
 
 

 
 
 
 
 
 
 
 
 
 
 
 

 

All Aboard! Re-evaluating ABLE2’s Onboarding Process 
PhD-Community Initiative Final Report 

 
May 2022 

 
 
 
 

ABLE2 PhD-Community Initiative Team 
Jacqueline Giesbrecht 

Bryan Collins 
Line Drapeau 

 
Mentor: 

Anne O’Riordan 

#h.kq9z8gn90495
#h.kq9z8gn90495
#h.kq9z8gn90495
#h.kq9z8gn90495
#h.kq9z8gn90495
#h.kq9z8gn90495
#h.kq9z8gn90495
#h.kq9z8gn90495
#h.kq9z8gn90495
#h.kq9z8gn90495
#h.kq9z8gn90495
#h.kq9z8gn90495
#h.kq9z8gn90495
#h.kq9z8gn90495
#h.kq9z8gn90495
#h.kq9z8gn90495


1 
 

 

Table of Contents 
Section 1: Executive Summary           2 

1A: Project Overview            2 
1B: Onboarding Survey Overview          3 
1C: Recommendations and Considerations         3 
1D: Areas for Celebration        5 

 
Section 2: Volunteering in Canada           6 

2A: Overview             6 
2B: Volunteering and the COVID-19 Pandemic     6 
2C: Volunteering Before the COVID-19 Pandemic       7 
2D: Conclusion             11 

 
Section 3: Volunteering at ABLE2        12 

3A: ABLE2 Demographics           12 
3B: ABLE2 Ally Motivations for Volunteering         15 
3C: Recommendations Based on Demographic Findings       19 

 
Section 4: Onboarding Literature Review          22 

4A: Importance of Onboarding           22 
4B: Corporate vs. Volunteer Onboarding         23 
4C: Onboarding at ABLE2           24 
4D: Onboarding Comparisons           27 
4E: Recommendations Based on the Literature Review       29 

 
Section 5: ABLE2 Onboarding Survey          30 

5A: The Information Session and the ABLE2 Website       31 
5B: The Application Process           33 
5C: The Training Process          35 
5D: The Matching Process           38 
5E: Overall Onboarding Reflection Questions         40 
5F: Recommendations Based on Survey Results    44 

 
Section 6: Conclusion             49 
 
Section 7: Endnotes            51 
 
Section 8: Appendix             56 

Appendix A: Tables            56 
Appendix B: Supplementary Charts          58 
Appendix C: Raw Data Tables       61 

 
Bibliography              72 



2 
 

 

Section 1: Executive Summary 

1A: Project Overview 

In September 2021, ABLE2 partnered with the Queen’s University PhD-Community 
Initiative (PhD-CI) program. This program, run by the School of Graduate Studies 
(SGS), brings a group of 3 to 5 Queen’s PhD students together as an 
interdisciplinary team to help community organizations address particular issues or 
challenges that the organization has identified.1 Our team has had three members: 
Jacqueline Giesbrecht (the team leader; Cultural Studies), Bryan Collins 
(Environmental Studies), and Line Drapeau (Finance). We have been supported 
throughout this project by our wonderful mentor Anne O’Riordan (Rehabilitation 
Therapy). 
 
The problem identified by ABLE2 was the organization’s long waiting list for its 
Matching Program. While the number of potential Friends (persons with a disability) 
has always been greater than the number of Matches, ABLE2 informed the team that 
COVID-19 had worsened this problem. As more people were being added to the 
waiting list, fewer people were signing up to be volunteers (‘Allies’). At the beginning 
of the project, 184 Friends were on the waiting list for a Match, with many waiting for 
over two years. The project presented by ABLE2 is as follows:  
 

ABLE2’s proposed project is a review of and recommendations on our 
volunteer recruitment and retention program, including reviewing our 
Volunteer Handbook. This review can include a survey, focus groups and a 
segmentation study on the current volunteer population. This study would 
provide insight into our Allies’ personality or demographic characteristics, 
leading to targeted recommendations on approaches and strategies for 
recruiting volunteers. It is critical to reduce the number of Friends on the 
waiting list and give them a doorway into their communities.2 

To help them address this challenge, our team was given access to demographic 
information about the volunteers of the Matching Program. While some insights 
could be drawn (Section 3), we concluded that there was insufficient demographic 
information to guide recommendations for future recruitment and retention. Instead, 
we developed three proposals for potential projects: 

• Proposal A:  Retention and Community Building 

• Proposal B:  Improving People’s Lives with Data — Better Data, Better  
    Organizational Decisions 

• Proposal C:  All Aboard! Re-evaluating ABLE2’s Onboarding and  
    Screening Process 

 
We presented all three proposals to the staff at ABLE2. Our team and ABLE2 staff 
chose Proposal C, the project focusing on re-evaluating the ABLE2 onboarding 
process. In February 2022, the team distributed a survey to ABLE2 volunteers 
asking about their onboarding experience. The questions were based on findings 
from a study of Canadian volunteer trends (Section 2) and an onboarding literature 
review (Section 4). We used the information from these reviews to contextualize the 
survey data.  

#h.aygu7cvloh61
#h.aygu7cvloh61
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1B: Onboarding Survey Overview 

ABLE2 already has a strong onboarding process, so our goal with the onboarding 
survey was to identify both what the organization is doing well and opportunities for 
growth based on volunteer recommendations. The survey consisted of 52 questions 
long divided into the following sections: 

● Demographics (Section 3) 
● The Information Session and the ABLE2 Website (Section 5A) 
● The Application Process (Section 5B) 
● The Training Process (Section 5C) 
● The Matching Process (Section 5D) 
● Final Reflections (Section 5E) 

 
The survey included both multiple choice and short answer questions. Most of our 
multiple-choice questions used standard Likert scale responses: 

● Strong disagree (1) 
● Disagree (2) 
● Neither agree nor disagree (3) 
● Agree (4) 
● Strongly agree (5) 

 
As indicated above, each Likert scale response uses descriptive language to 
measure a respondent’s level of agreement or disagreement with various 
statements. They also can be coded numerically, allowing for the tracking of trends 
across questions.3 
 
The onboarding survey was intended for current volunteers within the Matching 
Program. For the purposes of this survey, it is important to remember that the format 
of onboarding has changed over the years, with a few exceptions (see Section 4). 
This survey was designed so that all questions were optional (apart from one on 
participant consent), allowing volunteers to skip questions irrelevant to their own 
onboarding experience. In all, 53 individuals completed the survey, amounting to 
roughly 20% of the Matching Program volunteers.  
 

1C: Recommendations and Considerations 

From the feedback and information gathered in the onboarding survey, as well as the 
findings of our previous research, we have developed a list of recommendations, 
divided into six main themes: 
 
Equity, Diversity, and Inclusion (EDI) 

● Reflect on ABLE2’s EDI performance (Section 3) 
○ Implement a regular review to reflect on ABLE2’s EDI approach and 

identify growth areas. 
● Expect and plan for diverse identities (Section 3 and Section 5) 

○ Edit language on forms, information packets, and training sessions to 
further communicate ABLE2’s values of diversity and inclusion. 

○ Actively challenge the charity model of disability by assuming Friends 
are not the only ones with disabilities. 
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● Practice more consistent data collection of volunteer demographics to 
better identify the diversity among volunteers (Section 3) 

○ Use this information to better support current volunteers. 
○ Identify missing or underrepresented populations and what adjustments 

can be made to include these populations within the mission of 
ABLE2. 

● Integrate EDI training into the training process (Section 5) 
○ Plan EDI training for ABLE2 staff and volunteers 
○ Implement EDI in volunteer training sessions 

 
Onboarding Structure 

● Consider onboarding differences (Section 4) 
○ Identify the goals of the ABLE2 onboarding process. 
○ Reflect on the ABLE2 onboarding process as it compares to that of 

other similar organizations. 
● Increase the accessibility of onboarding (Section 4 and Section 5) 

○ Make the application available immediately on the website without 
waiting for a response from an employee.  

○ Reduce the specific information provided about the onboarding 
process.  

○ Shorten the application or training steps to prioritize reaching the 
matching step.  

○ Streamline the handbook. 
 

Data and Targeted Recruitment 
● Create better Matches using data and targeted recruitment (Section 5) 

○ Carry out the project Proposal B: Improving People’s Lives with Data. 
○ Have regular volunteer check-ins to gather information about 

successful Matches. 
● Engage younger volunteers (Section 3) 

● Further develop ABLE2’s social media presence 
● Develop a section of the Matching Program that is compatible with the 

8-month university schedule. 
● Consider developing a recreation and leisure program for unmatched 

Friends. 
 

Networking and Community Building 
● Create a memorable first impression (Section 5) 

○ Produce a warm and engaging video for the information session that 
introduces the potential new volunteers to the volunteer role, some 
staff at ABLE2, and the broader community of volunteers in Ottawa. 

● Have a blog to build a relatable online presence (Section 5) 
○ Use storytelling to share more information about the volunteer 

experience on the website and to connect with a broader audience.  
● Communicate with volunteers frequently during the onboarding process 

(Section 5) 
○ Reach out to your new volunteers every three weeks when going 

through the onboarding process to keep them informed and excited 
and to address any questions and concerns. 
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Social, Interactive, and Ongoing Training 
● Emphasize relationship building and volunteer networking during 

onboarding (Section 5) 
○ Pooling groups of new volunteers into onboarding sessions as much as 

possible so that these new volunteers can learn and interact 
together while being introduced to new information.  

○ Rely less on information slide decks and didactic training sessions and 
more on social activities that connect volunteers with one another.  

○ Develop a volunteer networking program in which new volunteers are 
connected with other new volunteers or with experienced volunteers 
who would be great sources of advice and inspiration through 
mentorship.  

● Create opportunities for volunteers to connect regularly (Section 5) 
○ Provide ongoing support to volunteers through regular training 

opportunities to keep them up to date with new information and 
ideas  

○ Organize regular volunteer events to connect and integrate volunteers 
who may otherwise feel as though they are on their own. 

 

1D: Areas for Celebration 

Due to the nature of this project, this document focuses on recommendations to help 
address the challenges related to volunteer recruitment and retention. We want to 
emphasize, though, that we understand these as areas for growth rather than 
improvement. ABLE2 already has a strong program with loyal volunteers and is 
doing impactful work related to its mission. This should be celebrated!  
 
Areas for Celebration: 

● ABLE2 is meeting the goals of its volunteers. Many ABLE2 volunteers state 
that their top motivation to volunteer at ABLE2 is to contribute to the 
Ottawa community, the ABLE2 mission, and to improve their sense of well-
being and health. Survey responses indicate that these goals are being 
met (Section 3).  

● Many of the questions were answered with “disagree” or “strongly disagree” 
(Section 5). This means that overall, volunteers are content with the 
onboarding process. 

● Many volunteers found training sessions informative, met their educational 
needs, and were useful in both their Match and in relation to persons with 
disabilities generally (Section 5). 

● Consistent responses of “strongly agree” and “agree” show that volunteers 
love the matching step! (Section 5) 

● The staff at ABLE2 are fantastic at their job. In many of the open-ended 
survey questions, many volunteers took the time to praise staff for their 
work, sometimes even mentioning specific staff (Section 5). 

 
We are confident our recommendations will be complementary to the fantastic work 
already being done by ABLE2 and are honoured to have had the opportunity to use 
our skills to support ABLE2 in its mission. 
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Section 2: Volunteering in Canada  

This section provides context for how ABLE2 volunteers fit within the Canadian 
volunteer landscape by outlining volunteer trends in Canada during and before the 
COVID-19 pandemic. Recommendations for future recruitment and program 
development are provided based on these trends and the discovered similarities and 
differences between ABLE2 volunteers and the wider landscape of Canadian 
volunteering.  
 

2A: Overview 

Every five years, Statistics Canada (Stat Can) conducts a General Social Survey on 
giving, volunteering, and participation. In this survey, volunteering is defined as “the 
participation in purposeful helping activities without monetary compensation.”1 
Volunteering is divided into two categories: ‘formal,’ which describes any helping 
activities mediated through a charitable or non-profit organization or group; and 
‘informal,’ which describes direct helping activities done without group or 
organization involvement.2  
 
The most recent Stat Can study of volunteering done in 2018 found that about 79% 
of Canadians aged 15 and older (24 million) had volunteered either formally (41%) or 
informally (74%) or both (~34%) in the previous 12 months.3 Overall, 5 in 10 (53%) 
Canadians aged 15 and older (16.4 million Canadians) formally volunteered at some 
point in their lives.4 Although this information was not gathered for informal 
volunteering, it can be assumed that this percentage would be substantially higher. 
Stat Can analyst Tara Hahmann notes that both formal and informal volunteering are 
important, as they each provide support to causes within various sectors, including 
healthcare, social services, education, and recreation. While formal volunteering 
helps already-established organizations continue to provide services, informal 
volunteering helps “fill the gaps,” particularly in areas with fewer established 
organizations.5  
 

2B: Volunteering and the COVID-19 Pandemic 

What happens when these gaps grow due to a global pandemic? Since the latest 
Volunteering survey was in 2018, there is no data quantifying the impact of the 
COVID-19 pandemic on the volunteer sector. However, Hahmann notes that, like all 
sectors of Canadian society, the volunteer sector had to adjust to public health 
guidelines intended to help reduce the spread of the COVID-19 virus. All volunteer 

sectors had to reduce their in-person volunteer activities 一 including hospitals, 

which typically receive the most volunteer hours on average.6  
 
As we know from the increased waiting list at ABLE2, Canadians appeared to be 
less likely to take up new volunteer opportunities, especially those requiring in-
person activities. However, online or phone-based volunteer opportunities such as 
volunteer mental health services, mentoring, and tutoring have become increasingly 
popular. Informal volunteering increased during the COVID-19 pandemic, with 
people offering to deliver groceries, make or donate masks, and provide social 
media updates on retail locations for prized objects like sanitary wipes or toilet paper. 
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In addition, hackathons, crowdfunding, and online petitions increased, as did the use 
of social media to raise awareness for different social issues. As Hahmann 
summarizes: 
 

Perhaps now more than ever, Canadians are finding innovative ways of 
advancing social good, leveraging technology and social media platforms to 
not only broaden how they give back, but also to better integrate volunteering 
into their lives.7 
 

As a result of the pandemic, the landscape of volunteering in Canada has changed. 
What, then, is the use of the 2018 Social Survey if its findings are now obsolete? 
According to Hahmann, analyzing this data is still worthwhile. By examining the 
characteristics of volunteers and volunteering going into the pandemic, non-profit 
organizations can familiarize themselves with the nature of volunteering in Canada 
and better reflect on what volunteering in Canada now is and will be. As an example, 
Hahmann highlights the expansion of informal volunteering to include the use of 
social media and hypothesizes that it could “serve as a barometer for volunteering 
trends.”8 In other words, social media will continue to be a crucial consideration in 
the future Canadian volunteering landscape, and both researchers and non-profit 
organizations should take this into account. 
 

