of us, no matter what
his skin color, gender, SAT score, social class, cultural background, or likability
quotient, had something to offer, and where everyone could offer it together. A place where
we all learned to cooperate, because we had to cooperate to get things done. The success of
each project depended, to a large extent, on trust. Are you going to get up on a ladder to
paint the ceiling if you don't trust the guy below? Are you going to hold the stake steady
if you don't trust the guy holding the sledgehammer? Are you going to get up and perform
before a group of people if you don't trust those performing with you not to embarrass you



141

or let you down? Are you going to go to work in a dangerous neighborhood if you don'’t trust

your teammates to stick together and look out for you?

PRACTICING VALUES

Success also depended on learning to develop—and enforce—a code of conduct. I learned
that lesson before going to City Year, when I supervised my own team of youth volunteers in
New York's City Volunteer Corps. My team held a tribunal to consider the case of a girl on
the team who was stealing candy for the candy drive at the school where we were working.
Despite warnings from her friends, she had continued to steal. When she refused to
acknowledge wrongdoing, they voted to cast her out. Everybody liked her, but she was
destroying the team'’s credibility in the school.

One of the basic characteristics of community, that elusive thing so many people are
talking about these days, is a sense of shared values. We are (rightly, I think) hesitant
about teaching values didactically in schools, Values are something that should emerge
organicalily from a sense of shared interest. The teams in City Year, in the City Volunteer
Corps, and in other youth service corps around the country are mini-communities where
values become real and where they can be practiced.

Adding merit to a program like City Year is the fact that the team includes all kinds of
people, not just one’s own kind. Thus one is forced to realized that shared interests are
not necessarily based on race, or class, or culture. For what good is it to talk about
community, if what we are talking about is not one community of people together, but

isolated, homogeneous communities, one pitted against the other?

This essay is excerpted from the original version, which appeared in The
Responsive Communiry, Fall 1992.



BOOKENDS OF A STRONG DEMOCRACY: THE NATIONAL
SERVICE TRUST FUND AND THE SOCIAL SECURITY TRUST FUND

By Michael Brown
Co-Director of City Year

Over the course of his presidential campaign, and throughout the transition process,
President Clinton spoke often and passionately about the idea of national service and
proposed a National Service Trust Fund under which young people could earn educational
benefits through community service. In and of itself, national service is perhaps the most
stirring and evocative idea on the American agenda. Although it is not a panacea, national
service can help to (1) reinvigorate citizenship and idealism by challenging young people
to meet the needs of the nation; (2) complete the Civil Rights movement by uniting young
people from all races and socio-economic backgrounds for a common public purpose; (3)
fundamentally improve economic opportunity for young people through "life-changing”
benefits tied to national service; (4) "re-invent government” by using new and
entrepreneurial ideas to build new sets of institutions; (5) give young people the skills
and confidence they need to lead empowered lives; and (6) meet pressing national and local
needs.

In thinking about national service, a good place to start is with Social Security. It is
clear now, 60 years after its enactment, how Social Security transformed America. People
used to work for years, dedicating their eatire lives to productive purposes, and then be
left to age into poverty. In fact, Social Security is now such a foundation of American
democracy that there is no need to catalogue its virtues. But as the country searches for
the means to "re-invent" government and build a "post-entitlement” future, it is important
to look at Social Security as a prime example of "what works."

First, Social Security is an "earned"” benefit rather than an entitlement; it avoids both
the stigma and the long-term political viability problems of welfare and other "unearned”
benefits. Second, it is universal in its participation, and therefore universal in its
appeal and political support; it is a shared American experience. Third, Social Security
fundamentally changes people’s lives for the better by largely eliminating the economic
fear of aging in a modern industrial democracy: people’s lives are changed not merely as
they retire, but in the decisions they are free to make throughout their lives. Social
Security was a quantum leap forward for American democracy. It not only ended the moral
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outrage of leaving successive generations of productive, hardworking Americans to literally
fend for themselves as they aged and retired; it also fundamentally redefined the
relationship among citizens, and between citizens and their government.

In this regard, President Clinton’s call for a National Service Trust Fund should be
seen squarely and clearly for what it is: a "bookend" to the Social Security Trust Fund,
and nothing less than the boldest, most imaginative new democratic (small "d") institution
proposed in several generations. Like Social Security, benefits under the National Service

* Trust Fund should be earned, universal (i.e., open to all Americans) and life-changing.
Unlike Social Security benefits, national service benefits should come at the beginning of
one's adult life and be earned through an intensive (year or more) full-time "investment,”
rather than through small investments (e.g.. FICA) over a lifetime. Taken together, these
two "bookend” trust funds define comprehensively a remarkable opportunity for American
democracy, while underscoring the idea that with rights come responsibilities, and with the
meaning of those responsibilities comes the benefits of citizenship. ‘

Within this concept of two trust funds as "bookends” is a whole theory of democracy,
including its subsets of social mobility, citizenship, even social justice. For example,
what does America "owe” its citizens? A college education? Home ownership? Seed capital to
start a business? Apprenticeship training for a trade? The old consensus had been that
America did not "owe" any of these things to any citizen in particular, but rather the
country owed every citizen fair and equal opportunity to attain them. In the period since
the Great Society, this consensus broke down over the means of providing this
opportunity. The means that is now most out of favor is that of "entitlement.” Clearly, the
country seeks a "post-entitlement age" governing philosophy. And just as Social Security
was the centerpiece of the pre-entitlement age, the National Service Trust Fund should be
the centerpiece of the post-entitlement age.

Specifically, over the next four, eight, twelve, even twenty years, America should
strategically capitalize a National Service Trust Fund and allow an ever increasing number
of Americans the opportunity to draw "life-changing benefits" from it as a post-service
award for having dedicated a year or more to meeting pressing community and national needs
in an accredited youth service program. These post-service benefits should offer young
people a wide range of opportunities from which they can choose their own path to
fulfilling the American Dream, including: college (four or two year); training or
apprenticeship program, traihing wage or internship voucher (benefits given to employers to
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hire); seed capital for starting a small business; or down payment or mortgage payments on
a home.
The National Service Trust Fund should serve exclusively as a benefit pool designed to
provide post-service benefits to graduates of accredited national service programs. The
Trust Fund should not provide programs with operating monies. In this way, the American
people should be given the opportunity to fall in love with the idea of the National
Service Trust Fund, and not have their affections tied to the success or failure of any
specific national service program. Other federal legislation could be designed to provide
funding for effective national service programs.
The American people will support the Trust Fund only if they see that it fundamentally
enlarges opportunity for millions of Americans—including their own children. A basic
formula could tie service to benefits, such as 5,000 in benefits from the Trust Fund for
each six months of service. It is critical that the post-service benefits be high enough so
that most Americans (especially America's parents) see that one or two years in a youth
corps means real opportunity to meet such goals as a four-year college education. Political
calculations might prompt some to bring down the level of post-service benefit to include
more people initially. This would be a mistake. Americans will be willing to pay for
national service only if they see that the benefit is high enough to make a real difference
in their lives or in their children’s. A too-low post-service benefit could actually lose
support for national service.
The American people should feel that they "own" the Trust Fund and people should be able
to donate to it, and leave money (untaxed?) to it in their will. People who use the
" benefits and succeed financially should feel a responsibility to contribute to it, as do
successful college alumni. Accordingly, the Trust Fund should be established as a unique
public trust fund, capitalized initially and periodically with both federal funds and
private funds, but not subject to being a part of the federal budget. The funds should be

- managed like a pension fund, and grown through careful investment, perhaps even with
bonding authority (through which other government projects could be financed). Leading
investment bankers should be asked to manage the fund pro bono to achieve the maximum
rate of return. '

Where would the service programs come from such that thousands of Americans could eamn

these life-changing benefits? First and foremost, neither the federal government, nor for
that matter the state and local governments, would need to create all of these

programs. Programs could be linked through a national idea, a national strategy, and



strategic federal funding and technical assistance. But national service must never become
the exclusive province of the federal government. Rather, programs should have many
_"investors,” including federal, state and local governments and the private sector—meaning
both companies and individuals. In particular, private sector support will infuse national
service with an entrepreneurial spirit, and make it accountable to a bottom-line oriented
constituency. Programs should seek not just tax dollars, but charitable contribution

dollars directly from citizens at large, like the money people lovingly give to their

church or college alma mater.

The key idea here is that a "market” should be created to promote the development of
outstanding national service programs. A major lesson should be taken from the development
of the Macintosh computer. Apple Computer developed the Macintosh and put it on the market
with almost no software available for it—essentially challenging talented software
developers to write software for this exciting new machine. Overnight, Apple created a
market for Macintosh software. .

To put national service in computer terms, the National Service Trust Fund should be
seen as the innovative "hardware” and the programs through which young people earn Trust
Fund benefits should be seen as the "software” of national service. In other words, the
federal government can create a "market” for outstanding national service programs by
capitalizing a National Service Trust Fund and then "accrediting” programs such that
graduates of those programs receive Trust Fund benefits. Programs that test different
models, and different funding mechanisms should be piloted, and the existing national
service infrastructure should be grown to much larger capacity.

Healthy competition should develop among federal, state, local and nonprofit national
service programs. Accreditation should be done carefully to ensure excellence in
programming, but not so rigidly as to stifle creativity. Perhaps all or most programs
should contain basic elements of a national service prdgrarn. such as reflection.
Accreditation should also be tied to a strategic plan under which the number of national
service graduates could all be accommodated at any given time to receive benefits from the
Trust Fund.

The acid test for national service is simply this: Americans must delight in
national service. They must embrace national service. They must love national service—both
for the opportunity that the National Service Trust Fund provides, and for the way the
national service experience meets pressing needs and enhances the lives of those who serve.

National service must be worthy of their love. Americans must delight in national service



146

because they will have to pay for it and, most importantly, those young people in full-time
service will be their own sons, daughters, brothers, sisters and grandch:iidren. And those
young people won't be in a laboratory or in outer space: they'll be living in their homes
and serving in their streets, everyday, in front of everyone’s nose. The American people
will be evaluating national service on a daily basis. If it's not working, we won't have to
wait for a major GAO study to tell us so.

But if young people grow and mature through service beyond their years, if real and
pressing needs are met, if the very sight of a team of diverse corpsmembers in uniforms
hard at work sends shivers of inspiration down the spines of passersby, if we can tap the
idealism of youth like the oil gusher that it truly is—then look out! Like Social Security,
national service will be woven into the fabric of American life. It will delight the

nation, and jumpstart America's democracy.

This essay originally appeared in Shirley Sagawa and Samuel Halperin, editors.

Visions of Service: The Future of the National and Community Service Act.
Washington, D.C.: National Women's Law Center and American Youth Policy Forum,
1993.
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BETTER THAN? JUST AS GOOD AS? OR DO WE REALLY KNOW?

By Kathleen Selz
Executive Director, NASCC

-I remember quite distinctly the first time someone suggested to me that youth corps which
have participant economic and racial diversity are somehow "better than” the corps which serve
primarily poor and minority young people. Wide-eyed with astonishment, I asked, "Why do you
think that?" The elaborate response encompassed a fascinating set of hypotheses which I consider to
be worthy of further testing, but they were just hypotheses after all. I didn't agree with the "better
than" proposition then and still don’t — although it appears that many do.

Up until then, 1 had considered corps that place a high priority on participant socio-economic
diversity to be one of several interesting new models in a constantly evolving field. Frankly, it
hadn't dawned on me yet that policymakers might decide it was a "better” model which deserved

preference over those serving primarily low-income youth.

Once the thought did occur to me, however, 1 began to worry about the implications for those
corps programs which for many reasons serve primarily low-income youth. My concern about the
potential devaluation of those corps and the heroic work they have done for so many years with at-
risk young people derived from more than a chronic "mother bear” syndrome regarding the protection
of the corps. The uneasiness also stemmed from several unanswered questions:

What do we really know about the outcomes of different models anyway?

Should diversity be defined primarily as participant socio-economic mixing in each program, -

given the vast participant and programmatic diversity across the corps movement? If so,

why? :

What impact would a mandate for participant economic diversity as a requirement for future
federal funding have on the vast majority of the corps?

Do the corps directors know that they may have to make hard decisions about their program
mission and design to be eligible for future federal funding?

Given the reality of scarce funds, who shall serve? And, more important, who won’t?

And finally, what does the corps community think about all of this?
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Tom Smith, Vice President and Director of Policy Studies at Public//Private Ventures was
good enough to review the research literature for us to determine if there was any evidence about the
quality of outcomes for young people, the community, etc. that result from the different models in
question. Tom reported back that there wasn’t much in the way of corps-specific research on the
topic and nothing that provided comparative data. The fact of the matter is that we do have the
answer to the first question above — we don't really know if one model is "better than" the other or

even "as good as.”

Answers 10 the other questions are less clear and we may never have some of the answers.
However, it is particularly important at this point to secure the answer to the last question — "What

does the corps community think about all of this?"

The debate about the benefits of targeting versus universalism in social program design and
the use of public funds extends far beyond the corps community and will continue for a long time.
For the corps, the debate is taking place within the context of diversity. The time has come to think
the issues through carefully, to try to reach consensus on what we value and to communicate that

erfectively to the broader youth service world, federal policymakers and the general public as well.
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MOTIVATION

Listed below are 24 frequently stated factors which employees mention as motivating them to -
do their best work. As much as you know yourself, check 5 items you believe cause you to
do your best work. Which five items do you predict the group will rate the highest?

