
Service Enterprise & Libraries
Is it for your library?



Who the heck are we?

Jessica Link
Volunteer Coordinator
Cedar Rapids Public Library 
Iowa
• Certified in 2015
• Recertified in 2021

Amber Bourek Slater
Volunteer Services Coordinator
Johnson County Library
Kansas
• Going through Certification

Kate Kelsch
Volunteer Services Coordinator
City of Boulder Library & Arts
Colorado
• Certified in 2018
• Recertified in 2021



Today’s discussion…
• What is Service Enterprise

• Overview
• Characteristics
• Process

• Our experiences
• The who, what, where, when, why, how

• Benefits

• Challenges



• I have never heard of it.

• I have heard a little bit about it.

• I am very familiar with it and am considering the certification 
process.

• My organization is in the process of applying for certification.

• My organization is already certified. 

How familiar are you with 
Service Enterprise?

?



What is Service Enterprise?
https://www.pointsoflight.org/service‐enterprise‐program/



• Among the top 11% of all nonprofits in the country in volunteer 
management and organization performance

• Have proven to be stronger organizations through connecting at a deeper 
level with the communities they serve

• Better led and managed organizations; More adaptable, sustainable and 
capable of going to scale

• Are as equally as effective as their peers without volunteers, 
but at almost half the median budget

• For every dollar invested, organizations who are operating 
as a Service Enterprise are able to achieve 3 times the ROI

Service Enterprise Orgs Are:



Service Enterprise Characteristics



Which characteristic would be easier
for you to demonstrate?
**Write your answer in the chat.**

• Planning and 
Development

• Leadership Support
• Resource Allocation
• Tracking & Evaluation
• Outreach

• Funding
• Effective Training
• Onboarding & Supervision
• Technology & Communication
• Partnering to Extend Reach

?



Which characteristic would be difficult
for you to demonstrate?
**Write your answer in the chat.**

• Planning and 
Development

• Leadership Support
• Resource Allocation
• Tracking & Evaluation
• Outreach

• Funding
• Effective Training
• Onboarding & Supervision
• Technology & Communication
• Partnering to Extend Reach

?



The process

• Application
• Orientation
• Diagnostic
• SED Debrief
• Training & Coaching
• Certification
• Follow Up & Continuous Improvement (Recertification)



How has this worked at our libraries?



• Who – City led
• What – union staff; 5 facility library
• Where – certified and recertified
• When – started 1.5 years after forming our citywide volunteer 
cooperative; recertification during the pandemic

• Why – opportunity to raise the profile of volunteer work, 
professionalize, engage leadership

• How‐ cross departmental volunteer coordinators/team



SE Success #1: Leadership Support: Guiding Coalition

SE Success #2: Full Team and Core Teams



Our Mission is to create a community of 
service.

And our Vision is to create a integrated 
network of resources and opportunities 
to increase community stewardship.

SE Success #3: Strategic Plan  



Informs Annual  Volunteer 
Cooperative Work Plan 



Goals, Success 
Outcomes, Metrics 
and Measurements 



Putting Service Enterprise into 
practice during COVID 

COVID 
Recovery 
Center

Park Champs Visitor 
Ambassadors

Mediation 
Support

SE Success #4:  

Volunteer Roles: 



• Who – led by Volunteer Coordinator 
• What – unionized staff; two facility library
• Where – certified and recertified 
• When – started less than 1 year after began working with volunteers; 
started recertification before the pandemic

• Why – opportunity to educate leadership and build support for new 
volunteer engagement initiatives 

• How – first cohort for local hub; free opportunity 

















Service Enterprise Maintain Certification Action Plan
Your Organization Name Cedar Rapids Public Library

Your Mission and Vision Mission: We connect people to information, experiences, and services that enhance their quality of life so our community can learn, enjoy, and thrive. 
Vision: We are a beacon of literacy to all who seek knowledge and understanding.  We are compassionate navigators to the information, resources, and entertainment you seek. We are your library.

Your Service Enterprise Vision The CRPL Volunteer Program’s vision is a collaborative environment in which community members work with Library professionals to provide an outstanding Library experience.

Your Guiding Coalition members
Dara Schmidt, Library Director; Amber McNamara, Community Relations Manager; Jessica Link, Library Volunteer Supervisor; Lindsey Tygart-Brown, Volunteer Program Administrative Assistant; Todd Simonson, Public Services Manager; Natalie Struecker, Downtown Branch Manager; Stephanie Hall, 
Ladd Branch Manager; Mary Beth McGuire, Programming Specialist; Sidney Christiansen, Patron Support Specialist; Hassan Selim, Board Member/Volunteer; Harriet Kalinsky, Board Member/Volunteer

Instructions: Fill out the rows below for action items related to each characteristic and the applicable standard. Use Column B to indicate the green, yellow or red status of the item. To add more rows, either copy or insert a row. The Standards (Column D) will auto-
insert based on the selected CS# (Column B). Please ensure you copy down the formula for this function to work. 

Characteristics  CS# GYR

Standards
Note: Copy formula for auto-lookup of 
description Current Practice or Action Step Lead/ Support Resources Start End Status

Frequency for 
ongoing action 
items how often is it 
scheduled? e.g. 
monthly Evidence or proof provided What were the results of this action step? What changed? 

Standard
Met?