2C: Volunteering Before the COVID-19 Pandemic 

While formal volunteering opportunities decreased due to the COVID-19 pandemic, 
rates of formal volunteering have been decreasing steadily since at least 2004. 

 
This trend is less noticeable when considering volunteer numbers alone. For 
example, the total number of individuals formally volunteering did not differ 
substantially between 2013 and 2018, increasing by only 1505 volunteers. However, 
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given the population increase since 2013, the overall percentage of Canadians 
formally volunteering has dropped significantly (Figure 2.1).9 This shows that, while 
there is not an absolute decrease in volunteer numbers, volunteering in Canada was 
declining even before the COVID-19 pandemic.  
 
Age 

On average, Canadians volunteered for 206 hours. While younger generations more 
commonly reported volunteering, older generations contributed more hours. The 
‘iGens’ (ages 15-22) and ‘Millennials’ (ages 23-37) were more likely to volunteer 
informally (78% and 77%) than the ‘Baby Boomers’ (ages 53-72; 73%) and ‘Matures’ 
(ages 73-100; 58%). However, Matures and Baby Boomers contributed significantly 
more informal volunteer hours on average (176 and 197, respectively) than the 
younger generations (iGens: 99 hours).10 Data on informal volunteering by ‘Gen X’ 
(ages 38-52) were absent from Hahmann’s report, but from context, their average 
contribution can be assumed to be midrange.11     
 
The trends in formal volunteering are similar; Matures had the lowest formal 
volunteer rate (32%) but contributed the highest average of volunteer hours (222 
hours), followed by Baby Boomers (39% and 153 hours). iGen had the highest 
formal volunteer rate (52%) but significantly fewer hours (82 hours). This trend 
continues in the other categories, with the Baby Boomers rate being at 39% and 153 
hours, Gen X at 44% and 120 hours, and the Millennials at 40% and 115 hours.12  

 

Sex and Gender 

According to Stat Can data collected between 2004 and 2013, volunteer hours tend 
to be similar across sexes.13 However, females are more likely to volunteer than 
males. This trend continues in the 2018 data, in which the volunteer rate among 
females was 44% and 38% among males. The differences in volunteering 
participation and hours between sexes are largest among Millennials (45% vs. 36%), 
iGens (55% and 48%), and Baby Boomers (41% and 36%).14 It should be noted that 
while Stat Can does collect information about both sex and gender, only sex is 
included in their public data and analysis. This is likely because participants are 
forced to respond within the binary, allowing ‘easier’ (but inaccurate and, arguably, 
unnecessarily invasive) statistical analysis when gender is conflated with sex. As 
well, ‘sex’ here refers to sex as assigned at birth rather than biological sex, erasing 
the experience of intersex individuals. Volunteering trends of non-binary individuals 
are not public and therefore not currently known. 
 
Disability 

According to the 2017 Canadian Survey on Disability (CSD), 22% of Canadians over 
the age of 15 have one or more disabilities (6.2 million individuals).15 The 2017 CSD  
uses expanded disability screening questions to provide better coverage of invisible 
disability, and so it cannot be usefully compared to the previous CSD in 2012. 
Interestingly, the 2018 General Social Survey used the same types of disability 
screen and found that 33.1% of respondents indicated that they had one or more 
disabilities, equal to 10.2 million Canadians.16 The difference can be credited in part 
to the General Social Survey’s smaller sample size in addition to population growth, 
though the higher projection in 2018 should not be completely discounted until it can 
be compared with further census data in the future. While exactly how many 
Canadians have or identify as having one or more disabilities is unknown, at least 1 

#kix.i3smwyvxew33
#kix.4rfpif8eutd7
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in 5 Canadians do. Additionally, the following factors are likely to contribute to 
increased rates of reported disability: 

● Increased age-related disabilities resulting from demographic changes. 
● Increased reporting of invisible disabilities due to the improved accuracy of the 

new CSD screening questions. 
● Increased acquired disabilities due to COVID-19, either directly from the virus 

(e.g., Long COVID) or indirectly because of isolation (e.g., mental health 
disabilities). 

● Prevalence of Long COVID may contribute to higher visibility and expanded 
research into other disabilities resulting from post-viral conditions (e.g., 
Epstein Barr). 

● More people seeking diagnoses as adults thanks to advocacy around 
disability, internalized ableism, and expanding of diagnoses to consider 
different presentations of certain disabilities (e.g., how autism presents in 
women). 
 

The volunteer sector must account for this increasing trend in rates of disability. As 
demonstrated already in the 2018 survey, 22.7% of Canadians with disabilities 
volunteered in the previous year, compared to 19.7% of Canadians without 
disabilities. This means that of the people who volunteered in 2017, 38.5% had a 
disability, and 61.5% did not. The percentage of individuals with disabilities in the 
volunteering sector reflects their prevalence in Canadian society, and the scale of 
their contribution is likely to continue growing. For this reason, the volunteer sector 
cannot afford to perpetuate the ableist tendencies of the charity model and assume 
that volunteers are all able-bodied and neurotypical. Organizations will need to make 
accommodations to engage volunteers with disabilities. We believe that this is the 
future of Canadian volunteering and that ABLE2 should take it into account. 
 
Motivations for Volunteering 

In the Stat Can survey, individuals were asked about their motivations for 
volunteering. They were able to choose any options that applied to their experience. 
These motivations are presented in Table 2.1 for easy comparison with the ABLE2 
survey data: 
 
Table 2.1: Motivations to Volunteer Reported by 2018 GSS 

Category Survey Response 

A To use your skills and experiences 

B To explore your interests and develop new skills 

C To improve job opportunities 

D To network or meet people 

E Because a friend and/or family member volunteers 

F -To support a political, environmental, or social cause 
-You or someone you know has been personally affected by the cause 
supported by this group or organization 

G To make a contribution to the community 
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H To improve your sense of personal well-being or health 

I -To fulfill religious obligations 
-Spiritual or other beliefs 

Of the respondents: 
● 93% percent identified contributing to the community as being their main 

motivating factor 
● 77% said they wanted to use their skills and experience 
● 60% were personally affected by the cause,  
● 52% said they did so to improve their sense of wellbeing  
● 23% said they volunteered to improve their job opportunities.17 

 
Figure 2.2 shows the motivations of Canadians by age.  

 
The most notable differences in motivation were between younger volunteers (age 
15-24) and older volunteers (age 65+). Younger volunteers were much more likely to 
report “To improve your job opportunities” and “To explore your strengths,” while 
comparatively few 65+ volunteers listed this as a motivation. Meanwhile, the 65+ 
demographic group was the most likely to report religious or spiritual motivations. 
Interestingly, as Canadians grow older, they also become more motivated to 
volunteer to improve their sense of personal well-being. Understanding the different 
motivations of different age groups could prove insightful for organizations taking on 
a more targeted recruitment approach.  
 
As displayed in Figure 2.2, a similar percentage of Canadians across all age groups 
want to volunteer:  

● To contribute to the community (17-21%).  
● To use their skills and experiences (15-17%). 
● To support a political, environmental, or social cause (or are personally 

affected by the cause) (11-16%). 
● To network or meet people (9-11%) or because their friends and family 

member volunteers (8-11%).  
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These results show that people of all ages are motivated by the relational aspects of 
volunteering; many Canadians are motivated to volunteer by their friends and family, 
network and build new relationships, or partake in community-building.  
 
Canadians evolve as they grow older. As teenagers, Canadians spend most of their 
time with friends. As adults, they may want to have a family and make it their priority. 
Once they retire, Canadians generally see fewer people every week. Canadians’ 
changing life circumstances, social needs, personal motivations, and interests 
influence the kind of volunteering opportunities people want to get involved with.  
 
The importance of the relational aspects of volunteering was also highlighted in 
Bridging the Gap, a pan-Canadian study by Volunteer Canada. This study provided 
several recommendations to help reconcile the gap between what potential 
volunteers want and the volunteering opportunities offered by organizations. The 
study recommends providing more group opportunities and focusing on building 
meaningful relationships between staff and other volunteers. The study indicates that 
building relationships is particularly important to youth and families. The youth group 
is attracted to volunteering opportunities that allow them to be with their friends. 
Similarly, parents are looking for volunteering opportunities in which their children 
can be involved to contribute to society while spending time with loved ones. Baby 
Boomers also have social needs, but they are generally more interested in forms of 
volunteering that provides them with a sense of purpose. Overall, offering 
opportunities to volunteer in groups could be the key to finding more volunteers and 
keeping them for the long run.18 
 

2D: Conclusion 

This section examined trends in Canadian volunteering to provide context for the 
ABLE2 onboarding survey results. It has shown that the rate of formal volunteering 
was decreasing even before the COVID-19 pandemic and that internet- and phone-
based informal volunteering has been increasing. Additionally, while older 
generations volunteer more hours, younger generations volunteer more frequently. 
Volunteering motivations vary by age, with younger volunteers desiring to explore 
strengths and improve job opportunities significantly more than older volunteers. 
Consistently, volunteers desire to use their skills and experiences, contribute to their 
community, and support a cause that is important to them. Many Canadians are 
motivated to volunteer by their relationships with friends or family, network and build 
new relationships, and to contribute to the larger community. The rest of the report 
will continue to reference these themes to inform our volunteer recruitment and 
retention recommendations.  
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Section 3: Volunteering at ABLE2 

To improve recruitment practices, it is important to know who the current ABLE2 
volunteer is and how to recruit more people like them. This is complicated, as 
demographics alone cannot identify people with compatible values. However, by 
comparing the demographics of ABLE2 volunteers versus the Canada-wide 
volunteer data, ABLE2 can learn who may be missing or underrepresented in their 
volunteer base. This comparison will help further strengthen what ABLE2 is doing 
well and indicate where recruitment could be improved.  
 

3A: ABLE2 Demographics 

The demographics in this section are drawn from the ABLE2 demographic data 
given to the team in September, as well as the demographic data gathered in the 
onboarding survey, which was distributed in February 2022 and had 53 respondents.  
 
Age, Sex, Gender, and Disability 

The data provided by ABLE2 in September 2021 revealed information about the age 
and sex of its 248 volunteers. Figures 3.1 and 3.2 provide visual representations of 
these demographics. 
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The average age was:  
● 47 overall 
● 45 among females  
● 51 among males 
● 29 among individuals without information regarding biological sex 

 
Of the 248 volunteers in the database: 

● 150 (60.5%) are listed as being assigned female at birth 
● 92 (37.1%) are listed as being assigned male at birth 
● 6 (2.4%) have no sex listed 

 
The demographics of ABLE2 Allies reflect the Canadian trend of females being more 
likely to volunteer. In contrast, volunteer rates by age diverge from the Stat Can data. 
While volunteer rates are different from raw data of volunteer numbers, the age 
range from 18-24 (loosely the iGen demographic) is significantly lower than the 
others, whereas, in both informal and formal volunteering, they had the highest 
volunteer rates in Canada. The end of this section provides recommendations on 
how ABLE2 could aim to access this demographic. 

 
Additional volunteer demographics were collected through the onboarding survey 
(Figure 3.3). 

  
Of the 53 participants: 

● 12 (22.6%) were 25-34 
● 10 (18.9%) were 35-44, 55-64, and 65+  
● 7 (13.2%) were ages 45-54 
● 4 (7.6%) were 18-24 

 
In terms of gender: 

● 40 (75.5%) identified as women 
● 13 (24.5%) identified as men  
● 0 (0%) identified as being outside of the gender binary 

  
The survey participants were not asked to identify their biological sex, and it is 
unknown if any volunteers are trans.  
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It should be noted that 10 of the 54 respondents identified as having a disability, 
which reflects the Canadian statistic from 2017. Interestingly, all were women, nine 
of whom were 44 years or younger. It is not known if this is reflective of the larger 
Ally population, as this data has not been previously gathered. 
 
Volunteer Hours 

We also compared reported volunteer hours worked at ABLE2 per week by age 
(Figure 3.4) and gender (Figure 3.5).  
 

 

 
The age demographics of respondents (Figure 3.4) showed that younger and 
middle-aged adults (ages 25-34 and 35-44) are more likely to dedicate less than one 
hour to volunteering every week. In contrast, some members of the age group 65+ 
volunteer over 3 hours per week. These results are congruent with the Stats Can 
results of hour distribution by age and align with the fact that younger and middle-
aged adults may be busier with work and become more available for volunteering 
opportunities once they retire. 
 
In general, men volunteer 2 to 3 hours per week while women commit to one hour of 
volunteering work at most (Figure 3.5). While more women choose to volunteer, they 
dedicate fewer hours to volunteering. This result is in line with studies that show that 
women are more likely to be busier in their daily lives with various tasks, including 
paid work and household chores.1   
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3B: ABLE2 Ally Motivations for Volunteering 

In our survey for ABLE2, volunteers were asked a question about motivations like 
the one on the Stat Can survey. The participants were prompted to choose their top 
three out of ten motivations (Table 3.2) 
 
Table 3.2: Motivations to Volunteer (ABLE2) 

Category Survey Response 

A To use your skills and experiences 

B To explore your interests and develop new skills 

C To improve job opportunities 

D To network or meet people 

E To volunteer with your friends and/or family members who also 
volunteer with ABLE2 

F To contribute to the mission of ABLE2 

G To contribute to the Ottawa community 

H To improve your sense of personal well-being or health 

I To fulfill religious obligations or beliefs 

J Other 

 
Figure 3.6 shows the survey participants’ primary motivations for volunteering across 
age groups. (See Table 3.5 in Appendix for detailed data). 