Do not rank order the items.

SELF GROUP

10.
1.
12,
13,
14.
19
16.
17
18.

9.

FACTORS

Finandal security.

Respect for me as a person.

Good pay.

Good physical working conditions.

Chance to turn out quality work.

Getting along well with others on the job.
Chance for promotion.

Opportunity to interesting, challenging work.
Pensions and other security benefits.
Knowing what is going on in the organization.
Feeling my job is important.

Fair company polides and administration.

Qutlet for my creativity and originality.

* Being told by my boss when I do a good job.

Getting feedback so I know how I stand.
Attending sta-ff meetings.

Agreem.ent with organization’s objectives.
Large amounts of freedom on the job.

Oiaportunity for self development



GROUP

FACTORS

Having an effident supervisor.

Knowing I will be discplined if I do a bad job.
Feeling [ am responsible for something significant.

Partidpation in planning and dedsion making that
affects me.



LEADERSHIP DYNAMICS

DO NOT LET CREW SEE LEADERSHIP DISAGREEMENTS
YOU SET THE TONE FOR YOUR CREW

ENTHUSIASM IS CONTAGIOUS

RELATIONSHIPS HINDER TEAM FUNCTION (CREW OR STAFF)
DEAL WITH SEXUAL HARASSMENT

CORPS MEMBERS HAVE BRAINS

LEARN TO READ YOUR CREW

EASIER TO LOOSEN UP THAN TIGHTEN UP

DON'T BE AFRAID TO SAY I'M SORRY I WAS WRONG
CONSISTENCY BUILDS SECURITY

GENUINE AFFIRMATION

EMPATHIZE NOT SYMPATHIZE

BEFRIEND CREW DON'T BE THEIR FRIEND

CONTROL NOT CONTROLLING

VENTURE IS BALANCE BETWEEN EXCESS & DEFECT



Guidelines to a Good Meeting

YOUSHOUID

Be on time; be prepared

Engage in open honest
communication

Listen in order to understand
Stick to the agenda
Build on others’ ideas
Be optimistic
Provide leadership when needed
with out threatening formal
facilitator
Perform promised follow up
Pay attention, stay open minded
Take problems seriously
Be courteous, honest, trusting |

" Use “we” expressions

Support each other

Show commitment toward making
it work

Display a sense of humor

Set realistic goals/ time frame on
goals

Establish clearly defined roles

YOU SHOULD NOT

Be critical, negative

Attack personality

Dominate

Engage in name calling/stereotyping
Be manuipulative

Jump from one topic to another
Mask statements as questions
Selectively interpret

Make decisions or closure through
sarcasm

Express futility, resignation, or
helplessness

Reflect boredom or not pay attention
Be prejudiced /close-minded
Use “you” statements

Show lack of cooperation,
communication, or participation

Judge ideas/others
Engage in subconversation

Do other distracting work
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How to Run Good Meetings

- GENERAL PRINCIPLES OF GOOD PRQCESS

Assuming that you have an effective person in schedules. The late people wiil soon learn al
" charge, here are some speciiic suggestons for how you do start on ime and maost of them wnI nd a
that person can-handle meelings |0 make them en- way o gel there.

joyable and fruitful: We always star?

T 40 minutey lafe.
o Set aregular meeting time and place which is -

most canvenient [or the majority. Occasionally
meet st a lime or place more convenient for the
minority.

« Notify everyone of the mesting as personally as
is necessary to get them there. Know who is ex-
pected and who is not coming.

e« Provide transportation and caiidcare il it will
heip.

e Have some refreshments.

« Make sure everyone knows everyone. Don't
ever start a meeting withoul being sure everyone
at least has a chance to know each other's
name and a little about each other.

« Slart with pecple making personaf contact.
(They might each take a turn saying what's new

. ?
ounsre |5 EYETYOne.

in their lives, or something informal like that) If e End on time. This is glso an important way of
this is not possible make sure you touch base respecting peoole’s lives.
with everyone yoursell before the formal start of s Weicome late-comers, introduce t'ier"l and ex-
the meeting, letting them know how welcome plain to them what you are doing at the moment.
they are. « Inform the group of why the absent people

e Slart on time. Otherwise some people will make . couid not come—this establishes that they are
a habit of coming fate. Others will be resentful still part of the group. It also establisnes the ex-
that their time is being wasted, wailing. Starting pectation that peoole will comact you if they

on lime is a way of respecling people’s busy have lo be absent.




T'm Sorry bul 1'mm %aing 2 oMy

» Have 3 planned. wisiole, agenda. with impartant
cantent. Il pecple l2e! the chairperson 1s using
therr ime purposeluily they tend o be more re-
spoasible i ther own use of the meeting's ime.

Agenda

Cue sa:u"d
Algenision o
3 ant.-l. ]

L O%degn et ol o

o

Jv'cn
'!.F'-o-u-q - gt

-
___——-__.ﬂ

e Post the estimated time for each agenda item
so people can be aware of when lo move on. I

something unexpectedly emerges as very impor-

tanl. people can then decide whnether 10 post-
pone other agenda ilems, stay late. call another
meeling, elc.

« I possible /et people know in advance what im-
portant issues are 10 be decided. Avoid lefling
some people know and not others!

« Make back-up information available as zppro-
priate. This helps new members participate fully,

« Include in your agenda review of every specific
responsibility that has been previously assigned
and is sull hanging. Il someone volunteered 1o
do something. sae il il was dsne, or if not wnal

Neip 1s Nneegac (Move lhis Suickly if necassary

culsige the meei:r“-c_:.'; i You
alreacy know it w3s done, zppraciate lhe aer55§7
or give him or her a cnance g r2gorl.

The ¢roup needs 10 know Ihat avervthing 1s
being moved lorward and that responsioililies
are nol dropped.

On every important dec:sion make sure every
person spezks luily Svery person has important
things 10 say. no matter how say s he is. Lel no-
body dominate discussion: l2t noSody be over-
locked.

A heallhy group Iisiens 1o the tunking of &l its
memoers—or it ends uo losing ine gnes wno 5
have not been heard
Il one or more peaple reman vai=drawn from
the discussion. contact them pzrsanélly belcre
lhe next meeling lo hear what (nsy were think-
ing. They may have hzd impgarizt coecuens (o
voiceg which they dig nol feel comrorizole ox-
pressing lO the grouo. nd they may need your
supoort 1N ra1sing (hese points. \Whatever
peoole s rezsons. il wil b2 1moag-iant thal you
care enougn 1o check in with tha=. and il will
help you 10 know their thinking '

On every imgortant decision [ry 12 resch con-
sansus. Discuss untl all imocriz=i odjections o
the dominant view have besn snared and
exglored. Discuss unul the minoriy who disagree
have been Ihoroughly nezrg zna taken serigusly

Let's 4 c.rour\cl
nnd. c'tr:onﬂ.
takt two minubes
4o tormment on s

NSUS 7
r Y
g >
--!:{_.‘ ,:;J
X7 "

Il enthusiastic consansus cannol be reacned.
ask the disagreeing minority il they will consent
to go along with the decision and review It after
there has been lime to lesi il in practcz. Il dis-
cussion has been thorougn. this minanty snould
be small, because he tesi idezs wiil have been
incorporaled inlo the maiority gesition.




« M3 sure 1hat. over ime. no important area of WHAT TO DO ABOUT SOME PEQPLE
concern gels repealedly dropped. A group needs TALKING TOO MUCH AND SOME

10 make progress on &l lronts. Even il your re- PEOPLE TALKING TOQ UITTLE.

sources force you lo make slower progress on

some [ronts than others. this should be siated Pzople who talk loa mucn glien feel uneasy aboul

explicilly and a plan lollowed lor wnen and how domnating, and quiel peapie usually feel embaras-

the concern will be handled. sed zbout being shy. Both groups appreciale a struc-
Otherwise morale wiil be lowered by the leel- lure that balances things oul.

1ng that the group. or the leader. 1s inadequale lo
handle its whole task. As a resull your other ex-
cellent work may be eroded by the wezkness
that develoos from continually putling aside the
less urgent concerns.

th wen'T anyone
else 2y th—’“‘"j’-
1 k?.tP Jrulhiﬂg.._

« Encourage lsughter in your meetings. Serious
discussions can get borng or lense: jokes and
lightheartedness lift the spirits and bring peoole
together. The work goes [aster when people are
more reiaxed and lunegd in

ToM
JERIOUS

discussioN

DISCUSIION

Some ideas®

« On 2 controversial issue use “z2qual time” where
everyone gels to soeak for a cerigin numoer of
minutles on the looic Seiore there is back-and-
forth discussion. Often the ¢croup as a wnale wiil
pul oul zll the pros and cons 1N an impressive

AFTER way through this process. so no one has to feel

it 1s up lo hum or her lo say everything, and ev-

eryone can feel impressed with how well the
group is functioning as z wnole.

« Sometimes use a discussion rule: nobody
soeaks twice belore everybody has spoken
once: and nobody soeaks four times before ev-
eryone has soaken Iwice, Explain that in fact ev-
eryone has important things to say, and the
group needs a structure allowing everyone (0
soeak so that no one has to jump in or interruot
in order 1o be heard.

BEFORE

e Atthe end of every meeting take a [ew minules
for a closing evaluation. Even a sanience from
each person on how the meeting went—what
s he liked or wnat couid be improved or haw
s‘he leeis—wiil do. This gives you valuable in-
formation for pianming. and gives the group a
sense ol completeness and connectedness. No-
bady has to leave wondering how the others feil.
Il everyone likes the meeling morale goes up
100% when this becomes evident.

« Keep good minutes of your meelings and make
sure to distribute them to 3il absent members
plus all others who have reason lo know ol your
progress. Much good work is wasted by not
communicaung it 1o the people who care.

All of the above are important. They all seem
obvious once stated. but many Boards struggle
along for years without ever putting their anen-
lion on these important parts of working to-
gether. You can save a lot of disgopointment: by -
following these suggestions.




« Whenever scmecne has been very guiel. 2sk i
s.ne has anylhing to add or any thougnts lo
snare on the subjecl. Many limes people will
speak when asked. when otherwise they would
consider their thoughts unimportant.

Tzke ime to explore thoroughly ail ponts ol
view—this will cul down on conllict and lension
beczuse people will know a rational process i1s
being foilowed and they wiil stay calmer.

These four technigues prevent interrupting and
2motional two-way dialogues: they estabhsn an ai-
tilude of respect and lisiening.

HOW TO BUILD TRUST AND MORALE

All groups suffer from under-appreciation Peoole
work hard. do their best. and nobody ever menlions
il. Sut the rustakes they make are oilen mentioned!

vake sure peopie get appreciation for their work, It
is a great boost oczasionally lo structure in a ime of
aopreciation wnere everyone gels o hear from two
or three other people what they appreciate zboul
their contrioution to the Board's work. If this sounds
too corny or formal, try it and see how peapie begin
10 chuckle'and bubble and leel refief. To make
people’'s need for zppreciation an acceotable thing,
shared by everyone, has a wonderful effect on a
croup.

rs % i*
oou:?:;—:;_\
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what 1'm {ay;nj

TO BUILD MORALE IN MEETINGS

« Listen lo everyone's goinl of view, -~

« Acuvely appreciale peogple’'s work and contridu-
lions.

« Follow througn on all tasks assigned.

« Se well organized and oragarad.

« Encourage laugnler.

« Try |0 reach consensus.

« Beelly evaivate eacn meeung.

RESZARCH FOR DECISIONS

We ve mentioned the imgortance of providing
backaround informalion lor imporlant decisions and
of giving all Soard memoers & chance 10 exoress
therr coinions. After doing this. it may be clear that
there are stil gaps in the fac!s availzole 1o peoople.
andg that no consansus can be razcned without fur-
ther research.

Aporooriate research could be cansulling wilh ex-
perts. tracking down documents lrom (he funding
agency. calling stafl or parents or consuitants 1o give
reports. reviewing back minules, sicetera. The mpor-
tant thing is lo make gecisions basad on full and ac-
curate information gleaned not only lrom routine re-
ports but also from other sources as needed. Pusn-
ing for a decision before getting the relevant iniorma-
tion is usually a mistake. '

FOLLOW-THROUGH

This. ol course, is the linal hurdle. So many won-
derful decisions ‘'are made (hrough hard work and
discussion; and so many decisions never gel im-
plemented because there is no lollow-througn be-
Iween meelings.

Make sure somebody is responsible for actually
doing the things you have decided should be done.
Break il down, person by person, piece by piece.
There should be no doubt wno I1s responsible for,
notifying parents of the meeung. wno is responsidle
lar preparing the background iniormation, wno 1S re-
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Conflict Styie Inventory (CSI)

Cevelcped oy O Mersncil Sgsinkin

Conflicts large and smail ace a fact of everyone's work life. This Inventory has besa prepared to assist you
in learning 2bout the ways in wiich you typically deal with conflict.