PLANNING & 
DEVELOPMENT*

PD1 y Organization creates volunteer 
service placements based on 
strategic goals.

Conduct needs assessment survey, 
interviews with leadership team, a 
management discussion on returning 
roles, new roles, and long-term strategic 
goals for the Library

Jessica and 
Lindsey/Amber, 
Dara, leadership 
team

Survey Monkey, 
dedicated staff 
time from all levels 
of leadership

10/12/20 11/25/20 Ongoing As needed Needs assessment survey 
instrument with results data, notes 
from interviews, position assignments 
for new roles, updated position 
descriptions or trainings for returning 
roles

While certain steps of this have been completed (needs assessment, 
leadership interviews, management meetings, and the development of a 
few new roles), other pieces of this standard remain in progress as the 
Library continues to evaluate its reopening procedures and reassess its 
strategic goals. This work will continue as we move forward as a 
Service Enterprise.

Leadership team was open to sharing opportunities and concerns 
regarding returning volunteers. Management team engaged with 
volunteers as a resource to consider when developing initiatives to meet 
strategic goals. 

Yes

PLANNING & 
DEVELOPMENT*

PD4 Y Organization creates new 
volunteer opportunities as 
necessary.

Launched new role for Closed Captioning Jessica and 
Lindsey/Kevin, 
Amber, AmeriCorps 
member, work/study 
volunteer

Amara, YouTube, 
GoogleSites, 
volunteer time

9/17/20 1/25/21 Complete Data on volunteer hours, 
documentation of training, Amara 
software, YouTube videos with 
closed captioning 

Increased accessibility of virtual Library programs - meets one of the 
Library's strategic goals. Developed new role for remote volunteers 
including increased potential for diverse volunteers, volunteers in need of 
flexible schedules, work/study volunteers, and volunteers outside of 
geographic area. 

Yes

EFFECTIVE 
TRAINING*

ET1 Y Organization trains paid staff on 
how to work with volunteers.

Record current New Volunteer 
Orientation and make training available to 
staff in Niche Academy

Jessica/Lindsey, 
Leadership team

Video editing 
software, Niche 
Academy, 
Leadership 
support, staff time 
for training

4/15/20 4/1/21 Post-SE Recording available on Niche 
Academy, tracking of staff completion

By 4/1/21, the New Volunteer Orientation will be accessible to staff on 
Niche Academy. This will increase transparency regarding onboarding 
new volunteers, align expectations for volunteers and staff, and 
demonstrate the high level of training and professional welcome 
volunteers get upon joining the Library. DONE, 10/1/2021

Yes

EFFECTIVE 
TRAINING*

ET2 G Organization offers volunteers 
ongoing and/or task-specific 
training.

Developed online training for volunteers 
including COVID-19 safety, changes to 
specific roles due to safety, and training 
for new Programming Crafts/Kits 
Preparation role

Jessica and 
Lindsey/Jill, 
Programming staff, 
Aaron, Todd, Amber, 
Kevin

Niche Academy, 
video editing 
software,  
volunteer time to 
complete training

6/1/20 9/10/20 Complete Trainings available on Niche 
Academy, tracking of volunteer 
completion

Volunteers felt prepared to safely return to their on-site roles during the 
pandemic. Increased accessibility of training while ensuring 
accountability. 

Yes



• Who – led by Volunteer Coordinator
• What – County employed staffed; 14 branches + Friends & 
Foundation

• Where – currently going through certification; in action plan stage
• When – started 2021
• Why – Decrease in usage of volunteers and wanted to build 
leadership and staff support to engage volunteers in new ways

• How – second cohort for local hub; free opportunity



Planning for the Future



Planning for the Future



• Strengths 
• Planning & Development
• Technology & Communication
• Tracking & Evaluation 

• Need Improvement
• Leadership Support
• Effective Training
• Onboarding & Supervision
• Outreach

Service Enterprise Diagnostic 

This Photo by Unknown Author is licensed under CC BY‐NC‐ND



• Volunteers & JCL Communication 
Plan

• Share volunteer success stories 
with staff, board, & County

• Volunteer Handbook
• Annual volunteer evaluation 
• DEI in volunteer program 
• Work with Learning & Development 

on training & orientation 
opportunities

Action Plan Overview 



Benefits
• Gets the right people in the room 

• Creates sense of urgency 

• Elevates professionalism of volunteer engagement

• Managing strategic resources  

• Opportunity to involve leadership and staff across the organization 

• Creates environment/network for success and for “the unknown 
opportunities of the future” – the know‐how to do the work –
team functionality



Challenges
• Time commitment 

• Leadership buy‐in 

• Cost – certification, recertification 

• Staff turnover – management and volunteer engagement 
leader



Final Thoughts
• Consider the timing and the experience of the team before 
you opt in

• Think critically about who you want on the team as leaders in 
the organization – both formal and informal leaders

• Set expectations with the team – not volunteer management 
training, who are the decision makers, visionary/structural 
level discussion not logistics

• Feel free to contact any of us to learn more!



For those new to Service Enterprise, 
what is your impression? 

?

0 – This does not sound like something that would work or us.

1 – Sounds interesting, but I don’t think my organization would support it.

2 – I wish we could have the time for this, but we can’t take it on now
…but maybe someday.

3 – I’m interested in learning more and seeing if leadership 
would support this.

4 – We are interested, and it is time to digger deeper.



Questions