 

#kix.gnf1mqdgyj91
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ABLE2 volunteers cited community contribution as their highest motivating factor 
(Figure 3.6). Furthermore, contributing to the mission of ABLE2 and improving their 
sense of well-being (or health) are the second and third most frequent motivations to 
volunteer with ABLE2. Allies do not appear motivated to volunteer to spend time with 
friends and family and network or meet people. The self-selection phenomenon 
could explain these observations; for example, ABLE2 does not offer many 
networking opportunities and opportunities to volunteer in groups, so the 
organization does not attract volunteers motivated by these opportunities. 
 
Figure 3.7 shows the primary motivation for volunteering within age groups.  

 
Contributing to the Ottawa community is the motivation most consistent across age 
groups. Others that were consistent were motivations to: 

● Use skills and experiences 
● Explore strengths 
● Contribute to the mission of ABLE2 
● Improve sense of well-being or health 
 

Contributing to the mission is the main motivation for middle-aged adults (35-44) who 
volunteer(ed) with ABLE2. Unsurprisingly, young adults (18-24) are the group 
motivated the most by improving their job opportunities. This age group would also 
be the one that would benefit the most from initial and ongoing training.   
 
Survey respondents who selected “Other” could also describe their motivation for 
volunteering in their own words. Here are several of those responses:   
 

To help others 
 

To fill a blind spot and broaden my perspective 
 

Improve school applications 
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Free time to use 
 

Do more than donate 
 

To help someone that needs help give back 
 
To help someone in need 

 

Motivation and Goal Satisfaction 

After selecting their top three motivations, participants were asked how well their 
experience at ABLE2 is meeting these specific goals. Figure 3.8 gauges volunteer 
satisfaction for each goal by displaying the most-repeated response (mode).  
 

 
 
The goals that received “strongly agree” as the most frequent response were to: 

● Improve job opportunities 
● Contribute to the mission of ABLE2 
● Fulfill religious obligations or beliefs 

 
The goals that received “agree” as the most frequent response were to: 

● Use skills and experiences 
● Explore strengths 
● Contribute to the Ottawa community 
● Improve sense of personal wellbeing or health 

 
In line with the results of Figures 3.6 and 3.7, the volunteer experience at ABLE2 
succeeds in allowing volunteers to achieve the top three goals of the ABLE2 Allies: 

● Contributing to the mission of ABLE2  
● Contributing to the community of Ottawa 
● Improving their sense of well-being (or health). 

 

In contrast, participants were less satisfied with how ABLE2 met their goal of 
networking or meeting new people (3: “neither agree nor disagree”). As no 
participants were motivated to volunteer at ABLE2 to volunteer with their friends and 
family, the response is null. As we will demonstrate in the survey analysis, this lack 
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of relational focus has resulted in volunteers feeling disconnected from each other 
and the organization. Volunteers surveyed indicated they would appreciate more 
opportunities to get to know fellow volunteers to support each other.  
 
Volunteer Satisfaction 

Following the questions about 
motivations and goals, participants 
were asked to agree or disagree with 
the following statement: “You would 
recommend ABLE2 as a great place to 
volunteer” (Q 2.4, shown in Figure 3.9). 
Most respondents concurred that they 
would indeed recommend the 
organization to their community, with 
82.1% agreeing or strongly agreeing. In 
contrast, 7.8% of participants 
disagreed. 
 
The responses of Q 2.4 were 
compared against the results of 
volunteer goal satisfaction (Q 2.2) to identify which motivations corresponded with 
higher and lower satisfaction (Figures 3.10 and 3.11). Figure 3.10 is filtered for 
participants that would recommend ABLE2 as a great place to volunteer, and Figure 
3.11 is filtered for participants who would not. 

 
As suspected, those happiest with the volunteer experience of ABLE2 were also 
most satisfied with their goals. According to Figure 3.10, these people were most 
satisfied with their goals of contributing to the mission of ABLE2, the Ottawa 
community, and their personal well-being or health. 
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As Figure 3.11 shows, respondents that disagreed about recommending ABLE2 to 
others also felt neutral or dissatisfied with how one of their goals was being met. 
However, it is important to note that only 4 of the 52 respondents felt neutrally or 
disagreed about recommending ABLE2. 
 
Overall, this data supports our recommendations for ABLE2 to focus on improving 
opportunities for the goals that are being met less: helping volunteers network or 
meet people and providing opportunities to meet with friends and/or family members. 
Some opportunities for focusing on these relational aspects include making the 
onboarding training more interactive and offering regular training or volunteer events 
at which volunteers can network, which are detailed further in Section 5.  
 

3C: Recommendations Based on Demographic Findings 

From the findings of Section 3, we have identified two areas for growth: Equity, 
Diversity, and Inclusion (EDI) and targeted recruitment. 
 

Equity, Diversity, and Inclusion 

ABLE2 is encouraged to account for the diversity of the Canadian population and 
continue developing a posture that welcomes different identities. This can be done 
through self-reflection, planning, and improved data collection. 

Reflect on ABLE2’s EDI performance 

The first step towards improved practices of EDI is self-reflection. Due to the 
vastness of all that falls within EDI, this self-reflection is a continuous and ongoing 
process. If there is not one already in place, we recommend that ABLE2: 

Implement a regular review to reflect on ABLE2’s EDI approach and identify growth 

areas 

Goals can be big and small, but all should be specific and have a projected timeline 
to ensure accountability and implementation. Below are reflection questions to guide 
EDI goal setting: 
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● Is there a known identity in the Ottawa demography that is not associated with 
the organization? If so, why?  

● How can ABLE2 make those with diverse identities feel more valued in their 
organization?  

Expect and Plan for Diverse Identities 

Through our data, we know that ABLE2 Allies are varied in age, gender, ability, 
levels of education, and types of employment. What other identities are represented 
at ABLE2? We encourage ABLE2 to anticipate that diverse identities are already 
present in the Ally and Friend populations and adjust accordingly. For example, the 
survey revealed that there are some Allies who identify as having a disability. Could 
these individuals be better supported throughout their volunteer experience? How 
could ABLE2 better support the Allies and Friends that are queer, Indigenous and/or 
racialized, refugees or immigrants, or practitioners of a minority religion? 
 
If a particular identity appears absent or underrepresented, consider why this might 
be. Is there any point in the volunteering process that a person with a particular 
identity may have self-selected out? How can ABLE2 better indicate that people of 
diverse identities are welcome and valued? By anticipating and preparing for 
inclusion, ABLE2 will improve the support for current volunteers and work towards a 
diverse volunteer base that reflects the diversity of the individuals they support. To 
meet this goal, we recommend that ABLE2: 

Edit language on forms, information packets, and training sessions to further 

communicate ABLE2’s values of diversity and inclusion 

For example, asking questions about gender rather than sex2 and providing regular 
opportunities to share pronouns would make the environment more welcoming for 
transgender and non-binary individuals.  

Offer equity, diversity, and inclusion training for staff and volunteers 

More detail on EDI training recommendations can be found in Section 5. 

Actively challenge the charity model of disability.  

In the charity model of disability, a dichotomy of assumed disablement can form in 
which volunteers are expected to not have a disability. As the survey results show, 
ABLE2 volunteers do have disabilities. Additionally, individuals that do not currently 
have a disability will likely develop one if they live long enough.3 
 
What adjustments can ABLE2 make to challenge this dichotomy and better support 
volunteers that have or will acquire their own disabilities? Are there ways ABLE2 can 
further promote disability solidarity and deconstruct internalized ableism so that 
volunteers who acquire disabilities in the future will be more likely to self-identify and 
more quickly access the care that they need? 

Improve Data Collection 

As described in Proposal B: Improving People’s Lives with Data, increased and 
nuanced data collection of volunteers will help ABLE2 develop a targeted recruitment 
campaign and help create consistently long-lasting Matches. Additionally, as 
diversity in Canada continues to increase and ABLE2’s core volunteer base 
continues to age, ABLE2 can identify areas for further outreach to engage volunteer 
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populations of increased diversity. While this proposal was not the chosen project, 
data gathered in the survey can provide insight into these goals.  

Practice more consistent data collection of volunteers to better identify the diversity 

among volunteers 

Use this information to better support current volunteers, identify populations that are 
missing or underrepresented, and make adjustments to include these populations 
within the mission of ABLE2. 
 
Targeted Recruitment 

Given the higher amount of volunteer hours contributed by older generations, it could 
be tempting to focus recruitment efforts on these age groups. However, older 
individuals are more likely to be severely impacted by COVID-19. With the unknowns 
of ‘post-pandemic’ life, it is important to plan for the possibility that older generations 
may continue to reduce their in-person volunteering out of wariness to protect the 
health of themselves and their loved ones.  

Engage Younger Volunteers 

As ABLE2 already has a strong volunteer base within these older generations, 
ABLE2 could transition to focus recruitment efforts on younger generations. To do 
this, ABLE2 should be younger volunteers where they’re at: social media. 
Additionally, ABLE2 should provide volunteer opportunities more compatible with the 
interests and availability of younger individuals. 

Further develop ABLE2’s social media presence 

ABLE2 should undertake the social media aspects of Proposal A: Retention and 
Community Building to increase engagement in younger volunteers. 

Develop a section of the Matching Program that is compatible with the 8-month 

university schedule 

A separate program could specifically target young adults, functioning similarly to the 
Best Buddies University/College program,4 in which university students are matched 
with community members with disabilities to meet as a pair and for regular group 
events. 
 
Consider developing a recreation and leisure program for unmatched Friends 

This could be a summer-only program, with several summer students hired through 
the Canada Summer Jobs program. This way, the individuals involved in the 8-
month Matching Program would still have opportunities for socializing if their Match 
left Ottawa for the summer. As well, volunteers who are in Ottawa for the summer 
could sign up to help organize events or be a temporary Match. Allies and Friends in 
Matches could also attend some of these events, allowing more networking within 
the ABLE2 community. A similar program run by Manitoba Possible could be 
considered as a model.5  
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Section 4: Onboarding Literature Review 

This section examines the existing literature on the onboarding process. First, 
relevant academic literature is reviewed to identify effective onboarding practices 
both in corporate and not-for-profit agencies. Next, the onboarding practices of 
ABLE2 are outlined, with reference both to its current and past forms using the 
internet archives. Finally, there is a comparison of onboarding practices for 
organizations similar to ABLE2 to identify differences and trends. These findings are 
then used to develop recommendations for ABLE2 to consider, as well as to inform 
the later survey analysis. 
 

4A: Importance of Onboarding 

Recently, more companies have recognized the importance of strong onboarding 
processes.1 Several studies confirm that an organized and relevant set of 
onboarding procedures proves valuable for both the recruitment and retention of 
workers and volunteers, demonstrating that onboarding can be carefully crafted to 
the needs or goals of any organization.2 An onboarding concept guide from the 
International Journal of Innovation, Creativity, and Change describes the main goal 
of an effective onboarding experience as to “provide new employees with the 
knowledge of the organization’s vision, mission, operations, products, services and 
processes, to build strong links between the employees and the organization.”3  
 
Similarly, in a study by Howard Klein and Aden Heuser, effective onboarding is one 
in which an organization informs, welcomes, and guides newcomers. In this 
framework, informing practices include all the activities designed to share information 
with the newcomers to make them feel ready to become active participants. 
Welcoming practices are social activities organized to celebrate the newcomers. 
Guiding practices cover formal training and conscious effort to provide support.4 All 
of these combine to form an exemplary onboarding process, which serves a critical 
role in boosting the attitude, motivation, and confidence of new employees.5 
 
Onboarding represents a volunteer’s first interaction with an organization, 
demonstrating how the organization is run and what they are signing up for. A 
positive first impression will make volunteers motivated to contribute to the 
organization’s mission. However, a negative onboarding experience will produce 
wariness and hesitation to commit. The Human Capital Institute estimates that 20% 
of recent hires leave their organization within their first 45 days, highlighting the 
recruitment and initial orientation phase as a massive contributor to retention.6   
Similarly, a Silkroad Technology study revealed that 10% of all recent hires leave 
their job due to poor onboarding procedures.7  
 
A study by Amy Hirsh Robinson, principal of The Interchange Group’s consulting firm 
in Los Angeles, revealed that 70% of new employees are expected to stay with their 
hiring organization for at least three years if they consider the onboarding process to 
be a great experience. This illustrates how the onboarding process is a prime 
opportunity for employers to win the hearts and minds of new employees. According 
to Hirsh Robinson: “Onboarding is a magic moment when new employees decide to 
stay engaged or become disengaged. It offers an imprinting window when you can 
make an impression that stays with new employees for the duration of their 
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careers.”8 
 
A sampling of views both from HR professionals and academic research studies 
highlights the importance of making onboarding a social and positive experience. As 
demonstrated in psychologist Lev Vygotsky’s seminal work on social learning theory, 
integrating human interaction into the learning environment is critical for cognitive 
development when learning new skills.9 Especially for roles involving social 
interaction, social onboarding better acclimates the new employee to the 
organization by supporting knowledge integration and cultivating an atmosphere of 
belonging that enables the employee to be more outgoing with their team and 
confident in their position. Similarly, Erik Lachance notes that social interaction 
between new employees helps link the employees with the organization’s overall 
goals.10 One suggested way to improve the social experience of onboarding is for an 
organization to use human interaction and team-building exercises rather than solely 
using traditional knowledge transfer methods like handbooks and lectures. An 
organization can support this further by offering a mentor program to connect new 
volunteers within their new social network.11 
 
Another common way to enhance onboarding is by using digital technology to easily 
communicate and facilitate information sharing. Digital technology can enhance the 
onboarding process by creating flexible and inclusive training materials and 
addressing accessibility needs for those with differing abilities.12 The Supporting 
Volunteerism by People With Disabilities Guidebook by Volunteer Canada 
emphasizes this idea, highlighting four main principles to create the strongest 
onboarding training sessions possible. Training must be:  

● Accessible to those with differing communication and learning needs, such as 
by providing audio captions on a visual video. 