The CSI consists of ten mini-cases apout work-related conflict situations. Each case is foilowed by five
:lternative actions. Your iask is (0 r2ad each case and its action alternatives and to determine waich of the
ziternatives you prefer. You might prefer more than one ziternative. For this reason, you are given iea
coints for each mini-case. You may alloczte these points zmong the five alternatives however you wish —
for example, 5 points to one alternative, 2 points to another and 3 points to a third altemnative — depending
on how much you agres with each one. Or, you may ailocate 2il [0 points to just one aiternative. [t is ea-
tirsly up to vou. :

-

As vou select the aitemative(s) vou prefer, use the 5Sox 0 the left of the item(s) for eatering the ailocated
cownts. Remempoer: a{l |0 points must be zilocated but there can not be more than a toel of {0 points given
l0 any one case.

Zxcmcle:

You zna Nancy nave never gouen along. . . (Your boss says) ~1 ihougnt that you (wo would make 1 good team working ciosety togetner on
:nis prajest. What do you thinx?”

Althougn you zre czugnt off-guard by this, you decide to:

A. cxplain to the boss and Nancy that mucn as youd like to work on this with her you are just too overioaded
rignt naw (0 (ake on 1 new projeci.

3. agres 10 work with Nancy znd try (o get her to be as cooperative 25 cossiole.

work out an arraagement with Nancy (in a private discussion fater) to each do specific parts of the project.
indegendently, and get her to sign an agresment ta this effect.

D. sez Nancy later to discuss how yuu cza wurk tugether to get what you bath want out of this project.

£. have 1 piezsant discussion and later have 2 direct taik with the poss about Nancy's approach (o (e work.

HURRSIEEE

Please note that this is not a “lest.” and there are no “right” answers. Scoring and interpretive material
‘oilow the Inventory. Do not read the interpretive material until you have responded to ail ten cases.

2 1984 Mamaxl Sasnkin. Puniisaca Sv Orzuauzzaon Cesign ang Ocveinnment. (nc, Sader a caciusive tficzase from ine cooyngnt Mener.



scensible lor geming the scezker. Further, sameane
must have aver-ail resgoansibility for saeing that
everyone does his cr ner preca.

Often a grouo leaves @ meeting satisiied that they
have made fline decisions. and then it lurns out that
no one was assigned resgonsidilily for imolementing
soeciiic tasks. and no one lor over-seeing and
coordinating all the tasks. As a resull the jco does
nat get done. This is lerriole for morale of the Soard.
and 2quzlily terrigle lor the morale of the parents and
sialf wno hear that the Board of Directars 1s going to
do such and such and then don'l s=2e resulls.

DECISION-MAKING

(1) Descrioe the preclem and the Oefine
cnoices you neve.

(2) Asik zdvicz from experts and Resezrch
ceogle with gifferent cownts of ’
view,

(3) Make z cecision. Decide

(4) Follow througch with action. Act

-

-{8) Ewvzluate eilec's ¢f the zcuon. Review
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Cirectlons: For each mini-czse. distridute 10 points among the five ziternatives in any way you wish. You
must ailocate all 10 points but your total may not exceed 10 potnts for each set of aiternatives.

Case One

You 2nd Nancy have never gotten ziong. Ever since the {irst day that you met her 3t the firm two years ago,
you have not liked Nancy. After wocking together on a few projects and sitting through many mestings. vou
decided that you didn't want 0 nave to deai with this individuai.

Your conflict with Nancy has 0 do with issues of style. Nancy is a big person, much larges than vou are,
who taiks loudly and never seems to be considerate of others. She is very competitive, 0 the point of
making others lcok dad in order 0 look gocd herseif. Nancy has opealy zdmitted that she dees not f2si
involved in the goals of this organization. She's just “zetting a ticket” to De zdie to move on (o anather ioo.

Your Toss nhas told you that 2 dig assignment is coming up that is of great imgortancs for the orzanization.
You have be=n czlled to the office 0 begin planning and working on the project. You waik in the door of
vour doss’ office and {ind the boss and Nancy sitting together and laughing. Your boss turms (o0 you and
says. “Hi, [ guess you xnow Nancy — [ thought that you two wouid make 2 good team working closely
together on tiis project. What do you think?”

Although vou are caugnt off-guard by this, vou decide to:

f | A. =xplain to the s0ss and Nancy thac much as voud like to work on tiis with her you

re just (00 overioaded rignt now O 2ke on 3 new praject. B

B. agres to work with Nancy and try to get her to be as cooperztive as possible.

C. work out an arrangement with Nancy (in a private discussion later) o do specific
parts of the proje<t indepeadendy, and get her to sign an agresment to this effec:.

'D. ses Nancy later to discuss how you can work together to get what you both want
out of this project.

362 " s » . - . ;
E. have a pleasant discussion and later have a dire<t talk with the boss adout Nancy/'s
approach to the work.

; vzt
T 9RA Atzrenal Sacnxin. Juminaesav Orrsrizzuon Oeaign 2y Covernament. i€, inges 1 XCIUSIVE hiczase (oM (72 SITYNINL Cener.



Case Two

You and George have prablems of working style. George is the kind of guy who doesa't worry about getting
things done on time. Althougn he does very good work and frequently has flashes of briiliance, he has a
very hard time mesting deadlines. When George was in sciiool, he was known for failing to complete more
courses than any of his contemporaries. George also teads to be messy and disorganized. He fesis that
being neat and organized is a sign of “obsessive compulsiveness.” He has very good techaicai skiils.

" You are the type of person who is very concerned about getting things done. [n your scholastic training you
worked in systems where “if it isn't done on time, it isat done.” You also are very organized both in your
work and your personal haoits. You credit your ability to get high-qualitcy work done on short time
schedules to these organizing skiils.

You and George have worked together before. You collaborated on a major project. The project was com-
pieted thres months late and in the grocess you deveioped a peptic ulcer and nearly got a divores. After this
pericd you decided to avoid working with George again.

A new opgortunity has come along and you and George are the only people in the department who have the
skills to work on this project. You have the option of letting the project go — some other department will
pick it up — but doing the project would lead to professional growth and advancement. George is wiiling
to work on the preoject with vou, but you have a number of reservations. George has left a note asking you
to ses him adbout working on the project. You are thinking about what you are going to say.

You conclude that the best thing to do is:

l A. el George that you just are not up o0 working with him on this proje<t.

B. work out a careful plan with George, so that it is clear exactly what each of you
wiil do and when; then have George sign a formal, witnessed agresment to this
effact. {

C. teil your boss that youd like to work on the project with George, but only if you
are project leader with full authority to give George formal reprimands (backed
by your boss) if George fails to come through.

| D. try to act more friendly toward George so that he will have a greater incentive to
o “come through” for you.

E. sit down with George to talk over your past proolems in working together and to
discuss whether there might be some ways (o avoid these proolems in working
on the new project. '

. : ; ; ; - 1 ner.
2 1GR6 Marsaaul Sasnkia. 2uolisned v Orzamizaunn Ocxuign ana Cevernnment. (ac. nger 2n eRCiusive liceaze (mm (ne cogy Nt Gwner.
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Case Three

You 2nd your supervisor have not gotten along for the past year. Your boss, Rod Price, is a dominesring
person and does not sesm to waat your input on any of the major activities that are zoing on in the unit. He
also sesms (o be insensitive to the feelings or nesds of subordinates.

Two months ago a major prciject was assigned to the unit. Price called you in, directed vou to tzke the
project, and laid out the pians for completing it. You examined the situation and zfter some thought you
toid him that you had some ic.zas about how the project might be done more effectively. Prics resconded
as foilows:

“I'm not interested ir. hearing your ideas. / get paid for having ideas — you get paid for
{ollowing my direct oas.

You went ahead and followed Price’s directions, against your better judgment. As things turned out, the
boss was wrong and things t.ave gone badly. The company is losing quite 2 bit of money, and it mignt
get worse.

You are about to go to the regular Monday morning staff mesting where you will be cailed on to regort on
the project. At this point, no one is aware of just how badly the project is going. You have meationed it to
Price, but he refused to taik about it, saying that you were making excuses for your own incompeteace. You
are concerned aoout getting into an argument with Price; you don't want to be emoarrassed in froat of your
coileagues (who are sociai acquaintances). Besides. Price has the aoility to greatly influence your caresr —
and dbasicaily controis your pay, promotional opportunities and other rewards within the company, at least
for the next two vears. Because of family ooligations you do not feel ready to leave the company.

You decide to:

A. develop documentation showing Price’s blame (such as audio-taping him without
him knowing it) and provide this evidencs to his superiors, making sure that the
information spreads throughout the organization.

B. kesp a low profiie for now; don't attract any attention or raise any issues.

C. work to get transferred (o another unit; explore ail possidle moves within the
company untii something comes throug.

D. prepare deailed documentation concsrming the prodlems. Thea mest with Price
to openly review this information and look for possible solutons or ways to
improve the situation. '

E. develop a “package” showing that the problems are reaily of Price's making. Then
go to Prics and offer to heip him out by not exposing him if he'll get orf your
back and let you salvage the program your way.

D 1986 Marsnzil Sasaxin. uhnsneg by Orzamization Ocsign 3ng Ceveiopment. inc. unuer an exciusive licease {rom whe cooyngnt cwner.



Case Four

You supervise a crew of eight furntwure finishers in a smail wood home fumishings factory. Five individuals
apgly paint to chairs, smail tables, and the like, that have gone throughn the giuing, drying and smooth
finish operations. The remaining three peoole inspect the painted items. If 2 painter has missed a spot, that
person is called over to correct the flaw. The finished item is thea put under the drying machine :J:nd goes
to the inventory/shipping unic.. P2inters are paid on a piece-work bdasis, tagging eaca {inished item, while
inspectors who run the drying roo.n are paid on an hourly rate that eams them a bit less thaa the painters
(ranging from seven to twelve percent, depending on the painters’ productivity at any given :irr'.c}:

There has always been conflict bet'veen painters and inspectors; the painters dislike having to correst flaws

(it slows them down and can lead 12 further errors), and they let this be known. The inspectors respond as
one might expect. The level of coadlict has escalated over the past month, and blow-ups are frequent.

You have decided to:

A. ignore the conflict asnuch as possidle and deal with the blow-ups as they hagpea,
since it is just nacural for the two sub-groups to argue and bicker.

B. cail the crew together and talk to them about the importance of good teamwork .
and cooperation, of getting along, and of heiping one another like rezl team
memoers.

C. call the crew together 0 review the proolem and (0 see if there might be some
way to work together more 2ffectiveiy, perinaps by making some changes (degend-
ing on what ideas they mignt have). '

D. identify the painter and the inspector who argue the most and transter or fire
them, lecting the others know what will happen to them if their petty destructive
conflicts continue.

1 .
E. have the inspectors correct painting flaws themseives, paying them a smail fixed
amount for s2ch item they do “touch up” work on and deducting half that amount
from the pay received by the painter for that item.

ce s AIVE VCETIZE (e ma ammyriTal CwnET.
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“Cdase Flve

You and Terry are unit managers in the shipping division of a pharmaczutical manufacturer. For the past
year you have had serious arguments over the use of cerain shrink-wrap, pre-packaging equipment. Terry's
unit ships all of the plant's viamin products, and they ail use a common bottle design form. The equipment
in question is designed to sariak-wrap around individual bottles in trays, and suits Terry's products per-
fectly. However, such use is 2 matter of convenience (though it does save costs in that it reducss the thei
of items in transit: it is very difficuit to grab a few botties out of a shrink-wrapped tray).

You believe your nesd for the equipment is greater because it is the only wrap that can be used for certain
critical drugs that your unit snips. There are two reasoas for this: first, it provides added security against
tampering (as required by new Fcederal regulations) and second, it insures freshness (which is a big
problem as these drugs go stale easiiy and returns are costly losses). You only nesd to use the equipment
part of the time. but when you ne=d it. you nesd to use it immediately. Terry has Sesa using the equipment
heavily, and it is often unavaiiable whea you most need :t.

Your course of action is to:

A. mest with Terry and some of the packers wno run the equipment to ses what
options can be developed to deai with your mutual problem.

B. prepare a detaiied memorandum for the Division Head, explaining why your unit
saouid have first priority in the use of the equipment.

C. mest with Terry to arrange a formal schedule that best matches the two units’
nesds and agres not to infringe on one anather’s scheduled use times.

D. get everyone in the two units together to discuss the need to share equipment use
and to develop more cooperative attitudes. .

E. teil your people to watch for times when'the equipment is fres and then use it
before Terry's people can start 2 new shipment.




Case Six

You are a field representative for a large East Coast surzical supply manufacturer. You spend most of your
time making sales contacts with hospitals and smail medical ceaters. Sales to individual paysicians account
for only a very small fraction of your business.

Your boss, the regional sales manager, reczatly became interested in a new sales peogram that calls for cer-
tain czalculations based on annual data and leading to weekly goais. Part of the program involves a specific
seiling approach. Your boss has required that all sales reps reporting to him participate in this prégram.
Personally, you find this a waste of time and effort. You have your own method for setting goals and it
works fine for you: you have no interest in or nesd for a new approac. You have gone to trzining sessions
and “put in your time,” and you fiie the pagerwork, but you still do it your way.

Recently the boss has besa calling on clients, “io ses how weil the regs are applying the new sales system.”
You are concerned that this is wny he has called you in today. You are thinking about how to handle the

situation.

