
Points of Light
Arizona Service Enterprise Initiative

McKenna Bidelman
Emily Litchfield
Governor’s Office of Youth, Faith and Family



Governor’s Office of Youth, Faith and Family
Office of the Arizona Governor Doug Ducey



Community-based initiative that trains organizations to better leverage volunteers and their skills in order to
achieve their social missions.

- 4-6 Month Training Program
- 1-1 Coaching
- Statistically Reliable Diagnostic Assessment
- Cohort Networking

TODAY:

- History & Background
- What is Service Enterprise?
- Program Model
- Sample Training

THE ARIZONA SERVICE ENTERPRISE INITIATIVE



▪ About400certified organizations in 23 states.

▪ Today, research from Service Enterprises shows that on
average, certified organizations benefit from:

▪ A 23% increase in volunteers annually.

▪ 2,700 hours of donated time from new volunteers,
equal to 1.5 FTEs worth of labor.

▪ $63,000 in valued labor from additional volunteer
hours.

▪ More than 80% of Service Enterprises report an
increase in volunteers, including skill-based
volunteers

Criteria to Qualify 
Arizona Service Enterprise Initiative
SERVICE ENTERPRISE NATIONWIDE

Phoenix Police Department

Scottsdale Police Department



Criteria to Qualify 
ArizonaService Enterprise Initiative
SERVICE ENTERPRISE HUB PARTNERS

Phoenix Police Department

Scottsdale Police Department



Criteria to Qualify 
ArizonaService Enterprise Initiative
SERVICE ENTERPRISE IN AZ

Phoenix Police Department

Scottsdale Police Department

16 Certified Organizations 

• Chandler (2) 
• Dignity Health—Chandler Regional
• ICAN! Positive Programs for Youth

• Gilbert (1)
• Dignity Health (Mercy Gilbert)

• Phoenix (7) 
• Area Agency on Aging-- Region One
• Arizona Foundation for Legal Services and 

Education
• Catholic Charities Community Services
• Fresh Start Women’s Foundation
• Maggie’s Place
• Ronald McDonald House Charities
• Southwest Human Development

• Scottsdale (1) 
• Voices for CASA Children

• Tempe (2)
• Future for Kids
• J unior Achievement of Arizona

• Tucson (4)
• Community Foodbank of Southern Arizona
• The Diaper Bank of Southern Arizona
• United Way of Tucson and Southern 

Arizona
• Volunteer UA



Community-based initiative that trains organizations to better leverage volunteers and their skills in order to
achieve their social missions.

▪ All organizational capacities are significantly and
markedly stronger for nonprofits with a strong
volunteer management model.

▪ When organizations engage and manage any
number of volunteers well, they are significantly
better led and managed.

▪ Service Enterprises not only lead and manage
better, they are significantly more adaptable,
sustainable, and capable of going to scale.

THE ARIZONA SERVICE ENTERPRISE INITIATIVE



Community-based initiative that trains organizations to better leverage volunteers and their skills in order to
achieve their social missions.

▪ Operating as a Service Enterprise requires strong
and well -developed human resources
management practices.

▪ Organizations that engage volunteers are equally
aseffective as their peers without volunteers, but
at almost half the median budget .

THE ARIZONA SERVICE ENTERPRISE INITIATIVE



Takinga critical look at multi-level volunteer integration in the context of Service Enterprise

▪ Sketch out a rough organizational chart

○ Include main programs

○ Doesn’t have to be specific

REIMAGINING VOLUNTEER ENGAGEMENT

Did you include your volunteer program? 







ArizonaService Enterprise Initiative

▪ A thorough research-based assessment of their
existing organizational volunteer engagement
practices through the Service Enterprise
Diagnostic.

▪ Up to 16 hours of training to assist in reimagining
the ways in which the organization engages
volunteers.

▪ Up to 10 hours of individualized coaching to
address unique organizational opportunities and
challenges.

PROGRAM MODEL



ArizonaService Enterprise Initiative

▪ Measuresorganizationalcapacityand volunteer
engagementpractices

▪ Identifies organizational strengths, soft spots, 
and blind spots

▪ Statistically valid and reliable
▪ Assessment, diagnostic and planning tool
▪ Completed online
▪ Adequate representation of organization
▪ Minimumof threeseniorleaders

SERVICE ENTERPRISE DIAGNOSTIC





ArizonaService Enterprise Initiative

▪ A thorough research-based assessment of their
existing organizational volunteer engagement
practices through the Service Enterprise
Diagnostic.

▪ Up to 16 hours of training to assist in reimagining
the ways in which the organization engages
volunteers.

▪ Up to 10 hours of individualized coaching to
address unique organizational opportunities and
challenges.

PROGRAM MODEL



ArizonaService Enterprise Initiative

▪ Change management

○ A Culture of Engagement

▪ Technical Content

○ Impact Measurement

TRAINING EXAMPLES



ArizonaService Enterprise Initiative
CULTURE OF ENGAGEMENT

What are possible 
challenges to integrating 
volunteers in new and 

different ways throughout 
your organization?



ArizonaService Enterprise Initiative
CULTURE OF ENGAGEMENT

• How might you address these challenges?
• How can you ensure that staff and current volunteers are 

prepared to work with volunteers in a Service Enterprise?

• Facilitate conversations about engaging volunteers and any 
concerns the team has

• Assess whether team members have had training or 
experience engaging volunteers

• Discuss what a culture of engagement would look like at your 
organization – for all team members



ArizonaService Enterprise Initiative
IMPACT MEASUREMENT

• How do you currently track volunteers? 
• How do you measure success?

Number of Volunteer 
Hours X Value of Volunteer Hour = Value of Volunteer 

Contribution

15,000 x $23.56* = $353,400

Value of Volunteer 
Contribution / Total Investment = Return on Investment

$353,400 / $68,000 = $5.20



ArizonaService Enterprise Initiative
SERVICE ENTERPRISE = INCREASED ROVI

• Operating as a Service Enterprise can 
result in:
– Increased funding opportunities
– Program growth
– Greater financial returns 
– More effective operating models

• # of (additional) services
• # of clients
• # of program sites/neighborhoods
• # of FTEs that volunteers represent
• # of partnerships/policies advanced
• Dollars and/or items donated
• Dollars and/or items raised
• # of volunteers led



ArizonaService Enterprise Initiative
PROGRAM MODEL

▪ National certification signifying the
organization’s commitment to and
proficiency in appropriately leveraging the
time and skills of volunteers.

▪ A peer network of organizations from which
to access best practices and support.



▪ Questions?

▪ Tolearnmoreabout ServiceEnterprise, visit:

▪ PointsOfLight.org

▪ Volunteer.AZ.gov

▪ Contact Information :

▪ McKennaBidelman,mbidelman@az.gov

▪ EmilyLitchfield, elitchfield@az.gov

▪ 602-542-2004

Criteria to Qualify 
Arizona Service Enterprise Initiative
SERVICE ENTERPRISE: NEXT STEPS

Phoenix Police Department

Scottsdale Police Department
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