● Operable, so that information can be retrieved in several ways, such as in 
hardcopy or online.  

● Understandable and use simplified language.  
● Robust by making use of technology to enhance the accessibility of the 

training materials, such as using web-based materials so that volunteers 
can learn at their own pace.13 

 

4B: Corporate vs. Volunteer Onboarding 

Most research about onboarding examines the process in a corporate setting. Much 
of this research is transferable to volunteer settings as well, as effective onboarding 
principles are universally applicable. However, there are differences between 
onboarding volunteers at a non-profit versus new employees with a paid position that 
must be considered in session design. The first is to consider the motivation of the 
individual being onboarded. Employees and volunteers may both be eager to 
impress at the start of a new position, though volunteers are more motivated by a 
desire to feel welcome. Whereas many jobs do not require a high amount of 
socialization with fellow coworkers, Filipa Silva et al. point out many models of 
volunteerism are built upon cultivating meaningful connections. They point out that 
the best method for onboarding is to simply connect volunteers who perform similar 
roles early on.14  
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In addition to differences in motivation, the transactional nature of an employee’s and 
a volunteer’s relationship with their parent organization is fundamentally different. An 
employee typically requires their job’s income to support themselves, which 
incentivizes staying on past an ineffective onboarding session. In contrast, a 
volunteer is always free to walk away from an organization without any financial risk. 
Onboarding, therefore, may be more important for the volunteer organization than 
the corporate workspace when it comes to retention.15 
 

4C: Onboarding at ABLE2 

In the previous section, we reviewed how the motivations and incentives for 
volunteers are different from those of employees. Key considerations are that new 
volunteers value a friendly onboarding process and that organizations need to 
remember that volunteers give their time for free. In this section, we summarize the 
onboarding process at ABLE2 and discuss how the organization makes new 
volunteers feel welcome and valued.  
 
ABLE2 implemented its current onboarding process in 2017. As seen in Figure 4.1, it 
includes a pre-onboarding information session followed by three steps: application, 
training, and matching. Prior to onboarding, new volunteers attend the information 
session and, if they are interested, they apply by filling out an intake form, providing 
three references, completing a Vulnerable Sector Check, and reading the volunteer 
handbook. Next, potential volunteers must attend a four-hour training seminar to 
learn about their role, different disabilities, and sources of help.  

Figure 4.1: The Onboarding Process at ABLE2 

 
The final matching step includes the Learning Conversation, a 120-minute in-person 
discussion with a social worker to get to know the volunteer; the Match Presentation, 
a 60-minute meeting with a social worker to present to the volunteer a list of potential 
Friends that would make a great Match; and the Match Meeting, wherein a social 
worker facilitates an introduction between the volunteer and potential Friend. After 
the Match Meeting, the social worker contacts both the volunteer and the Match to 
confirm that both sides are happy with the relationship. 
 
Participant surveys indicate that the matching step is the highlight of the onboarding 
process at ABLE2, with many participants voicing appreciation for the support of the 
social worker: 
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I love that the social worker/ABLE2 person comes with you to the first match, 
it makes everyone feel really comfortable. 
 
ABLE2 did an amazing job with matchmaking. :) 
 
Although I don’t remember the application process, I do remember meeting 
with [ABLE2 staff] and how excited I was after talking with [them]! [They were] 
also very supportive, but empowering, when I first met my match! 

 
However, one survey participant notes that they had not had a Match Meeting, as 
their matching happened during the COVID-19 pandemic. Due to the exceptional 
reviews of the matching process, we recommend that ABLE2 preserves and protects 
this rewarding experience for volunteers, offering it as much as possible even during 
significant disruption. 
 
Survey participants also found that the onboarding process takes too long: 
 

If I recall there was several months delay between the time I applied and 
when I was on-boarded. 
 
I had found that the onboarding process was long with many steps. 

 
Responses show that appreciation for the onboarding process improves after the 
training step is complete. If possible, we advise the organization to shorten, if 
possible, the application or training step to make it easier for new volunteers to get to 
the matching step. 
 
It is important to note that while the three-step onboarding process (Figure 4.1) is the 
current process at the time of writing, it has been modified by ABLE2 several times 
since the Matching Program began. As a result, survey responses did not all reflect 
experiences with the current process. For example, while some survey participants 
did not recall receiving the volunteer handbook or attending a training session, 
others mentioned additional components of the onboarding process that have since 
changed (e.g., a one-day training session). 
 

When I joined in 2015, this was not the process in place. There was a 
presentation evening, followed by an interview. 
 
I have never seen the volunteer handbook. I am not sure there was one when 
I applied. 

 
As a result of an evolving onboarding process, volunteers have had different 
onboarding experiences. Every volunteer should get a similar onboarding 
experience, if possible. By viewing onboarding as an ongoing process, ongoing 
training could be provided to ensure that volunteer training is consistent among 
volunteers, regardless of when they first began their onboarding. 
 



26 
 

 

Web Archives Analysis 

As the current ABLE2 onboarding process was implemented in 2017 and has not 
changed much since, we examined trends and changes in how ABLE2 previously 
approached onboarding. Using the Wayback Machine internet archive,16 we 
accessed copies of the ABLE2 website between 2020 and 2022 and the Citizen 
Advocacy Ottawa website between 2000 and 2019.17   
 
The ABLE2 onboarding process has changed over the years. For one, the website 
used to be online, whereas now it is a Word document. As well, the organization 
appeared to struggle with its choice of questions on the application form over the 
years. During the 2011-2016 period, we noticed the following questions: 

• What would you say are your strengths as a person? 

• What do you like about yourself? 

• What do you see yourself needing to improve on? 

• Can you tell us how wanting to become a volunteer advocate fits with your 
own personal long-term goals? 
 

We believe that omitting these questions from the current application form is an 
improvement, as the social worker obtains that information during the Learning 
Conversation. We encourage the organization to structure the application form to 
collect information that addresses the questions such as “What makes a Match 
successful?” and “What makes a Friend difficult to Match?” It is essential to revise 
the application form if ABLE2 chooses to undertake the data project (see Proposal B: 
Improving People’s Lives with Data). 
 
In addition, we noted two changes unrelated to the onboarding process but 
otherwise relevant to recruitment. First, in recent years the website’s language puts 
more emphasis on the friendships (e.g., Friends/Allies vs advocates/protégés) and 
less on the practical tasks a volunteer may help with (e.g., excerpt from the Citizen 
Advocacy website in 2010: “assistance with a variety of issues, including housing, 
budgeting, relationships and more”18). This increased focus on friendship is an 
excellent change, as it is congruent with our previous findings regarding the 
importance of relationship-building in volunteer satisfaction. Increasing focus on 
these relational aspects, where possible, could lead to better volunteer retention, 
client satisfaction, and community engagement. 
 
Second, we observed that the organization advertised difficulties with securing 
funding in the past and thus encouraged prospective new volunteers to apply only 
when serious. As an excerpt from the Citizen Advocacy website in 2011 says:  
 

Due to funding constraints, we have had to alter our procedures for new 
prospective advocates. Before completing the application form below, please 
ensure that you have read the relevant sections about [the various programs] 
and that you have thought carefully about whether you believe this opportunity 
is a good fit for you.19 
 

This phrasing does not appear in the most recent versions of the website. 
 
Overall, ABLE2 has improved on the information disclosed on its website, the 
framing of its programs, and the development onboarding steps relevant to its 
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programming needs. While past and current volunteers found that the onboarding 
process was long and tedious, the same volunteers did not appear to feel the same 
about the matching stage. On the contrary, the matching step is crucial as volunteers 
really enjoy it — the matching process should be celebrated and remain as is.  
 

4D: Onboarding Comparisons 

A strong onboarding system adheres to a generally agreed-upon set of standards, 
but organizations still need to tailor their system to their unique needs and values. 
The Supporting Volunteerism by People with Disabilities Guidebook from Volunteer 
Canada identifies four critical aspects of onboarding for organizations that work with 
persons with disabilities: 

1) They are committed to accepting all potential volunteers and the diversity that 
entails. 

2) They provide training and support that enable volunteers with disabilities to 
participate effectively. 

3) They are conscious of what accessibility and inclusion entail. 
4) They actively identify and seek to remove barriers to participation.20 

 
By paying attention to these four aspects, onboarding can work in tandem with the 
organization’s unique core mission and values.  
 
In this section, we will review a sampling of organizations in Ontario and Quebec 
(Table 4.1) that engage volunteers to enhance the daily lives of people with 
disabilities and compare their onboarding processes.  
 
Table 4.1: Sampling of Organizations Similar to ABLE2 in ON and QC 

Organization  Location  Disability Type Programming 

Montreal Center for 
Learning Disabilities 

Montreal, 
QC 

Learning 
disabilities/ADHD 

Educational 

Friendship Circle 
Montreal, 

QC 
Children of all disability 

types 

Recreational, 
social, and 
educational 

Best Buddies Canada 
Ottawa, 

ON 

People with intellectual 
or developmental 

disabilities 
Social  

Variety Ontario 
Scarbor- 
ough, ON 

Children with physical 
disabilities 

Recreational 

Sick Kids Foundation 
Toronto, 

ON 
Children of all disability 

types 

Generating 
investments in 

health and 
science  

https://ldmontreal.ca/get-involved-and-be-a-volunteer/
https://ldmontreal.ca/get-involved-and-be-a-volunteer/
https://ldmontreal.ca/get-involved-and-be-a-volunteer/
https://ldmontreal.ca/get-involved-and-be-a-volunteer/
https://ldmontreal.ca/get-involved-and-be-a-volunteer/
https://ldmontreal.ca/get-involved-and-be-a-volunteer/
https://ldmontreal.ca/get-involved-and-be-a-volunteer/
https://ldmontreal.ca/get-involved-and-be-a-volunteer/
https://ldmontreal.ca/get-involved-and-be-a-volunteer/
https://ldmontreal.ca/get-involved-and-be-a-volunteer/
https://www.friendshipcircle.ca/volunteer
https://www.friendshipcircle.ca/volunteer
https://www.friendshipcircle.ca/volunteer
https://bestbuddies.ca/
https://bestbuddies.ca/
https://bestbuddies.ca/
https://bestbuddies.ca/
https://bestbuddies.ca/
https://varietyontario.ca/ways-to-support/volunteers/
https://varietyontario.ca/ways-to-support/volunteers/
https://varietyontario.ca/ways-to-support/volunteers/
https://www.sickkidsfoundation.com/careersandvolunteers/volunteeropportunities
https://www.sickkidsfoundation.com/careersandvolunteers/volunteeropportunities
https://www.sickkidsfoundation.com/careersandvolunteers/volunteeropportunities
https://www.sickkidsfoundation.com/careersandvolunteers/volunteeropportunities
https://www.sickkidsfoundation.com/careersandvolunteers/volunteeropportunities
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Hutton House 
London, 

ON 
People of all 
disabilities  

Social and 
recreational 

KW Habilitation 
Kitchener, 

ON 

People with 
developmental 

disabilities  
Educational  

Easter Seals 
Toronto, 

ON 
Children with physical 

disabilities 
Social and 

recreational  

Ottawa-Carleton 
Association for Persons 

with Developmental 
Disabilities  

Ottawa, 
ON 

People with 
developmental 

disabilities  

Educational  
and social  

Independent Living 
Center of Kingston 

Disability Resources 

Kingston, 
ON 

People of all 
disabilities  

Providing 
independent living  

 
For all the listed organizations, the onboarding process starts when a potential 
volunteer shows interest in joining an organization. A variety of factors will then 
influence whether a volunteer decides to follow through and apply. In comparing the 
pre-application stage of onboarding, we found that ABLE2 was the only organization 
surveyed that describes its onboarding process in detail on its website. Aside from 
Variety Ontario, which mentions that new volunteers must attend volunteer 
orientation sessions and in-service training sessions before being placed as a 
volunteer, the other organizations omit any such details. In these cases, the 
applicant would not know exactly what to expect upon submitting their application. 
Both approaches can be beneficial; one is direct in its expectations so that there are 
no surprises, and the other allows the volunteer to be eased into the process without 
overwhelming them with details. 
 
Most of the organizations reviewed allow an interested party to apply immediately 
through an electronic form on their website, while three had a pre-application step. 
ABLE2 requires the volunteer to provide their email address before viewing a 20-
slide information slideshow, followed by contact from an employee to discuss the 
official application. The Hutton House requires an initial contact via email or phone 
with the volunteer coordinator before filling out an actual application. The Montreal 
Center for Learning Disabilities requires filling out a short preliminary form before 
directing volunteers to the main application. The direct application approach has the 
advantage of streamlining the process and attracting more applications. However, 
ABLE2’s additional steps may attract applicants who are more serious and engaged 
with their core values.  
 

https://huttonhouse.com/volunteers
https://huttonhouse.com/volunteers
https://huttonhouse.com/volunteers
https://www.kwhab.ca/join-us/
https://www.kwhab.ca/join-us/
https://www.kwhab.ca/join-us/
https://www.easterseals.org/volunteering/
https://www.easterseals.org/volunteering/
https://www.easterseals.org/volunteering/
https://www.ocapdd.on.ca/?ID=25&Language=ENG
https://www.ocapdd.on.ca/?ID=25&Language=ENG
https://www.ocapdd.on.ca/?ID=25&Language=ENG
https://www.ocapdd.on.ca/?ID=25&Language=ENG
https://www.ocapdd.on.ca/?ID=25&Language=ENG
https://www.ocapdd.on.ca/?ID=25&Language=ENG
https://www.ocapdd.on.ca/?ID=25&Language=ENG
https://www.ocapdd.on.ca/?ID=25&Language=ENG
https://www.ocapdd.on.ca/?ID=25&Language=ENG
https://www.ocapdd.on.ca/?ID=25&Language=ENG
https://www.ocapdd.on.ca/?ID=25&Language=ENG
https://www.ocapdd.on.ca/?ID=25&Language=ENG
https://www.ocapdd.on.ca/?ID=25&Language=ENG
https://www.ocapdd.on.ca/?ID=25&Language=ENG
https://www.ocapdd.on.ca/?ID=25&Language=ENG
https://www.ocapdd.on.ca/?ID=25&Language=ENG
https://www.ocapdd.on.ca/?ID=25&Language=ENG
https://www.ocapdd.on.ca/?ID=25&Language=ENG
https://www.ocapdd.on.ca/?ID=25&Language=ENG
https://ilckingston.com/volunteering/
https://ilckingston.com/volunteering/
https://ilckingston.com/volunteering/
https://ilckingston.com/volunteering/
https://ilckingston.com/volunteering/
https://ilckingston.com/volunteering/
https://ilckingston.com/volunteering/
https://ilckingston.com/volunteering/
https://ilckingston.com/volunteering/
https://ilckingston.com/volunteering/
https://ilckingston.com/volunteering/
https://ilckingston.com/volunteering/
https://ilckingston.com/volunteering/
https://ilckingston.com/volunteering/
https://ilckingston.com/volunteering/


29 
 

 

4E: Recommendations Based on the Literature Review 

Onboarding Structure 

Based on the onboarding literature review, we recommend ABLE2 consider its 
onboarding process in relation to those of other organizations, with a particular 
interest in increasing accessibility. 