You decide to:

A. explain that you've besn unsure of your avility to use the new system, and assure
him that you're working on it.

B. ask {or a transier to another region headed Dy a sales manager you have known for
years wno has a pnilosopny of seiling that is close to your own.

C. zssemble records and sales figures snowing that your methods are just as effective
_l as those the boss' program involves, and suggest that the divisional manager
receive this information aiong with the (lower) performancs records of sales reps
who foilow the boss’ method.

D. offer to try the new method for a one-month pericd and then compare the results
to the past month’s sales whnich were based on using your approacil.

E.  propose !0 your boss that you work together to develop a sales appreach you c2a’
be comforwable with, that would comoine the best aspects of both your approaca
and that of the boss.

2 19R6 Marxaail Sasnkin. Puohisnea by Organizauon Cesign ana Develooment, inc. under In cxciusive license from (ne somyment Owner,
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Case Seven

You are a senior enginesr working for a large engineering design firm. You and a co-wocker, Cory, have
been co-leading 2 project team composed of thres junior enginesrs charged with creating -a design for the
equipment in a new physics research [ab. You have designed some really. innovative machinery, geaing
around the problem of increasingly larger equipment that has been needed to siudy high energy particles.
Cory disagress with vour design and thinks that the new miniature betatron will not work. One, pechaps
two, of the junior 2nginesrs shares your views. You have to go 0 your division's review committes next
week with a final design proposal.

Therefore. you have decided to:

A. tell Cory that you wiil write a memo taking full responsibility for the design and
for any design flaws should something go wrong, if Cory will agres to support
you in the review committes mesting.

B. taik to each junior engineer to gain support by promising them rewards; thea
prepare a report signed by ail but Cory and offer Cory the choice of going along
with the group and signing, or not.

C. hold a full team session to review in dzwil your plans and to identify possidle
proolems, modifications, and aiternatives that would improve the design and
eiiminate poteatial grooiems.

D. ask your boss (0 transfer you to a different project, as you really cannot sesm to
work weil with Cory because of the different ways in which the two of you ap-
proach design problems.

E. mest with Cory to suggest that you amicably agree to disagres and let the division
eview committes examine both of your approaches and make a final decision.




Case Eight

169

You and Leslie are two of the four department heads in the industrial products division of Mega Corpora-
tion, reporting to Jonn Barkiey. While each degartment has a unique basic product, the production of these

industrial cieaning agents sometimes requires cooperation of all four departments and oftea requires

cor.
s

tain departments to work together, as is the case with you and Leslie. Unfortunately, the relationshio has
besn difficult because Lestie aiways insists on having her department’s production runs done before vours.

You have at times fought over this, 2nd once in a whiie Leaslie gives in, but inevitadly the same issues ari

The situation has developed again with resgect ta a very large, important order.

You will:

A.

mest with Leslie to work out a ciear schedule for trading-off use of the squipment
between your two departments.

sit down with Lasiie and work out some way to plan for sharing the egquioment in,

a way that lets eacn of you use it wien you nesd it most, thus satisfying ooth units.’

let things ride for now and let Lsslie use the equipment, hoping to get more
cooperation later on.

taik to each of the other department heads to get their support for a pian that
assures all departments equai access. then preseat the pian at the next divisional
mesting.

meet with Leslie to discuss sharing the equipment, emphasizing the importance
of good interdepartment reiations.

=
3.
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Case Nine

You supervise four groups of elevtronics assemblers. Each group works on a somewhat different assemoly
product. but the basic operations are very-similar. Each assemoier has a specific job and position and the
whole operation is-mucit ke a'sandard assembly line. One group, however, has developed a practics of

- switciiing positions. Although thare has been no effect yet on their performancs, you are quite concemed
that ail of the “socializing™ the group sesms (© be doing eventually wiil have a negative 2ffect on produc-
tion. You are aiso worried that cther groups wiil follow this group’s lead.

You have decided to:

A. mest with the grouc to ¢xpiore the issues and arrive at some way to make sure
that your concerms 00 not come o pass.

B. leave them aione for awniie and ses if they go back to their old work methods.

———
et

C. explain to the group (he goteatial prodlems their new method might lead to. If they
won't go back to the standard method, try to get them to be less oovious acout
wnat they are doing.

D. discuss the proclem with the group, and work out an agreement for them to switch
positions less often. mayoe just once a day.

m

teil the group memoers 0 go back to their old methed of work, starting tomorrow.



Interpretive Guide

The Conrlic: Style [nventory (CST) is based on a concept that rests on more than twenaty vears of cehaviorz|
science research inta the aynarucs of conflict . ~*

Various researchers have ideatified five primary strategies {or dealing with behaviorzi confhc Although
these authors have used differeat terminologies to descrite these five different strategies, the nature of 2ach
strategy is fairly ciear:

1. Avoiding, sometimes called “withdrawing,” means to withdraw from the conflict situation: to
avoid conflict ac all cost. Sometimes this may mean leaving the solution to fate or chance.

1~

. Smoothing involves trying to cover up and pretend that everything is really calm, cooperative,
and pleasant. This strategy is sometimes used whea the conflicting parties are dealing with a
third party whno is unaware of the conflict.

3. Bargaining, which is aiso referred to as “compromising,” involves some form of negotiation that
is aimed at reaching a compromise. Each party gaias and each party loses, or gives up, some-
thing. A third party may be involved as an arbitrator, who is given the responsibility of idenatify-
ing an equitable compromise. .

I~

forcing involves fighting a battie in which one party wiil become the clear loser and the other
the winner. This win-lose situation is also cailed “battling.”

Ln

Problem solving is a more accurate description of the strategy often referred to as “confronting,’
because this strategy does not impiy figating, as in a “violent confrontation.” Rather, the parties
confront the conflict and try to resolve it through coilaborative problem solving.

One mignt ask whecher any one of these strategies generally is more useful or productive. In fact, there has
besn substantial research showing that “forcing” and “avoiding” are associated with the deveiopment of
negative fesiings between conflicting parties, and are also found to be associated with negative outcames.
such as decreased performance. Only problem solving is clearly related to positive outcomes in a wide
range of circumstances. Bargaining and smoothing sesm to have mixed results.

Bargaining is useful when both parties gain as a resuit of the prcc"ss. Bargaining may also be 2ppropriate
as a means of arriving at a temporary solution to a compiex problem, with the undersmnding that the solu-
tion is indeed only temporary and that a final solution will be determined through proolem solving.

Smoothing over may be productive when the issue is minor and when disruption in the reladonsnip
betwesn the parties would be damaging to both. [t also ailows time for feslings to “cool down™ and foc the
parties to ootain more information about the situadon. It is important, however, that smoothing be recog-
nized as a temporary action, nat an attempt to resolve the conrlice.

It should. of course, be noted that at times and in cermin circumstances issues that one sess as viaily im-
porant may require immediate action. People usually ses forcing as appropriate in suca circumstancss.
However, even in such cases. proolem solving wouid be of greater benefit if the partes to the conflict
could be rationai.

Perhaps the greatest problem with avommg and “smoothing” as conrlict strategies is that they do not con-
front or resolve the issue promoting the disagresment. “Avoiding™ 2nd “smoothing™ may work if the partie

re not interdegendent. However, in most situations, it is not possioie (o eliminate the interdependencs cf
pcOpic or groups in work secngs.

*'2wrence, 2 8., :nd Lorsen, LW, Oranmzzrion and Emamnament, Somewood. (L. lrwin, (969,
Thomas. K. “Coadict ana Conilict Management.” fn M.0. D tEd.) Aanab uf lnausiriai and Omanizzitonai frcnaioy, Chiczgo. Fara
MeMailv, (976

e e i meen Tamem e ammmaHARE Sy s
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Case Ten

You are the market development manager for the American Brand Tape Manuracturing Company. Your
department consists of apout thirty people whoform temporary product development task forcs groups.
There are from four to sevea such groups at any given time. Two of these groups, however, are causing vou
a lot of concern right now. The first of these was set up just a couple of weeks 2go to develop 2 comoleze
market package which consists of a target analysis, test marketing plans, conduct of test markcting- and
analysis of the resuits, and dev:lopment of a promational program. The product is a new strapping tage
with industrial applications.

This task force has recently had a great deal of conilict with another one that has te=a working on rezional
market tests of a new book-mending tape. for use in livraries. You have heard various comments from
memgers of one or the other group, such as:

“Those jokers must have their noses in their books; they shouid have besn done a week ago.”

“If any of those guys on the strapping project were reaily competent, they'd be woridhg; ofi the
gocd joos.”

“Those jerks (on the book-mending tape project) think that tecause they're working on a
‘prestige”item we snouid ail bow down to them in the nail. They're really a bunch of snotty
50.Bs”

"1 didnt 2ppreciate the sarcastic comments about “Sookworms™ in our last department saff
meeting. Some of those peogle are real wisea—2s.”

Over the past week these kinds of comments have increased in frequency, and you fesi that you have to
cecide now to deai with the situacion.

You wiil:

A. hold a morale improvement mesting for ai) department members, to empnasize
the importance of good working reiations among department members: and
betwesn work ieams.

B. hoid an ail-day me=ting for the two teams having problems, structured so that they
can share perceptions of one another, work toward developing more accurate
perceptions, and try to ideatify the sourcss of their proolems.

C. meet privately with each team to admonish the memoers for the way they have
be=n dealing with the other team. and let them know that there will be disciplinary
action taken against anyone found to be contriouting to the proolem.

. D. mest with each team separately. Promise the strapping team memoers a beger
assignment next time if they siop criticizing the book-mending team memoers.
and promise the latter special rewards for teing more agresaole toward tie strao-
ping team memoers.

| E. do nothing for now. sincs the sook-mending group wiil {inish its work vithin the
i montn and the issue wiil disacpear 'wnen (ne team memcers are 2ssigned 0 new
Qrocuc: geveiopment Zroups.



Discussion Questions

The value of your resgity from the CSI will be greacly enhanced through discussion of the rotlowmg ques-

~1

- ©iShs with others in your trzining group.

. Do you think that your scor2s {or the five coatlict strategies actually represents your usuai benhavior
when faced with contlict situations at wock? Why or why not?

What could you do specificuily to increase your use of a problem solving scyle in resolving conilicts?
How can you reduce your ute of one of the less productive styles, such as “avoiding” or “forcing™?

How can vou change from a1 unproductive style you have deveioped with 2 particular person (o a style
that would be more productive? (For cxample, change {rom a forcing style with that person to a par-

gaining styie.)

How do others’ expectations, especially that of vour boss, affect your choice of conflict swlc’ Ificis
unproductive, wnat couid you do to change this?

’

[F this is a team building experience, what is the norm for dealing with coaflict on this team? How
could group.conflict resoiutions become more productive?

[ndividual or group data may oe studied and discussed Gy looking at the individuals or grcups involved
in the tea confiict situations. Consider the following breakdowns:

— items 1. 2. 3, 6 and 7 focus on conflicts between individuais
— items 4, 5, 8, 9 and 10 deai with inter- or intra-group conflict
— items 3, 6 and 9 are contlict situations between bosses and sutordinates

— items 1. 2, 4, 5, 7, § and |0 deal with conilicts betwean peers.

Were your scores (or the scares of your group) for any of the five styles exceptionally hign for any of

these work configurations?
!
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Scoring

Directions: For each of the mini-cases, you ailocated [0 points among the five alternative actions. Trzns-
. fer those points to the 2ppropriate spaces deiow. You will notice that the response letters have been re-
arranged (o fall under five conrlict styles. Now, zdd the points in each columa to coain five columa tocals.

Case Avaidlng Smoothing 8argaining Fcrcin:j Problem Sclving
Cne B e 8 - P E 0
Two A D) - S C £
Three C 8 B o A 0
Four A 8 E D C
Five N 0 & 8 A
Six ; (— A s (45 &
Seven D__ E A_ 8 =
Eignt S I E A D 8
Nire 8 e o ______ E A
en - eere— A i = S C 8
Totals D E D L :

Plotting Your Scores

Plot vour scores on the chart below by placing a mark on the conatinuum at the point represeating the
respective coiumn total. Connect the dots to form a plot line. To the exteat that your scores fall within the
shaded area. your responses are typical of scores in our preseat sample. Scores that are above aor teiow the
snaded area suggest overempnasis or de-empnasis of a particular coaflict resolution style.

Aveiding Smoothing gargaining Forcing Problem Selving

Very High |- 18 25 3l 24 78
15 20 2 pi 70

High 17 18 24 B &
10 15 — 2 ) =

Avercge 8 n 16 '2 5‘4
4 7 i ki {a

Low 2 g 8 4 42
] — 2 6 1 3

Very lew Q 0 3 Q ISO

Chert srows rcmanve coia ravisea 1989,

N

* 1986 Mursnml Sasnkin. Puolisncy tv Orgamizauon Cesign zna Deveinnment. nc. Jrder 2a cxsiusive licEnse (7TM (2 TOCYMIAL Twner.
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AmeriCorps Evaluation Components

Components of
Grantee Evaluations

Set Annual Objectives
* Community Service
* Participant Development
* Community Strengthening

4 )
Continuously Improve
« Collect information about
progress toward objectives
« Collect and use feedback from
stakeholders to improve
program quality

o o

Cooperate with the National Evaluation
sHave members complete enrollment
and exit forms
*Have sites complete
Local Site Information Form
*Have sites complete Annual
Accomplishments Survey

Components of
National Evaluation

Impact Studies
All programs:

* Annual Accomplishments Survey
Select programs:
* Intensive impact studies

Program & Participant
Descriptions
All programs:
* Particpant enrollment forms
 Participant exit forms
« Site information forms

Effective Practice Studies
Select programs:
» Intensive studies

Policy Studies
Select programs:
¢ Intensive studies

Satisfaction Surveys
Select programs:

 Satisfaction surveys from partners,

recipients, members, staff

Disseminate Information
= To grantees
* To Congress, public,
stakeholders




In an effort to document the successes of AmeriCorps,
improve program quality, and provide useful
information to program operators, the Office of
National Service Programs plans to address each of
these critical questions in a national evaluation.