Consider Onboarding Differences 

ABLE2’s onboarding process differs from those of the other organizations surveyed, 
in that it provides a publicly available description of the process online and requires 
extra steps for submitting an official application. Evidently, ABLE2 has taken a 
unique approach compared to organizations of similar scope. Because of this 
difference, we recommend that ABLE2: 

Identify the goals of the ABLE2 onboarding process 

Has the reasoning that guided the current onboarding process changed? Are the 
goals of onboarding different than what they used to be? Are there better ways to 
meet those goals?  

Reflect on the ABLE2 onboarding process in comparison to similar organizations  

What does ABLE2 think these other organizations are doing well, and is there 
anything it can glean when considering its own onboarding adjustments? 

Increase the Accessibility of Onboarding 

Mitigating aspects of the onboarding process that applicants find intimidating may 
help increase volunteer recruitment. To meet this goal, we recommend that ABLE2 
adopt approaches used by other organizations to:  

● Make the application available immediately on the website without waiting for 
a response from an employee.  

● Reduce the specific information provided about the onboarding process.  
● Shorten the application or training steps to prioritize reaching the matching 

step. As our data shows (Section 5), the matching step is the most 
appreciated step. 

 
While considering the reasonings for these differences, we also encourage ABLE2 to 
reflect on the following questions:  

● What are the characteristics of the people who do best in this volunteer role? 
● How is the onboarding process — and method of data presentation — 

effective in selecting these types of people?  
● How might the current onboarding process pose a barrier to the kinds of 

people who would do well in this role?  
 

Survey results indicate that while ABLE2 is doing well in meeting the desires and its 
volunteers, there are opportunities for growth within the organization. However, we 
still encourage ABLE2 to reflect on how their approach differs from that of other 
organizations and whether they are satisfied with the reasoning behind them.  
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Section 5: ABLE2 Onboarding Survey 

This section examines the data from the 52-question onboarding survey distributed 
to volunteers in February 2022. The survey was divided into five main parts, which 
will each be addressed in a separate subsection: 
 

● Part A: The Information Session and the ABLE2 Website 
● Part B: The Application Process  
● Part C: The Training Process 
● Part D: The Matching Process 
● Part E: Final Reflections 

 
Each section will include a list of the survey questions and an analysis of the survey 
data. In each part, the results of the Likert scale questions are compared to gather 
insight into trends of volunteer agreement vs. disagreement and overall satisfaction. 
Trends related to satisfaction rates within and across each of the onboarding steps 
are noted. A sixth part, Part F, will outline all the recommendations for Section 5. 
 
Our analysis showed that volunteers generally thought well of the onboarding 
process: very few volunteers selected “disagree” and even fewer selected “strongly 
disagree” for all areas. In comparing survey results across sections, it was noticeable 
that some parts of onboarding had a more consistently positive response. The 
questions related to the matching process received responses of high satisfaction 
most consistently. This demonstrates that the matching step is a favourite of many 
volunteers and is one that ABLE2 is doing especially well. Compared to the matching 
process, other steps like the application and training processes received a greater 
frequency of neutral responses. These results show that ABLE2 is doing well in 
these areas overall but that there is room for growth. 
 
It can be challenging to interpret responses of “neither agree nor disagree,” as they 
can demonstrate either ambiguity (“I don’t know”) or ambivalence (“I don’t care”).1 
The number of ambiguous-ambivalent responses is the highest for questions in the 
application section and the lowest in the matching section. For example, 46% of the 
responses indicate “Neither agree nor disagree” for the survey statement “The 
ABLE2 website was easy to navigate” in the Information Session section (3.1). In 
contrast, 9.5% of the responses indicate “Neither agree nor disagree” for the survey 
statement “The social worker adequately answered your questions” in the matching 
section (6.5). We believe that the highest proportion of responses, “Neither agree nor 
disagree,” in the application section is better explained by ambiguity than 
ambivalence, as evidenced by the answers to the open-ended questions. 
Participants remembered the application process poorly:  

The forms were filled out 3-4 years ago and I don’t recall many of the details. 

I was onboarded before ABLE2 was ABLE2 and I don’t remember much of 
this or if it even existed so I chose ‘neither agree nor disagree’ 

In contrast, participants consistently remembered the matching process. In 
conclusion, we believe that ABLE2 can improve the application and training parts of 
the onboarding process so that they become more engaging and memorable for 
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volunteers. These parts should be exciting as they prepare new volunteers for the 
final matching step of the onboarding process. 
 

5A: The Information Session and the ABLE2 Website 

The first part of the survey asked four questions about the pre-onboarding process 
(Table 5.1), when potential new volunteers attend the online information session and 
gather information via the ABLE2 website.  
 
Table 5.1: Questions about the Information Session and ABLE2 Website 

# Text 

3.1 The ABLE2 website was easy to navigate. 

3.2 The ABLE2 website provided adequate information about a) the mission of 

ABLE2, b) the Matching Program, c) the volunteer experience, and d) how to 

apply to be a volunteer. 

3.3 The online information session (20-minute video) provided you with all the 

information you needed to feel comfortable applying to the Matching Program. 

3.4 Please provide any specific feedback about the website so that ABLE2 can 

continue to improve this part of the onboarding process (i.e., areas for 

improvement; what worked best). 

Figure 5.1 presents the percentage of 

respondents who either agreed or disagreed 

with the survey statements mentioned above.  

52% of respondents concurred that the ABLE2 

website was easy to navigate (3.1). The 

percentage gets higher when participants 

express themselves about the adequacy of the 

information provided on the website (3.2).  

Other responses showed that the agreement 
rate is:  

● 75.5% regarding the mission of ABLE2 
(3.2a)  

● 72.3% regarding the Matching Program 
(3.2b) 

● 59.6% regarding the volunteer experience (3.2c) 
● 70.2% regarding how to apply to be a volunteer (3.2d) 

 
This results in question 3.2 having a global average satisfaction rate of 69.4%, as 
shown in Figure 5.1. Participants are somewhat satisfied with the information 
provided about the mission of ABLE2. In contrast, they are less satisfied with the 
volunteer experience information.  
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After closing the survey, we realized that the information session was not a video but 
a PowerPoint slide deck. For this reason, the results of question 3.3 have not been 
included in the analysis. 
 
Lastly, the responses to the survey statement 3.4 gave us more insight into what the 
participants thought. Here are a few quotes: 
 

I consulted the website probably over 3 years ago (when I applied), so not 
sure how relevant the answers above are in the event the website has 
changed. 
 
I have not looked at the website in years. I really don’t remember how useful it 
was/is. I expect it has changed. 
 
I have been a volunteer for >10 years and don’t really recall using the website 
in the onboarding process. 
 
Have not reviewed the website much. Also, joined ABLE2 more than 20 years 
ago when there was no onboarding so I’ve tried to avoid giving my opinion on 
my experience since it’s not applicable to today’s onboarding training 
sessions. 

 
As per the quotes above, ABLE2 has a functioning website, but it is underutilized. 
Given the widespread use of the internet as a first point of information today, we 
would expect recent volunteers to know about the ABLE2 website better than long-
term volunteers. If both long-term and recent volunteers do not use the ABLE2 
website, it could pose a problem. They should 
be the target audience, in addition to the 
people with disabilities seeking to access 
ABLE2’s resources. If volunteers are not using 
the website, they may not have access to vital 
information related to ABLE2 and their current 
volunteer positions. 
 
Satisfaction Versus Years Volunteered 

Satisfaction with the info session and website 
was higher among volunteers who were 
onboarded in the last five years (Figure 5.2).  
In line with those results, the percentage of the 
response “Neither Agree nor Disagree” was 
higher among volunteers who were onboarded 
more than five years ago. Overall, recent 
volunteers are more satisfied with the website’s 
ease of navigation and information adequacy 
(3.1 and 3.2) than volunteers who onboarded 
before 2017.  
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5B: The Application Process 

The second part of the survey asked ten questions about the application process 
(Table 5.2), which is the first step of the onboarding process at ABLE2. Applicants 
are required to fill out a form, provide three references, obtain a Vulnerable Sector 
Check, and read the volunteer handbook. 
 
Table 5.2: Questions about the Application Process 

# Text 

4.1 All of the application materials were easy to retrieve. 

4.2 The application form was easy to use. 

4.3 The application could be completed in a reasonable amount of time. 

4.4 The questions asked in the application were appropriate and relevant. 

4.5 It was easy to provide the number of references required for your application. 

4.6 The volunteer handbook provided you with adequate information about your 

role. 

4.7 Reading the volunteer handbook helped prepare you to succeed in your role. 

4.8 The Vulnerable Sector Check was easy to complete. 

4.9 Communication from ABLE2 was timely after the application was submitted. 

4.10 If you wish, provide any specific feedback about the application process with 

ABLE2 (i.e., barriers you faced, or things you liked). 

 

Figure 5.3 presents the percentage of survey respondents who agreed or strongly 

agreed with each question above.  

 
Satisfaction rates with the application process were high, ranging between 60.5% 
and 84.8%: 
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● 69.6% of respondents found that the application materials were easy to 

retrieve (6.1). 

● 63.8% concurred that the application form was easy to use (6.2). 

● 68.1% of participants said that the application took a reasonable amount of 

time (6.3) and asked appropriate questions (6.4). 

● 73.9% of respondents agreed that it was easy to provide the number of 

references required. 

 
Regarding the volunteer handbook: 

● 62.8% of participants said it provided adequate information about their role 

(4.6). 

● 60.5% of participants said that it prepared volunteers well to succeed in their 

role (4.7). 

 

These results suggest that the handbook may not be as valuable as intended, as the 
two questions about the handbook have the lowest satisfaction rates in this 
subsection.  
 
Further: 

● 84.8% of participants found that the Vulnerable Sector Check was easy to 

complete (4.8). While this percentage is the peak in this subsection, some 

respondents mentioned that they encountered difficulties in this process 

(e.g., having to take a day off).  

● 68.9% of respondents agreed that communication was timely after applying 

(4.9). This result suggests that communication is a potential area for 

improvement.  

 

Finally, the responses to the survey statement 4.10 allow us to gather the various 
thoughts that participants shared with us:   
 

Great but was just a very long process 
 
I have never seen the volunteer handbook 
 
If I recall there was several months delay between the time I applied and 
when I was onboarded [...] I had to take time off of work to do the vulnerable 
sector check 
 
Apologies I was unable to answer some of these questions. I was 
trained/onboarded prior to ABLE2, when it was still Citizen Advocacy. [...] I 
don’t recall many details. 

 
Some participants found the application process long. Fortunately, few people faced 
barriers regarding the Vulnerable Sector Check. Several survey respondents also do 
not recall receiving/having seen the volunteer handbook.  
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Satisfaction Versus Years Volunteered 

Satisfaction with the application process was higher among volunteers who were 
onboarded after 2017 (Figure 5.4). 

 
Volunteers onboarded in the last five years reported more satisfaction with all the 
steps involved in the application process than the group of volunteers who 
onboarded before 2017. We also observe that the percentage of participants who 
selected “Neither Agree nor Disagree” is higher for all questions among volunteers 
who onboarded more than five years ago (not shown in Figure 5.4). This aligns with 
the responses to the questions about the online information session and the ABLE2 
website. These results suggest that either the application process improved in the 
last five years or that volunteers who had their onboarding more than five years ago 
may not remember the application part of the onboarding process well enough to 
form a strong opinion.  
 

5C: The Training Process 

The third part of the survey asked ten questions about the training process (Table 
5.3), which is the second step of the ABLE2 onboarding process. Training includes 
the mandatory four-hour training session and any other training (e.g., AODA 
training). Table 5.3 presents the ten questions for this portion of the survey. 
 
Table 5.3: Questions about the Training Process 

# Text 

5.1 The Onboarding Seminar was offered at a convenient time for you. 

5.2 The Seminar provided you with helpful information about the volunteer 

experience in the Matching Program. 

5.3 The Seminar provided a space to build meaningful relationships with other 

volunteers and the ABLE2 staff. 
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5.4 The training sessions were relevant to your educational needs. 

5.5 The training sessions provided you with information that has been useful in 

your Match. 

5.6 Your training has given you the tools to better support people with disabilities 

outside of ABLE2. 

5.7 Prior to volunteering at ABLE2, how much experience did you have with: 

physical, neurodevelopmental, learning, or mental health disabilities? 

5.8 What did you find most helpful about the training sessions? 

5.9 What did you find least helpful about the training sessions? 

5.10 Did you feel there was anything missing from the training? If yes, please 

explain. 

 
The two purposes of the above questions below were to assess whether the 
information covered in the training sessions is relevant and insightful, and to 
examine how volunteers create relationships with staff and other volunteers at the 
initial stages of being a volunteer.  
 
Figure 5.5 presents the percentage of participants who agreed or strongly agreed 
with the six Likert-scale questions above.  

 
As Figure 5.5 illustrates: 

● 75.0% of respondents agreed that the onboarding seminar was offered at a 
convenient time (5.1).  

● 77.8% of respondents agreed that the training sessions provided helpful 
information about the volunteer experience in the Matching Program (5.2). 
 

In contrast: 
● Only 37.8% of respondents agreed that the training provided a space to build 

meaningful relationships with other volunteers and the ABLE2 staff (5.3).  
● In line with this result, 17.8% of respondents (not shown in Figure 5.5) either 

disagreed or strongly disagreed with the statement.  
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This disagreement rate figures among the highest ones for all the questions in the 
survey, suggesting that socialization is not a main focus of ABLE2’s current 
onboarding strategy.  
 
Questions about training relevance received a moderately high agreement rate: 

● 59.1% of participants said that the training information was a good learning 
opportunity for their educational needs (5.4).  

● An even higher rate of respondents (65.9%) agree that the training sessions 
provided information that has been useful in their Match (5.5).  

● 56.8% of participants agreed or strongly agreed that the training has given 
them the tools to better support people with disabilities outside of ABLE2 
(5.6).  

 
While volunteers felt the training gave them sufficient and relevant information about 
the experience in the program and their Match (5.2 and 5.4), it was not as effective in 
providing them with enough information about supporting people with disabilities 
outside of the organization. 
 
Lastly, some volunteers shared positive comments about their experience with the 
training. Volunteers found that the content was interesting and direct.  
 

The training session helped to raise my awareness of the needs of many of 
the Friends in the ABLE2 program. 
 
It was very thorough. I liked how it talked about the realities/challenges we 
might encounter with our match. ABLE2 did not shy away from discussing 
difficult or awkward topics, like your match going to the bathroom! 

 

Satisfaction Versus Years Volunteered 

Satisfaction with the training process was higher among volunteers who were 
onboarded after 2017 (Figure 5.6).  
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Satisfaction with all aspects of the training was higher among the recent volunteers 
than those who became volunteers with ABLE2 prior to 2017. Unsurprisingly, the 
latter group selected the “Neither Agree nor Disagree” responses more frequently 
(not shown in Figure 5.6). We interpret those results carefully as showing that either 
the training process at ABLE2 has improved in the last five years or that people who 
became volunteers in a more distant past do not remember the training process well 
enough to form a strong opinion. 
 

5D: The Matching Process 

The third part of the survey asked twelve questions about the matching process 
(Table 5.4), which is the third and final step of the ABLE2 onboarding process. 
Matching consists of a Learning Conversation, Match Presentation, and Match 
Meeting.  
 

Table 5.4: Questions about the Matching Process 

# Text 

6.1 The Learning Conversation and Match Presentation were offered at times 

convenient for you. 

6.2 You felt adequately prepared for the Learning Conversation and Match 

Presentation. 

6.3 The questions asked of you during the Learning Conversation were 

appropriate. 

6.4 The next steps in the onboarding process were made clear to you in these 

meetings. 

6.5 The social worker adequately answered your questions. 

6.6 The potential Matches presented in the Match Presentation were good fits for 

you. 

6.7 The social worker helped make the Match that was best for you. 

6.8 The social worker helped make the Match that was best for your Friend. 

6.9 You felt adequately prepared for your first Match Meeting. 

6.10 You felt supported by ABLE2 staff during your first Match Meeting. 

6.11 Overall, the matching process was a positive experience. 

6.12 Please provide any specific feedback about the matching process so that 

ABLE2 can continue to improve this part of the onboarding process. 

 
Figure 5.8 presents the percentage of participants who agreed or strongly agreed 
with the above questions 
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The high satisfaction rate is striking.  

● 86.0% of respondents agreed that the Learning Conversation and Match 
Presentation were offered at convenient times (6.1) and that they were 
adequately prepared for those meetings (6.2).  

● 79.1% agreed that the questions during the Learning Conversation were 
appropriate (6.3).  

● 83.7% agreed that the next onboarding steps had been made clear to them by 
the social workers (6.4).  
 

As previously mentioned, survey respondents have great memories of their meetings 
with the social workers. It is unsurprising then that 90.5% of participants — the 
highest satisfaction rate in the survey — said that the social worker adequately 
answered their questions (6.5). Their connection is vital for the new volunteers — it 
may make or break the onboarding process. 
 
The statement with the lowest volunteer satisfaction rate in this section was that the 
potential Matches presented in the Match Presentation were good fits for them (6.6), 
with 72.1% agreement. Although this is still a high level of satisfaction, it raises the 
question as to whether ABLE2 can do better for the 27.9% of participants who did 
not agree or strongly agree. Match fit is vital to creating long-lasting friendships. 
81.4% of respondents agreed that the social worker helped make the Match that was 
best for the volunteer (6.7), and 76.7% agreed that the Match was the best for the 
Friend (6.8). Lastly, participants overwhelmingly felt adequately prepared for their 
first Match Meeting (81.4%, 6.9) and supported by ABLE2 staff during this meeting 
(88.4%, 6.10). Overall, 83.7% of respondents said that the matching process was a 
positive experience (6.11).  
 

Satisfaction Versus Years Volunteered 

Figure 5.9 compares satisfaction with the matching process of survey participants 
who onboarded before and after 2017.  
 
Interestingly, volunteers who onboarded less than five years ago, on average, 
reported higher satisfaction for the first half of the questions (mainly about the 
Learning Conversation). The largest differences in agreement were: 
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● 18.6% for 6.1 (“The Learning Conversation and Match Presentation were 
offered at times convenient for you”). 

● 13.9% for 6.2 (“You felt adequately prepared for the Learning Conversation 
and Match Presentation”). 

● 13.9% for 6.5 (“The social worker adequately answered your questions”). 

 
In comparison, volunteers who onboarded more than five years ago, on average, 
reported higher satisfaction for the second half of the questions (mainly about the 
Match Presentation and Match). Here, the largest differences in agreement were: 

● 17.4% for 6.7 (“The social worker helped make the Match that was best for 
you”). 

● 12.6% for 6.9 (“You felt adequately prepared for your first Match Meeting”). 
● 13% for 6.11 (“Overall, the matching process was a positive experience”). 

 
Restrictions to in-person matching activities due to the COVID-19 pandemic may 
explain why volunteers who onboarded more than five years ago appear to be more 
satisfied. We recommend that ABLE2 carefully protect and cherish the matching 
experience, as volunteers appreciate the onboarding process once they reach this 
stage. 
 

5E: Overall Onboarding Reflection Questions 

The concluding section presented four Likert scale questions (7.1-7.4) and two open-
ended questions (7.5-7.6) about their reflections on the onboarding process (Table 
5.5).  
 
Table 5.5: Questions about the Final Reflections 

# Text 

7.1 Overall, how effective did you find the different steps of the onboarding 

process? 

7.2 Overall, the onboarding process was easy to navigate. 
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7.3 You felt well-supported by ABLE2 staff throughout your onboarding 

experience. 

7.4 In your opinion and from your experience, the ABLE2 onboarding process 

reflects your understanding of the organization’s values. 

7.5 Please explain. 

7.6 Is there anything else about the onboarding process that you would like to 

share? 

 
In question 7.1, we asked participants how effective they found the application, 
training, and matching part of the onboarding process at ABLE2 (Figure 5.10).  

 
Figure 5.10 shows that the effectiveness rate (the percentage of “Very effective” and 
“Fairly effective” responses) is similar for both the application and training part of the 
onboarding process, while participants are more ambivalent about the application 
process. Unsurprisingly, the matching step has the highest effectiveness rate 
(percentage of “Very effective” and “Fairly effective” responses), meaning that most 
survey respondents found it favourable.  
However, it is also the one with the lowest 
percentage of “Neither agree nor disagree” 
responses. In other words, the matching step was 
found to be unfavourable in specific instances. 
From our survey data, we know that these 
responses were from the few individuals who were 
unhappy with their Matches. This data shows that, 
apart from a few specific instances, volunteers find 
the onboarding process to be effective overall. 
 
Figure 5.11 presents the percentage of participants 
who agreed or strongly agreed with the three 
Likert-scale questions in this section (7.2, 7.3, and 
7.4).  
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About 75% of the respondents concurred that the onboarding process was easy to 
navigate, that they felt supported by ABLE2 staff throughout their onboarding 
experience, and that the onboarding process reflected their understanding of the 
organization’s values. Question 7.5 allowed participants to explain their previous 
responses on whether the onboarding process reflected their understanding of the 
organization’s values. Representative quotes include: 
 

I came to ABLE2 hoping to be able to make a difference in the life of a 
member of my community. ABLE2’s onboarding process and matching 
system have helped me to do that and helped me to form a very close bond 
with the Friend I matched with. 
 
From the beginning, they make you feel part of a community, and that’s what 
it is all about. 
 
They want to ensure the best match and information is provided before being 
matched up. To ensure benefit and success for all those involved, it is critical 
to have many steps leading up to being matched with ideal candidates. To 
ensure respect and growth and aid to all those involved. Very well done. 

 
Overall, most responses to this question were overwhelmingly positive.  
 
From these responses, we found that some participants believe that ABLE2 can 
better build relationships within ABLE2 and in the broader community. This is 
congruent with the findings of Section 2, which highlight the importance of 
relationship-building in volunteering. Two survey participants mentioned that the 
onboarding program offers few networking opportunities, especially during the 
training sessions (see the quotes below). Another indicated that networking was one 
of the top 3 reasons this person volunteers and that ABLE2 has not delivered during 
COVID. Overall, volunteers appreciate their in-person interactions with the staff and 
their community and want more. 
 

Too long, not interactive, no opportunities to network.  
 
It would have been nice to have more time to socialize with other volunteers. 
 
During COVID, there has been very little ‘networking’ within the ABLE2 
community from my perspective. 
 
I liked that I got to meet and engage with ABLE2 staff in person during the 
application/matching process. 
 
Lots of online training and unfortunately no opportunity to meet in person. 

 
Other participants were disappointed by the ongoing support once the onboarding 
process was complete, acknowledging that the initial training was helpful but 
insufficient (see the quotes below). As a friendship develops and evolves, ABLE2 
should provide support as new challenges come up.  
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The onboarding process was adequate. I cannot say the same thing about 
ongoing support offered to matches and think this should also be considered. 
 
Lack of connection with ABLE2 [was missing from the training]. 
 
A refresher training course may be useful. 
 
It was very intense in a short amount of time. I did mine back when it was in 
person. It would have been good to have more ongoing training and support 
once established in a match. 

 
Survey participants generally feel that their friendship makes them happy, and they 
have developed a strong sense of community by participating in the Matching 
Program (see the quotes below). Other responses highlighted the critical role that 
the staff and social worker played, especially in the beginning of the relationship 
between an Ally and a Friend. 
 
Lastly, we asked survey participants if they would like to share anything else about 
the onboarding process (7.6).  
 

I do feel like I am contributing to the community but after becoming a 
Friend/advocate in this volunteer program after a while it no longer feels like 
intentional friendship but pure friendship. 
 
From the beginning they make you feel part of a community, and that’s what it 
is all about. 
 
I have developed a true friendship with my match and friends improve 
wellbeing! 
 
When I first joined, the process was very simple and had a strong human 
component. [The ABLE2 staff] made it happen. 
I love that the social worker/ABLE2 person comes with you to the first match, 
it makes everyone feel really comfortable. 

 
Overall, ABLE2 succeeds in creating friendships and initial positive interactions 
within the organization. However, ABLE2 could consider how to connect volunteers 
together and provide them with ongoing support over the longer run.  
 
One participant wrote: 
 

The most useful advice I was given during the on-boarding process, which I 
hope is shared among all volunteers, is to choose your match not necessarily 
based on who may be the most vulnerable person (i.e. who ‘needs a friend 
most’... I was feeling guilty about this) but based on who you think you will 
enjoy spending time with, as this brings a far greater chance of a long term 
match. My social worker was right - it has been 6 years and it is really a 
pleasure for us to spend time together. 
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Some respondents used 7.6 to say “thank you” or share a personal story: 
 

I want to thank all the social workers for their work, it is extremely valuable. I 
find the pandemic has truly affected relationships … moreover the ones with 
people with disabilities. So, what you do is crucial for the community’s mental 
health! Thank you. 

 
The survey has demonstrated that the majority of ABLE2 volunteers are satisfied 
with the onboarding process and that there is much to celebrate in the work already 
being done to support Allies by ABLE2. However, the few areas where survey 
responses were slightly less positive suggest areas for ABLE2 to consider for growth 
in relation to its application process while still protecting its highly valued matching 
process.  
 

5F: Recommendations Based on Survey Results 

This section includes all the recommendations for Section 5, developed from the 
analysis of the onboarding survey data. 

The Information Session and Website 

The following recommendations are based on the findings of Section 5A. 

Networking and Building Community 

Create a memorable first impression 

Surprisingly, the “online information session” appears to be a static slide deck. It is 
the organization’s first direct contact with potential new volunteers. Make it fun and 
exciting! We recommend that ABLE2 make this step into an interactive session to 
better engage volunteers. For example, ABLE2 could create a video of someone 
presenting the slides warmly and enthusiastically. The video could mention how the 
potential new volunteer would contribute to the broader community of volunteers in 
Ottawa. 

Have a blog to build a relatable online presence 

We recommend ABLE2 have a blog covering stories of thriving Matches, along with 
a comment section to provide an opportunity for social interaction among the ABLE2 
community. The blog could provide more information about the volunteer experience 
via volunteers’ testimonies. The senior management could also contribute to articles 
to create proximity with the audience. Storytelling connects people and ideas. People 
are more likely to remember the organization through a story.2 
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The Application Process 

These recommendations are based on the findings of Section 5B. 