Program Impacts

On Communities
What work was performed by AmeriCorps programs?

What are the institutional impacts of AmeriCorps programs?
Do AmeriCorps programs build stronger communities?

What is the return on the national service investment?

To what extent is the public aware and supportive of service?

e & o & @ 9

On Participants

. Does participation in national service programs increase members’:
0 sense of civic responsibility 0 educational opportunities
0 educational attainment 0 life skills

Information On Satisfaction

What was the impact of AmeriCorps work on direct beneficiaries?

. Are the following stakeholders (including service recipients, program
sponsors, program partners, community members, and participants)

satisfied with the programs and community services provided?

Identification Of Effective Practices

. Numerous potential studies are being considered. Among them are

studies of effective practices in:

0 program start-up 0 recruitment

0 service delivery 0 supervision

0 member retention 0 public/press relations
0 staff training 0 fund raising

0 member training 0 collaborations

. How can the Corporation improve its operations?



ASSESSING ANNUAL OBJECTIVES

Every program that receives AmeriCorps funding must conduct an internal
evaluation in which program success is measured based on objectives that the
program’s staff and the Corporation staff have agreed upon. This document
contains a set of guidelines that Corporation staff have used to assess the quality of
the program objectives and evaluation activities contained in proposals.

Although we are providing these guidelines to you now as a tool for revising
and improving the evaluation component of your proposal, receiving this
document does not imply that your program has been selected to receive
AmeriCorps support. In fact, as you know from your initial letter, some programs
invited to participate in the Discussions phase of proposal review will ultimately
not receive funding. For purposes of readability only, the remainder of this
document refers to “you” and “your program staff,” but we wish to reemphasize
that these terms are being used stylistically, and are not meant to suggest anything
about the ultimate funding decisions to be made.

Should you become a finalist, your proposed objectives and evaluation
activities will be a primary topic of discussion for a future meeting with Corporation
staff. We understand that, should your program design change during the course of
current discussions, your evaluation objectives may require modification as well.
Consequently, we have not regarded the objectives in your application to be final.
Nevertheless, every program that is funded will need to have approved objectives
and evaluation plans. To further your thinking about objectives, we suggest that
you read these guidelines carefully and assess the quality of your existing objectives
and evaluation plans in light of them. Comparing your plans and objectives to the
criteria in these guidelines will give you a better understanding of how the
Corporation staff have evaluated your objectives and evaluation plans and will give
us a common vocabulary for discussing evaluation issues.



There are several elements in the evaluation component of an AmeriCorps
program:

* A mission statement

* A set of annual objectives

¢ A plan for collecting objectives-related data

* A plan for continuous program improvement

* A system for collecting additional accomplishment and
participant data required by the Corporation

A Word About Multi-site Programs

If you have proposed a program that includes several sites, please note that an
evaluation plan is required for each operating site. Although each applicant is
responsible for the internal evaluation activities of its sites, the Corporation for
National Service will require evaluation and outcome data at the operating-site
level. Further, we will review and approve evaluation plans at the site level.
Consequently, as you review your evaluation plans, keep in mind that each of your
sites must have objectives and evaluation plans as described in these guidelines and
must be capable of conducting their own evaluation activities.

In the sections that follow, each of the elements of an evaluation plan is
discussed.

Mission Statement

The mission statement is the broadest, least specific statement of what a
program hopes to accomplish. Some mission statements may be relatively concrete:

[The program] will address a critical national need by building low-income
housing, upgrading/rehabilitating existing housing, and teaching participants
concrete skills in professional trades.

Others may be more visionary, providing a less immediate sense of the work a
program will do:



[The program] seeks to make significant changes in the livability of the
communities we serve by expanding housing opportunities, strengthening
neighborhood partnerships, and fostering cross-cultural understanding.

For a mission statement, either is acceptable. The AmeriCorps application
instructed applicants to craft mission statements with, "[your] most ambitious
goals...even if you do not believe you can measure them." Consequently, we have
viewed mission statements as expressions of hope and not necessarily as definitions
of outcomes to be achieved.

Annual Objectives

The Corporation is committed to measuring the success, or lack of success, of
funded programs. To this end, you were required to submit annual program
objectives for all proposed service sites. An objective, most simply, is a statement of
what your program believes will be the result of a year of effort, a statement about
what will change.

It is possible to measure several types of change. Change could be defined in
terms of the process of operating a program. Generally speaking, objectives
addressing the process of operating a program are called process objectives. Here are

two examples:

e To recruit 45 participants within six weeks of beginning operation.
¢ To hold weekly staff meetings with all youth team supervisors.

These objectives address how work will get done, not what work will get done. The
ultimate goal of a program is unlikely to be the hiring its participants or the holding
of meetings, although those are important processes in creating a quality program.

In contrast to process objectives are outcome objectives. Outcome objectives
focus on the end products of a program:

e To produce 15 units of affordable housing in Year One.
* To have 75% of participants complete their GED by program end.



The Corporation required that programs establish objectives that focus on end
products or services. Consequently, your program objectives should be about ends,
not means. Just focusing on end results is not enough, however. Programs must
have objectives that can be used to measure program success.

Components of an Objective

For an objective to be useful, it must be specific enough to allow decision
makers to determine what, if any, change occurs as the result of a program's efforts.
For example, the following objective,

* To improve the reading skills of at-risk youth through tutoring.

describes a service activity and a desirable outcome, but provides no indication of
how the “improvement” will be measured or what “reading skills” the program
expects to improve. An improved objective would describe both the desired change
and a means of determining whether the change occurred:

* To improve the reading skills of at-risk youth through tutoring, as
measured by performance on the school district's reading comprehension
test, to be administered before and after the program.

We now know what change is desired (better reading skills) and how the
change will be measured (a comprehension test), but we still lack an important
detail. How big a change in reading comprehension does the program hope to
achieve? That is, would the program staff or the Corporation staff be satisfied if the
average increase in test scores was one percent? Regardless of the answer to this
question, the problem is apparent. Programs and Corporation staff need to have a
common standard for measuring whether an objective was achieved. Thus, we
need a third revision of our objective:

e To improve the reading skills of at-risk youth through tutoring, as
measured by an average increase of five percent on the school district's
reading comprehension test, to be administered before and after the
program.



With this objective, your program staff and the Corporation’s personnel have a
common expectation of “how” achievement will be measured and “how big” an
achievement to expect. Setting the “how big” component of an objective requires
careful consideration and expert knowledge of your service area. Programs that set
overly ambitious standards may fail to meet their objectives even if they are
providing high-quality services. Programs that set very low standards for success
may appear incapable of achieving substantial goals, and therefore, will be unlikely
to receive Corporation support.

Only one element of our objective is missing. How many service recipients
will there be? Will the program tutor four students, or forty? Thus, we need one
last revision for the objective to define clearly how success will be measured:

* To improve the reading skills of 25 at-risk youth through tutoring, as
measured by an average increase of five percent on the school district’s
reading comprehension test, to be administered before and after the
program.

Each AmeriCorps program objective must include “an activity” and “a
result.” Our sample objective now includes both, and in sufficient detail that
program staff and Corporation staff have a common standard for measuring
achievement.

To summarize, each objective should include a description of:

e The work to be done (A product or service to be provided)
* A result of the work

* A means of measuring the quality or success of the work

* A standard of quality or success the program hopes to meet
¢ The number of service recipients

The table on the following page provides examples of AmeriCorps objectives broken
into their component elements.



THE COMPONENTS OF OBJECTIVE STATEMENTS
CORPORATION FOR NATIONAL SERVICE

~ OBJECTIVE
COMPONENTS

'I'lie work to bej done

MEMBER
COMMUNITY SERVICE ACTIVITIES DEVELOPMENT
I e ';.i‘-' Tutormg low- Restoring degraded  Operating safety Fostering an ethic of
~achieving students stream habitats patrols in a school service

building houses

tutoring students

restoring streams

operating safety

service-learning or

patrols reflection
10 houses built improved academic 4 miles of stream decreased incidence of || continued
P
F achievement of 500 restored school violence commitment to
. students community

the quality of the

contractor judgments;
housing code; owner’s

test scores; teacher’s
evaluations; retention

population studies;
biologist’s assessments

school records;
interviews with

exit survey; alumni
survey; exit interviews

ptoduct or unpact of judgments rates; attendance rates teachers; interviews

the semce : with administrators

Standard of quallty orf| 100% of houses pass |[5% rise in recipients’ || 85% decrease in alien || 10% decrease in 75% of participants

unpact that the inspection; 80% of reading scores on species; qualitative reported incidence of || plan to stay involved

pmgram hopes to  |[houses are rated “of [ district test; 25% rise  [|judgment of wildlife | violence in the school; |fin their communities

meet high quality” in recipients’ pre-post [ biologist 80% of teachers rate and attribute that

i test; 75% of recipients’ the program as decision to their

teachers rate them as significant in reducing || service experience
improved. violence

Number of service- 10 low-income 500 students could be difficult to 350 students 70 participants

recipients families determine,

possibilities include
recreational users and
wildlife managers

Note: only community service and participant development examples have been provided. We have not included community building objectives
because these objectives will often be process oriented and, consequently, do not fit into the above framework.




Identifying the five components in an objective is easier in some cases than
in others. In product-oriented programs, for example, the work to be done and the
result of the work may seem almost indistinguishable (building houses, houses
built). Nevertheless, it should be possible to identify each component, even if some
are inferred rather than explicit in your written objectives. Corporation staff will
review your objectives to determine that all five components can be readily
identified. To the extent that the components are missing or poorly specified, you
should be prepared to revise your objectives to make them complete. Some
examples may help to clarify how the components might be combined to create an
objective:

Example 1:

e To improve the mathematics skills of at least 25 students through peer
tutoring. Service recipients’ tutoring needs will be determined by a
diagnostic assessment at the beginning of the program. Service Recipients
will master at least 75% of their skills that require remediation, as
determined by retesting on the diagnostic assessment.

1. The work to be done is tutoring.

2. The result to be achieved is improvement in mathematics skills.
3. The measure of quality a pre-test, post-test comparison.

4. The standard of success is “mastery” of 75% of the skills tutored.
5. Twenty-five students benefit from the service.

The nature of the diagnostic test and the meaning of the word “mastery” are
not specified, so we would want to hear more about those elements from program
staff. In general, however, the program has included in this objective all the
essential elements necessary to permit a concrete discussion of program

achievements.



Example 2:
¢ Protect our Youth will immunize 7,500 infants and children during our
initial year of operation.

1. The work to be done is immunizing children.

2. The result to be achieved is completing 7,500 immunizations.

3. The measure of quality is not described.

4. The standard of success is not described.

5. Seven-thousand five-hundred children benefit from the service.

Corporation evaluation staff would want to discuss with this program’s staff
the absence components 3 and 4. The program operators may feel that, for this
activity, components 3 and 4 are unnecessary. As evaluators, not public health
experts, we would look forward to obtaining the professional judgments of both the
program’s staff and other public health professionals to determine if there are
standards of quality or safety appropriate to such an activity. Our concern is for the
quality of the objectives, not the quantity of them.

Objectives and Impacts
The AmeriCorps application required applicants to provide up to three
objectives in each of three impact areas:

* community service activities,
e participant development, and
¢ community building.

Realistically, your community service objectives will be the most detailed and
result oriented. Participant development objectives should also be framed to
evaluate end-products, not processes; they should describe the measurable changes
that your program plans to produce in participants. We anticipate less detail and
more process orientation in community building objectives. For example, a
community building objective may focus on the process of establishing community
linkages rather than on the measurable results of those partnerships.



Realism

Objectives must be crafted with great care, because they will be used to infer
whether your program’s goals were met. Over-ambitious or unrealistic goals can
produce a negative evaluation, even if the program had worthwhile
accomplishments. Apply your professional experience to the objectives. Is a 50%
increase in comprehension skills achievable given the amount of tutoring to be
provided and the expertise of the tutors? Can escort patrols produce a 35% decrease
in street crimes?

In contrast, trivial or complacent goals may raise questions about your ability
to “get things done,” and will ultimately limit your potential for demonstrating
accomplishments. Should a program with 50 participants be expected to accomplish
more than “canvas 100 residences door-to-door to distribute information on
recycling.”?

Relevance _

To be meaningful, objectives should be linked directly to the activities of the
program. Consider your objectives carefully to determine whether you have set
objectives that will give your program an opportunity to demonstrate success.
Objectives that are set too broadly, too narrowly, or off topic will hamper your effort
to show results.