Application Accessibility 

Streamline the handbook 

The volume of the content in the handbook may be overwhelming for many 
volunteers. It is suggested that the handbook (and its appendices) be presented in a 
streamlined and user-friendly format. For example, Appendix H of the handbook is 
about bed bugs. We suggest deleting it, as this situation may not be as frequent or 
as ABLE2-specific as this handbook section seems to indicate. It gives the 
impression that people with disabilities are not clean and thus perpetuates negative 
stigma. We encourage the organization to use inclusive language in the volunteer 
handbook.  

Networking and Building Community 

Communicate frequently during onboarding 

We encourage ABLE2 to connect with potential new volunteers at least once every 
three weeks as they move through the onboarding process. Staying in touch with the 
volunteers and informing them that the next steps are coming soon will keep them 
informed and engaged when there are delays in the onboarding process. 
 
The Training Process 

The following recommendations are based on the findings of Section 5C.  
 
While ABLE2 volunteers reported satisfaction with the training process, the survey 
responses indicated two areas for growth:  

● A more social and interactive training program to better connect volunteers 
and engage them in their learning. 

● Ongoing training and networking opportunities to keep volunteers connected, 
supported, and up to date with new information and ideas (Figure 5.7).  

Figure 5.7: Schematic of How to Think about Ongoing Onboarding  
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Survey responses highlighted the possibility of reconceptualizing ABLE2 onboarding 
as a process that is continuous and ongoing. Due to the mission of ABLE2, we also 
recommend a focus on EDI training as a part of the initial and ongoing onboarding 
process.  

Social and Interactive Training 

As touched on in the literature review section, onboarding ought to make use of 
social and interactive features. Interactive methods of knowledge transfer are proven 
to be more engaging, memorable, and effective for learning new material. While the 
survey results point toward volunteers feeling prepared after going through the 
onboarding process, some responses quoted in the previous section suggest room 
for improvement. 

Emphasize relationship building and volunteer networking during onboarding 

While making use of computers and online training modules is appealing and often 
useful, onboarding should be a social time for new volunteers to engage with other 
volunteers and organization staff.  
 
To emphasize volunteer networking, we recommend: 

● Pooling groups of new volunteers into onboarding sessions as much as 
possible so that these new volunteers can learn and interact together 
when being introduced to new information.  

● Relying less on information slide decks and didactic training sessions and 
more on social activities that connect volunteers with one another.  

● Developing a volunteer networking program in which new volunteers connect 
with each other or experienced volunteers to share advice and inspiration 
through mentorship.  

 
While COVID-19 certainly puts limits on creating a social onboarding process, 
approaches do exist for fulfilling the social aspect of learning rather than solely 
relying on independently performed online training sessions. Several studies have 
provided examples of a successful transition to interactive onboarding in the COVID 
era.3 For example, the Systems Director at the Rochester Regional Hospital 
implemented an eight new step process, parts of which could be adapted by ABLE2: 
at the onset of the pandemic, which was later deemed to be an excellent example for 
other workplaces to follow. Steps from the hospital that would be relevant to ABLE2 
and other like-minded volunteer organizations include: 

● Planning for the learning to be in small segments to ensure the new worker is 
not overwhelmed. 

● Creating spreadsheets that keep track of the new worker’s progress 
● Connecting new employees with other members of the organization through 

short one-on-one meet and greet virtual chats 
● Using screen sharing functions on software such as Zoom or Microsoft Teams 

to make sessions feel more interactive.  
 
A key component of this process is frequently reassuring the new employee that they 
are gaining knowledge and that the onboarding process is critical to their success.  
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Integrate Equity, Diversity, and Inclusion into the Training Process 

In a diverse city like Ottawa, local organizations should be comfortable interacting 
with varying identities both within their own workforce or volunteer base and when 
interacting with the larger community. Renowned economist Amartya Sen has 
championed EDI by encouraging organizations to embrace it in all aspects of their 
work. Organizations can benefit from including rather than excluding the valuable 
multidimensional insights brought about by diversity.4 Attention to EDI also helps 
reduce structural inequality and reveal unproductive power dynamics. Organizations 
are always at risk of power imbalances, even those that lack a formal hierarchy. 
Thus, the EDI framework provides an initial first step for everyone associated with 
the organization to be treated fairly.  
 
As noted in Section 3, continuous reflection is necessary for improving EDI practices. 
As a part of this reflection, ABLE2 should consider how to further integrate EDI into 
the training program. 

Plan EDI training for ABLE2 staff and volunteers 

Once growth areas have been identified, ABLE2 could organize EDI training 
specifically for its staff. Cultivating an environment where staff are actively learning 
and growing will, by extension, encourage these values in Allies and Friends, and 
will help to make the ABLE2 community even more welcoming and inclusive. Given 
that ABLE2 already has developed equity training related to disability, ABLE2 could 
‘barter’ training with another local organization doing work in another area.  

Implement EDI in volunteer training sessions 

Whenever ABLE2 is planning future training sessions, the following questions should 
be considered: 

● Are all necessary documents written in an accessible, globalized language so 
that all individuals can comprehend the information?  

● Could alternative formats be offered for those with differing needs?  
○ For example, could conversations between potential volunteers and 

staff be used to gather the needed information instead of collecting 
it through formal paperwork?  

● Would anyone feel excluded by the structure of the training sessions?  
● Are all volunteers informed of the importance of EDI in their volunteer work?  

 
The value of ongoing training creates a setting for ABLE2 to continually reflect upon 
these questions and transfer this knowledge to new and seasoned volunteers alike, 
as the field of EDI is constantly changing. How we conceptualize EDI changes as 
new power dynamics emerge in our society and new innovative ways to address 
them emerge in response. Including training around these issues would benefit 
ABLE2’s mission by attracting new and diverse volunteers and keeping healthy 
relationships within the organization.  

Ongoing Training and Social Networking 

Many individuals indicated that ongoing support for volunteers through regular 
training opportunities would be extremely useful. Onboarding extends beyond the 
volunteer’s first few weeks with the organization; it is imperative to consider it a 
continuous process for the volunteer. 
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Create opportunities for volunteers to connect regularly 

Ongoing training that provides new learning opportunities is a proven method to 
improve volunteers’ performance and engagement across their duration with the 
organization. In addition, it is a way to stay in touch with management and fellow 
volunteers. We recommend: 

● Providing regular training opportunities throughout the year to keep volunteers 
up to date with new information and ideas. 

● Organizing regular volunteer events to connect and integrate volunteers who 
may otherwise feel on their own. 

 
The Matching Process 

The following recommendations are based on the findings of Section 5D. 

Data Management and Targeted Recruitment  

The survey results showed that some participants do not agree that the potential 
Matches presented fit them well. ABLE2 should investigate the factors that drive 
long-lasting friendships in the Matching Program.  

Create better Matches using data and targeted recruitment 

Having an up-to-date database of past and current Matches would allow ABLE2 to 
use this information for targeted recruitment. To implement this recommendation, the 
organization could: 

● Carry out the project Proposal B: Improving People’s Lives with Data 
● Have regular volunteer check-ins to gather information on successful Matches 

 
We pinpointed several areas to improve the data (e.g., collecting missing individual 
information on education, disabilities, hobbies and so on, and connecting data about 
Friends and Allies to have a database of Matches). Only once ABLE2 has an up-to-
date database will it be better positioned to examine questions such as “What makes 
a Match successful?” and “What makes a Friend difficult to match?” ABLE2 could 
then proceed with targeted recruitment for Friends on the waitlist.  
 
ABLE2 could increase check-ins with volunteers to help collect this data, asking 
questions about which aspects or characteristics of the Match are working well and 
which are not. This data should be gathered in one-on-one interviews and entered 
anonymously into the database. The interviewers should anticipate a positivity bias 
and re-ask questions as needed so that volunteers are more inclined to be honest in 
their responses. Collecting this data will help ABLE2 support individual Matches and 
make adjustments if needed while also gathering data to help shape future training 
topics. 
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Section 6: Conclusion 

The overall goal of this project was to address ABLE2’s concerns around volunteer 
recruitment and retention. The pandemic introduced unforeseen challenges, but it 
also offered an opportunity to assess current operations and search for ways to 
improve. Through the PhD-Community Initiative, we partnered with ABLE2 to identify 
recommendations that the organization might implement in their efforts to continually 
attract the highest number of volunteers. Motivated volunteers drive ABLE2’s 
mission of working with partners to provide the tools, choices and connections that 
empower people with disabilities to build lives of meaning and joy. 
 
We developed three project proposals (see Appendix 1) that covered a wide range of 
ideas related to volunteer recruitment issues. After reviewing them, ABLE2 selected 
the proposal to examine their onboarding process. This proposal consisted of a 
literature review of contemporary research about onboarding and volunteering in 
Canada, and a survey of volunteers who have partnered with ABLE2 in the past. The 
literature review revealed several key ideas about the optimal onboarding process 
that ensures knowledgeable and motivated volunteers and offered comparisons with 
the onboarding process of similar organizations. The survey was designed to 
uncover how volunteers truly felt about the onboarding system and provide 
recommendations for growth in the process.  
 
The literature review revealed the importance of a strong onboarding system, 
suggesting that a weak onboarding system will do the organization no favours in 
recruiting and retaining new volunteers. A solid onboarding system results in happy, 
long-term volunteers. The literature review also revealed many traits about what 
makes the most effective and efficient onboarding system. Common themes portray 
an onboarding system that is social and interactive, makes use of relevant 
technology, and boosts and motivates the confidence of new volunteers. The 
findings of the literature review and survey results were used to develop the following 
key recommendations: 

 
Equity, Diversity, and Inclusion 
Ensuring that diverse identities are welcome at ABLE2 should be paramount 
throughout all operations. ABLE2 should continuously perform self-assessments on 
its EDI performance so that it can further integrate the EDI framework. Developing 
training materials and forms that are easily interpretable for diverse populations 
would attract new volunteers and make them feel welcome and respected. Practicing 
more consistent data collection of volunteer demographics can help identify existing 
diversity among volunteers. This information can be used to better support 
volunteers and to make adjustments so that missing or underrepresented 
populations can be included in ABLE2’s mission. Offering EDI training to all staff and 
volunteers would aid in this mission as well. 
 
Onboarding Structure 
ABLE2 should reflect on its onboarding process to ensure it aligns with the 
organization’s overarching goals. Likewise, they may want to consider how their 
onboarding compares to that of other like-minded organizations. This reflection could 
help increase the application accessibility, such as by making the application 
available directly from the website, reducing the amount of information distributed 

#h.itf4ydtj44vp
#h.itf4ydtj44vp
#h.itf4ydtj44vp
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directly to prospective volunteers, shortening the application or training steps, and 
streamlining the volunteer handbook.  
 
Data and Targeted Recruitment 
ABLE2 can improve upon their methods of data collection for recruitment purposes. 
A better understanding of the diversity and attributes of volunteers can be used both 
to better support current volunteers as well as create a more targeted approach for 
volunteer recruitment. We suggest gathering this data more consistently and using 
regular volunteer check-ins to gather data about successful Matches. In its targeted 
recruitment efforts, ABLE2 should focus on an underrepresented demographic in its 
volunteer population: younger volunteers. To attract more young adults, ABLE2 can 
further develop its social media presence, and develop a section of the Matching 
Program that is compatible with the 8-month university schedule or regular but less-
frequent volunteer involvement, such as a recreation and leisure program for 
unmatched Friends.  
 
Networking and Community Building 
One specific opportunity for growth is to focus more on networking and community 
building. ABLE2 could do this by creating a memorable first impression through a 
warm and engaging information session video, having a blog to build an online 
presence, and communicating with volunteers frequently during the onboarding 
process. 
 
Social, Interactive, and Ongoing Training 

Onboarding is an ongoing process that extends past a volunteer’s first few weeks 
with the organization; it is an ongoing process by which volunteers should continually 
be updated and connected with management. However, these first few weeks lay the 
foundation for a volunteer’s experience with the organization. To make the most out 
of this time, ABLE2 should emphasize relationship building and volunteer networking 
by offering more social and interactive training that connects volunteers with one 
another. New volunteers could be connected with other new volunteers, or with 
experienced volunteers who would be great sources of advice and inspiration 
through a mentoring relationship.  
 
ABLE2 should also provide ongoing training and events throughout a volunteer’s 
time at ABLE2. Some respondents indicated that ongoing support would be 
beneficial, especially as rules and policies change or when uncertainty rises, such as 
during the pandemic. This would keep them up to date with new information and 
ideas and connect them with other volunteers so that they feel integrated with 
ABLE2.  
 
Final Thoughts  
Throughout our project, we learned a great deal about volunteering, surveys, team 
building, communication, and more. Most important, though, are the relationships we 
have built with ABLE2 staff. We want to thank the ABLE2 staff who have supported 
and encouraged us throughout the PhD-CI project. We are confident that our 
findings will be helpful to the staff at ABLE2 as they continue their fantastic work in 
serving the Ottawa community and are honoured to have been a part of its mission. 
We encourage the staff at ABLE2 to reach out if they have further questions about 
the report — we would be delighted to continue the dialogue. 
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Section 8: Appendix  

Appendix A: Tables 

Table 2.3 Canadian Volunteers (Data from Stat Can) 

Volunteer Category 2018 2013 2010 2007 2004 

Total Formal 
Volunteers 

16,420 17,037 17,472 15,984 15,613 

Current Formal 
Volunteers 

12,678 12,716 13,249 12,444 11,773 

Past Formal Volunteers 
(Prior to Last 12 

Months) 

3,742 4,321 4,223 3,540 3,840 

Non-volunteers 
(Formal) 

14,423 12,151 10,734 11,016 10,408 

Current Informal 
Volunteers  

22,692 23,216 — — — 

Current Informal 
Volunteers, Overlapping 

10,874 10,982 — — — 

Total Current 
Volunteers 

24,496 24,950 — — — 

Total population 30,843 29,188 28,206 27,000 26,021 

 
Table 2.4: Canadian Formal Volunteer Rates (Data from Stat Can) 

Volunteer Category 2018 2013 2010 2007 2004 

All Formal Volunteers 53% 59% 62% 59% 60% 

Current Volunteers 
(Last 12 months) 

41% 44% 47% 46% 45% 

Past Volunteers 
(Prior to Last 12 months) 

12% 15% 15% 13% 15% 

Current Informal Volunteers 74% 80% — — — 

Current Volunteers 
(Overlapping) 

35% 38% — — — 

Total Current Volunteers 79% 86% — — — 
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Table 3.5: Volunteer Motivation by Age (ABLE2) 

 Motivations to Volunteer 

A B C D E F G H I J Total 

Age 

Under 18 0 0 0 0 0 0 0 0 0 0 0 

18-24 years old 1 1 3 0 0 1 3 2 0 1 12 

25-34 years old 2 2 2 4 0 7 10 3 0 0 30 

35-44 years old 1 0 0 0 0 10 8 7 0 2 28 

45-54 years old 2 1 0 1 0 3 4 4 0 1 16 

55-64 years old 4 1 0 1 0 4 8 5 0 1 24 

65+ years old 4 1 0 2 0 4 6 2 1 3 23 

Total Count  14 6 5 8 0 29 39 23 1 8 133 

 
Table 3.6: Motivations Legend 

Category Survey Response Category Survey Response 

A To use your skills and experiences F To contribute to the mission of ABLE2 

B To explore your interests and develop new skills G To contribute to the Ottawa community 

C To improve job opportunities H To improve your sense of personal well-being or 
health 

D To network or meet people I To fulfill religious obligations or beliefs 

E To volunteer with your friends and/or family members who 
also volunteer with ABLE2 

J Other (please specify) 
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Appendix B: Supplementary Charts 

This section includes charts made from the data provided in September 2021. 
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Appendix C: Raw Data Tables 

This section includes supplementary data tables made from the onboarding survey results. Open text-based questions are not 
included to preserve the anonymity of the survey participants. All other data is included in this appendix. 
 
Q1.1 - How old are you?  

Answer % Count 

Under 18 0.00% 0 

18-24 years old 7.55% 4 

25-34 years old 22.64% 12 

35-44 years old 18.87% 10 

45-54 years old 13.21% 7 

55-64 years old 18.87% 10 

65+ years old 18.87% 10 

Total 100% 53 

 
Q1.2 - How do you self identify in terms of gender? 

Answer % Count 

Woman 75.47% 40 

Man 24.53% 13 

I do not identify within the gender binary 0.00% 0 

I prefer not to disclose information 

concerning my gender 0.00% 0 

Total 100% 53 

 
Q1.3 - Do you identify as being a person with a disability?  

Answer % Count 

Yes 18.87% 10 

No 81.13% 43 

Prefer not to say 0.00% 0 

Total 100% 53 

 
Q1.4 - How long have you been volunteering with ABLE2? 

Answer % Count 

Less than a year 15.09% 8 

One to two years 13.21% 7 

Three to five years 32.08% 17 

More than five years 18.87% 10 

More than ten years 20.75% 11 

Total 100% 53 
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Q1.5 - How many hours do you volunteer at ABLE2 every 
week?  

Answer % Count 

0 to 1 hours 50.94% 27 

2 to 3 hours 37.74% 20 

More than 3 hours 11.32% 6 

Total 100% 53 

 
Q1.6 - How did you first learn about ABLE2?  

Answer % Count 

Newspaper 9.43% 5 

Kijiji 0.00% 0 

Family Member or Friend 16.98% 9 

Social Media 3.77% 2 

Other (please specify) 22.64% 12 

Volunteer Ottawa 47.17% 25 

Total 100% 53 

 

Q2.1 What are the top 3 (three) reasons you volunteer?  

Answer % Count 

To contribute to the Ottawa community 29.32% 39 

To volunteer with your friends and/or 

family members who also volunteer with 

ABLE2 0.00% 0 

To network or meet people 6.02% 8 

To improve job opportunities 3.76% 5 

To fulfill religious obligations or beliefs 0.75% 1 

To improve your sense of personal well-

being or health 17.29% 23 

To explore your interests and develop 

new skills 4.51% 6 

Other (please specify) 6.02% 8 

To use your skills and experiences 10.53% 14 

To contribute to the mission of ABLE2 21.80% 29 

Total 100% 133 
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Q2.4 - Please indicate your agreement with the following 
statement: You would recommend ABLE2 as a great 
place to volunteer. 

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 7.84% 4 

Neither agree nor disagree 9.80% 5 

Agree 47.06% 24 

Strongly agree 35.29% 18 

Total 100% 51 

 

 
Q3.1 - The ABLE2 website was easy to navigate.  

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 2.00% 1 

Neither agree nor disagree 46.00% 23 

Agree 40.00% 20 

Strongly agree 12.00% 6 

Total 100% 50 

 
 

Q3.2 - The ABLE2 website provided adequate information about:  

Question Strongly Disagree Disagree 
Neither Agree nor 

Disagree 
Agree Strongly agree Total 

The volunteer experience 0.00% 0 4.26% 2 36.17% 17 38.30% 18 21.28% 10 47 

The mission of ABLE2 0.00% 0 0.00% 0 24.49% 12 48.98% 24 26.53% 13 49 

The Matching Program 0.00% 0 0.00% 0 27.66% 13 51.06% 24 21.28% 10 47 

How to apply to be a volunteer 0.00% 0 0.00% 0 29.79% 14 51.06% 24 19.15% 9 47 
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Q3.3 - The online information session (20-minute video) 
provided you with all the information you needed to feel 
comfortable applying to the Matching Program. 
 

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 2.00% 1 

Neither agree nor disagree 34.00% 17 

Agree 48.00% 24 

Strongly agree 16.00% 8 

Total 100% 50 

       
Q4.1 - All of the application materials were easy to 
retrieve. 

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 0.00% 0 

Neither agree nor disagree 30.43% 14 

Agree 50.00% 23 

Strongly agree 19.57% 9 

Total 100% 46 

 
 
Q 4.2 - The application form was easy to use. 

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 2.13% 1 

Neither agree nor disagree 34.04% 16 

Agree 46.81% 22 

Strongly agree 17.02% 8 

Total 100% 47 

 
Q 4.3 - The application could be completed in a 
reasonable amount of time. 

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 0.00% 0 

Neither agree nor disagree 31.91% 15 

Agree 53.19% 25 

Strongly agree 14.89% 7 

Total 100% 47 
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Q 4.4 - The questions asked in the application were 
appropriate and relevant. 

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 0.00% 0 

Neither agree nor disagree 31.91% 15 

Agree 51.06% 24 

Strongly agree 17.02% 8 

Total 100% 47 

 
Q 4.5 - It was easy to provide the number of references 
required for your application. 

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 0.00% 0 

Neither agree nor disagree 26.09% 12 

Agree 52.17% 24 

Strongly agree 21.74% 10 

Total 100% 46 

 

Q 4.6 - The volunteer handbook provided you with 
adequate information about your role. 

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 0.00% 0 

Neither agree nor disagree 37.21% 16 

Agree 46.51% 20 

Strongly agree 16.28% 7 

Total 100% 43 

 
Q 4.7 - Reading the volunteer handbook helped prepare 
you to succeed in your role. 

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 0.00% 0 

Neither agree nor disagree 39.53% 17 

Agree 46.51% 20 

Strongly agree 13.95% 6 

Total 100% 43 
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Q 4.8 - The Vulnerable Sector Check was easy to 
complete. 

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 6.52% 3 

Neither agree nor disagree 8.70% 4 

Agree 54.35% 25 

Strongly agree 30.43% 14 

Total 100% 46 

 
Q 4.9 - Communication from ABLE2 was timely after the 
application was submitted. 

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 6.67% 3 

Neither agree nor disagree 24.44% 11 

Agree 42.22% 19 

Strongly agree 26.67% 12 

Total 100% 45 

 

Q 5.1 - The Onboarding Seminar was offered at a 
convenient time for you. 

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 2.27% 1 

Neither agree nor disagree 22.73% 10 

Agree 52.27% 23 

Strongly agree 22.73% 10 

Total 100% 44 

 
Q 5.2 - The Seminar provided you with helpful information 
about the volunteer experience in the Matching Program. 

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 2.22% 1 

Neither agree nor disagree 20.00% 9 

Agree 48.89% 22 

Strongly agree 28.89% 13 

Total 100% 45 

 



        67 

Q 5.3 - The Seminar provided a space to build meaningful 
relationships with other volunteers and the ABLE2 staff. 

Answer % Count 

Strongly disagree 6.67% 3 

Disagree 11.11% 5 

Neither agree nor disagree 44.44% 20 

Agree 22.22% 10 

Strongly agree 15.56% 7 

Total 100% 45 

 
Q 5.4 - The training sessions were relevant to your 
educational needs. 

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 4.55% 2 

Neither agree nor disagree 36.36% 16 

Agree 47.73% 21 

Strongly agree 11.36% 5 

Total 100% 44 

 

Q 5.5 - The training sessions provided you with 
information that has been useful in your Match. 

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 6.82% 3 

Neither agree nor disagree 27.27% 12 

Agree 47.73% 21 

Strongly agree 18.18% 8 

Total 100% 44 

 
Q 5.6 - Your training has given you the tools to better 
support people with disabilities outside of ABLE2. 

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 9.09% 4 

Neither agree nor disagree 34.09% 15 

Agree 45.45% 20 

Strongly agree 11.36% 5 

Total 100% 44 

 



68 

 

 
Q 5.7 - Prior to volunteering at ABLE2, how much experience did you have with: 

Question No experience Little experience Some experience Lots of experience Total 

Physical disabilities 23.91% 11 26.09% 12 30.43% 14 19.57% 9 46 

(Neuro)developmental disabilities 45.45% 20 13.64% 6 25.00% 11 15.91% 7 44 

Learning disabilities 26.67% 12 28.89% 13 28.89% 13 15.56% 7 45 

Mental health disabilities 25.00% 11 25.00% 11 31.82% 14 18.18% 8 44 

 
Q 6.1 - The Learning Conversation and Match 
Presentation were offered at times convenient for you. 

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 0.00% 0 

Neither agree nor disagree 13.95% 6 

Agree 51.16% 22 

Strongly agree 34.88% 15 

Total 100% 43 

 
Q 6.2 - You felt adequately prepared for the Learning 
Conversation and Match Presentation. 

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 0.00% 0 

Neither agree nor disagree 13.95% 6 

Agree 60.47% 26 

Strongly agree 25.58% 11 

Total 100% 43 

 
Q 6.3 - The questions asked of you during the Learning 
Conversation were appropriate. 

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 4.65% 2 

Neither agree nor disagree 16.28% 7 

Agree 44.19% 19 

Strongly agree 34.88% 15 

Total 100% 43 

 
 



        69 

Q 6.4 - The next steps in the Onboarding process were 
made clear to you in these meetings. 

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 2.33% 1 

Neither agree nor disagree 13.95% 6 

Agree 41.86% 18 

Strongly agree 41.86% 18 

Total 100% 43 

 
Q 6.5 - The social worker adequately answered your 
questions. 

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 0.00% 0 

Neither agree nor disagree 9.52% 4 

Agree 50.00% 21 

Strongly agree 40.48% 17 

Total 100% 42 

 

Q 6.6 - The potential Matches presented in the Match 
Presentation were good fits for you. 

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 9.30% 4 

Neither agree nor disagree 18.60% 8 

Agree 53.49% 23 

Strongly agree 18.60% 8 

Total 100% 43 

 
Q 6.7 - The social worker helped make the Match that was 
best for you. 

Answer % Count 

Strongly disagree 2.33% 1 

Disagree 2.33% 1 

Neither agree nor disagree 13.95% 6 

Agree 41.86% 18 

Strongly agree 39.53% 17 

Total 100% 43 
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Q 6.8 - The social worker helped make the Match that was 
best for your Friend. 

Answer % Count 

Strongly disagree 2.33% 1 

Disagree 0.00% 0 

Neither agree nor disagree 20.93% 9 

Agree 39.53% 17 

Strongly agree 37.21% 16 

Total 100% 43 

 
Q 6.9 - You felt adequately prepared for your first Match 
Meeting. 

Answer % Count 

Strongly disagree 2.33% 1 

Disagree 2.33% 1 

Neither agree nor disagree 13.95% 6 

Agree 46.51% 20 

Strongly agree 34.88% 15 

Total 100% 43 

 

Q 6.10 - You felt supported by ABLE2 staff during your 
first Match Meeting. 

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 2.33% 1 

Neither agree nor disagree 9.30% 4 

Agree 48.84% 21 

Strongly agree 39.53% 17 

Total 100% 43 

 
Q 6.11 - Overall, the Matching process was a positive 
experience. 

Answer % Count 

Strongly disagree 2.33% 1 

Disagree 2.33% 1 

Neither agree nor disagree 11.63% 5 

Agree 46.51% 20 

Strongly agree 37.21% 16 

Total 100% 43 
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Q 7.1 - Overall, how effective did you find the different steps of the Onboarding process? 

Question Very effective Fairly effective Neutral Fairly ineffective Very ineffective Total 

Application process 35.71% 15 35.71% 15 28.57% 12 0.00% 0 0.00% 0 42 

Training process 28.21% 11 43.59% 17 23.08% 9 5.13% 2 0.00% 0 39 

Matching process 53.66% 22 26.83% 11 9.76% 4 7.32% 3 2.44% 1 41 

 
Q 7.2 - Overall, the Onboarding process was easy to 
navigate. 

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 0.00% 0 

Neither agree nor disagree 25.58% 11 

Agree 44.19% 19 

Strongly agree 30.23% 13 

Total 100% 43 

 
Q 7.3 - You felt well-supported by ABLE2 staff throughout 
your Onboarding experience. 

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 2.38% 1 

Neither agree nor disagree 21.43% 9 

Agree 47.62% 20 

Strongly agree 28.57% 12 

Total 100% 42 

 
Q 7.4 - In your opinion and from your experience, the 
ABLE2 Onboarding process reflects your understanding 
of the organization's values. 

Answer % Count 

Strongly disagree 0.00% 0 

Disagree 0.00% 0 

Neither agree nor disagree 23.26% 10 

Agree 48.84% 21 

Strongly agree 27.91% 12 

Total 100% 43 
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