For example, imagine a public safety program that proposes to provide escort
services to senior citizens in a neighborhood victimized by street crimes. The
program proposes to demonstrate success by producing a 10% reduction in street
crime in their community. There is real danger that their objective is too broad. A
change in crime statistics could be affected by many forces that were not related to
the activities of a senior citizen escort program. Only if the statistics employed were
restricted to a specific set of crimes and collected from within the program service
area could we expect that the program's activities would be reflected in any statistical
change in the incidence of crime.

Another program proposes to establish a neighborhood recycling center.
They set as an objective recovering 8,000 pounds of recyclable materials in a year.
This objective is probably too narrow. Even if their goal is achieved, it gives little
indication of the impact of the program. Is 8,000 pounds a large amount or a small



amount? How have service recipients been affected? Is the community
meaningfully different? If collecting 8,000 pounds of recyclables will produce a
meaningful change for some service beneficiary, there should be a measurable way
of demonstrating it. A measure of that change should be incorporated into the
objective.

Finally, consider a program that proposed to establish the goal of improving
students’ reading ability and then set as an objective increasing the number of
library visits by each student during the program. While an increase in the number
of library visits would undoubtedly be a good thing, it will not help us to infer
whether improved reading ability was achieved. The objective is off-target; we
cannot infer anything about the program activity from the information obtained for

the objective.

Focus on Major Components and Goals

The program objectives should reflect the essential goals of the program.
You and your staff may hope to accomplish many things, but you should identify a
small number standards by which to measure program success. Avoid setting
objectives that will measure activities that are not at the core of your program’s

mission.

Similarly, try to distinguish between objectives that provide data that is “nice
to know” and objectives that result in data that you “need to know.” Given the
resources available, “nice to know” is a luxury that few can afford. For example,
imagine that an immunization outreach program proposes to distribute literature
advertising the services of their clinic. Although the staff may be interested to know
what proportion of their distributed flyers are read, this is not an essential piece of
information and is not an ideal program objective. A more critical objective would
address the proportion of people being immunized who report having received the
materials and the proportion who report attending the clinic because of the
literature they received.

10



Collecting Objectives-Related Data

In order to determine whether objectives are being reached, information is
needed. Every program must have in place a plan for collecting all data required to
determine if objectives are being met. The Corporation did not require applicants to
submit detailed data-collection plans, but we will expect programs that receive
funding to have manageable, accurate systems for data collection. The nature of
these plans will vary widely among different types of service providers, but you
should consider carefully when, how, and by what means you will obtain the
necessary information.

Continuous Program Improvement

In addition to conducting your objectives-based evaluation, programs are
required to institute management procedures that provide regular feedback on
program operations. Such practices can not only enhance the day-to-day
productivity and quality of a program, but they be of great value in helping
programs to stay on track for meeting their annual objectives. We are preparing a
handbook for funded programs that provides numerous strategies for incorporating
continuous improvement into daily program management. The principles of
continuous improvement models are focused on providing program managers
with frequent and reliable information about the quality and effectiveness of their
programs. Many continuous improvement tools are informal and require very
modest commitments of time and resources, although their yield can be substantial.
Some examples include advisory panels, participant discussion groups, satisfaction
surveys, structured journals, and suggestion boxes.

Summaries of your internal monitoring activities will be part of your
periodic reports to the Corporation. Such summaries might focus on staff meetings,
formal or informal feedback from service beneficiaries, or group discussions with
participants. The summary would briefly describe the issues, problems, or
opportunities raised and the actions taken in response to them.

11



Descriptive Data and Reporting Requirements

The National and Community Services Act, which establishes the
AmeriCorps program, places certain reporting requirements on us, and in turn, on
funded programs. We are making every effort to keep to a minimum the amount
of form completing and report writing grantees will need to do, but we will require

certain program information.

For instance, programs will be required to provide information on participant
demographics, hours of service, number of service beneficiaries, number of products
produced (when applicable), and the locations where services were provided. Some
of these data will be collected in the course of tracking your outcome objectives.
Participant data will be obtained via participant enrollment and exit forms provided
by the Corporation. However, you may need to establish additional systems for
collecting required information that is not collected while tracking objectives or
through the participant forms.

In Summary
The Corporation for National Service is serious about its commitment to
“getting things done.” Ensuring that programs establish appropriate annual objectives

and continuous improvement procedures is a critical step toward fulfilling this
commitment. We hope these guidelines are of value to you and your program staff.

12



Grantee Site

CORPORATION FOR NATIONAL SERVICE
COMMUNITY BUILDING OBJECTIVES

A tool for creating or revising community building objectives.
Use one worksheet for each objective.

COMPONENTS OF OBJECTIVE STATEMENTS:

1)

2)

3)

4)

What activities will you be engaged in?
example 1: recruting additonal volunteers
example 2: developing partnerships with other service organizations

What is the hoped for result of the activities described above?
example 1: 1000 additional hours of volunteer service
example 2: 3 meaningful partnerships developed

How will you measure the quality of these activities?
example 1: log of additional volunteer hours
example 2: survey of partners

By what standard will you gauge success?
example 1: 900 additional hours of volunteer service logged
example 2: 100% of partners believe the quality of service delivery has improved due to the partnership

|




Grantee Site

CORPORATION FOR NATIONAL SERVICE
MEMBER (PARTICIPANT) DEVELOPMENT OBJECTIVES

A tool for creating or revising participant development objectives.
Use one worksheet for each objective.

COMPONENTS OF OBJECTIVE STATEMENTS:

1)

2)

3)

5)

What member development activities will you provide?
example 1: GED training
example 2: service learning and reflection

What is the hoped for result of these activities?
example 1: participants receive GED
example 2: participants show continued commitment to community

How will you measure the impact of these activities on members?
example 1: by the number of participants who received training and obtained GED
example 2: through exit forms provided by the Corporation

By what standard will you gauge success?
example 1: 90% of participants who receive training obtain GED
example 2: 75% of participants plan to volunteer in their communities

How many individuals will benefit from your member development activities?
example 1: 50 participants
example 2: 200 participants




Grantee Site

CORPORATION FOR NATIONAL SERVICE
COMMUNITY SERVICE OBJECTIVES

A tool for creating or revising community service objectives.
Use one worksheet for each objective.

COMPONENTS OF OBJECTIVE STATEMENTS:

1)

4)

5)

I —

What work will be done? What service activities will your participants engage in?
example 1: tutoring low-achieving students
example 2: building low-income housing

What is the hoped for result of the work/activities described above?
example 1: improved academic achievement
example 2: 10 houses built

How will you measure the quality of your product or impact of your service?
example 1: test scores
example 2: housing code/inspector’s judgment

By what standard will you gauge success?
example 1: 5% rise in service recipients’ reading scores
example 2: 100% of houses pass inspection

How many individuals will receive the benefit of the work your participants perform?
example 1: 500 low-achieving students
example 2: 10 low-income families




“n,
ParTicipaANT ExiT FORM 4
To be filled out by participant. In cases where the participant has gone and can not be Cb
reached, program staff should complefe top portion and questions 1,2,5 and 8. ;D’

«dentification

For Local Program Staff Use:

Grantee:

Subgrantee/Program:

Subgrantee ID Number

- Date Form Completed: / /
month . day year

Participant Information
1. Date vou left this community service program:

/ 19
MONTH DAY YEAR

2. What was the reason you ended your service participation?
(check a or b)
Q (a) Completed program
a (b Lefl Program Early (check primary reason)
Got a job/ expanded working hours
Enrolled in a job program
Enrolled in another service program
Enlisted in military
Enrolled in school
Moved away
Pregnancy
Other health issues
Left at parents’ request
Left program for other personal reasons
Quit program because dissatisfied
Have been asked to leave program
Did not like the program or type of service
Other (specify:)

ooooodoouUdoUoo

3. How satisfied were you with the program?
Notatall Q O QO O Greatlly
1 2 3 4

4. a. Do you plan to continue your education?
Q Yes Q No

b. Did your service experience influence this decision?
Notatall O O O Q Greatly
1 2 3 4

¢. Have you enrolled in an educational program?
Q Yes (specify:)
O No

Did you receive academic credit or a GED as pan of your
participation? (check if applicable)

:l GED (Graduate Equivalency Diploma)
other academic credit

Did you benefit from participating in this service program?
Q (a) No

Q (b) Yes (Please select two most important benefits)
Learned about or worked with different ethnic/
cultural groups

Explored future job/educational interests
Learned about health issues

Learned about public safety issues

Got to make new friends

Learned about education issues

Learned about environmental issues

Served my community

Developed leadership skills

Got an educational scholarship

Helped others

Gained communication skills

Learned how to get along on the job (job skills)
Accomplished a specific task/completed task
Made money

Was part of a national movement

gooooooooooooo0 o

a. Do you plan to continue to engage in some form of

community service?
Q Yes (specify how if you know:)

Q No

b. Did your experience in this program influence this
decision?"
Notatall - Q O O Q Greaty

1 2 3 4

Who completed this form?
Q Participant Q Suaff



AMERICORPS

LocaL SiTE INFORMATION FORM

1. Identification

Grantee:

¥,
4

Sub-grantee/Site: Site ID:
Telephone: Fax:
(1« ) (—)
(2) ( )
Address:
Street
Ciny State Zip

Congressional District:

E-Mail:

I1. Basic Description

Program Setting
Urban

Rural

Suburban

gea-

Residential
Non-Residential

ocoo oo P

Team-based /Crew-based

w

Planned number of paid staff:

-

0O Yes Q No

Page 1

Program Structure (check all that apply):

Individual-based, providing direct service
Individual-based, "generating” volunteers

Did program exist prior to this program year?



I11. Primary Partners, Other Participating Agencies, Organizations, Businesses WORK] N
G Copy
Partners Type of Organization
(CIRCLE ONE)
. , . I = For-profit organization
Print or type full name of organization here: 2 = Community-based organization/
Non-profit
3 = Federal Government
4 = State/local Government
5 = Educational institution/organization
6 = Foundation
7 = Religious organizations
8= Other (SPECIFY FUR EACH )
12345678
Other:
1 2345678
Other:
12345678
Other:
123485678
Other
123454678
Other
12345678
Other
123456738
Other:
1 2345678
Other
FUNDING
AMOUNT
Funders Total Cash In kind
; % % : i 12345678
Corporation for National and Community Service Oher
12345678
Other
1234567E8
Other:
1234567°¢8
Other:
1234546708
Other:
1 2345678
Other
12345678
- Other

Page 2



v
[
®

IV. What are the major direct services that you provide?

¥o
a. Education School Success e"”{,‘ co
School Readiness Q  In-class support Py
) Child care Q After school tutoring
0 Head Start preschool ] After school mentoring
o Parent literacy Q Service-learning coordinator
0 Other (Specify: ) - Other (Specify: )
b. Human Needs Home
Health Q Shelter support for the homeless
Q Independent living assistance Q Rehabilitating low income-housing
Q Supporting community health clinics Q Public assistance transition support
Q Prenatal care Q Other (Specify:
Q Health care to families or young children
Q Other (Specify: )
¢. Public Safety Crime Control
Crime Prevention Q Community policing
3 Violence prevention patrols Q Victim assistance
Q Conflict resolution Q Anti-victimization programs
a Reduction of substance abuse Q Juvenile justice programs
a After school activities Q Other (Specify: )
g Other (Specify: )

Natural Environment

d. Environment '
Conserving and restoring public lands

Neighborhood Environment - : ]

Q Revitalizing neighborhoods - Trail maintenance

3 Eliminating environmental risks 3 Natural resource sampling, mapping, and
4 Energy efficiency efforts, recycling monitoring

. Other (Specify: ) a Other (Specifv: )

€. Other Services

Who are the primary beneficiaries of the community service you provide? (Check all that apply)
Pre-School Children

K-12 Students

College Students

Young Adults (ages 17-24)

Senior Citizens

General Public

Economically Disadvantaged

Educationally Disadvantaged

Mentally Disabled Persons

Physically Challenged Persons

Homeless

Low-Income Housing Residents

Unemployed

“At-Risk" Youth

Immigrants, Refugees

Migrant Workers

Patients/Residents in Hospitals, Nursing Homes, Hospices, Other Long-Term Care Facilities
Substance-Dependent Individuals

Outdoor Recreationalists/ Environmentalists/Conservationists
Other (Specify: )

@ pgo0oO0o0oO0OO0OO0ODODODOO0ODODOODD =



VI. Major services provided for participants

a. Basic Education &

Basic/remedial education 0@4,

English as a second language /4'6,

General education development (GED) C’o
Preparation 'of

Tutoring, other preparatory assistance

Other (Specify: )

cupational Education
Occupational skills training
Work experience, job shadowing, etc.
Career awareness, job search skills
Other (Specify: )

cr
UDDUQ o0 O0Oo0oo

¢.  Participant Development

Leadership training

Self-esteem enhancement

Reflection/ group discussions
Citizenship education

Team Building

Mediation Training

Other (Specify: )

vooououoo

d.  Life Skills
Q Parenting and family management
a Nutrition
g Personal health care
a Personal finances
d Individual or group counseling
a Interpersonal skills

Q Substance abuse prevention program

a Substance abuse treatment program

a Other (Specify: )

Page 4



This survey is a prototype for the Annual Accomplishment Survey. Substantial revisions
are anticipated, but this gives a general idea of the type of information that will be collected.

Summer of Safety Program
Project Director and Supervisor Evaluation Questionnaire

Corporation for National Service

The purpose of this questionnaire is to assist the Corporation for National Service in
evaluating the Summer of Safety program. Your responses will help us assess how
well the program operated, what was accomplished, and how to improve it next year.
In this questionnaire we ask you for information on (1) your program/project's
approach, (2) accomplishments, and (3) your assessment of the summer program.

The questionnaire is intended for all Summer of Safety program/project directors and
supervisors of participants. Program/project directors should complete the questions
from the perspective of the program/project as 8 whole. Supervisors of participants
should complete the questions from the perspective of their specific site and tasks.
Program/project directors should collect all questionnaires from supervisors and send
them to Corporation for National Service; SOS Evaluation, Room 8200; 1100 Vermont
Avenue, NW; Washington, DC 20525.

While your participation is voluntary, your answers are needed to make the evaluation
comprehensive and accurate. Your responses will be kept strictly confidential as
required by the Federal Privacy Act. No individual or sponsoring organization will be
identified in any report resulting from the information you provide. The study is
authorized under the National Community Service Act and the Domestic Volunteer
Service Act, as amended by the National and Community Service Trust Act of 1993.
These questions should take approximately 35 minutes to complete.® Please answer
all questions as fully and completely as possible. Thank you for your participation.
Upon request, the Corporation will provide alternative format versions of this
questionnaire. Call us at (202) 606-5000, extension 229.

*Send comments snd suggestions regarcing this burden ssumate or any other aspect of this Quastionnevs
1o the address listed above or call (202) 808-5000, extension 229.




Pfogr.mfpfﬂilc!
Name:

Project Number:

Site Name
(if different):

Name:

City and State:

Name:

Phone Number:

Phone ¥: ( )

Plesse give us the name and phone number of 8 person who can give us information sbout your
Summer of Safety project after the summer, in about six months.

= ==)

SECTION 1: Your Program/Project’'s Approach

In this section we want to know about your Summer of Safety program/project and who it

served.

Y. With what Summer of Service program are you affiliated? (Circle one.)

1.

-

L

K - 12 Learn and Serve America
Youth Corps

National Service Grants

ﬁtional Civilian Community Corps
VISTA Summer Associates

Senior Summer Corps

L




2. What i1s your position in the Summer of Safety program? (Circle one.)

1. Overall program/project director (you report to a Corporation program
officer or state program officer)

2 Site supervisor, work station supervisor or team leader (you report 1o
an overall project director as part of a larger Summer of Safety
program or project)

3. Other (specify)
3. a. How long has your organization been in existence?
Years Months
b. How long has your organization been involved in public safety issues?

Years Months

4. a. How many Summer of Safety participants (that is, members, participants,
VISTA Volunteers, Senior Corps Volunteers, or Corps members) served at
your program/project in each of the following categories?

1 Full-time (40 hours per week or more)
—— 2. Part time (21 - 39 hours per week)
3. Part time (5 - 20 hours per week)
4. Part time (1 - 4 hours per week)
5. Occasional, one time only or no regular commitment

Total Number of participants



How many participants received stipends and how many did not receive
stipends?

Y. Received stipends

2. Did not receive stipends

How many people in your community were directly served by
the Summer of Safety program?

How many people in your community served as unpaid
community volunteers in the Summer of Safety program? (Do
not include Summer of Safety participants)

How many hours did your unpaid community volunteers serve
in the Summer of Safety program in total? (Do not include
hours served by Summer of Safety participants)

What specific recipients did your Summer of Safety program/project target?
(Circle all that apply.)

ol o B F b el

Youth, 10 years old or younger
Youth, 11 through 17 years
Young adult, 18 through 25 years
Senior citizens

Neighborhood residents

Public housing residents
Businesses and merchants
Families

Drug users

Criminal offenders

Gang members

Economically disadvantaged
Victims of crime

Victims of abuse

Other (specify)
Other (specify)

Enter the number from question €(a) above that describes your primary
service recipient. *

Number from 6(a) of primary service recipient



We want to know about the people who benefitted from the services your
program/project provided. Please estimate the proportion of service recipients in
each of the following categories. If you do not know, check "unknown”.

a. Community Size
Percent
% 1. Large urban area (more than 500,000 residents)
% 2. Mid-size urban area (50,000 - 500,000 residents)
——— 3. Small city or town (less than 50,000 residents)
% 4. Rural area
100% TOTAL
O Unknown
b. Racial/Ethnic Background
% 1. Hispanic
% 2. African American, non-Hispanic
R, 3. White, non-Hispanic
% 4. Asian/Pacific Islander
% 5. Native American
100% TOTAL
O Unknown
c. Age
% 1. Less than 10 years old
SHESRY, 2. 10-17 years
—_% 3. 18-24 years
% 4. 25-44 years
O 5. 45-59 years
—_% 6. 60 years or more
100% TOTAL
O Unknown
d. Gender
P—. 1. Female
% 2. Male
100% TOTAL
DO Unknown
e. Income
% Family incomes at or below the federally defined poverty level

(e.g.. » family of four with total income less than $10,563)
O Unknown

% Receiving public assistance
O Unknown




SECTION 2: Program/Project Accomplishments

In this section we are interested in learning what your Summer of Safety program/project
got done.

8.

Listed below are some accomplishments that might address several program areas.
Please tell us how many of the following activities your entire program/project
completed this summer.

How Many
Persons trained )
Persons referred to other programs
Workshops/classes conducted
Rallies/fairs/festivals conducted
Plays/skits conducted
Pieces of educational literature distributed
Surveys conducted

" Videos/films developed
Hotline calls answered

1008 1. L0 O 6. 8 N =8

To help organize your reporting of accomplishments we have identified thirteen program
areas. On pages 6 - 19 are accomplishment report forms for each of the program areas.
Complete only those pages relevant to your program. On page 20, please complete the
accomplishments summary for your program/project. The thirteen program areas are:

A. Group or Neighborhood Anti-Crime Approaches

9. Community policing/Citizen patrols -- page 7
10. Neighborhood watch or Block watch -- page 8

. Individual Anti-Crime Approaches

11. Improvement of household security -- page 9
12. Crime awareness and Crime avoidance -- page 10

. Prevention of Violence and Violent Behaviors

13. Conflict resolution/Mediation/Gang deterrence -- page 11
14. Safe places/Safe houses/Safe havens -- page 12

15. Domestic violence and sexual abuse-- page 13

16. Drug and substance abuse prevention -- page 14

17. Alternative activities/Summer youth activities -- page 15

. Assisting Victims and Witnesses

18. Victim assistance/Witness assistance - page 16

. Physical Environment

19. Building or neighborhood ciean-up — page 17
20. Park or playground ciean up -~ page 18
21. Environmental restoration -- page 19



.If your program/project served in this area, complete this page: if not, skip to the next page.

9 Community Policing/Citizen Patrols o

A What was your level of effort in this program area?

) How many participants worked in this program area?
2. How many hours did the participants serve in this program area?
3. How many persons benefitted directly from the participants’

efforts in this program srea?

What did you get done in this program area? Listed below are possible accomplishments for
this program area. Write the number completed in the space provided to the left of each
eccomplishment. “Persons” refers to community members, not participants. Skip sreas where your
progrem/project did not work or did not have eccomplishments. Plesse write in additions!
sccomplishments in the blank spaces st the end of the list, as necessary.

How Many How Many

1. New.police mini-stations 12. Businesses contacted
opened- 13 Code violations identified

2. Police mini-stations 14. Public safety issues
expanded or revitalized identified

3. Neighborhood centers 18. Workshops/classes
opened conducted

4. Citizen patrols started 16. Rallies/fairs/festivals

b Citizen patrols expanded or conducted
revitalized 17. Plays/skits conducted

6. New persons serving in 8 18. Pieces of educational
police mini-station literature distributed

7. New persons serving in a 19. Surveys conducted
citizen/park/tenant patrol 20 Videos/films developed

8. New persons enrolled in 21. Hotline calls answered
community associations 22, Persons referred to other

9. Total hours of citizen patrol services
coverage 23

10. Persons trained 24,

Hours of officers’ time freed

C Please elaborate on any accomplishments you would like to highlight for us. Use
additional pages as needed.




If your program/project served in this area, complete this page: if not, skip to the next page.

10  Neighborhood Watch or Block Watch

A What was your level of effort in this program srea?

How many participants worked in this program area?
How many hours did the participants serve in this program area?
How many persons benefitted directly from the participants’

efforts in this program area?

What did you get done in this program area? Listed below ere possible sccomplishments
for this program area. Write the number completed in the space provided to the left of sach
sccomplishment. “"Persons” refers to community members, not participants. Skip areas where your
program/project did not work or did not have accomplishments. Please write in additional
sccomplishments 1n {he blank spaces at the end of the list, as necessary.

How Many

New watch programs
opened

Watch programs
revitalized

Neighborhoods with a new
watch program
Neighborhoods with a
revitalized watch program
New persons participating
in @ watch program

New households
participating in a watch
program

Phone trees started
Persons trained

Workshops/classes
conducted
Rallies/fairs/festivals
conducted

Plays/skits conducted
Pieces of educational
literature distributed
Surveys conducted
Videos/films developed
Hotline calls answered
Persons referred to other
services

C Piease elaborate on any accomplishments you would like to highlight for us. Use
additional pages as needed.




-4f your program/project served in this area, complete this page; if not, skip to the next page.

11 Improvement of Household Sgcurity

A What was your level of effort in this program area?

How many participants worked in this program area?

How many hours did the participants serve in this program area?
How many persons benefitted directly from the participants’
efforts in this program area?

B What did you get done in this program area? Listed bslow are possible sccomplishments
for this progrem erea. Write the number completed in the space provided to the left of ssch
accomplishment. “Persons” refers to community members, not participants. Skip sreas where your
program/project did not work or did not have asccomplishments. Please write in additional
accomplishments in the bienk spaces at the end of the list, as necessary.

How Many How Many
) 3 Households receiving 8. Rallies/fairs/festivals
security audits/surveys conducted
2. Households given self- 9. Plays/skits conducted
administered security 10. Pieces of educational
¢ check lists/report cards literature distributed
7 3. Households with new 1. Surveys conducted
window/door locks y i Videos/films developed
installed 13. Hotline calls answered
4. Households with new 14. Persons referred to other
window/door bars installed services
5. Unsafe areas identified 185.
6. Persons trained 16.
7. Workshops/Classes 17.
conducted 18.

C Piease elaborate on any accomplishments you feel would like to highlight for us.
Use additional pages as needed.




If your program/project served in this srea, complete this page: if not. skip to the next page.

12 Crime Awareness and Crime Avoidance

What was your level of effort in this program area?

How many participants worked in this program area?

How many hours did the participants serve in this program area?
How many persons benefitted directly from the participants’
efforts in this program area?

What did you get done in this program area? Listed below are possible accomplishments
for this program srea. Write the number completed in the space provided to the left of each
sccomplishment. “Persons” refers to community members, not participants. Skip sress where your
program/project did not work or did not have sccomplishments. Please write 1n additional
sccomplishments in the blank spaces at the end of the list, ss necessary.

How Many
Escort services provided 12. Telephone check-ins
Persons provided with conducted
escort services 13. Workshops/classes
Persons trained in using conducted
direct deposit services 14, Rallies/fairs/festivals
Persons trained in scam conducted
alerts 15 Plays/skits conducted
Persons trained in tourist Pieces of educational
safety literature distributed
Persons trained in general Surveys conducted
crime awareness . Videos/films developed
Persons trained, other Hotline calls answered
than items 4 - 6 : Persons referred to other
Phone trees organized services
Persons using phone trees
Persons fingerprinted
Unsafe areas identified

C Please elaborate on any accomplishments you would like to highlight for us. Use
additional pages as needed.

|10



* If your program/project served in this area, complete this page; if not, skip to the next page.

13 Conflict Resolution/Mediation/Gang Deterrence

A What was your level of effort in this program area?

1 How many participants worked in this program area?

2 How many hours did the participants serve in this program area?

3 How many persons benefitted directly from the participants’
efforts in this program area?

What did you get done in this program area? Listed below are possible sccomplishments
for this program area. Write the number completed in the space provided to the left of each
sccomplishment. "Persons” refers to community members, not pearticipants. Skip sreas whare your

program/project did not work or did not have accomplishments. Please write in additional
sccomplishments in the blank spaces st the end of the list, as necessary.

Persons trained in conflict
resolution

Persons trained in conflict
mediation techniques
Persons trained in other
violence prevention
Persons enrolled as
community volunteers
Gang members counseled
Persons educated about
gang activity

Persons counseled on
other subjects

Peer mediation programs
started

Youth courts started

Workshops/classes
conducted
Rallies/fairs/festivals
conducted

Plays/skits conducted
Pieces of educational
literature distributed
Surveys conducted
Videos/films developed
Hotline calls answered
Persons referred to other
services

C Please elaborate on any accomplishments you would like to highlight for us. Use
additional pages as needed.

[l




If your program/project served in this area, complete this page; if not, skip to the next page.

14 Safe Places/ Safe Housoslsife Havens

A What was your level of effort in this program area?

1 How many participants worked in this program area?

2. How many hours did the participants serve in this program area?

3 How many persons benefitted directly from the participants’
efforts in this program area?

What did you get done in this program area? Listed below sre possible sccomplishments
for this progrem arees. Write the number completed in the space provided to the left of esch
sccomplishment. "Persons” refers to community members, not perticipants. Skip sreas where your
progrem/project did not work or did not have sccomplishments. Plesse write in additional
eccomplishments in the blank spaces at the end of the list, as necessary.

Safe play streets . Workshops/classes

established conducted

Safe houses/havens 4 Rallies/fairs/festivals

established conducted

Safe corridors established Plays/skits conducted
Pieces of educational

Safe houses/havens literature distributed

expanded/renovated G Surveys conducted

Safe corridors " Videos/films developed

expanded/renovated i Hotline calls answered

Persons using safe play Persons referred to other

streets services

Persons using safe

houses/havens

Youth trained

Adults trained

Please elaborate on any accomplishments you would like to highlight for us. Use
additional pages as needed.

e .



- If your program/project served in this area, complete this page: if not, skip to the next page.

15 Domestic Violence and Sexual Abuse

A What was your level of effort in this program area?

(" How many participants worked in this program area?

2. How many hours did the participants serve in this program area?

3 How many persons benefitted directly from the participants’
efforts in this program area?

What did you get done in this program area? Listed below sre possible sccomplishments
for this program ares. Write the number completed in the space provided to the left of sech’
accomplishment. "Persons” refers to community members, not participants. Skip sreas where your
program/project did not work or did not have sccomplishments. Plesse write in additional
sccomplishments in the blank spaces at the end of the list, as necessary.

Persons counseled in ; Rape survivors/victims
sexual abuse counseled

Persons counseled in ; Workshops/classes
spouse abuse conducted

Persons counseled in child A Rallies/fairs/festivals
abuse conducted

Persons admitted to : Plays/skits conducted
shelters ] Pieces of educational
Shelters started literature distributed
Shelters ! Surveys conducted
improved/expanded : Videos/films developed
Persons trained in rape ! Hotline calls answered
prevention/awareness ; Persons referred to other
Persons trained in self- services

defense

Persons trained in other

areas

C Piease slaborate on any accomplishments you would like to highlight for us. Use
additional pages as needed.

[32



If your program/project served in this area, complete this page; if not, skip to the next page.

16  Drug and Substance Abuse Prevention

A What was your level of effort in this program area?

1. How many participants worked in this program area?

2. How many hours did the participants serve in this program area?

3 How many persons benefitted directly from the participants’
efforts in this program area?

What did you get done in this program area? Listed below are possible sccomplishments
for this progrem area. Write the number completed in the space provided to the left of sach
sccomplishment. “Persons” refers 1o community members, not participants. Skip sreas where your
program/project did not work or did not have sccomplishments. Please write in additional
sccomphshments in the blank spaces et the end of the list, as necessery.

How Many
New persons participating 9. Workshops/classes
in substance abuse conducted
prevention programs 10. Rallies/fairs/festivals
New persons participating conducted
in substance abuse 11. Plays/skits conducted
treatment programs 12. Pieces of educational
Persons counseled literature developed
Drug hot spots 13. Surveys conducted
located/reported 14. Videos/films developed
New prevention programs 15. Hotline calls answered
started 16. Persons referred to other
New treatment programs services
started 17
Young persons provided 18.
with prevention 18.
information 20.
Persons trained

Please elaborate on any accomplishments you would like to highlight for us. Use
additional pages as needed.

14



- If your program/project served in this area, complete this page; if not, skip to the next page.

17 Altenative Activities/Su

A What was your level of effort in this program area?

1
2
3.

How many participants worked in this program area?

How many hours did the participants serve in this program area?
How many persons benefitted directly from the participants’
efforts in this program area?

What did you get done in this program area? Listed below sre possible sccomplishments
for this program area. Write the number completed in the space provided to the left of esach
sccomplishment. "Persons” refers to community members, not participants. Skip aress where your
program/project did not work or did not have sccomplishments. Please write in additional
accomplishments in the blank spaces at the end of the list, as necessary.

Youth provided
recreational activities
Youth provided
educational activities
Youth attending day
camps

Persons attending safety
cadet programs/boot camp
Youth provided mentors
Guns turned in

Toy guns turned in
Persons attending field
trips

Pre-schoolers attending
day care services
Persons trained

How Many

Workshops/classes
conducted
Rallies/fairs/festivals
conducted

Plays/skits conducted
Pieces of educational
literature distributed
Surveys conducted
Videos/films developed
Hotline calls answered
Persons referred to other
services

C Piease elaborate on any accomplishments you would like to highlight for us. Use
additional pages as needed.

I3




If your program/project served in this area, complete this page; if not, skip to the next page.

18 Victim Assistance/Witness Assistance

A What was your level of effort in this program area?

How many participants members worked in this program area?
How many hours did the participants serve in this program area?
How many persons benefitted directly from the participants’
efforts in this program area?

What did you get done in this program area? Listed below sre possible accomplishments
for this progrem area. Write the number completed in the space provided to the left of each
sccomplishment. "Persons” refers to community members, not participants. Skip sress where your
program/project did not work or did not have sccomplishments. Please write in additional
sccomplishments in the blank spaces at the end of the list, s necessary.

Victim assistance . Persons trained
programs established Workshops/classes
Persons receiving legal conducted
assistance : Rallies/fairs/festivals

Persons receiving crisis
assistance

Persons assisted at home
Persons participating in
victim support programs
Number of court cases
monitored

Persons accompanied (i.e.,
to court, police stations or
hospitals)

Persons provided with
transportation
Victims/witnesses
contacted

conducted

Plays/skits conducted
Pieces of educational
literature distributed
Surveys conducted
Videos/films developed
Hotline calls answered
Persons referred to other
services

C Please elaborate on any sccomplishments you would like to highlight for us. Use
additional pages as needed. v

16



If your program/project served in this area, complete this page; if not, skip to the next page.

19 Building or Neighborhood Clean-Up

A What was your level of effort in this program area?

2 How many participants worked in this program area?

2. How many hours did the participants serve in this program area?

3 How many persons benefitted directly from the participants’
efforts in this program area?

What did you get done in this program area? Listed below are possible accomplishments
for this program ares. Write the number completed in the space provided 1o the left of each
asccomplishment. “Persons” refers 1o community members, not participants. Skip aress whaere your
program/project did not work or did not have sccomplishmants. Plesse write in additional
accomplishments in the blank spaces at the end of the list, as necessary.

Abandoned cars marked . Workshops/classes

for removal conducted

Trash bags/barrels of ; Rallies/fairs/festivals
debris removed conducted

Abandoned buildings . Plays/skits conducted
boarded up : Pieces of educational
Residences repaired literature distributed
Houses painted j Surveys conducted
Houses constructed : Videos/films developed
Empty lots cleaned up A Hotline calls answered
Community gardens ‘ Persons referred to other
started services

Walls/fences with graffitti
removed

Persons trained

C Please elaborate on any accomplishments you would like to highlight for us. Use
additional pages as needed.

L7



If your program/project served in this area, complete this page; if not, skip to the next page.

20 Parkor Piayéround Restoration

A What was your level of effort in this program area?

Ta How many participants worked in this program area?

2. How many hours did the participants serve in this program area?

3. How many persons benefitted directly from the participants’
efforts in this program area?

What did you get done in this program area? Listed below are possible sccomplishments
for this progrem erea. Write the number completed in the space provided to the left of eech
sccomphshment. "Persons” refers 1o community members, not perticipants. Skip sress where your
program/project did not work or did not have accomplishments. Please write in additionasl

accomplhishments in the blenk spaces at the end of the list, as necessary.

How Many

Trash bags/barrels of
debris removed

Playing fields maintained
Playgrounds constructed
Playgrounds renovated
Parks renovated

Fences constructed
Fences repaired

Pieces of Equipment
repaired or painted
Persons trained
Workshops/classes
conducted

Rallies/fairs/festivals
conducted

Plays/skits conducted
Pieces of educational
literature distributed
Surveys conducted
Videos/films developed
Hotline calls answered
Persons referred to other
services

C Please elaborate En any accomplishments you would like to highlight for us. Use
additional pages as needed.




If your program/project served in this area, complete this page: if not, skip to the next page.
21 Environmental Restoration

A What was your level of effort in this program area?

1. How many participants worked in this program area?

2. How many hours did the participants serve in this program area?

3 How many persons benefitted directly from the participants’
efforts in this program area?

What did you get done in this program area? Listed below sre possible accomplishments
tor this progrsm area. Write the number completed in the space provided 1o the left of each
eccomplishment. “Persons” refers 1o community members, not participants. Skip areas where your
program/project did not work or did not have accomplishments. Please write in additional
sccomplishments 1n the blank spaces at the end of the hist, as necessary.

Sites tested for water
quality . Rallies/fairs/festivals
Gardens created conducted

Gardens rehabilitated . Plays/skits conducted
Sites tested for lead ! Pieces of educational
Sites tested for radon literature distributed
Trees planted ; Surveys conducted
Bushes/flowers planted ‘ Videos/films developed
Money earned from . Hotline calls answered
recycling (dollars) . Persons referred to other
Trails renovated (miles) services

Trails established (miles)
Persons trained
Workshops/classes
conducted

C Please elaborate on any accomplishments you would like to highlight for us. Use
additional pages as needed.

[



22.

What was your program/project’s most significant accomplishment this
summer?

23.

How will the community benefit from your program/project’s efforts this
summer? What evidence have you observed to support your statement?
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SECTION 3: Satisfaction with the Summer's Effons'

We are very interested in your views on this summer's experiences. Your comments will
help us improve next year's programs. We plan to issue a report in the fall that includes
your views on what worked best, what areas need improvement, and what could be
changed in the future.

24. How do you rate the following aspects of your summer program/project? Circle the
number that best describes how you feel.

Poor Fair Good Excellent

1 2 3 < a. Achievement of program/project objectives
1 2 3 4 b. Quality of the participants
1 2 3 4 c. The impact your program/project had on the local

community this summer

1 2 3 4 d. The likelihood that the main elements of the
program/project will continue in the community
after the summer

1 2 3 4 e. The quality of support you received from the
Corporation this summer

1 2 3 4 f. The quality of technical assistance received from
the National Crime Prevention Council

1 2 3 4 g. The quality of technical assistance received from
AARP (Senior Summer Corps only)

Please comment on any item you marked as "poor”.
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25. Given s|mnlar circumstances, would you have a Summer of Safety program next
year? (Circle one.)

1. Yes
2. No

3: Not Sure

26.  What really worked well in your program/project this summer?

B B



27.

What did not work well for your program/project this summer?

28.

In your opinion, was there a difference between the performance of locally
recruited and nationally referred participants? If yes, please explain?

Yes O No O Not Applicable O
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29.

Lessons learned: what advice would you recommend to the Corporation for next
year's summer program?

Thank you for your assistance.
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Each objective should include:
B The work to be done (A product or service to be provided)
B A result of the work

B A means of measuring the quality of the product or impact
of the service

B A standard of success or quality the program hopes to meet

B The number of service-recipients




|

Jey gy 5

/

Teen Builders will|produce 22 affordable housing units

in year one, each of which will be rated by a

licensed building inspector (as [‘of high quality.”

1. The work to be done is building housing.

2. The result to be achieved is completing 22 units.
3. The measure of quality is an expert judgment.
4. The standard of success is units of high quality.

5. Twenty-two families benefit from the service.

L S




/2.

/5. /1.

To improve the mathematics skills jof at least 25 students|through|peer tutoring.

at the beginning of the program.

Service recipients tutoring needs will be determined by a diagnostic assessment

Service recipients will master at least 75% of the skills

that required remediation, as determined by|retesting on the diagnostic assessment.

3. = 4.

=1

1. The work to be done is tutoring.

2. The result to be achieved is improvement in mathematics skills.
3. The measure of quality a pre-test, post-test comparison.

4. The standard of success is “mastery” of 75% of the skills tutored.

5. Twenty-five students benefit from the service.
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/

Protect our Youth willlimmunize 7,500 infants and children

during our initial year of operation.

1. The work to be done is immunizing children.

2. The result to be achieved is completing 7,500 immunizations.
3. The measure of quality is not described.

4. The standard of success is not described.

5. Seven-thousand five-hundred children benefit from the service.




ALERT!

SERVICE
ACTIVITY AND
PLANNED
RESULT

SOME COMMON PROBLEMS WITH OBJECTIVES

HOW PROGRESS
WILL BE
MEASURED

PROBLEM

BETTER
MEASURE

Improve reading
through tutoring

SAT test scores

Measure too broad

Pre and post-test with
a comparsion group

Reduce violence
through school safety
patrols to reduce
violence

City-wide police
reports

Measure too broad

School records on
incidence of violence
in school

Developing
particpant
occupational skills
through constuction
projects

Ability to use screw-
driver as measured
by a "hands-on test"

Measure too narrow

Ability to use a range
of tools as measured
by a "hands-on test"

Increase health clinic
use through outreach

Number of
individuals who read
fliers

Measure not directly
relevant

Number of
individuals who came
to clinic because of
information the read
on flier
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